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Abstract 
 

Title: The Impact of a Transformational Leader on Employees Displaying Organizational 

Citizenship Behavior in Two Medium-Sized Customer Support Organizations 

Author: Jameen Heleena Mathews 

Advisor: Enrique Perez, Ph.D. 

This narrative analysis study explored the relationship between transformational 

leadership styles and employees exhibiting discretionary behaviors related to performance in an 

organization. The study investigated the relationship between transformational leadership and its 

impact on employee discretionary behavior, the impact that transformational leadership has on 

the employee, and the organization's overall performance. It investigated whether or not there are 

any specific dimensions of transformational leadership that influence organizational citizenship 

behavior in customer support organizations. Understanding how a transformational leader 

behaves and interacts with employees in an organization is important when considering its 

contribution to employee performance and workplace behaviors. As employers look to hire 

leaders who will contribute to the organization's success, leadership traits, specifically 

transformational leadership traits, should be given heavy consideration. This research found that 

an inspirational, empowering, engaged, honest, and visionary leader contributed to employee 

engagement and success. While the focus of this research was not employee performance, there 

are findings that transformational leadership impacted performance via inspiring discretionary 

behavior or Organizational Citizenship Behavior, which led to improved employee performance. 

A narrative analysis design was best suited to analyze the perspective of employees working in a 

medium-sized customer support organization.  

Keywords: transformational leadership, discretionary behaviors, employee 

performance, organizational citizenship behavior, motivation, call center employee 
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Chapter 1: Introduction to the Study 

Introduction 

The use of call centers has increased over the last few decades. Call centers use 

technology to extensively monitor call center efficiencies (Molino et al. 2016). Working 

in highly monitored call centers can create an emotionally demanding work environment, 

resulting in high turnover, high absenteeism, and decreased engagement as a result, 

however, the demand on employees to meet organizational targets are important to the 

organization's leaders (Taylor and Bain, 1999; Lewig and Dollard, 2003; Workman and 

Bommer, 2004). Call center operations management has shifted focus to employee 

empowerment and engagement rather than the previous production-line assembly type 

mentality (Gilmore 2001). Call centers represent a sizable portion of the workforce, thus 

attracting attention in the fields of study of organizational psychology and business (De 

Cuyper et al., 2014; Lewig and Dollard, 2003). 

 The study of transformational leadership's impact on employees displaying 

organizational citizenship behaviors is of importance in customer support environments 

because call centers are a vital part of organizations; however, they face issues retaining 

employees and maintaining a motivated workforce due to the repetitive nature of the job 

(Taylor and Bain, 1999; Lewig and Dollard, 2003). Leadership is an essential construct 

for organizational development. Leadership style significantly influences organizational 

outcomes (Yoon & Suh 2019). Researchers have concentrated on transformational 

leadership as a leadership strategy that leaders should implement within organizations to 
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improve employee performance (Ahmad, Ahmad, and Cheng 2018). Leaders coordinate 

and manage corporate resources and institutes-directed efforts to achieve organizational 

goals (Garcia-Morales, Jimenez-Barrionuevo, and Gutierrez-Gutierrez, 2012; Walumbwa 

et al., 2010). It is known that leadership style, leader's attitude towards team building, and 

cohesion are instrumental in fulfilling organizational goals (Goleman, Boyatzis & 

McKee, 2013; Daft, 2014).   

Research indicates that the transformational leadership style contributes to 

positive employee responses and engagement in high-stress occupations (Bass 1985, 

Arnold et al., 2010). Bass 1993 states that transformational leaders integrate creative 

insight, persistence, energy, intuition, and sensitivity to others' needs to drive their 

organization's strategy. In addition, transformational leaders build cultures based on the 

assumptions that people are trustworthy and purposeful and typically exhibit a sense of 

vision and purpose (Bass, 1993). There is research that says the display of organizational 

citizenship behaviors, also known as discretionary effort, and improved performance 

results from the positive effect of the transformational leadership style on employees 

(Choudhary, Akhtar, and Zaeer, 2013). 

Organizational citizenship behavior (OCB) is the discretionary behaviors that 

employees exhibit, which leads them to have a higher level of engagement within an 

organization resulting in employees meeting and exceeding organizational goals. 

According to Organ (1988), OCB is defined as discretionary behavior, not tied or directly 



 

 

3 

 

linked to any formal reward system, but behavior that promotes the successful 

functioning of the organization (Organ, 1988).  

My research explores the relationship between transformational leadership and 

employee displaying organizational citizenship behaviors in two small customer support 

organizations. This research seeks to find indications of transformational leadership's 

impact on employee discretionary effort and whether that impacts employee performance 

in call centers. In this research, I will use customer support organizations and call centers 

synonymously. The research begins with a conceptual background, literature review, and 

hypotheses development. Then research methods are presented in this chapter, followed 

by the findings, and lastly, the conclusion and implications. 

Chapter one details the background of the problem, the purpose, and the 

significance of this narrative inquiry. The research questions that this study intends to 

answer are included in this chapter and define the terms used within this study. Chapter 

one details the assumptions of the study. The limitations of the study are also included in 

this chapter. The theoretical foundation and worldview of this study are included in this 

chapter. 

Background of the Study 

Call center managers are faced with human resources challenges when it comes to 

hiring and retaining motivated and competent staff (Duane 2013). To date, there has been 

substantial literature that addresses non-financial work-related factors such as extra 

training, opportunity to learn hands-on, as well as opportunities for promotion. The 
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general perception is that transformational leadership contributes towards positive 

employee responses and engagement in high-stress occupations (Arnold et al., 2010). 

Analyzing employee responses to leadership styles can help predict the level of 

commitment and effort employees are willing to put into their work responsibilities to 

achieve optimum results (Liaw, Chi, & Chuang, 2010).                                                                                                                                                                                                                                                                                                                                                                                                                                                            

While a quantitative study can highlight patterns and occupational practices 

impacted by leadership styles, a qualitative study can provide insight and depth when 

exploring participants' perspectives through lived experiences. Previous research focuses 

on generic constructional parameters between leadership styles and impacts on employee 

motivation, highlighting broad categories of factors (Donohoe & Kelloway, 2016). There 

are limited studies that explore the concept that the dimensions of transformational 

leadership, which are inspirational motivation (articulating vision), intellectual 

stimulation (promoting creativity and innovation), idealized influence (charismatic role 

modeling), and individualized consideration (coaching and mentoring), contribute to 

sustainable employee performance (Robertson, 2019). The level of employee 

discretionary behaviors may not be affected by all the dimensions of a transformational 

leader. However, a leader who exhibits the four dimensions of transformational 

leadership may impact all organizational citizenship behaviors displayed by employees at 

work (Choudhary, Akhtar, and Zaeer, 2013).  

Customer support organizations benefit from employees who are willing to go the 

extra mile to ensure that organizational objectives are reached (Das, 2012; Rod and Ashill, 
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2013; De Cuyper et al., 2014). Therefore, organizational citizenship behavior is an 

important construct to consider when attaining the right employees who will strive to 

meet organizational goals and objectives. Organizational citizenship behavior is when an 

employee is willing to work in roles or capacities beyond what the organization expects 

from them without any form of coercion (Organ 1988). Employees who attend to 

customers with special dedication contribute immensely to client satisfaction and go out 

of their way to ensure that customer experience problems are solved with high-efficiency 

levels (Feng, Wang, Lawton, & Luo, 2019; Schwepker & Ingram, 2016). 

Transformational leadership shows considerable dedication to identifying the variables 

that positively impact the employees' attainment of the desirable behavior (Giroux & 

McLarney, 2014). 

Employees who exhibit OCB are also passionate about their work and generally 

keep to themselves while satisfying their duties within an organization; they are not 

robotic or depersonalized (Kahn 1978). Transformational leadership has been known to 

positively impact employees displaying OCB and a higher level of employee engagement 

by creating environments of trust (Choudhary, Akhtar, and Zaeer, 2013). Call centers are 

challenging work environments due to the repetitive nature and the emotional strain 

created by the work (Taylor 1999). This study is important because customer support 

organization's management focuses on improving employee performance and retaining 

motivated employees (Molino 2016). It is important to understand the impact of 
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transformational leadership on the employees' display of organizational citizenship 

behavior in customer support organizations.  

Statement of the Problem 

Customer service call centers tend to face the challenge of getting employees to 

perform at a consistent, sustainable level when attempting to achieve organizational goals 

(Molino et al., 2016). Leadership style significantly influences organizational outcomes 

(Ahmad, Ahmad, and Cheng 2018; Robertson 2017). Leadership style, attitude toward 

team building and team cohesion, conveying purpose, and organizational mission are 

characteristics of a leader whose intent is to fulfill the organizational goals (Goleman, 

Boyatzis & McKee, 2013; Daft, 2014). Research indicates that transformational leaders 

positively impact employees exhibiting discretionary behaviors evident by employees 

being fully engaged in work; additionally, they tend to meet or exceed organizational 

goals (Choudhary, Akhtar, and Zaeer, 2013). Discretionary behaviors, also referred to as 

Organization Citizenship Behaviors (OCB) by Organ (1988), promote an organization's 

efficient or effective functioning.  

Customer service call centers are an integral part of an organization; additionally, 

they are financially significant (Gans et al., 2003). Call center agents frequently deal with 

customers' negative emotions and complaints, leading to elevated levels of stress and 

demotivation (Molino et al., 2016). Having the right staff to answer customer inquiries 

and interact with customers is a significant part of doing business in customer service 

organizations' performance. Additionally, having leadership that will inspire and motivate 
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call center agents to perform at a high level can prove beneficial to customer support 

organizations. Research indicates that call centers have been primarily managed by 

leaders who use the transactional leadership style, focusing primarily on quantitative 

production data rather than transformational leadership skills, which focuses more on 

employee empowerment and employee well-being (Gilmore and Moreland, 2000; 

Gilmore, 2001).  

Transactional leaders believe that employee rewards should be proportional to 

their performance and productivity (Lowe et al., (1996). According to Avolio et al. (2009), 

transactional leadership is based on the exchange of rewards contingent on performance, 

which focuses on maintaining the status quo, and discourages innovation and creativity. 

Transformational leadership style primarily uses non-quantitative strategies to motivate 

employees to perform. Transactional leadership is also highly likely to foster unhealthy 

competition between the employees as they both struggle to outshine each other rather 

than work together as a team to attain company goals (Eberly et al., 2017).  

Due to the rigor, high stress, and high-performance standard of call centers, call 

centers should seek to hire leaders that exhibit the four dimensions of transformational 

leadership to create high-performing employees that will go above what is required or 

expected of them (Holman et al., 2002, Taylor Bain 1999). According to Strickland 

(2007), previous research investigated the link between transformational leadership and 

organizational citizenship performance via motivation. Choudary et al. 2013 found that 

transformational leadership has been known to positively impact employees displaying 
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OCB and having higher levels of employee engagement. Bukhari 2014 found a positive 

relationship between organizational performance and OCB. Schmitt 2016 found that 

transformational leadership qualities influence organizational performance by gaining 

employee buy-in and increasing employee engagement. However, much remains 

unexplored about the various effects or consequences of transformational leadership's 

impact on employees displaying OCB in customer support organizations. The research 

findings will add to the body of literature on transformational leadership's impact on an 

employee's display of organizational citizenship behavior in customer support 

organizations.  

Purpose of the Study 

This qualitative study aimed to explore the relationship between the four 

dimensions of transformational leadership styles and their impact on employee 

discretionary behavior in the customer service call center work environment. Dimensions 

of transformational leadership result in followers' performance beyond expectations 

(Bass, 1985; Grant, 2012; Pandey, Davis, Pandey, & Peng, 2015). Organizations attempt 

to improve productivity by focusing solely on employee behaviors so that they can 

become more productive. Research indicates that leadership styles, specifically 

transformational leadership, effectively enhance employee performance (Ahmad, Ahmad, 

and Cheng 2018). This research study explored whether transformational leadership 

affects employee discretionary behaviors within a customer support organization. 
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Transformational leadership requires the leaders to be empathetic and dynamic in 

their undertakings because empathy inspires the employees to better their performance 

(Bass, 1985). For the employees' positive effects of compassion to be felt, the leaders 

must demonstrate high levels of honesty and transparency and ensure that they provide 

the example that they expect their followers to emulate and adopt (Ng, 2017). This study 

sought to understand how impactful transformational leadership is in enabling employees 

to display discretionary behaviors in a call center environment. The study delves deeper 

into the perspectives of call center employees' view of their leader's impact on their 

overall performance. Specifically, this study is relevant to employees and managers 

employed in call centers with very rigorous job tasks and performance expectations.  

The study also sought to identify how the lack of transformational leadership may 

have a negative impact on employee engagement and some of the ways that transactional 

leaders can borrow from transformational leadership style to result in better 

organizational performance. The role of transformational leadership in inspiring the staff 

in a call center environment will be investigated. The subordinates' thoughts concerning 

meeting rigorous and highly monitored performance goals will be analyzed to 

corroborate whether they yielded positive outcomes for the employees and the 

organization. 

Research Questions 

The literature review shows a correlation between a transformational leader and 

an employee displaying discretionary behaviors or improved performance (Northouse 
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2007, Vipraprastha & Yuesti (2018). Howell and Frost (1989) conducted a study in which 

they manipulated leaders' behavior in a laboratory setting; the results were that 

charismatic leader's behavior produced better performance within the organization, higher 

employee satisfaction, and less role conflict than other leadership styles (Howell &Frost 

1989). Idealized influence is a dimension of a transformational leader and is defined and 

charisma and role modeling (Organ 1988). It is believed that the development of 

organizational citizenship behaviors and improved performances results from the positive 

effect that the transformational leadership style has on employees. It is important to 

understand how transformational leadership dimension's impact on an employee's display 

of OCB.  

There are limited studies that explore the concept that the four dimensions of 

transformational leadership contribute to sustainable employee performance (Robertson, 

2019). What is not known is, does transformational leadership influence all the 

dimensions of OCB. Randy-Cofie (2018) identified the need for further research on 

answering the question, which dimension of OCB is the most effective in inspiring 

employees to exhibit behavior that is not rewarded or required of an employer (Randy-

Cofie, 2018). This gap discussed leads to the following research question. 

RQ. 1 Are there specific dimensions of transformational leadership that influence 

organizational citizenship behaviors displayed by employees? 

Organizational citizenship behavior (OCB) consists of five dimensions; altruism, 

conscientiousness, sportsmanship, courtesy, civic virtue (Podsakoff et al., 1990).  

Organizational Citizenship behavior is when an employee is willing to work in roles or 
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capacities beyond what the organization expects from them without any form of coercion. 

Organ (1990) indicated that the leader uses specific traits to encourage and motivate 

others to surpass their self-interest (Organ 1990). Prior research found a relationship 

between organizational citizenship behavior and organizational effectiveness (Barnes et 

al., 2013; Kim, Dyne, Kamdor, & Johnson, 2013). Bukhari et al. (2014) found a positive 

relationship between organizational performance and OCB (Bukhari, 2014). Bukhari 

(2014) posited that ways to increase organizational performance could be discovered. 

Based on the gap identified in Buhkari (2014), research question two was formed to 

investigate the dimensions of OCB and the impact that it has on employees giving 

discretionary effort in customer support organizations. 

RQ. 2 What dimensions of organizational citizenship behaviors are most effective 

in inspiring employees? 

Research has found that transformational leadership can lead to success Hirak et 

al., (2012), which should also be true of call centers. Some employees in the call center 

environment attributed their success to their manager's leadership style. This research 

explored transformational leadership's impact on inspiring and motivating employees 

within an organization. Rose 2016 supports that leadership is considered an antecedent of 

OCB, having a positive relationship with OCB and its five dimensions. This researcher's 

interest is attributed to fifteen years of actual work experience in a call center 

environment. Employees performing at high levels in call center environments are 

attributed to compensation, external motivators such as family, or performing to meet 

leadership expectations.  
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Objectives of the Study 

1.1 To investigate the relationship that exists between transformational leadership 

and its impact on employee discretionary behavior.  

As a transformational leader engages with their employees, the engagement 

produces increased discretionary behaviors (Strickland et al., 2007). For example, 

maximum performance within the employees' contract could be out of obligation to fulfill 

the employment agreement terms. It could also be a direct or indirect result of the 

employee's relationship with a leader that exhibits transformational leadership qualities. 

Katz and Kahn's (1978) brought light to the concept of extra-role behaviors, which is akin 

to citizenship behavior, encouraging individuals to strive to make their organization 

better beyond the limitations of their job duties. The first hypothesis was formed to 

investigate the relationship that exists between transformational leadership and its impact 

on employee discretionary behavior. 

H1. Transformational leadership is associated with improved levels of employee 

discretionary behavior within an organization. 

According to Bass, 1985; Pandey, Davis, Pandey, & Peng, 2015, transformational 

leadership is more concerned with the relationship between leaders and their followers. It 

is imperative to investigate how it can contribute to employee satisfaction, engagement, 

and citizenship behavior. The hypotheses have been framed to indicate the relationship 

between transformational leadership, employee engagement, and discretionary behavior.  

1.2 To investigate the impact that employee engagement has on the employee and 

the organization's overall performance. 
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Employee engagement continues to be among the essential attributes of why 

transformational leadership adds value to an organization. It is crucial to investigate the 

kind of impacts that it has on the performance of the employees. Results of the 

relationship's exploration assist in concluding whether it should be of greater importance 

in the workplace environment or not. The study endeavors to qualify the impacts, positive 

or negative, associated with employee engagement based on leadership impact. Engaged 

employees are committed and proud, passionate, have insight into the future, and fulfill 

the set goals and objectives. 

 Northouse (2016) asserted that research found that employee engagement 

facilitates leaders to understand their ability and capability through their performance. 

Schmitt et al. (2016) conducted research that showed the pre-assumption about employee 

engagement is that transformational leadership qualities influence organizational 

performance through subordinates' participation in their jobs and organization. (Schmitt, 

Den Hartog, & Belschak, 2016). Furthermore, research indicates a strong correlation 

between employee engagement and each worker's performance within an organization 

(Bailey et al., 2017). The second hypothesis was formed to investigate the impact that 

employee engagement has on the performance of the employee and the organization.  

H2. Employee engagement is associated with improving or reducing the 

performance of an employee in any organization. 

Employee engagement continues to be among the essential attributes of 

transformational leadership. Therefore, it is crucial to investigate the impacts it has on the 

employees' performance. The study endeavored to understand the impacts of TL on OCB, 
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positive or negative, which are associated with employee engagement. The study helps in 

concluding whether transformational leadership (TL) has an impact in call centers. 

1.3 To investigate if any specific dimensions of transformational leadership 

influence occupational citizenship behavior in an organization. 

Organizational citizenship behavior is when an employee is willing to work in 

roles or capacities beyond what the organization expects from them without any form of 

coercion. Organizational citizenship behavior is defined by Organ (1988) as behavior that 

is discretionary and not recognized by a formal reward system and behavior that leads to 

the effective functioning of the organization (Organ, 1988). Leaders must have the ability 

to identify the factors that motivate employees to perform more than their expectations. 

Organizational citizenship behaviors displayed can be influenced based on the 

employee's environment. For example, leadership can lead to OCB being exhibited in the 

workplace or not based on the organizational culture. Transformational leadership theory 

inspires leaders to motivate employees by establishing organizational objectives, 

promoting a vision, and influencing change within the organization via inspiration (Hirak 

et al., 2012). The research asserts that it is plausible that leadership style can promote 

positive behaviors in employees. Furthermore, research says that transformational 

leadership dimensions result in followers' performance beyond expectations (Bass, 1985; 

Pandey, Davis, Pandey, & Peng, 2015). The third hypothesis was formed to investigate if 

any specific dimensions of transformational leadership influence occupational citizenship 

behavior in an organization. 
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H3. Specific dimensions of transformational leadership have more influence on 

certain citizenship behavior in employees. 

There is a belief that the transformational leadership style promotes employee 

citizenship behavior. However, since transformational leadership is a broad subject, the 

study narrowed it down to investigate which specific transformational leadership 

attributes promote citizenship behavior at the workplace. 

Significance of the Study 

Call centers have increased rapidly as employers, attracting the attention of 

organizational psychology and other fields of study (Lewig and Dollard, 2003; De 

Cuyper et al., 2014). Gans et al. (2004) stated that the call center industry is vast and 

rapidly expanding in both workforce and economic scope. Call centers link the customer 

and the organization, making them a valuable part of most organizations. The overall 

performance of customer call center agents impacts the organization's success based on 

customer interactions. Employee discretionary behaviors, those above and beyond 

behaviors, play a significant role in call center operations' success. 

Additionally, exploring the relationship between the dimensions of 

transformational leadership and its impact on employee discretionary behaviors, often 

referred to as organizational citizenship behaviors leads to the strategic placement of the 

right leaders within the organization to positively influence OCB's. Research on 

transformational leadership over two decades shows that dimensions of transformational 

leadership can have a substantial and positive effect on employees' work measured by 

work engagement (Strickland et al., 2007). Transformational leadership has been 
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associated with higher levels of employee engagement (Bailey et al., 2017). The study 

additionally sought to establish how employee engagement impacts the performance of 

employees within an organizational setting. Employee performance is measured through 

the outcomes that do not have to be financial; that employee contributes to attaining 

organizational goals and objectives. Previous research indicated that engaging employees 

is one of the surest ways of ensuring their performance improves (Bailey et al., 2017).  

Positive outcomes of increased levels of engaging employees in organizational 

tasks have been found to improve employee performance, employee commitment to their 

duties, and organizational citizenship behavior. The study explores the impact that 

transformational leadership style has on employee behavior and details the impact on 

their performance (Bailey et al., 2017). Many previous studies have proven that adequate 

engagement has positive effects on the performance of the employees. Many studies have 

been conducted, and their findings indicate a strong correlation between employee 

engagement and employee performance within an organization.  

Definition of Terms 

Transformational leadership (TL):  A leadership style in which a leader 

motivates an employee to perform above and beyond what they had previously believed 

was possible (Bass, 1985).  

 Idealized influence: Defined by Avolio & Bass, when a leader is respected and 

trusted by his/her subordinates, it is posited by Avolio and Bass that these types of 

leaders will tend to put their subordinates' needs before their own needs (Avolio & Bass, 

2004; Bass &Riggio, 2006).  
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Inspirational motivation: Defined by Avolio and Bass, inspirational motivation 

is when a leader acts in a way that triggers subordinates to perform better by instilling a 

sense of meaning in their work (Avolio & Bass, 2004; Bass & Riggio, 2006). 

 Individualized consideration: defined as the type of leader that is usually 

thought of as a coach or mentor; a leader that tends to be concerned for each of their 

subordinates' independent needs (Avolio & Bass, 2004; Bass & Riggio, 2006)). 

Intellectual stimulation: As defined by Avolio and Bass, intellectual stimulation 

is exhibited when a leader asks questions that foster innovation and creativity (Avolio & 

Bass, 2004; Bass & Riggio, 2006). 

Organizational Citizenship Behaviors /Discretionary Behaviors: Organ 1988 

defined organizational citizenship behaviors as behavior that is not recognized by a 

formal reward system and behaviors that promote an organization's effectiveness. 

Discretionary behavior is a matter of personal choice and is not generally punishable 

behavior. 

Organizational Commitment: Organizational commitment is a form of attitude 

that can be broken down into three essential components: emotional, informational, and 

behavioral (Luthans, 1998). 
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Assumptions and Limitation 

Assumptions 

The theoretical assumption is that higher OCB levels may result in better 

organizational outcomes, such as higher productivity and profitability. The study also 

assumed that transformational leadership has the same influence on both startups and 

already established organizations. The conditions in the various organizations 

investigated were thought to be constant to compare transactional and transformational 

leadership. The study also assumed that the only reason for the difference in the derived 

outcomes from transformational leadership presence was leadership style. The study also 

assumed that financial incentives did not impact employee performance.  

Limitations 

 The study's focus was limited to performance-driven call center environments 

and did not include performance-driven organizations of any other type. Another 

limitation is that the study focused on customer service associates and their leaders and 

did not include leaders outside of the customer service call center environment. The 

research focuses on transformational leadership's benefits in customer service call center 

organizations to employees. However, it gives little thought to the leaders' needs. It fails 

to answer the question as to whether transformational leadership is beneficial to both the 

leaders and followers or if it only benefits the followers. The study also exclusively 

focuses on established organizations, and the conclusions are drawn based on the findings 

from these organizations. However, the study does not investigate if organizations that 

are just starting up will also benefit from transformational leadership in the same way that 
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established organizations benefit. The study also failed to consider the financial 

implications involved with transformational leadership. The study does not investigate if 

employing a transformational leader is more expensive than employing a transactional 

leadership. 

Scope of the Study 

The study's scope included transformational leaders and subordinates (a) who 

work for performance-driven organizations, (b) who were employed with the 

organization for at least two years. The subjects were the study's focus because research 

over the last two decades on transformational leadership states that transformational 

leaders' characteristics positively impact employee performance and lead to employees 

exhibiting discretionary behaviors (Hater & Bass, 1988; Bass & Avolio, 1994). The 

subjects were interviewed to give their views and opinions on the benefits of 

transformational leadership and whether they believed it is the best leadership style for 

any organization (Tepper et al., 2018). Some of the specific areas of interest were 

transformational leadership's role in motivating the employees to become better 

followers. The study also sought to establish if transformational leadership improved the 

engagement of employees within organizational setups. 

Organization of the Study 

This dissertation follows standard guidelines on the structure and presentation of 

issues raised in the study. Chapter one introduces the reader to critical relational 

parameters such as the study's background, problem statement, and scope. It lists the 

research questions that the researcher aims to work towards answering. Chapter two is a 
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review of the literature and consists of two distinct components. The topic's theoretical 

construct will be developed in the first section. Simultaneously, the literature addresses 

how the first section's theoretical constructs compare in the customer service call center 

environments. Chapter three details the reader regarding the choice of methodology and 

its justification. Chapter four presents the findings of the phenomenological investigation 

through the descriptive narrative approach. Chapter five is the concluding chapter, 

venturing the conclusions derived from data analysis and its interpretation. It also speaks 

about the research limitations and recommendations for future research scope. 
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Chapter 2: Literature Review 

Introduction 

Call centers have become the most important sole source of customer contact in 

developed information economies since the early 1990s (Russell, 2008). Call center 

management faces the challenge of having the right leadership in call centers that have 

the ability to get the best performance from employees (Callaghan &Thompson, 2002; 

Gilmore, 2001).  Having the right staff to answer customer inquiries and interact with 

customers is a significant part of doing business, driving the need for above and beyond 

performance from customer service organizations and call center employees (Molino et 

al., 2016). The purpose of this research was to explore the relationship between the four 

dimensions of transformational leadership styles and their impact on employee 

discretionary behavior in the customer service call center work environment. 

Call centers have increased rapidly as employers. Call centers have attracted 

attention in organizational psychology and business (Lewig and Dollard, 2003). Working 

conditions that can affect call center agents' performance and well-being have received 

particular attention because it is understood that this performance has an impact on 

organizational success concerning profit, customer satisfaction, and lower costs of 

absenteeism and turnover (Das, 2012; Rod and Ashill, 2013; De Cuyper et al., 2014). 

Transformational leadership creates an environment for employees to work together as a 

team and to voluntarily operate at a higher level for the sake of attainment of 

organizational goals (Bailey et al., 2017). Research shows that employee performance 
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under transformational leaders improved organizational profitability (Choudhary et al., 

2013). Research on transformational leadership indicates that it positively impacts overall 

employee performance, which could benefit customer support organizations seeking to 

attract and retain productive employees.  

The theoretical base of transformational leadership and organizational citizenship 

behavior is reviewed to analyze the possible effect of leadership style on employees' 

display of OCB in call center environments. Attention is also directed to the interworking 

of call centers to help establish an understanding of the work conditions of customer 

service agents. The following literature details the primary functions of call centers. The 

literature review will detail literature on the theoretical foundations however, it is 

important to understand the environment of a call center.  

Call Center Work Environments 

Stolletz (2012) defined call centers as places where high volumes of calls are 

placed or received for sales, marketing, customer service, telemarketing, technical 

support purposes, or other specialized business activities (Stolletz, 2012). Call center 

work is considered repetitive and of low complexity due to the technology and the 

automatic call distribution technology that assigns calls to employee phone extensions 

(Holman 2003). Call center operations leadership has become more focused on staff 

empowerment and less on a traditional production-line orientation (Gilmore, 2001). The 

act of monitoring performance is a prevalent practice in most call centers, quantitative 

indicators such as the number and length of calls and the type of calls taken are measured 
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electronically (Molino 2016).  

There are two types of call center functions, "inbound" call centers and 

"outbound" call centers. Regarding inbound call centers, the contact process originates 

with the customer calling into the company for assistance or service. Outbound call 

centers are call centers that use an "auto-dialer" technology that places calls to customers 

(Gartner, 2015). Call centers are high stress, low paying (Fernie & Metcalf, 1998), and 

emotionally demanding work environments (Callaghan &Thompson, 2002). Call center 

agent effectiveness directly impacts the strategic value of a call center (Echchakoui & 

Baakil, 2019). It is important to remember that many operational aspects of a call center 

create pressures that reduce employees' probability of feeling empowered (Ko, Wetzels, 

& Feinberg, 2001). Gilmore cited call center operations management approach to 

managing employees by engaging and empowering rather than treating employees as 

widgets ultimately contribute to call center success and employee engagement (Gilmore, 

2001). Therefore, transformational leaders in a call center environment can add value to 

promoting a healthy, productive workforce. The theoretical foundation of 

transformational leadership and OCB is important to understand regarding employees 

maintaining reliable performance in call center work environments.  

Theoretical Foundation and Worldview 

This study's theoretical frameworks are Bass' (1985) transformational leadership 

theory which followed Burns' (1978) theory of transformational leadership, and Organ's 

(1988) Organizational Citizenship Behavior theory. Bass and Avolio (1994) characterized 
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transformational leadership as being composed of four unique but interrelated behavioral 

components: inspirational motivation (articulating vision), intellectual stimulation 

(promoting creativity and innovation), idealized influence (charismatic role modeling), 

and individualized consideration (coaching and mentoring). Organ (1988) established 

five dimensions of OCB: altruism, courtesy, civic virtue, conscientiousness, and 

sportsmanship. The following section discusses each of the theoretical frameworks of the 

study. 

Social constructivist worldview was chosen for this research because it supports 

the philosophy that humans seek to understand the world in which they live, interact, and 

work (Creswell, 2014). Social constructivism is primarily used in qualitative research. 

Allen (2017) asserts that knowledge is social in origin in social constructionism; natural 

order does not predetermine knowledge. The goal of the research is to rely on the 

participants' views of the situation being studied. Social constructivists hold the 

assumption "that individuals develop subjective meanings of their experiences" 

(Creswell, 2014). Social constructivists view knowledge and truth as created by the 

interactions of individuals within a society (Andrews, 2012). Social constructivist 

worldview is useful in qualitative research. This worldview aids the researcher in 

understanding the environment being researched by utilizing questionnaire instruments. 

The questionnaires allow the researcher to understand better the relationship between 

transformational leadership styles and employees' impact on employees' discretionary 

behaviors.  
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The Conceptual Framework of the Study 

The conceptual framework shows the correlation between the variables of the 

study. The independent variable is a leader who displays the qualities of a 

transformational leader as defined by Bass (1985). The four dimensions of 

transformational leadership are idealized influence, inspirational motivation, intellectual 

stimulation, and individualized consideration concerned with employee engagement as 

the go-between and subsequent organization performance as the dependent variable. 

Schmitt, Den Hartog, and Belschak (2016) showed pre-assumption about employee 

engagement because transformational influences organizational performance through 

subordinates' participation in their jobs and organization. The dependent variables are the 

behaviors of OCB that are displayed by an employee (Podsakoff et al., 1990). 

Transformational leadership was investigated to see whether there is a relationship 

between leadership style and employee behaviors performance. Enhancing employee 

performance and the relationship between the organization's performance and 

transformational leadership is essential for the organization to appreciate. Therefore, we 

need to look at transformational leadership theory.  

Transformational Leadership Theory 

Burns (1978) primarily promoted the theoretical construct due to observations in 

political environments and was later expanded and built upon through Bass's 

psychological perspective (1985). Bass and Avolio (1994) characterized transformational 

leadership as being composed of four unique but interrelated behavioral components: 
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inspirational motivation (articulating vision), intellectual stimulation (promoting 

creativity and innovation), idealized influence (charismatic role modeling), and 

individualized consideration (coaching and mentoring) (Bass & Avolio, 1994).  

Transformational leadership integrates traditional ethical theories. Leaders 

encourage moral behaviors and the extinguishing of selfishness for others' advancement 

within the organization (Bass, 1985; Sahin, Cubuk & Ushi, 2014). According to Hirak et 

al. (2012), transformational leadership can be directive or participative. Research 

demonstrates that transactional leaders have less of a positive effect on the organization's 

performance than transformational leaders (Hirak et al., 2012). 

Northouse (2007) gives a notable example of when transformational leadership 

could have been used to have a positive outcome related to change within a long-standing 

traditional organization. Transformational leadership has been identified as a managerial 

or leadership practice that strives to transform employee perceptions regarding their roles 

and capabilities to be motivated to move together as a unit (Bass & Bass, 2009; Avolio, 

Walumba, & Weber, 2009). Transformational leadership theory encourages leaders to 

encourage employees by establishing organizational objectives, promoting the 

organizational vision and influencing change via inspiration (Bello, 2012; Hirak et al., 18, 

2012; Krishnan, 2012; McKnight, 2013). Transformational leadership is considered a 

type of normative leadership theory that indicates how leaders should perform (Grant, 

2012; Olafsen, Halvari, Forest, & Deci, 2015). According to Hogg et al. (2012), effective 

leadership empowers employees, and this empowerment can be manifested in four ways. 

The four manifestations are employees feeling valued, employees learning, employees 



 

 

27 

 

being a part of a community, and task value (Hogg, Van Knippenberg & Rast, 2012; 

Olivier, 2011; Siege, 2015; Voegtlin, Patzer, & Scherer, 2012). Hence, employees and 

leaders become one whole unit to accomplish organizational goals.  

There are multiple benefits to this approach as a team. There is extensive trust 

between leaders and employees who know where to turn when they need help or 

guidance and when something has gone wrong. Strongly associated with trust are the 

twin factors of admiration or respect for their leader and loyalty (Obiwuru et al., 2011; 

Hemsworth, Muterera, and Baregheh, 2013). Extending the theory on organizational 

management, Bass (1985) observed that transformational leaders look at the bigger 

picture. Transformational leaders carefully regard their team members' strengths and 

weaknesses, creating awareness for organizational goals and the mechanisms through 

which these goals can be achieved (Ahmad and Cheng 2018; Saeed 2019).  

Research states that transformational leadership encourages leaders to develop 

organizational values and actively demonstrate the desired benefits through modeling the 

expected behaviors. Transformational leadership creates an enabling environment for 

employees to work together as a team and to voluntarily add more effort in the 

dispensation of their duties for the sake of attainment of organizational goals (Bailey et 

al., 2017). Employees and their leaders can form social connections at work, fostering 

improved interpersonal relationships and making the employees more committed to their 

duties. Employees who have friends at the organization, especially in leadership 

positions, are likely to perform at a high level (Sahi, 2017). Transformational leadership, 
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therefore, creates a conducive environment for the formation of friendships and other 

associations because it encourages the productivity and engagement of the employees. 

Transformational leaders possess substantial awareness of what is required in 

terms of objective-based organizational outcomes and how they can apply each team 

member's strengths to achieve the goals (Ekaningsih, 2014). When the team members are 

treated as equal stakeholders, they are primarily being motivated through non-financial 

factors. Yukl (1999) summarized charismatic behavior as articulating an appealing 

vision, emphasizing ideological aspects of the work, communicating high-performance 

expectations, expressing confidence in subordinates, showing self-confidence, modeling 

exemplary behavior, and emphasizing collective identity. Transformational leaders 

stimulate their followers to think about old problems in new ways and encourage them to 

challenge their previously held values, traditions, and beliefs (Hater & Bass, 1988). The 

leaders in a transactional leadership style environment use policy set forth by the 

organization to drive adherence to performance (Burns 1978). Strict adherence to policy 

lends itself to a transactional leadership style rather than a transformational leadership 

style. 

Transformational leadership can influence the workers to meet high-end 

requirements such as self-esteem and self-actualization. Transformational leadership 

differs from transactional leadership in how it affects the individual workers and the 

organization (Saeed and Yasir 2019). Transformational leadership has been universally 

accepted in call center environments as it has brought about enormous contributions 
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(Molino 2016). Transformational leaders who motivate employees to perform at high 

levels within call center organizations have some common characteristics. These 

characteristics include they are role models and pacesetters for other employees. 

Transformational leaders are the first to engage in the tasks they want their employees to 

address (Caldwell et al., 2012). Transformational leaders are drivers of the change they 

desire to achieve in the organization (Burns 1978; Bass & Riggio 2006). 

Organizations emphasize the concept of training leaders who can help an 

organization achieve its most fundamental goals. Unlike transactional leadership, which 

encourages the employees to accomplish their tasks to get rewards, transformational 

leadership provides the team with the necessary motivation and inspiration to attain 

company goals (Fischer, 2016). There is a higher level of commitment and engagement 

between the team and their leader in transformational leadership than transactional 

leadership (Bailey et al., 2017). In transformational leadership, the leaders are 

encouraged to assume a mentoring role to their followers and provide the necessary 

guidance through their actions and character. By being the good ideal leader with 

charisma, a leader inspires his followers to develop the interest to become leaders.  

Transformational leaders are not afraid of taking risks to pursue the beliefs, 

values, and moral principles they ascribe to in all their undertakings. Leaders can 

establish a high level of trust from the people that follow them by remaining true to their 

sets of beliefs and pursuit of their goals (Schmitt, Den Hartog, & Belschak, 2016). 

Transformational leadership also ensures that followers develop the necessary confidence 
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in their leader's words and actions, making it easier for the leader to coordinate all team 

members' efforts rather than forcing them to work using strict rules and regulations at the 

organization. 

Transformational leadership has been proven to be one of the main factors 

contributing to employee discretionary effort. With effective leadership, the workers 

generally feel compelled to do more than what the organization expects them to achieve. 

Most workers who work under transactional leadership restrict their roles to the 

organization's mandatory things to be done. There tends to be a lack of creativity and 

innovation under transactional leadership. In transformational leadership, however, the 

employees do what they feel is suitable for the organization. The employees surpass 

expectations but work extra hours and develop new efficient ways of doing things. 

Employees and followers are motivated to be creative and innovative while dispensing 

their duties to achieve the best goals using less effort. Transformational leadership is 

crucial for establishing closer ties between the employees and their leader, motivating 

employees to work with more dedication for organizational success. In transformational 

leadership, tasks are done by engaging employees in leadership roles rather than through 

strict logical reasoning. 

 Transformational leaders continually push people out of their comfort zones and 

explore new challenges to provide solutions. Transformational leaders set ambitious 

goals for the organization, and along the way, they act as the catalysts to boost the 

worker's morale towards achieving them (Kormanski 2009). They have the design to get 
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to what seems impossible, and they are persistent in their struggles until they make it to 

the end. They set visions that make others desire and feel obligated to be part of the team 

that achieves the vision. Another characteristic of leaders who employ the 

transformational leadership style is their vision beyond the fundamental goals. 

Transformational leaders always advocate for change and improvement of the 

organization's services and operations, always looking for ways to improve and ensure 

the best service beyond expectations. (Caldwell et al., 2012). Transformational leaders 

communicate their vision to other workers, and they do it with so much surety and 

certainty that followers desire to work toward achieving the leaders' visions (Hirak et al., 

2012). Transformational leaders are committed to their work, which raises other workers' 

spirits who also feel obligated to deliver (Hirak et al., 2012). 

Transformational leaders appear to integrate great ideas to ensure that they have a 

strong foundation and support for their goals and vision.  Transformational leaders strive 

to build positive relationships with others and have a solid foundation of trust Avolio & 

Bass, 2004). Transformational leaders mean what they say, and challenges and obstacles 

do not slow them down; they are always optimistic. Transformational leaders believe in 

the idea of change, and they encourage their employees to have open minds and create 

space for innovative ideas. Therefore, transformational leadership in the context of this 

study is important to explore the four dimensions of TL's impact on inspiring employees 

to perform beyond performance expectations. Transformational leadership can help 

improve customer call center's performance by inspiring employees to meet and exceed 
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employee performance goals.  

Operating in an open environment where all ideas are welcome helps bring about 

solutions other than just complaining to the organization. Transformational leaders are 

quick to hold themselves and others in the organization accountable for their actions 

(Caldwell et al., 2012). Transformational leaders' reprimand those who do not show the 

desire to achieve the organization's goals and those who undermine and demean the 

works taking place in the organization. Transformational leaders set goals and scrutinize 

the possibility of achieving the dreams after each stage of operations in the organization.  

Transformational leaders mentor employees outside of their direct scope of 

influence within the organization. Leadership programs exist within the organizations 

that are established to grow other visionary leaders. Transformational leaders identify 

people with different skills and abilities, and they take time to nurture them. 

Transformational leaders are empathetic and support sincere processes. Transformational 

leaders are quick to accept different people's contributions; this allows workers to feel 

accepted in the organization (Caldwell et al., 2012). Transformational leaders advocate 

for competency in customer service environments. In a call center environment, leaders 

are interested in empowering employees to make sound business decisions that will lead 

to innovative thinking to address the customer's issue (Totterdell and Holman, 2003). 

Transformational leaders are quick to help employees feel their impact on making 

changes in the work environment. Transformational leaders integrate the old and the 

modern ways of problem-solving.  
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The investigation of employees' understanding and character can better explain 

the expected results of personal and institutional achievements (Uhl Bien et al., 2014). 

Employees with a follower-centric perception of leadership under a transformational 

leader tend to put more effort into their work. In his research, Bass stated that workers 

who have a follower-centric perception of leadership hold remarkably high expectations 

for their leaders. In cases where the leaders meet the expectations of the workers, then the 

workers tend to build their trust, respect, and leave all the authority in the hands of the 

leader; the workers are then left to explore their potential without limits (Bass, 1985; 

Vondey, 2008). It was revealed that intellectual stimulation plays a role in improving the 

workers' apprehension. Transformational leaders motivate the workers to have a different 

perception of past and common issues they may encounter in their operations. It was also 

revealed that transformational leadership directs the workers' understanding of leadership 

when leaders accept and advance their desires. 

The follower-centric theory reveals that setting ambitious goals and visions for an 

institution may motivate workers to work better and enjoy their operations. Still, 

organizations should be determined to build high levels of trust with their workers. With 

trust, the institutions will reduce employees' monitoring and empower the workers to 

have self-driven individuals running the operations. Empowering employees will 

motivate employees to be better as they put more effort into the desire to deliver quality 

services (Kohles, Bligh, & Carsten, 2012). Employees define leadership satisfaction 

based on how senior leadership values employees' vision, how the vision is 
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operationalized and how they address the employees on any issues that may concern 

them or their collective vision (Kohles, Bligh, & Carsten, 2012). It is suitable for the 

organization's leadership to include the vision to workers' desires, worries, and 

obligations to prove that leadership has their interests at heart. The workers are the ones 

who decide if the vision is received positively, or it is just allowed to pass without any 

recognition. The workers have their way through which they communicate their thoughts 

on the effectiveness of organizational leadership. They do so through the workers' 

behavior at work, their level of commitment to organization operations, worker 

satisfaction, and finally giving credits to leaders based on the institutions' operations and 

success (Kohles et al., 2012). The investigation of personal and social changes such as 

leadership analysis, effective communication, compensation, and leadership results 

within the institution impact the workers' understanding. Bass and Avolio (1994) 

characterized transformational leadership as being composed of four unique but 

interrelated behavioral components: inspirational motivation, intellectual stimulation, 

idealized influence, and individualized consideration. The following section will detail 

each of the dimensions of transformational leadership. 

The Four Dimension of Transformational Leadership 

The leadership literature reveals the turning point of transformational leadership 

qualities that differs from the Bass (1985) theory as transformational leadership theory 

suggests. In considering the great man theory, there is an exploration that leaders are 

instinctive, and only individuals with extensive intelligence, ardent decision making, and 
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supremacy attitude can lead to the multitudes (Burn, 1978). Transformational leaders 

create a pleasant working environment. An operative leader usually lacks or does not 

maintain the power and authority yet acquires a reasonable atmosphere for transporting 

the leader and the employee to solve problems, construct new performance methods, and 

administer the change as a team.  

Moreover, Bass (1985) showed that the four dimensions of transformational 

leaders, Idealized Influence, Intellectual stimulation, Inspirational motivation, and 

Individualized consideration, are related to the transformational leader's values and the 

relationship with the employee in their working environment. Transformational leaders 

need to embody values that influence their employees in surpassing self-interest for the 

entire group's betterment in an organization to contribute to increased performance 

levels—enhancing the four dimensions of transformational leadership. Organ 1990 

indicated that the leader uses attributes of charisma or idealized influence, intellectual 

stimulation, and individualized consideration to encourage and motivate others to surpass 

their self-interest. Employees committing themselves to the designed goals and objectives 

will occasionally inadvertently outperform past capability and expectation.  

Idealized Influence 

Idealized influence is often referred to as individual or charisma related to the 

leader and employee's behavior. Idealized influence refers to the leader's actions, which 

silently evaluate and develop the group values and goals. According to Saboe et al. 

(2015), a leader needs to expand team cohesiveness and teamwork through the desire to 
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execute a task and move the team toward the common goal. Bailey et al. (2017) proposed 

that leaders develop these qualities by articulating a group vision and fostering group 

goal acceptance. According to research, a transformational leader's impact is significant 

in elevating employee and staff values and moving from self-interest to social interest to 

facilitate cohesion. 

Inspirational motivation and individual influence are all characterized by 

charisma qualities. There is a perception that charismatic leaders positively influence 

followers and alter employees' self-focus to move them from a negative to a positive 

focus. The idealized influence outcomes are that employees tend to help the subordinate 

be engaged in the leader's vision and willing to make considerable sacrifices for that 

same vision. Moreover, Bono and Jude (2004) articulated in their research that a leader 

demonstrating high ethical values and responsibilities emerges as a role model to the 

subordinate.  

Bailey et al. (2017) argued that despite the idealized influence being under 

scrutiny due to the leader's authoritative qualities, it mandates the leader to offer a 

positive role model through high ethical behavior and instilling pride in the employee, 

gaining respect and trust of the team. The latter attribute of a transformational leader 

motivates the employees to squeeze their performance and innovative ideas to give the 

absolute best output to enhance their performance (Boamah et al., 2018). As employees 

feel motivated to perform at their best, they become considerate and view their 
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occupation as their purpose. Highly motivated employees develop commitment 

associated with their jobs and the organization, leading to their overall performance. 

Trust in a leader result from the effectiveness of transformational qualities. A 

positive relationship associated with idealized influence is trust and respect. A direct link 

in leadership with idealization qualities and confidence indicates that a leader's trust is 

conceptualized as faith and loyalty for the employee's best performance and job 

satisfaction (Bono & Jude, 2004). Trust in the leaders is paramount as it tends to be a 

factor that affects performance. The employees then show leaders' trust to work together 

and become appointed to the desired goals. Toor and Ofori's (2009) research showed that 

ethical leadership correlates to the idealized transformational behaviors, making the 

ethical leaders care about the employee's well-being.  

The idealized influence leaders in call center environments act as role models in 

sharing the employee's risk and displaying moral and ethical conduct. Riaz and Haider 

(2010) found that one possible risk is examining a leader's influence on motivating the 

employee's willingness to take risks for the organization's benefit and the clients' well-

being. The risk taken represents the unique needs related to the decisions that are to be 

made when a challenging situation arises in the facility, whether it is consumer or 

employee-oriented. There is a possibility that the leader can effectively inspire the 

employees to take personal risks using resources for the organization's well-being.  
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A transformational leader perceives a deep sense of fulfilling their employees' 

requirements to articulate a shared vision and provide innovative methods in attaining the 

shared vision. The transformational leader's essentiality becomes successful after 

attaining the charismatic perfection to the perspective follower (Northouse, 2016). 

Individualized influence is demonstrated when acknowledging the employee's needs for 

achieving and growing through monitoring and coaching. Bass and Avolio (2014) 

deduced that individualized influence could illustrate or define a transformational leader 

as an individual acting as a robust role model for the followers and the workers' identity 

with the transformational attributes.  

Intellectual Stimulation 

Intellectual stimulation is a transformational leader's representation. It implies that 

these groups cultivate capable followers, stimulates creativity, rationalizes innovative 

concepts, and demonstrate diverse thinking with new alternatives (Utami, 2013). 

Transformational leaders in call center environments often inspire the internal learning 

environment to establish the customers' essential requirements. The intellectual 

stimulation encourages employees to discover innovative ideas and innovative 

technology or procedures in production-centered call center environments to increase 

consistency in performance and responsibility. According to Bono and Jude (2004), the 

followers' concern is ensuring personal alignment with organizational goals and 

objectives and alignment with the leaders' motive. Moreover, intellectual stimulation 
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augments employees' ability to resolve and comprehend challenges by provoking creative 

exercises inclusive of values and belief modification.  

According to Harter, Schmidt, and Keyes (2003) concluded that in the time 

employees are offered the opportunity and encouraged to develop and proceed 

intellectually; they become more engaged in their work. The leader fosters intellectual 

growth to acquire new skills and knowledge, leading to positive emotions filtered through 

the holistic organizational culture. The transformational leader, according to Avolio, 

Walumbwa, and Weber (2009), noted that they influence the employees to have the 

ability to examine things critically along with finding a novel solution during a 

challenging time in the workplace and encourages them to be involved, establish 

positivity in the work and motivated. Upon learning about their position and positive 

interaction with their managers and supervisors, employees help them build a working 

environment where they promote the workplace's operation through teamwork, decision 

making, and facilitating future goals. The more the employees are motivated, have their 

interests are considered to make them feel part of the organization, which results in an 

innovative environment. 

The intellectual stimulation dimension associated with the transformational 

leadership measure has an elaborate, constructive relationship embedded in the 

subordinates' efforts instilled. Bass (1978) illustrated that the stimulated intellectual 

leaders are individuals with managerial skills and knowledge of the employees and can 

discern, comprehend, articulate, and conceptualize issues. Boamah et al. (2018) 
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illustrated that transformational leaders develop their followers to have the ability to 

become innovative and establish techniques for solving traditional problems in new ways. 

The latter issues are discoursed by allowing the employees and other subordinate staff to 

seek intellectual methods of solving problems, embracing challenges, analyzing the 

situation presented, questioning the organization's beliefs and values, and aligning with 

the clients' quality products services.  

The subordinated placed in a working environment with essential power in 

making decisions with less work burnout promotes the products and services delivery in 

their organization. Price and Weiss (2000) reported a related finding that between the 

athletes and their coaches, where the athlete had indicated less burnout after being 

permitted to participate in a group session, they could make their collective decision set 

their individual goals. It might be hypothesized that intellectual stimulation is predictive 

through vigor according to the level of social support a person receives from the 

supervisors to help predict dedication (Fischer, 2016). Thus, the amount of social support 

and psychological well-being of the individuals they receive from their leaders help 

provide room for decision-making towards the objective goals' positivity. Intellectual 

stimulation is predictive of the absorption and dedication over the available resources 

supporting decisions in the workplace.  

Inspirational Motivation 

Inspirational motivation illustrates a leader with intense visions of an 

organization's future as per the values and ideals present in the facility (Bono & Judge, 
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2004). A leader articulates an appealing and inspiring vision to an employee. Through the 

concepts, the leader provides the followers with the opportunity to understand and 

execute the task. Employees are challenged by the organization's ambitious standards 

being encouraged because they are part of the organization. By employees embracing the 

organizational culture and environment, the organization can usually see the benefits of 

their performance.  

The transformational leader impacts, inspires and motivates employees to stay 

energized, absorbed, and dedicated to meeting inspirational goals set at the individual 

level. Also, Fischer (2016) shows that goal setting is a useful technique in providing the 

individual with meaning and purpose and promoting long-term development. The main 

agenda is when person experiences doubt to achieve their goals; they are an adverse 

effect of becoming depressed and disengaged, leading to a lack of commitment to 

achieving the objectives and outcomes. The disagreement associated with meeting the 

goals is associated with a declined effort in achieving results.  

Setting a clear objective remains the initial step the transformational leaders take 

to motivate employees in aspiring towards the goals. Antonakis (2012) found that a 

leader can outline the future vision and help the employee understand the value and 

contribute to its vision. The leader and employee are encouraged to create collaborative 

teams to engage and help other staff achieve a broader mission in their work. Employers 

can motivate the employee through intrinsic values or monetary incentives. Similarly, 
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inspiration remains a crucial perspective of a leader to understand the employee needs 

and their capability to enhance their performance in the organization. 

Inspirational motivation is achieved or acquired by the employee through 

motivational speeches and conversation. Bono and Jude (2004) concluded that the 

enthusiasm and optimism displayed in the workplace by employees help to create 

positive outcomes due to stimulated teamwork. As employee motivation increases, so do 

the employees' willingness to invest more effort in their positions. Employee motivation 

results in feelings of optimism and inspiration, causing the employee to become more 

concerned about the future and belief in their abilities. The leader to evoke these values 

needs to be aligned with the future through optimistic and enthusiastic goals and 

motivations from the organization's progress. Motivation and idealized influence are 

sometimes used to understand a charismatic leader's position in the organization.  

Inspirational motivation in a leader is portrayed by performing to help the 

subordinates realize their responsibility and a sense of meaning in their work (Avolio & 

Bass, 2004). It evolves from the charisma of transformational leaders, where they openly 

communicate the visions through models and symbols to focus on the employee's efforts. 

The leader delivers highly with the followers' expectations while inspiring them to take 

responsibility and commitments as expected by their set goals and objectives. Employees 

with customer Service support centers need to be inspired and motivated to offer 

excellent customer service experiences. Motivation and employee consideration must be 

part of the firm culture and visions as employees play an integral role in the facility. 
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Northouse (2016) argued that teamwork becomes successful according to 

transformational leadership in most organizations. A transformational leader with 

inspired motivation benefits the employee shuns the quid pro quo techniques to 

leadership and enhancement of working beyond expectation. Then, the innovative skill 

emerges through discretionary behaviors that broaden and elevate the workers' desires 

and interests. According to Bass and Steidlmeier (1999), motivated employees usually 

look beyond their self-interest and embrace the latches beneficial to the entire team and 

group. Thus, the inspirational motivations demand the transformational leader's genuine 

focus on the most exceptional people through harmony, excellent work, and charity. 

Individualized Consideration 

Individualized consideration takes a leader to be a coach or mentor and is 

concerned with each employee's individual needs at a time (Avolio & Bass, 2004). Bass's 

1985 theory indicates the dimension is associated with a dyadic relationship between 

leader and employee and involves respect and caring for followers' needs (Saboe et al., 

2015). In individualized consideration, the manager or the supervisor needs to respond to 

the specified and unique employee requirements in usurping; they are part of its 

transformational process. The call center industry's management needs to help the 

employees realize their responsibility and adhere to their duties to foster excellent 

customer service. The main aspect of consideration is that people are treated individually 

and in diverse manners based on the level of talent and knowledge of an activity or 
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process to provide a chance to achieve high levels that they might not have to be 

completed.  

The individualized consideration might be expressed through words of thank you, 

praise, fair workload distribution, career counseling, and monitoring the development of 

professional activities. However, with the leader's overreaching opinion about the 

organization, there must be a comprehension of issues that can motivate the followers as 

per their individual needs and work-related issues (Fischer, 2016). The employee 

discretionary behavior is elaborated when they feel safe and can decide as a team or 

individually. The employee then aligns with organizational culture and engages in 

providing a beneficial output through their performance. The relationship between the 

employee and their leaders are enhanced by paying close attention to their well-being, 

emotional, physical, and psychological needs. The employee with the benefit of leaves 

and additional wages for overtime and promotion is essential. 

Transformational leadership in this realm proceeds with a prominent leader-

follower relationship, vision essentiality, along with the attainment of superb results. 

According to Seaver (2010), research indicated that the transformational leader becomes 

successful after identifying the needs and the employee's personal interest to ensure they 

can address those needs accordingly. On the other hand, Zacher, Pearce, Rooney, & 

McKenna (2014) argued that individualized consideration positively relates to the 

leader's wisdom. Similarly, the employee's consideration is essential to create a thriving 

employee-employer relationship and a personal understanding through interaction. 
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The individualized consideration assists a transformational leader in integrating 

personal wisdom and enthusiasm while relating to the followers to instill a positive 

workplace experience (Zacher et al., 2014). Therefore, the leader understands the 

followers' feelings and emotions and the essentiality of growing and developing their 

professional careers; they are perceived as unique assets requiring specific attention in 

these cases. The attention is usually congruent with the phases of organizational 

development and the entities of resolving conflicts.  

The leader needs to act as the employee's mentor to facilitate a well-developed 

group of workforces who can rely on the organization's resources through training and a 

pleasant working environment. Therefore, individual consideration has emerged as the 

degree to which a transformational leader supports the follower's needs and adheres to the 

set standards embedded in the organization's long and short-term goals. The employees 

expect their coach to act as mentors, coach them, and listen to their concerns and needs. 

Support is vital as they help build trust between the leader and the followers to help them 

cope with the assigned tasks and the interpersonal stressors through social support from 

other leaders.  

Finally, the four dimensions of transformational leadership are interdependent. It 

implies that these dimensions must co-exist to hold the additive effect of the follower's 

and leader's expectations. The transformational leader has extensive roles and elaborates 

responsibility to encourage employee performance and interest in the organization. The 

leader needs to balance the employee engagement aspect and their job as the 
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organizational leaders and managers. The employees' discretionary behavior should be 

enhanced through idealized influence on their work, stimulated through focusing on their 

needs, and acting as a role model. Also, individual consideration helps to improve the 

workability and personal interest of the employee. Hence, the transformational leader 

needs to interact and help the employee realize their position as a group and their needs to 

stipulate the organization's productivity and execution of the aligned goals to realize its 

impact in customer support organizations. Since there is a myriad of literature on 

transformational leadership, the next section identifies the independent variables of 

transformational leadership. Transformational leadership traits are the independent 

variables for this research, and OCB dimensions are the dependent variables. 

Independent Variables of Transformational Leadership 

Variables such as intellectual stimulation, inspirational motivation, individualized 

influences, and individualized considerations comprise the independent variables' 

transformational leadership style. Positive influence is highlighted as the high level of 

charisma that a leader depicts. The positive interaction between the leader and 

subordinate inspires, builds trust, builds confidence, shows appreciation, builds loyalty, 

and promotes employee respect for the leader. Positive influence is made up of two parts, 

good behavior and good characteristics. Good behavior refers to the worker's perception 

of their leader's known attributes. A leader with good attributes has unique characteristics 

and is well respected by the workers; he/she is confident and serves as a role model for 

employees who work under him. Good behavior describes the leader's actions in public 
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and their conduct of the operation, as observed by their followers (Bass & Avolio, 2004). 

Good behavior is seen by the public eye and results in the leader being treated with 

respect, morally upright with a good taste of ethical principles, and exposing a sense of 

purpose. 

Individualized considerations represent the kind of leaders that are happy to see 

their staff making progress and developments in their careers. They help the workers 

climb through the ranks to the top by providing advice, coaching, and mentoring sessions 

to make sure they become better in their operations (Duarte, 2011). The leader should 

provide the workers with all the required resources to advance to higher levels. The 

follower is assured of total support from their leaders because they make sure they have 

individual conversations with the work to get their challenges firsthand (Hemsworth et 

al., 2013). 

Intellectual stimulation is the definition of a leader who can adjust, motivate, and 

encourage the unison's followers. The leader's power is felt when the institution is going 

through challenges that require tuff decision-making; the leaders encourage teamwork, 

make informed decisions on behalf of the entire institution, and make plans and schemes 

for the organization. In intellectual stimulation, the leaders portray many things. The 

leaders who show intellectual stimulation are open to criticism, and they allow the people 

to air their opinions freely. 
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Transformational leadership and employee relationships concerning creativity 

play a vital role in its performance and survival. Mittal and Dhar (2015) found that a 

positive relationship usually exists between a subordinate and TL, and the 

transformational leader improves employee creativity through motivation and respect for 

their work output. Leaders act as role models and foster creativity in innovative ideas and 

the sharing of ideas. The leaders set examples for their followers and encourage them to 

develop solutions and effortless ways to perform their jobs. The motive is that the 

transformational leader concentrates on the motivator and providers' role to facilitate their 

engagement and help demonstrate their creativity.  

The importance of creativity in an organization that lacks innovation or creativity 

is at risk and vulnerable to losing sustainability and competitiveness. Creativity as 

employee behavior has been a developing theme embedded across various tasks, 

occupations, and workflow. Call center agents require employees' extensive creativity to 

help customers resolve concerns and inquiries related to doing business with the 

organization. Thus, the employee must be provided with the resources necessary to 

improve their roles and mitigate threats that might affect the workplace. On the other 

hand, the managers must be included in the strategic plans to remain competitive and 

actively involved. This supports prior research of call center work environments that 

support climate and autonomy in the job, contributing to employee well-being (Grandey, 

2000). The working conditions created by these experiences generate processes and 
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approaches to meeting the client's requirements and creating customer satisfaction (Das 

2012). 

According to Shalley (2000), there are a couple of factors for creativity in the 

workplace. The employee and the leaders must have experience and creative thinking 

aspects. The transformational leaders' experience is to understand the employee's needs 

and give them the training to acquire enough knowledge concerning their fields and move 

forward. After realizing they have a positive experience and the sense of being competent 

to engage in creative conduct, the employee performs their duties through generative 

novel ideas and solving problems as an individual or a team. Hence, the transformational 

leader promotes divergent thinking, including cognitive and personal traits, as the 

influencer of creative skills and knowledge. Lack of creativity and autonomy creates a 

negative effect on an employee reaching the organizational goals (Molino et al., 2016)  

Moreover, the motivation of employees plays a crucial role in facilitating the 

rhythm and ideas innovation’s ability. The more the employee is motivated, the more 

they become vigorous to execute their duties. It is essential to create training and a social 

program where employees meet to discuss their challenges, problems, or achievements. 

Through the sharing of ideas and reasoning, collaboratively help them to produce 

innovative ideas. The challenging ideas from their colleagues and their leaders, who are 

supposed to act as their role models, present an opportunity to establish the ideas' 

workability. The motivation and inspiration assist in providing a window of opportunity. 
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It is worth noting the potential issues with the transformational leadership style of 

leadership as noted by literature.  

Problems Identified with Transformational Leadership 

Transformational leadership has an integral role when it comes to an 

organization's performance and employee relationships. However, there are various 

problems associated with this leadership style that requires it to be addressed. According 

to Bass and Riggio (2006), the researcher fails to address the proposition of the 

transformational and transactional leadership relationship and employee behaviors. It 

implies that transformational leadership instills an effect on transactional leadership 

through its contribution to employee performance. Transformational leadership does not 

contend with transactional leadership as it ends with the employees meeting their needs. 

Eberly et al. (2017) posit that moving the employee towards their expectations requires a 

transformational leader to observe their interests and motivation to understand their stand 

in the working environment.  

Moreover, transformational leadership is one-sided; it focuses more on the leader 

than on followers. Transformational leadership parameters overlap with conceptualized 

leadership, where it assumes that the boundary of transformational leadership has no 

place or does not exist. Moreover, Northouse (2016) proposed and remarked that 

transformational leadership could be accredited by the elitist and anti-democratic entities 

in treating the leadership as the personality characteristics and failing to consider that 

others might be taught and acquired. The transformational leader must have the ability to 
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learn about their employee (Hewitt, 2012). Still, it poses a challenge as everyone has their 

interests, and relating their interests and expectations to a group can be difficult. Now we 

will discuss behaviors, specifically Organizational Citizenship Behaviors, which are 

outcomes of transformational leadership.  

Organizational Citizenship Behavior 

Barnard (1938) citizenship behavior is when individuals collectively demonstrate 

extra positive efforts to improve organizational performance beyond their employment 

requirements. Smith, Organ, and Near (1983) define organizational citizenship as 

discretionary employee behavior that aims to enhance the organization's functioning but 

is not directly influenced by any formal reward system. Organ (1988) defined 

Organizational Citizenship Behavior (OCB) initially as individual behavior that is 

discretionary and is not tied to a formal reward system, behavior that promotes the 

effective functioning of the organization (Organ, 1988).  

Employee behaviors were researched to evaluate role behaviors based on factors 

such as attitude and organizational structure (Adams, 1965). Katz and Kahn’s (1978) 

concept of extra-role behaviors, which is akin to citizenship behavior, encourages 

individuals to strive to make their organization better at the expense of their benefits 

beyond the limitations of their job duties. OCB is defined as discretionary, extra-role 

behavior at the workplace that did not link with their job requirements. Organizational 

citizenship behavior was introduced as a new concept that referred to an individual’s 

contribution beyond performance expectations and beyond pre-defined duties (Bateman 
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& Organ 1983). Brief and Motowidlo 1986, referred to OCB in different terminology, 

referring to OCB as voluntary behaviors, namely cooperating, sharing, and volunteering; 

they called these behaviors pro-social behaviors. Podaskoff later identified five 

dimensions of organizational citizenship behavior (OCB): altruism, conscientiousness, 

sportsmanship, courtesy, civic virtue (Podsakoff et al., 1990). 

Greenberg and Baron (2003) characterized organizational citizenship as an 

informal individual behavior that includes an effort greater than what is formally 

expected to enhance organizational productivity and personnel satisfaction. George and 

Brief (1992) describe citizenship behavior as an employee’s conscious involvement in 

organizational activities without expecting any form of benefits or reward for the extra 

effort. MacKenzie, Podsakoff, and Fetter (1993) support Greenberg and Baron (2003) 

earlier study, stating that citizenship behavior requires discretionary functions to improve 

organizational effectiveness without taking individual benefits into account. 

There are distinct characteristics of Organizational Citizenship Behavior (OCB). 

Ozdevecioglu (2003) contends that those who demonstrate positivity and are active 

participants in organizational issues are considered to be dynamic, productive, and hard-

working individuals. These are individuals that strive to make value-added contributions 

within organizations. Thayer (2008) OCB is considered a personal choice based on three 

underlying motives prosocial values, organizational concern, and self-concern. OCB 

produces both individual and organizational outcomes, seen in lower absenteeism, higher 

productivity at work, and increased organizational efficiencies (Harrison & Motowidlo, 
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2012; Kasemsap, 2012; Kehoe & Wright 2013; Morrison, 2014). The absence of OCB in 

an employee indicates a lack of employee motivation and hence a withdrawal from the 

organization (Podsakoff, Whiting, Welsh, & Mai, 2013). Research has found that 

although OCB is not formally rewarded, employees who exhibit OCB tend to receive 

higher performance evaluation ratings and more rewards, in the form of promotions, than 

others who exhibit lower levels of OCB (Podsakoff et al., 2013). 

Altruism 

Smith et al. 1983 defined altruism as an individual’s tendency to assist colleagues 

in lightening the load and completing the tasks simply. Altruism can be called merely 

helping or helpfulness (Organ, 1997). Altruism consists of voluntary actions that help 

others with organizationally relevant tasks such as voluntarily helping orientation of a 

new employee, sharing strategies, sharing best practices, and showing employees how to 

accomplish difficult tasks (Borman et al., 2001). Employee retention in an organization 

results from the effects of altruism (Dash & Pradhan, 2014). Dash and Pradhan (2014) 

posited that altruism included helping behavior and volunteering in the workplace, 

creating a positive work environment.  

Conscientiousness 

Conscientiousness is a discretionary behavior that causes the employee to go 

beyond the minimum role requirement, such as strictly obeying rules and regulations, not 

taking extra breaks, working extra-long days (MacKenzie et al., 1993). More 
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conscientiousness for an employee means more responsibility and less supervision 

(Podsakoff & MacKenzie, 1997). Borman et al. (2001) stated that altruism and 

conscientiousness are the two central or overarching OCB dimensions. 

Sportsmanship 

Sportsmanship demonstrates the willingness to tolerate minor and temporary 

personnel inconveniences and impositions of work without grievances, complaints, 

appeals, accusations, or protest, thus conserving organizational energies for task 

accomplishment and lightening a load of managers (Organ & Ryan, 1995, Organ, 1990).  

Courtesy 

Courtesy is demonstrated by displaying an interest in others, for example, not 

creating problems for co-workers (Organ, 1997). Courtesy is displayed as a preventive 

behavior to avoid workplace conflict (Carpenter et al., 2013).  

Civic Virtue 

Civic virtue is a behavior that indicates that employees responsibly participate in, 

are involved in, or are concerned about the welfare of the company (Podsakoff et al., 

1990). In other words, civic virtue is also an employee's willingness to participate in the 

organization actively.  
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Outcomes of Organizational Citizenship Behavior 

An examination of fifteen independent studies conducted by Organ and Lingl 

(1995) confirmed that job satisfaction is one of the most significant factors associated 

with the altruism dimension than general compliance. Organ and Lingl's 1995 findings 

support Smith et al. (1983) research which describes two major categories: altruism and 

generalized compliance. Altruism is an employee’s tendency to be concerned for their 

fellow employees and assist with job duties predicated on helping fellow employees. 

Compliance is voluntarily obeying an organization's rules and regulations.  

There are three notable outcomes of OCB, OCB scores; evaluating an individual’s 

performance level based on the results of extra-role behavior scores, and lastly, there is a 

close relationship and interaction between OCB and major attitudinal factors, including 

organizational justice, job satisfaction, and organizational commitment (MacKenzie, 

Podsakoff and Ahearne 1998). The overall well-being of an organization is a measurable 

outcome of OCB. Mackenzie et al. 1998 OCB can be regarded as one of the most 

important indicators of promoting an organization’s well-being. Positive outcomes of 

OCB are reduced absenteeism, reduced turnover, employee satisfaction, and employee 

loyalty (Rose 2016).  

Research on OCB found there is a benefit to the organization and the employee 

when employees display OCB at work. Two constructs emerged from in-depth research 

into the classification of OCB. Organ’s (1988) model was later divided into two 

constructs developed by Williams and Anderson (1991): organizational citizenship 
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behavior individual (OCBI) or behaviors aimed at other individuals in the workplace; 

while organizational citizenship behavior organization (OCBO) include behaviors 

directed at the overall organization. According to Williams and Anderson (1991), 

altruism and courtesy are behaviors aimed at other employees and fall in OCBIs. In 

contrast, conscientiousness, civic virtue, and sportsmanship are behaviors intended for 

the organization's benefit and can subsequently be considered OCBOs (Williams & 

Anderson, 1991).  

An important characteristic that affects the OCB is organizational commitment. 

Podsakoff et al. (2014) and Organ et al. (2006) stated that the variables satisfaction, 

organizational commitment, and confidence in the leadership are mediating variables that 

influence the OCB. Employees' commitment is the pride of the organization's employees 

and the viscosity of the bond between employees and the organization, which is believed 

to increase the organizational citizenship behaviors or discretionary behaviors (Indarti et 

al., 2017). OCB is defined as discretionary, extra-role behavior at the workplace that did 

not link with their job requirements. Some employees exhibit behaviors that are above 

and beyond the requirements specified in the job description. Carpenter et al. (2013) 

posited that a leader could not enforce the presence of OCB, and its absence cannot be 

penalized or disciplined. OCB is also associated with organizational effectiveness; it 

positively impacts productivity, cost reduction, customer satisfaction, turnover, and 

profitability (Podsakoff et al., 2009). 
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Organizational citizenship behavior is considered an additional way for leaders to 

assess employees’ behaviors or attitudes toward work. OCB consists of employees going 

above and beyond their job description (Lu, 2014). There is research that identified there 

are different dimensions of OCB which target the individual and the organization. 

Previous studies argue that OCB reduces undesirable employees’ behaviors and attitudes 

such as turnover intention, actual turnover, and absenteeism (Chahal & Mehta, 2010; 

Podsakoff et al., 2009; Podsakoff & MacKenzie, 1997; Shahin et al., 2014; Walz & 

Niehoff, 2000). In addition, the research found that OCB is a principal component of 

work performance that is considered overall performance ratings comparable to task 

performance (N. P. Podsakoff et al., 2009). Researchers consider OCB to contribute to 

organizational effectiveness (Bukhari, Hassan, Bukhari, & Haseeb, 2014; Organ, 1997). 

Researchers concluded that OCB is advantageous to organizations and should be 

encouraged (Randhawa & Kaur, 2015; Shin, Sung, Choi, & Kim, 2015). Organizations 

benefit greatly from an employee display of OCB. Organizational level outcomes 

produced by employees display of OCB include productivity, efficiency, reduced costs, 

and customer satisfaction (Carpenter et al., 2013). Research indicated that the five 

dimensions of OCB are highly correlated, which suggests some overlap in the dimensions 

(Carpenter, Berry, & Houston, 2013; Randhawa & Kaur, 2015). Research indicates that 

the transformational leadership style contributes to employee displaying dimensions of 

OCB and employee engagement in high-stress occupations (Bass 1985, Arnold et al., 

2010). 
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Employee Engagement 

Employee engagement has been a popular term in recent decades. Saks 2008 

engaged employees are more likely to do things that contribute to organizational 

effectiveness. Engaged employees are more attentive, display a greater passion, produce 

higher quality work, work harder, and go above and beyond what is required of them 

(Lockwood, 2007; Chalofsky & Krishna, 2009). It is this research that links employee 

engagement to OCB. 

Harter et al. (2002) defined engagement as “the individual’s involvement in the 

work they do as well as the satisfaction and enthusiasm they display for work. Employee 

engagement encourages organizational citizenship behavior (Bakker, Demerouti, & 

Verberke, (2004); Babcock-Roberson, & Strickland, 2010; Christian et al., 2011); Saks 

(2006) defined employee engagement as “a distinct and unique construct that consists of 

cognitive, emotional, and behavioral components that are associated with individual role 

performance” (p. 602). The employee's emotional and intellectual commitment is also 

aligned with its operation and processes that enhance growth and customer brand loyalty; 

engaged employees lead to engaged customers (Peters 2019).  

Schaufeli et al. (2002) defined engagement as a positive, fulfilling, work-related 

state of mind characterized by vigor, dedication, and absorption. Robinson et al. (2004) 

defined engagement as a positive employee attitude towards the organization and its 

values that involves awareness of the business and work to improve job and 

organizational effectiveness. Shuck & Wollard (2010) distinctly defined employee 
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engagement as “an individual employee’s cognitive, emotional, and behavioral state 

directed toward desired organizational outcomes.” An engaged employee usually 

demonstrates three primary behaviors: "say, stay and strive," which improves 

organizational performance. First, say is when the employee advocates the organization's 

co-workers, referring to potential employees and customers. Secondly, stay indicates that 

the employee acquires the intense desire to hold the position as part of the working force 

in an organization despite the opportunity presented to work elsewhere. The last one is to 

strive, which implies that the employee's desires and enthusiastic values help to employ 

extra time, initiative, and effort to contribute to organizational success (Baumruk & 

Gorman, 2006). Hence, the employee must be aligned with the organization's 

performance and internal factors to observe their interest and working environment 

safety.  

Hence, employee engagement has been tested over the last decades. Most 

employees across various companies exert the three main behaviors: say, stay, and strive 

(Aon Hewitt, 2012). The employee engaged in an organization is committed and proud, 

passionate, have insight into the future, and fulfills the set goals and objectives. 

According to Northouse (2016), the research found that employee engagement facilitates 

a leader with appropriate time to understand their ability and capability through their 

performance.  
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Appropriate Leadership Analysis 

Criteria to gauge a leader's success within an organization differ, but profits, 

productivity, expenditure, and losses are commonly used to rank success. Mello (2015) 

stated that organizations and institutions utilize reporting to reflect leadership 

achievement and give the institution direction. Those reports are used to decide whether 

to continue holding leadership and management or bringing about change and achieving 

more as an organization. The success or failure of a leader affects the company and all its 

workers either positively or negatively. The biggest challenge that institutions and 

organizations face is finding the best leadership team to guide the institutions' operations 

and drive the workers effectively (Braksick, 2007). Leaders will help achieve the 

organization's goals and vision. Appropriate leadership should have a positive impact on 

the company's operations. Many organizations make mistakes when they use their 

organization's financial success as the measure for appropriate leadership. Using these 

criteria, they miss a critical point: the leaders' desire to have the organization prosper in 

the future. A good leader in an organization may fail financially but plan to achieve more 

in the future (Braksick, 2007).  

Profitability directly connects with worker and consumer satisfaction (Mello, 

2015); it is a fundamental criterion for measuring an institution's achievements. Research 

has shown that employee satisfaction leads to the employees delivering quality services 

to the consumers, which results in customer satisfaction (Mello, 2015; Yee, Yeung & 

Cheng 2008). Customer satisfaction leads to consumer loyalty and referring their friends, 
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leading to increased profits for the organization (Yee, Yeung, & Cheng, 2008). The three 

are directly connected, so if employees are not content with the organization's treatment, 

then service will be poor, and customers will be forced to look for other sources of better 

services. Of these three measures of organizational success, worker satisfaction is the 

most sensitive measure. Suppose employees are not on good terms with the management 

and leadership. In that case, all other factors lose value and meaning because they fail. 

 Employee satisfaction is the foundation of all other institution success measures 

(Jackson, Hitt, & DeNisi, 2003). The dynamics in the business and industry are evolving 

and taking a different direction daily. It is incumbent upon the leaders within 

organizations to understand the vital role employees play and their impact. Leaders 

should have a clear mental picture of how employee satisfaction can influence 

profitability and develop strategies to maintain high employee engagement to ensure 

service is not diminished. Employees have a role in reducing or increasing their profits 

(Gustafsson & Johnson, 2009). Organizations should have strategies on how they intend 

to maintain a balance between worker satisfaction, customer satisfaction, and institutions' 

total profits to ensure the institution does not incur losses (Mello, 2015; Duarte, 2011). 

According to Ramos' (2014), it was proven that the transformational leadership 

style has a more considerable influence on worker satisfaction than all other leadership 

styles. The research revealed that transformational leadership strongly influenced worker 

satisfaction based on how the bank workers communicated with the customers who 

visited the banks. The study involved thirty-three respondents who were full-time 
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workers (Ramos, 2014). Ramos’ research determined that the employees were satisfied 

with their job due to positive communication that regularly took place between them and 

their organizations' leadership, which employed the transformational leadership style to 

run the institution. The recommendations are for the different organizations to apply 

transformational leadership and always evaluate its success to ensure that all employees 

are satisfied with their jobs (Ramos, 2014). Next, we will look at a brief description of 

compensation as it relates to reward for completing work.  

Compensation 

Organizations have diverse ways of motivating their employees to continue doing 

better in their operations. Monetary tokens and incentives are frequently used to keep 

employees motivated to perform well. Research has shown that many institution leaders 

and managers stereotype workers, making them think they are always motivated by 

money (Duarte, 2011; Mello, 2015). This assumption causes leaders to see employees as 

tools of the operation that can be disposed of at will. Employees who work under leaders 

who see them as human capital have difficulty finding value in their work. Money only 

serves as a short-term solution to a perpetual problem in the institution's operations. 

Institutions should employ a transformational leadership style to try and change the 

institution's behavior and culture. Compensation is defined in this study based on OCB 

research, which is that OCB is behaviors independent of employers' financial 

remuneration.  
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Research Gap 

Although most of the research has indicated and evaluated the relationship 

between transformational leadership and its performance, few studies carried out 

leadership style and employee behavior and engagement; there is less literature about the 

mediating process of transformational leadership within customer support institutions. 

Previous research focuses on generic constructional parameters between leadership styles 

and impacts on employee motivation, highlighting broad categories of factors (Donohoe 

& Kelloway, 2016). Saboe et al.'s (2015) research about transformational leadership 

acquires a predominant aspect in the leaders' values instead of the dimensions. There are 

limited studies exploring the concept that transformational leadership dimensions 

contribute to sustainable employee performance (Robertson, 2019). Various leadership 

researchers have examined the influence of transformational leaders and employee 

engagement behavior in an organization in a wide range of military and school settings. 

Even though studies have been conducted on the relationship between transformational 

leaders and employee discretionary behavior in the workplace, employees' engagement 

and interest require a comprehensive assessment. Previous research focuses on generic 

constructional parameters between leadership styles and impacts on employee 

motivation, highlighting broad categories of factors (Donohoe & Kelloway, 2016). This 

study enhances and adds to prior research by exploring the four dimensions of 

transformational leadership’s impact on employee discretionary behavior in customer 

support organizations. 
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Summary 

The literature has evaluated past theoretical approaches relating to the scope of 

the study. The interaction of transformational leadership theory and organizational 

citizenship behavior theories explained the topics related to OCB and transformational 

leadership. The conceptual framework is portrayed in the transformational leadership 

dimensions, as proposed by Bass (1985). The four dimensions of transformational 

leadership are idealized influence, inspirational motivation, intellectual stimulation, and 

individual consideration and were employed to develop the independent variables. The 

employee discretionary behavior and work engagement were the dependent variables that 

completed the framework. Past research and studies were used to analyze the gap 

identified. The conceptual framework focused on understanding the way leaders might 

influence performance through their subordinates. The literature illustrated that 

transformational leadership intensely takes the responsibility of articulating the vision 

and explains the techniques used to attain the visions. Transformational leaders are 

optimistic and confident, emphasize actions, lead as role models, and empower the 

followers through motivation and consideration of their interests.  

The literature found that an employee who receives support, coaching, and 

inspiration is more engaged, feels challenged, and is more satisfied. Having an engaging 

relationship with leadership enhances their desire to engage in their tasks. Engagement 

theoretically has a significant effect on the retention and productivity of employees. To 
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gain a competitive edge, the leaders and managers should consider focusing on the 

employee and the consumers as critical players in an organization's performance. 
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Chapter 3: Methodology 

Overview 

The researcher utilized a qualitative phenomenological research design to 

investigate the phenomena of transformational leadership and employee discretionary 

behavior in a call center work environment. Transformational leadership style will be 

investigated to evaluate the effect of transformational leadership on discretionary 

behaviors displayed in the workplace. The participants' targeted population will be 

purposefully selected from a group of call center associates who work in call center 

environments, closely monitored jobs, and have high job performance expectations. The 

population was chosen as it closely aligned with the studied phenomena. The population 

chosen is important to the study due to call center organizations' density in Huntsville, 

Alabama.  

Organization of the Remainder of this Chapter 

The methodology section comprises several parts, including research questions, 

research design, population and sample, selection of participants, instrumentation, 

procedure, data collection, data analysis, ethical consideration, researcher positionality, 

validity, and trustworthiness. These topics are grouped into eleven sections of the 

methodology chapter. The first section presents the research design, which includes the 

research questions. The second section presents an overview of the research approach 

selected for the study, explanations for choosing the research design, and its significance. 

The third section discusses the population sample, the rationale for selecting participants, 
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including sampling and sampling procedures. The fourth section discusses the 

instrumentation used for the research. The fifth section discusses the procedures used 

when collecting the data. The sixth section discusses the approach for data collection, 

which includes interview questions. The seventh section discusses the data analysis as 

well as describes the narrative analysis method. The eighth section discusses the ethical 

considerations. The ninth section discusses researcher positionality. Finally, the eleventh 

section discusses the validity and trustworthiness.  

Research Design 

 The researcher used a qualitative phenomenological research design to 

investigate the phenomena associated with the relationship between transformational 

leadership and employee discretionary behavior in the work environment. A qualitative 

narrative analysis was appropriate for this research to allow individuals to describe their 

lived experiences of a concept or phenomenon (Creswell, 2013). Qualitative research 

focuses on lived experiences and the perspective of the participants.  

I considered quantitative methods for the study to identify patterns related to 

occupational practices; however, I decided on a qualitative narrative approach to add 

depth to the research based on individuals' lived experiences. I was more concerned with 

the perspective of individuals than trends of behaviors. Narrative analysis provides tactics 

that researchers can use to identify common themes, relationships, and patterns from the 

study participants' responses to understand lived experiences and how individuals 

describe and perceive those experiences (Patton, 2002). The questionnaires used in the 

study were tailored to answer questions meant to understand the leadership's impact on 
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employees displaying organizational leadership behaviors. The hypothesis formed for the 

study is based on the research questions which will address the themes. Chigbu 2013, 

researched showed that variables could be qualitative or quantitative and that qualitative 

variables lack numerical hypothesis-testing but can be proven, confirmed, or verified 

with the aid of other non-numerical tools. Therefore, using hypotheses in qualitative 

methods can apply “as ingredients of the preconceptions and as reflections, rather than 

applying procedures for testing them qualitatively” (Maltraud, 2001, p 488). Hypotheses 

are unvalidated assumptions that can be validated without being mathematically 

quantified (Chigbu, 2013). The use of qualitative research hypotheses can help the 

qualitative researcher clarify the goal of the research and identify the data necessary for 

the research (Maxwell 2005, Chigbu 2013). The four dimensions of transformational 

leadership are idealized influence, inspirational motivation, intellectual stimulation, and 

individual consideration and were employed to develop the independent variables. The 

outcomes of employee discretionary behavior or OCB were the dependent variables that 

completed the framework. 

The research investigated the relationship between OCB and the dimensions of 

transformational leadership, including intellectual stimulation, inspirational motivation, 

individualized consideration, and idealized influence. Creswell (2014) states, qualitative 

research is used to study, explore, or understand a central phenomenon (Creswell, 2014). 

Qualitative research focuses on lived experiences and the perspective of the participants. 

The interview questions developed for this study support the research questions that were 

developed for this study.  
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Research Question 1. Are there specific dimensions of transformational leadership 

that have more influence on organizational citizenship behaviors displayed by 

employees? 

Research Question 2. What dimensions of organizational citizenship behaviors are 

most effective in inspiring employees’ behavior? 

 From these research questions, I developed three hypotheses related to the 

relationship between transformational leadership and OCB. Hypotheses are developed 

based on the researcher's assumption in anticipation of the hypothesis supporting the 

research questions. 

My first hypothesis is linked to research question 1. Using the interview 

questions, I anticipate finding that transformational leadership leads to employee 

discretionary citizenship. There are phenomena that the researcher experienced based on 

fifteen plus years of experience as a leader in a call center environment. The literature 

review shows that discretionary behaviors increase when a transformational leader 

engages with employees (Strickland et al., 2007). The narrative analysis used the data 

collected to tell a story based on the leaders' and employees' lived experiences.  

H1. Transformational leadership is associated with improved levels of employee 

discretionary behavior within an organization. 

The second hypothesis is generated by assuming that transformational leadership 

style improves performance and leads to employee engagement. 

My second hypothesis is linked to Research Question 2, and the anticipation with 



 

 

70 

 

interviews is to draw out the relationship and answer RQ2, which is one of the questions 

used to guide the research. Schmitt et al. conducted research that showed the pre-

assumption about employee engagement is that transformational leadership qualities 

influence organizational performance through subordinates' participation in their jobs and 

organization. (Schmitt, Den Hartog, and Belschak, 2016). 

H2. Employee engagement is associated with improving or reducing the 

performance of an employee in any organization. 

Making the assumptions that a transformational leader influences the display of 

OCB in employees, the third hypothesis is formed.  

My third hypothesis is associated with research question 1, which asks the 

question, “Are there specific dimensions of transformational leadership that have more 

influence on organizational citizenship behaviors displayed by employees?” 

Transformational leadership theory inspires leaders to motivate employees by 

establishing organizational objectives, promoting a vision, and influencing change within 

the organization via inspiration (Hirak et al., 2012). By using the open-ended question, I 

anticipate a relationship between my hypothesis and the data. 

H3. Specific dimensions of transformational leadership have more influence on 

certain citizenship behavior in employees. 

Overview of Research Approach Used in this Study 

Qualitative phenomenological research design is imperative for comprehending 

the transformational leadership style because the approach considers the natural context 

in which groups and individuals function. Utilizing the natural setting of the individuals 
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or groups in a study is significant as it allows the researcher to understand real-world 

problems. Contrary to the quantitative research design, the qualitative approach does not 

take generalizability as the guiding principle. According to Boddy (2016), social, 

historical, individual, and cultural contexts are vital for constructing reality. In connection 

to that, the researcher looks for variety in individuals to explain phenomena in real-world 

contexts. 

In this research, I explore transformational leadership dimensions by identifying 

various workers in call center organizations to explain the real-world scenarios in their 

workplace. Observably, the researcher may influence the contexts of the individuals or 

groups that are participants of the study. Nonetheless, the researcher tries to minimize 

influences to get a clear picture of what goes behind the scenes in the natural settings of 

individuals or groups. Similarly, the current research ensures that the researchers' 

contexts were not interfered with to get a vivid picture of how transformational 

leadership influences their discretionary behaviors at their workplace. Therefore, it is 

likely to get a clear picture of how transformational leadership dimensions influence the 

workers' behaviors when qualitative research design is used instead of quantitative 

research design.  

Understanding how call center agents think or feel in the natural setting may help 

investigate the standard practices and evidence-based interventions. The researcher 

needed to evaluate certain factors such as age, education, physical environment, and 

marital status to understand why call center agents have certain behaviors that motivate 

them to work beyond the reward system framework. As previously stated, this study 
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explores the relationship between transformational leadership and its impact on employee 

discretionary behavior. 

Population and Sample 

The participants' targeted population was purposefully selected from a group of 

call center associates who work in call center environments that are closely monitored 

and have high job performance expectations. The population selected is closely aligned 

with the studied phenomena and is pertinent to the study because of call center 

organizations' density in Huntsville, Alabama. According to the Huntsville/Madison 

Chamber of Commerce, Huntsville, Alabama, is highly sought after for companies 

looking to stand up call centers, mainly due to the high education level and the strong 

work ethic of its residents (Accardi 2013). The participants can help provide information 

to be valuable in selecting leadership in call centers. The study drew participants from 

customer service call centers, including a local health insurance provider and a local 

utility company.  

For the above institutions, the current study engaged twenty-five participants 

above 21 years of age. The participants received an invitation to participate in the 

interviews via email. I sent out twenty-five invitations to participate in the study. These 

workers are likely to have the experience necessary to explain the relationship between 

the four dimensions of the transformational leadership style and its impact on 

discretionary employee behaviors. The researcher employed purposeful sampling. The 

institutions and the respondents consented to participate in the research.  
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Selection of Participants 

Sampling and Sampling Procedures 

There are several methods of selecting participants in a study, and the type of 

sampling may depend on the research design used in a study. The researcher purposely 

selected participants based on their expertise, tenure in the company, and experience. 

Each participant had over five years of experience working in call centers. The sample 

group worked for call centers located in North Alabama. Senior leadership allowed the 

participants to be a part of the study. All participant's identities will remain anonymous. 

Purposeful sampling was utilized because the researcher wanted to identify and select 

individuals or groups of exceptionally knowledgeable individuals or experienced with a 

phenomenon of interest (Creswell, Plano, & Clark, 2011). Purposeful sampling is the best 

approach for the current research instead of other sampling methods, such as random 

sampling. Random sampling may not provide participants that would have offered 

relevant information needed for the current study. Sampling in qualitative research 

usually relies on small numbers to study in-depth data and detail rather than quantity 

(Miles & Huberman 1994). Sampling is derived purposefully rather than randomly when 

seeking richness of data (Reed et al. 1996; Mays & Pope 1995; Ezzy 2002). 

Purposeful sampling is a technique used in qualitative research to identify and 

select cases considered information-rich for the most effective use of limited resources 

(Patton, 2002). Qualitative sample size could be determined by the time allotted, 

resources available, and study objectives (Patton, 1990). Qualitative research does not 

have any definite rules on the number of participants for a study (Demarais, 2004). 
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According to the literature for phenomenological studies, Creswell (1998) recommends 

5-25 participants. Morse (1994) published a table that suggests at least six participants for 

phenomenological qualitative research.  

Instrumentation 

The instruments used in the study included semi-structured interviews via Zoom 

using open-ended questionnaires designed by the researcher. The interviews extracted 

firsthand information on the subject matter. The instruments are explained in the 

following paragraphs, where each device is outlined explicitly. The researcher developed 

a questionnaire with the hope of understanding the relationship in this phenomenon. The 

researcher utilized an independent auditor, as Hardesty and Bearden (2004) suggested, to 

review the questions and provide feedback on the interview questions. The auditor had no 

connection to the study and is an expert in the phenomenon. The auditor has worked in 

academia for over twenty years and has published studies on leadership, employee 

performance, and motivation. The expert was given two weeks to review the questions 

and provide feedback on whether the interview questions would provide data to answer 

the research questions. Feedback was given by the expert to provide clarity to three of the 

interview questions and to remove leading language as depicted in Appendix C. These 

questions were emailed to twenty-five participants. My interviews consisted of open-

ended and closed-ended questions (Goldman 1997). Closed-ended questions were asked 

as probing questions seeking clarity. The interview questions were reviewed and 

approved by my dissertation chair and committee. 
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The data collected in the study applied the following methods: document review, 

questioning; this happened using the questionnaire. The questionnaire was designed to be 

open-ended or closed-end questionnaires (Goodman, 1997). The data collection 

instruments were also combined to integrate data and derive quality information from the 

research field. The initial iteration of the interview questions was too broad in scope. 

Geertz (1973) asserts that questions need to push the researcher toward discovering what 

is occurring in a certain situation with a particular person or group. Creswell (2007) 

suggests that good qualitative questions should invite a process of exploration and 

discovery.  

This research consists of interviews, including face-to-face questioning of the 

participants, and the questionnaire, consisting of open-ended questions. Open-ended 

questionnaires do not limit the respondent on the answers and allow them the freedom to 

answer questions. Additionally, open-ended questions allow the respondents to provide 

their views on the subject matter. I compiled the answers and told a story based on 

responses and themes using the narrative analysis method.  

Procedures 

The data was collected from employees who worked in customer service roles 

within two organizations. Call center agents of both organizations were provided 

questionnaires, and the same questions were asked of both populations. The data gathered 

from all participants was based on the research questions.  

Interview questions are designed to give insight from the perspective of call 

center agents into how each transformation leadership dimension affects their 
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discretionary effort or behaviors. The questions in the interviews were tailored so that 

participants responded to the four dimensions of transformational leadership, 

individualized influence, individualized consideration, inspirational motivation, and 

intellectual stimulation. The researcher wants to know if there are more influential 

dimensions than others based on the participants' responses. Participants of the 

questionnaires were given enough time to respond to the research instrument's questions. 

Participants of the research were assured of their privacy and promised that their 

identities would remain anonymous. 

Data Collection 

This qualitative research explores the relationship between the four dimensions of 

transformational leadership styles and employee discretionary behavior in the call center 

work environment. The participants were solicited with the consent of the leadership in 

the two medium-sized support organizations. After receiving participants' consent, they 

received the interview questions to review before the scheduled interview. Surveys were 

emailed to twenty-five participants. For a phenomenological study, Polkinghorne (1989) 

recommends five to twenty-five interviews for qualitative study (Polkinghorne, 1989).  

The methods of data collection preferred for this study include semi-structured 

interviews. The chosen methods for this research have been determined by the research 

topic on leadership styles in a call center environment. Data collection was only stopped 

once recruiting additional respondents could not yield any new theme, a concept referred 

to by Saunders et al. (2018) as inductive thematic saturation (Saunders et al., 2018). 

Interviews were conducted until the researcher determined that the data obtained reached 
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data saturation. Data saturation is a term used to describe the point in research where 

nothing new is being added. Glaser and Strauss (1967) recommend the concept of 

saturation for achieving an appropriate sample size in qualitative studies. 

Data Analysis 

This research uses the narrative analysis method to analyze data collected from 

the participants answering twelve open-ended questions. The method used in the study is 

similar to the study conducted by Bryant (2006), in which the researcher used narrative 

analysis to focus on employees' voice as a response to organizational change in an 

organization, using open-ended interviews (Klenke, 2015). Riessman (2008) showed that 

narrative analysis identifies the themes from different participants' stories about a 

phenomenon (Riessman, 2008). This data analysis approach is essential when it comes to 

the reformulation of stories told by different respondents. Boudens (2005) research offers 

a way of viewing organizational life from the beginning, building theories, and 

developing ideas based on human experiences. This approach considers the context and 

different experiences of each participant in a study. Narrative analysis requires that the 

researcher revise the primary qualitative data. Riessman (2008) shows that narrative 

analysis identifies the themes from different participants' stories about a phenomenon. 

Narrative theory enables the researcher to categorize the phenomenon from concepts, 

points of view, structure, and concepts. The narrative analysis allows the researcher to 

produce generations of actions, meanings, thinking, and attitudes linked with the 

phenomenon. 
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Narrative Analysis 

Narrative analysis is a method by which the researcher looks for themes and 

compiles them in a structured format to tell a story. While there are many different 

qualitative approaches for research, narrative analysis was more appropriate for this study 

as it allows me, the researcher, to compare the subjective lived experience of the 

participants to the theoretical frameworks captured in my literature review. Narrative 

analysis within qualitative research is broad and not as definitive as other qualitative 

methods. Narrative analysis has emerged within the last twenty years in leadership 

research. Beech (2000) conducted his narrative analysis in three organizations 

implementing a culture change as part of a performance improvement effort. Bryant 

(2006) used narrative analysis in a study that focused on employees' voices to respond to 

organizational change in an organization, using open-ended interviews (Klenke, 2015). 

Bryant and Cox (2003) conducted a narrative analysis study to explore the construction 

of atrocity(violence) narratives of organizational change (Klenke, 2015).  

The analysis process was guided by the theoretical framework of transformational 

leadership and OCB. The researcher identified repetitions, words, and phrases that 

represented themes. The researcher used narrative coding to identify the themes. 

Narrative coding incorporates literary elements and qualitative research analysis, 

typically in a story's format (Polkinghorne, 1995). The responses were compiled in story 

format. Data collection strategies in the narrative analysis are centered around the study's 

research questions. Klenke (2015) posits that creating a narrative implies a process 

whereby an accurate account of a story unfolds in the collaborative interaction between 
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the researcher and the participant becomes fixed in a written text. The data collection 

methods for narrative analyses are field notes, journal records, interview transcripts, one's 

own and others, storytelling letter writing, autobiographical writing, organizational 

documents, newsletters and other texts, and picture (Connelly & Clandinin, 1990). 

However, narrative inquiry is not feasible for studies with many participants; it is also not 

suitable for investigators who seek an unobstructed view of subjects’ lives (Reissman, 

1993). 

The narrative analysis is based on the premise that people tell tales to help them 

make sense of their daily lives. Brown et al. (2008) examined sensemaking, which they 

defined as identifying and defining production where groups and individuals interpret and 

reflect on phenomena using a narrative to seek understanding (Brown, Stacey, & 

Nandhakumar 2008). The study showed that narrative analysis has different classified 

approaches based on the structure or narrative content. Thematic version examines the 

story. In contrast, the structural version concerns how the story is formed to attain 

communicative aims (Riessman, 2008). Qualitative data coding in the current research 

depended on several factors for the narrative analysis, including identifying themes and 

data patterns. In qualitative data, the techniques that can help researchers generate 

findings are unlike the quantitative approach. In connection to that, qualitative data 

researchers must have analytical and critical thinking skills when analyzing the data 

collected in qualitative research.  

The narrative analysis provides tactics that researchers can use to identify 

common themes, relationships, and patterns from the study participants' responses to 
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understand lived experiences and how individuals describe and perceive those 

experiences (Patton, 2002). One of the techniques used to identify themes, relationships, 

and patterns with responses includes phrase repetitions. In this case, the researcher must 

scan primary data to identify some frequently used words and phrases used by 

participants. Moreover, emotions used to express certain words or phrases are also 

considered during the primary data scanning. The second technique used to identify 

themes, relationships, and patterns compare primary and secondary data. It is easier to 

identify common themes in qualitative research when information gathered in interviews, 

open-ended questionnaires, or other qualitative data collection methods is compared with 

data in the literature section.  

Another technique of analyzing data in qualitative research is by identifying the 

missing information that the researcher anticipated. During the research, the researcher 

may have expected to get certain information from the participants. It is logical for the 

researcher to scan this information from the primary data to identify common themes and 

phrases. Finally, metaphors and analogies identify common themes, relationships, and 

qualitative research patterns. Identifying themes involves the comparison of phenomena 

from a distinct area with the primary research findings.  

Ethical Considerations 

The current study first completed the Institutional Review Board (IRB) 

application form. Various sections related to the application of IRB were adhered to in 

the study. For example, the gender and age of participants were filled. The description of 

participants was also given as stipulated by the IRB form. Finally, participants were also 
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handed the executive summary of the study as stipulated by the IRB. 

Ethical considerations are one of the most significant parts of the research 

methodology section. According to Bell and Bryman (2007), several points must be 

considered for a researcher to conduct an ethical study. Participants of the study should 

be protected from any harm, respondents were not subjected to any harm during the 

research process, the dignity of the research participants is maintained during the research 

process, and research respondents should participate based on full consent. The APA 7th 

edition article 3.04 states that reasonable steps are taken to reduce harm to research 

participants (American Psychological Association (APA), 2020).  

The current study was conducted after full consent was gained from research 

participants. Participants' privacy was observed; all participants and organizations will 

remain anonymous. The individual name or company names were not used. Participants 

took part in the interviews free from bodily harm as interviews were conducted remotely 

due to COVID-19. The research respondents were assured of high levels of 

confidentiality. Each research participant was advised of their right to privacy. It is often 

not acceptable to expose the identity of research participants, which may compromise 

their security status. All interviews were conducted according to the schedule of the 

participants. The recordings are on a device that is protected with a 2-factor 

authentication password. All these ethical points to avoid inconveniencing study 

participants and the research findings were observed in this research. 
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Researcher Positionality 

In the current qualitative research, my position is to understand how 

transformational leadership impacts call center agents' discretionary behavior. I am 

particularly interested in understanding the phenomena of a transformational leader's 

impact on call center agents and whether or not the leader influenced employees to 

perform their duties with increased performance. It is worth understanding how some 

employees may be motivated to perform their tasks not stipulated by the reward system 

but based on leadership motivation. In connection to research positionality, the study has 

shown that researchers are supposed to articulate their relationship with the work they 

engage in by explaining their position to the audience. An example of identifying oneself 

with job task work is interpreting the research data in line with their position. Other 

methods of taking a position in a study include using research methodology dimensions 

such as rigor, validity, dimensions, and epistemology. I have fifteen years of experience 

working in customer support organizations. I have five years of experience as an entry-

level customer service associate and ten years of experience in call centers' leadership 

roles. I did not directly manage any of the participants, and I do not have a direct 

relationship with any of the study participants. I was interested in understanding the 

transformational leadership style’s impact on employee display of behavior based on the 

current research findings.  

Validity and Trustworthiness 

In qualitative research, study trustworthiness and validity are significant concepts 

that allow researchers to delineate qualities that are not within quantitative research. With 
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that being said, the current research instruments were reliable, minimizing the risk of 

having research that is not credible and lacks trustworthiness. In connection to that, data 

trustworthiness is of greater importance than the data itself, and the researcher cares more 

about the reliability of the information. A recent study has shown that being more 

concerned with the data's trustworthiness than the data itself sets a qualitative research 

method apart from the quantitative research approach. Qualitative research is crucial for 

examining things that cannot be quantified through numbers or figures. 

Data trustworthiness in qualitative research has some significant components, 

which include credibility and transferability. Credibility as a significant predictor of data 

trustworthiness can be checked through triangulation and participant or member checks. 

Moustakas (1994) explains phenomenological research as a descriptive and inductive 

research method that describes a person's lived experience or phenomenon. The 

participants were asked to share their experiences in a customer service workplace. 

Qualitative research is considered valid if all the participants answer the researchers’ 

questions thoroughly and truthfully. The participants were all encouraged to reply 

truthfully and thoroughly to the best of their ability. 

Regarding triangulation, the researcher asks the same research questions to 

different respondents of the study. The researcher utilized the participant or member 

check method for the study. The participant check method, also known as member check, 

entails the researcher allowing the participants to view data collected by interviewers. 

Strategies for promoting credibility (internal validity) began with the utilization of 

participant checking. According to Creswell (2013), Participant or member checking is 
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the method of sharing interview transcripts, analytical thoughts, and final drafts of the 

reports with research participants to ensure that you represent them and their ideas 

accurately. This method's utilization makes participants feel motivated to review their 

answers to questions asked during research. Chapter four provides an overview, analysis 

of the data collected, the participants' demographics, and research findings. 
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Chapter 4 Findings 

  This qualitative study aimed to explore the relationship between the four 

dimensions of transformational leadership styles and their impact on employee 

discretionary behavior in the customer service call center work environment. I conducted 

a narrative analysis to tell a story based on the lived experience of the participants. There 

is no standard format for reporting data in qualitative research studies, and some 

qualitative researchers have presented their data in various creative formats (Butler-

Kisber, 2010). This chapter discusses the three themes that emerged from the data 

collected. Chapter four includes the researcher’s findings, a summary of the data 

collection method, and the study participants' demographics.  

Overview 

I conducted six interviews over the phone. Interviews conducted via telephone 

were the safest way to conduct the interviews considering COVID-19 restrictions of 

maintaining safe distances from others during the interviews. The research's premise is to 

understand the impact transformational leaders have on employee behaviors in a call 

center environment. The participants provided valuable insight into what it is like to work 

with a transformational leader in call center environments and have provided firsthand 

accounts of transformational leaders' impact on their overall performance. Based on the 

interview questions, the participants were encouraged to give accurate accounts of their 

work experiences. Twenty-five participants were solicited for participation in this study, 

and of the twenty-five participants, six participants consented. Interviews were conducted 

based on the participant's availability. After conducting the fifth interview, the data was 
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getting redundant and repetitive. The researcher determined that six participants were 

sufficient only after coding to explore transformational leaders' relationship with their 

direct reports in a call center environment based on the participant's reality and 

experiences. This research is a narrative analysis which is a story of the lived experiences 

of the participants. Research states that there are no rules for sample size in qualitative 

inquiry (Patton, 2002). Once the interviews were transcribed, the researcher manually 

coded them so they could be analyzed. Based on the codes, three themes emerged from 

the research. The participant interviews revealed three themes: (1) The type of leadership 

could inspire discretionary behaviors. (2) Employee inspiration and motivations are a 

result of the leader/employee relationship. (3) Specific characteristics displayed by a 

leader impacts employee performance. The participant's responses were then coded to 

address the hypothesis that was formed for this research. The research study is a narrative 

analysis of the lived experiences of the research participants. Chapter four includes the 

data collection method and the data coding and analysis. The results of the findings are 

described in detail in this chapter.  

Data Collection Method 

The researcher undertook virtual interviews with respondents recruited from 

customer support center organizations in North Alabama for data collection. Six 

participants answered twelve interview questions to address the two research questions. 

Each interview lasted approximately 30-35 minutes. The researcher employed member 

checking to guard against researcher bias, which added an additional 25-30 minutes of 

interview time at a later date. The researcher posed the questions and recorded responses 



 

 

87 

 

on a mobile device for reference and coding later. I obtained permission to record 

respondent answers before beginning the session. The questionnaire was drafted in a 

semi-structured format—the researcher improvised by adding questions directed towards 

probing specific themes to obtain quality-rich data. The researcher remained passive as a 

listener, only speaking after the respondent had responded to each question. It is 

important to note that the interview questions were asked in such a way as not to lead the 

participants in any way when discussing specific characteristics of a leader. The 

participants were not provided with a description of leadership styles until they were 

asked question 10 in the interview (see Appendix A).  

The six research participants are employed in a customer service call center. 

Participants were selected for this study primarily based on location, experience, tenure 

with the organization, and expertise. Six employees from two call centers were 

interviewed: an industry-leading insurance carrier and a local high call volume utility 

company. The call centers have similar demands, performance measures, and a similar 

customer base. Call centers were chosen for this study because they are high-stress, 

highly monitored, and task-driven environments. The researcher has prior call center 

management experience and understands that call centers are an integral part of an 

organization, as Gans's (2003) research acknowledged. Sensitive to bias, the researcher 

employed member or participant checking, which is sharing interview transcripts and 

researcher thoughts with the research participants to make sure that their narratives and 

thoughts are being represented accurately (Glesne, 2006). Member checking also referred 

to as participant checking is used to validate, verify or assess the trustworthiness of 
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qualitative results. Member or participant checking is a practice to increase study 

credibility and confirmability that involves asking a research subject to verify the 

transcription of an interview (Denzin,  2011).  

Participants were purposefully selected based on the following participant criteria: 

(a) call center employees in Huntsville, Alabama (b) participants were selected from a 

health insurance provider and a cellphone service provider (c) all the participants have at 

least five years of customer service call center experience. The participant demographics 

are described below, noting their tenure and experience in customer service call centers. 

Interviews were recorded using a digital recording and storage application.  

Participant Demographics 

Participant demographics are detailed below. The participant demographics add 

validity to the study by identifying education and experience related to customer support 

centers.  

Participant 1  

A single female and mother of one child, she has been employed as a customer 

service agent for five years in the Huntsville, Alabama, area. She holds a Bachelor’s 

degree in Psychology.  

Participant 2 

 RP2 is a single parent of two children. She has been employed as a customer 

service agent with various North Alabama areas for ten years. She has held various 

positions within a call center environment. She is very familiar with rotating through 

managers in a performance-driven call center environment.  
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Participant 3 

RP3 is a single parent of two children. She has customer service agent experience. 

In addition to working as a front-line customer service agent, she has leadership 

experience managing customer service agents' teams. She has been employed in a call 

center environment for twenty years. She has experience rotating through different 

leaders in a call center environment.  

Participant 4 

A single parent of one child, she has customer service agent experience. In 

addition to working as a front-line customer service agent, she has leadership experience 

managing customer service agents' teams. She holds a Bachelor’s Degree in Logistics. As 

a result, she brings in-depth knowledge of management's training levels and in-depth 

knowledge of the front-line agent's job task.  

Participant 5  

 Research participant 5 is a married male with ten years of experience in client 

services; he has experience working with many different leaders in the client services 

industry. He holds a Bachelor’s degree in Computer Engineering. 

Participant 6 

 A married female with seven years of entry-level customer service call center 

experience has changed managers every six months for seven years. She holds a Master’s 

Degree in Business Management.  
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Figure 1 

Participant Demographics  

 

Data Coding and Analysis 

Data analysis in qualitative research depends on researcher objectivity and 

attention towards the achievement of neutrality through scientific approaches in 

interpretation and analysis of subjective data. The researcher used Reismann’s (1993; 

2009) thematic analysis approach to explore the interview data. Thematic analysis was 

done through an axial method of coding phrases and sentences to understand their literal 

meaning. Repetitions were noted, and each response was compared and contrasted with 

forming the general themes emerging from the coded meanings.  

The researcher analyzed the responses to the questions asked through thematic 

analysis leading to data saturation. Once the relevant themes were identified, the data was 

revisited to understand the number of times that similar responses were recorded and 

assessed whether any new theme could be added in conformity with the grounded theory 

approach (Glaser & Strauss, 1967). Once no new theme could be added, it was 

understood that data saturation for the specific respondent group had been achieved on a 

Participants Gender 

Education level          

MS=Master's Degree    

BS= Bachelor's Degree  

HS=High School

Tenure in Call 

center/customer 

Support (years)

Industry                           

I= Insurance 

T=Technology                

V= Various

P1 Female BS 5 I,T

P2 Female HS 10 V

P3 Female HS 20 T

P4 Female HS 10 T

P5 Male BS 10 T

P6 Female MS 7 I,T
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particular question.  

The researcher used narrative coding. Narrative coding allowed the researcher to 

analyze and code the data while applying principles of literary elements, which included 

a type of narrative, genre, purpose, setting, plot, character, characterization, form, point 

of view, elements, and spoken features (Polkinghorne, 1995; Saldaña, 2009). The 

researcher manually coded themes and utilized NVivo queries to run a word frequency 

query to determine emerging themes. The researcher was able to construct a word cloud 

by utilizing the NVivo 12 software program’s word frequency query command, which 

assisted in identifying emerging themes due to their frequency of use during participant 

interview sessions. The NVivo 12 software analysis program grouped common thoughts 

from the interview transcripts by generating a word cloud (See Figure 2 below). The 

word cloud allowed the researcher to analyze the frequent use of keywords that are 

important to the sample population in the study. The NVivo 12 software analysis program 

is an excellent tool for qualitative research studies, and it provides a path and starting 

point for a researcher during the early stages of the analysis of the study.  

Coding is the process of reducing data into semantic units of meaning to form 

relationships with various data sources (Creswell, 2007). Coding reduces data by 

assigning a short word or phrase to capture or symbolize a smaller portion of data 

(Saldaña, 2009). Narrative coding incorporates literary elements and qualitative research 

analysis, typically in a story's format (Polkinghorne, 1995). The researcher selected 

words and phrases from the research questions that represented the statement's focus or 

intent and then named a “code.” Codes were then combined into categories and themes. 
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Once the coding was completed, similar codes were combined into themes. The themes, 

which emerged from interviews, were extracted from the research study's six participants' 

transcription text.  

Figure 2 

Word Frequency Cloud NVivo12 

 

The themes that emerged from the interviews addressed both research questions 

and addressed the researcher's hypotheses.  

 

H1. Transformational leadership is associated with improved levels of employee 

discretionary behavior within an organization. 

H2. Employee engagement is associated with improving or reducing the 

performance of an employee in any organization. 

H3. Specific dimensions of transformational leadership have more influence on 

certain citizenship behavior in employees. 
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Organizational Citizenship Behavior OCB is defined as the following behaviors: 

altruism, conscientiousness, sportsmanship, courtesy, civic virtue (Podsakoff et al., 

1990). Bass and Avolio (1994) characterized transformational leadership as being 

composed of four unique but interrelated behavioral components: inspirational 

motivation (articulating vision), intellectual stimulation (promoting creativity and 

innovation), idealized influence (charismatic role modeling), and individualized 

consideration (coaching and mentoring).  

When analyzing the participant responses to the interview questions, the 

following themes emerged:  

(1) The type of leadership can inspire discretionary behaviors. 

(2) Specific characteristics displayed by a leader impacts employee performance. 

(3) Employee inspiration and motivations are a result of the leader/employee 

relationship.  

The next section will outline the participant responses that support the themes that 

were identified. The participant's responses have been retold. Riessman (2008) shows that 

narrative analysis identifies the themes from different participants' stories about a 

phenomenon. Narrative analysis is a method by which the researcher looks for themes 

and compiles them in a structured format to tell a story. The hypothesis formed for the 

study based on the research questions will also be addressed regarding the relationship to 

the participant responses that address the themes.  
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Leadership Inspires Discretionary Behaviors 

Participants were asked what motivates them to perform above performance 

expectations? In what way does your manager's presence impact your ability to perform 

your job? What leadership style do you respond best to, and why?  

H1. Transformational leadership is associated with improved levels of employee 

discretionary behavior within an organization. 

The researcher hypothesized that transformational leadership is associated with 

improved employee attitude about work. The research findings support the researcher's 

first hypothesis. The research findings are that when a leader articulates the vision, 

inspires employees, and motivates employees, employees perform at a higher level. The 

participants attributed their increased motivation to the leadership style of a 

transformational leader. The hypothesis that TL is associated with improved employee 

performance supports the theme that leadership inspires discretionary behaviors (see 

Appendix D). The participants sought to do a respectable job for a leader that displayed 

empathy and compassion. Participant’s performance increased and was maintained with 

the leader being present, but it was also sustained in the leader’s absence because of the 

formed relationship. When asked to expound on what the leader did to form a 

relationship, the participants cited things such as: showing genuine concern for the 

employee as a whole. The leader was not just concerned with how things were going on 

the job, but they showed concern for their personal lives. The participants felt that the 

leaders saw them as people and not just numbers producing numbers. The leaders were 
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able to gain employee buy-in by sharing ideas for change before the change took place. 

The participants described leaders utilizing organizational change management strategies 

to socialize or communicate change.  

Participants reported responding positively to a leader who articulated the 

organization's vision and explained the “why” behind the goals and the vision. 

Participants did not respond well to leaders that were very transactional and enlisted the 

attitude of handing out a task or giving out instructions with no context. This type of 

leader reportedly caused the employee to become demotivated and disengaged from 

work. Participants were provided with the definitions of a transformational leader and a 

transactional leader. Of the two leadership styles, the participant consensus was that a 

leader who coaches the employees to reach their full potential had more of a long-lasting 

positive effect on how they conducted their job and how they felt about performing their 

job.  

Participant 1 stated: 

“Call centers are very rigorous. It helps to have a leader that is willing to engage 

beyond just a superficial level. I have experienced great success when I had a 

leader that was willing to push me. It made the job less tedious because I was able 

to see how my performance mattered in the grand scheme of the organization 

meeting its goals”. When I had a leader that treated me as a performance number, 

I did not feel motivated to work hard. Instead, I would do just enough to get by. I 

would dread returning to work the next day, fearing having to meet with my 
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manager and receive harsh criticism instead of receiving balanced feedback on 

what I may have done well. My performance suffered reporting to a leader that is 

defined as transactional. I feel as though the career success that I experienced was 

due in part to the manager that I had that believed in me and invested time in 

coaching and mentoring me”.  

Participants discussed reporting to a leader who did not interact with them during 

the workday or workweek. Participant 1 stated that they worked for a leader who would 

only discuss production numbers when they did not meet minimum performance 

expectations. According to participants working for a leader that was only concerned 

with performance numbers and micromanaged tasks created a work environment filled 

with hostility and created an environment with little trust. Participants cited, working for 

a leader that displayed what the researcher identified as transactional leadership style 

traits left participants feeling less than motivated to do the job.  

Participant 1 stated:  

“What motivates me is a leader who communicates the company's vision. I   

perform well when my managers give me a task and tell me what is expected, and 

then empower me to complete the task using methods that I created. Talking to 

my leaders when he communicates the vision makes them want to do more than 

required. Money is a motivator to perform better, but that leadership involvement 

is a huge driver. I like when my manager gives me direct feedback. Direct 

feedback along with clear expectations motivates my performance.” 
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Participant 2 response: 

“Doing more than what is required and giving extra effort becomes part of my 

day-to-day interactions with my team. Having a leader that is invested in me and 

invests in me pushes me to do my very best.”  

 

The participants' discretionary behaviors based on reporting to a transformational 

leader were conscientiousness, sportsmanship, and civic virtue. Attendance is a problem 

in call centers (Das 2012). Call centers use team incentives to increase performance or to 

achieve certain performance metrics based on business needs. These are things that are a 

financial reward. This study explored the impact of a leader's impact on engaging 

employees. Conversely, having the right leader in place can be a cost-saving in lowering 

or limiting incentives. Considering the issues that call centers face regarding employee 

turnover, absenteeism, and motivation, it becomes more important to have the right 

leadership in the organization that will help motivate and inspire employees to perform.  

Participant 4 stated: 

“My manager has built up trust with the team and me; I felt she would go to bat 

for the team and me. Knowing that she is very resourceful and stands behind us 

when it matters has a lasting positive impact on our relationship. Working for 

someone who considers each individual and the team inspires a drive to meet and 

exceed goals. My life experiences were a big motivator to my success, and my 

motivation is intrinsic. I think a good relationship with a boss for some people is a 
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motivator for them to perform well. I will do an excellent job with or without a 

leader present.” 

Specific Characteristics Displayed by Leaders Impacts Employee Performance 

Participants were asked to name some qualities of a leader that could motivate 

them to perform. The interviewees' responses were honesty, transparency, 

resourcefulness, knowledgeable, good communicator, understanding, compassionate, 

passionate, detail-oriented, decisive, reliable, trustworthy. The most notable and repeated 

qualities were knowledgeable, honesty and transparency. The participant responses to 

interview questions supported the second hypothesis as detailed in a response table. (see 

Appendix E) 

 H2. Employee engagement is associated with improving or reducing the performance of 

an employee in any organization. 

Honesty was important to the participants because they felt like they could build a 

trusting relationship with their leader. Many changes happen in call center environments, 

and the constant change creates a feeling of uneasiness with the employees. In addition to 

the constant change, call center employee's job performance is highly measured and 

monitored. For these reasons, the participants felt that it was important to be able to trust 

the leader. If there was a lack of trust, participants had a feeling that the leader may be 

out to “get them and that their job may be at risk. The researcher hypothesized that 

employee engagement is associated with improving or reducing employee performance. 

Participants stated that an engaging leader is a leader that builds relationships and 
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encourages trust led to them being more engaged in the work and task they were 

responsible for.  

Participant 6 response: 

“Qualities of a leader who impact my performance are; transparency, honesty, 

reliability, trustworthiness, and knowledge. For me, transparency and trust go 

hand in hand. I appreciate it when my leader tells the unadulterated truth. When I 

feel as though my boss withholds information, it makes me trust them a little less. 

That is where trust comes in. Transparency to me means being able to lay 

everything out in the open. The more transparency that my leader displays, the 

more apt I am to trust them.” 

Transparency was important to the participants because it helped with a sense of 

belonging and gave them a greater sense of understanding of the “why.” Knowing the 

“why” behind decisions and processes helped the employees to feel more connected to 

the organization, and participants cited better performance when that was the case. Their 

performance had a greater meaning to them when they were endeared to the organization 

due to a transformational leader's transparency.  

The resourcefulness of a leader was important to them because it inspired them to 

strive for greater. It acted as a characteristic of a role model that they wanted to follow. 

‘Having a resourceful leader forced me to think of innovative ideas and think of solutions 

to problems.” I did not want to come to my leader with just a problem. The example that I 
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was given was to research and find solutions. Participants stated that a resourceful leader 

inspired and motivated them to think creatively and challenge the status quo.  

Participant 2 stated: 

“Qualities of a leader that impact performance are a leader who is knowledgeable 

and thorough in sharing their knowledge—a good communicator. When I have a 

leader who communicates frequently and effectively, it impacts my performance. 

Another good quality is a manager that leads from the front and stand-ups for 

their employees. Leading from the front is vital in a call center. There are many 

layers of leadership. When it comes to being held accountable for performance, 

you are constantly scrutinized. My experience is that when we are doing well and 

exceeding the performance standards, there are many celebrations. But when we 

are not meeting the performance standards, there is a lot of scrutiny and blame. 

Having a leader who will get in the trenches and stand with you in bad times will 

make me more loyal to them as a leader.” 

A compassionate leader is impactful because it helps to build relationships with 

the employees. During tough times such as the COVID-19 pandemic, employees must 

work remotely instead of in an office setting. Having a leader who exhibits 

transformational leadership qualities such as inspiration, motivation and intellectual 

stimulation provokes a sense of belonging and provokes a desire to do a respectable job.  
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The research findings support the researcher's hypothesis based on the 

interviewees' consensus that their leader's presence positively and negatively impacts. 

The research findings are that when a leader displayed qualities that allowed them to 

build a good working relationship, it resulted in positive outcomes related to attitude 

about work and work performance. The research findings specifically detail employees 

being more engaged by a leader showing genuine interest. Participants discussed 

coaching sessions where the leader engaged with them regarding work specific details, 

performance, and personal things. Individualized consideration is a dimension of 

transformational leadership. More specifically, individualized consideration takes a 

leader to be a coach or mentor and is concerned with each employee's individual needs at 

a time (Avolio & Bass, 2004). Coaching and mentoring, which are characteristics of a 

dimension of TL, impacted employees’ desire to perform and attitude about work.  

Participants stated that the leader's feedback played a part in the level of 

engagement of the employees. If the feedback is delayed, it has a negative impact. The 

negative impact noted was a delay in improving or changing desired behaviors. 

Participants stated that they felt like they were put at a disadvantage by receiving delayed 

feedback. One participant stated that it hindered career growth opportunities. Having that 

experience made them resent their leader. If the feedback is given immediately, it 

engages employees because they can gauge their success and failures. Conversely, the 

leader who has a negative attitude impacts the associate's engagement in a negative way. 

A leader with a negative attitude can result in the employee not wanting to work as hard.  
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Participant 5 stated: 

“The quality of a leader that has an impact on performance is a detail-oriented 

leader. It is very frustrating when a leader gives direction but leaves out the 

necessary details to complete the task. If call centers, we are charged with 

meeting specific metrics that are called Key Performance Indicators. So the 

“how” and the “why” are very important. Once I know how and why, I can create 

a personalized action plan to execute what is expected. Another quality of a leader 

that has an impact on my performance is a manager that provides feedback. 

Immediate feedback is important and can affect my success and failure when 

executing on deliverables. We have a measure of quality in delivering customer 

service. This is an internal process that we are scored on to ensure that we provide 

the customer with a high level of customer service. There are times when I do not 

meet the QA minimum because I have missed a step in the process. When that 

happens, it is more reinforcing to receive feedback. Clear and concise feedback 

from my manager would help me improve my performance and potentially keep 

me from making the same mistake in the future.” 

Employee Inspiration and Motivation 

The participants were asked questions during the interviews that were related to 

the hypothesis of the study. The theme that emerged supports hypothesis 3.  

H3. Specific dimensions of transformational leadership have more influence on 

certain citizenship behavior in employees.  



 

 

103 

 

Participants were asked to talk about the relationship that they have with their 

supervisor. They were also asked, does a good relationship with your manager contribute 

to success? Each participant's response is detailed in a response table. (see Appendix F) 

The third theme does not fully support the researcher's third hypothesis. The third 

theme is employee inspiration and motivations are a result of the Leader/Employee 

Relationship. The researcher hypothesizes that specific transformational leadership 

dimensions influence certain citizenship behavior in employees. The research found that 

transformational leadership style impacted an employee’s display of conscientiousness 

above and beyond behaviors. More specifically, transformational leadership style 

impacted an employees' display of sportsmanship and civic virtue. Altruism and courtesy 

were not impacted by transformational leadership. These are the dimensions that 

participants states were more innate and present independent of the leader’s interaction 

and presence.  

Participant 4 response: 

“I have an excellent relationship with my boss. My boss is a good communicator. 

My boss created an environment of transparency, and she had an open-door 

policy. She gained my trust, which made me want to do a good job and exceed my 

metrics. I think a manager can contribute to an employee's success. However, my 

motivation to perform comes from within. Additionally, my motivation to 

perform is often tied to monetary incentives or the desire to do a good job and 

seeing that I am performing higher than my peers. I understand that my 

performance impacts my manager's performance. This fact drives me to want to 
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perform because we have a good relationship, and I want to contribute positively 

to the overall team's performance.” 

Participant 5 response: 

“My manager and I have a good relationship. I don’t really need my manager on a 

day-to-day basis to perform my job. I usually only reach out when I need 

assistance other than we don’t interact much. I would say that our relationship has 

had little impact on my performance. I can say that having a good relationship 

creates a positive work environment. I tend to perform better in a positive work 

environment versus in a negative one.”   

Inspirational motivation in a leader is portrayed by performing to help the 

subordinates realize their responsibility and a sense of meaning in their work (Avolio & 

Bass, 2004). Inspirational Motivation is a dimension of transformational leadership. This 

dimension of TL plays a role in getting employees to perform well at their job, impacting 

overall OCB. There was not enough data to conclude that Inspirational Motivation had 

more of an impact on OCB’s than another dimension of TL. The participants did not 

explicitly say, certain behaviors are attributed to being inspired or motivated by their 

leaders.  

Summary of Findings 

Customer service call centers face the challenge of getting employees to perform 

at a consistent, sustainable level when attempting to achieve organizational goals. 

Customer service call centers are an integral part of most organizations (Gans et al., 

2003). Therefore, it is imperative to investigate how a transformational leader's 
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relationship with their employees could contribute to employee satisfaction, engagement, 

and citizenship behavior. The investigation of employee's understanding and character 

can better explain the expected results of personal and institutional achievements (Uhl 

Bien et al., 2014). The narrative analysis highlights that a transformational leader can 

have a positive impact on employee performance. The biggest challenge that institutions 

and organizations face is finding the best leadership team to guide the institutions' 

operations and drive the workers effectively (Braksick, 2007). The research study is 

important as it seeks to understand how leadership impacts employee attitude at work. It 

is stated that some negative qualities of a leader, such as micromanaging, can leave the 

employee feeling less than motivated.  

As employers look to hire leaders who contribute to the organization's success, 

leadership traits, specifically transformational leadership traits, should be given heavy 

consideration. Employees respond favorably to a leader that exhibits transformational 

leadership characteristics. In addition, the organization benefits greatly from an employee 

that exhibits organizational citizenship behaviors. These qualities are an asset in customer 

support centers because they become the company's face when interacting with its 

customer base. Meeting the goals of the organization is what drives the success of 

attaining the performance goals. The decisions that are made on a day-to-day basis 

impact the customer support agents, as they are the ones that must be the "messenger" or 

liaison between the customer and the executives of the company.  

Empowerment plays a role in the employee's attitude toward the work that they 

are tasked to complete. Leaders benefit from empowering their employees, and 
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empowerment is a quality of a transformational leader. Successfully meeting the 

organizational goals translates to customer satisfaction when the organization's goals are 

customer focused. The need to keep employees engaged and self-motivated is of 

significance when driving results in call center environments. Call center employees are 

driven to success based on their ability to convey the "why" behind the many changing 

decisions and their path forward. The research study identified that transformational 

leaders could contribute positively to customer service call center organizations.  

 

The research findings are that an employee’s manager's presence increases the 

likelihood of performing above expectations. There are specific characteristics of a 

manager that motivate success. The research found that an inspirational, empowering, 

engaged, honest, and visionary leader contributed to employee engagement and success. 

The participant's perspective was that having a good relationship with their manager set 

the organization's culture, leading to a desire to perform job tasks more than the job 

required. The research also revealed that a transactional leadership style is less desirable 

than a transformational style of a leader. The participants all have an intrinsic desire to do 

an exceptional job. However, they noted that their motivations could be positively or 

negatively impacted by their leader's presence and their interactions with them in the 

workplace.  

This research's findings are that inspirational motivation (articulating vision) 

influences employees' conscientiousness, sportsmanship, and civic virtue. A leader that 

can communicate clearly with the employees was value-added to the employee/ leader 



 

 

107 

 

relationship. Inspirational motivation from a leader was found to motivate employees to 

consider their peers while at work, and to work as a team with one common goal and be 

more flexible and agile. With a leader that displayed inspirational motivation, the 

employee was more apt to work through issues that may arise in the workplace when they 

felt that their managers “had their backs.”  

 Intellectual stimulation has an impact on conscientiousness, sportsmanship, and 

civic virtue. The research found that having knowledgeable leaders impacts an 

employee's attitude about work. Working for a leader who knows, shares knowledge, and 

encourages creativity resulted positively in employee performance.  

 Individualized consideration has an impact on conscientiousness, sportsmanship, 

and civic virtue. The research identified that when a manager shows concern for the 

employees, it positively impacts the employee's desiring to perform at a high level. One 

participant stated that she felt she had to perform well not to disappoint her manager 

because her manager believed in her. Other participants stated that it made the work 

environment a “good” one and increased performance because they had a genuine 

relationship with their manager.  

Individualized Influence has an impact on conscientiousness, sportsmanship, and 

civic virtue. The leader's charisma and ability to incite the team's goals and draw 

everyone into reaching and obtaining goals were valuable to employee performance.  

Figure 3 represents the research findings related to the relationship between 

transformational leadership and organizational citizenship behaviors. It visually displays 

that every dimension of organizational citizenship behavior is not impacted by the four 
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dimensions of transformational leadership characteristics. The participants agreed that 

their altruism display is an intrinsic attribute and one they possessed without leadership 

influence. The research found through participant responses that their leader did not 

impact their morals (altruism). Employees would do what is “good or moral” with or 

without leadership. The research findings are that courtesy was another dimension of 

OCB that is not a result of a leader's involvement with the employees in a work 

environment.  

Figure 3  

Transformational Leadership Dimensions Relationship to OCB 
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Figure 4 visually displays based on the participant responses that 

Conscientiousness (OCB) is influenced by a leader's display of inspirational motivation 

(articulating vision), intellectual stimulation (promoting creativity and innovation), 

idealized influence (charismatic role modeling), and individualized consideration 

(coaching and mentoring). Sportsmanship (OCB) is influenced by inspirational 

motivation (articulating vision), intellectual stimulation (promoting creativity and 

innovation), idealized influence (charismatic role modeling), and individualized 

consideration (coaching and mentoring). Civic Virtue is influenced by inspirational 

motivation (articulating vision), intellectual stimulation (promoting creativity and 

innovation), idealized influence (charismatic role modeling), and individualized 

consideration (coaching and mentoring). 
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Figure 4 

 

OCB’s Relationship to The Dimensions of Transformational Leadership Based On 

Participant Responses.   

 

 

Conscientiousness is the dimension of OCB that causes an employee to go above 

and beyond what is required by the job. The conscientiousness dimension displayed is an 

employee that would usually work more hours and longer days. An employee’s display of 

sportsmanship in the workplace is significant because that is the trait of OCB in which an 

employee displays the willingness to work through unforeseen incidents. Employees who 
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display sportsmanship are less likely to file grievances; they overcome minor 

inconveniences, making the manager lighter.  

Figure 6 displays the number of participants that related the organizational 

citizenship behavior dimension to transformational leadership. One of the six participants 

noted Altruism as being impacted by the qualities displayed by a transformational leader. 

Five out of the six participants noted that TL had impacted their display of 

conscientiousness. Six out of the six participants noted that a transformational leader 

impacted sportsmanship. Two out of the six participants noted that a transformational 

leader impacted the display of courtesy at work. Four of the six participants stated that a 

transfoamrional leader impacted civic virtue. In this research, the researcher means the 

OCB dimensions were motivated or influenced by transformational leaders' qualities, 

motivation, and inspiration. The researcher found that less than four participant responses 

were insufficient to conclude that a transformational leader impacted a dimension. Based 

on the findings below, the conclusion is that a transformational leader did not impact 

altruism and courtesy.  

Figure 5  

Frequency of Participant responses- OCB Relation to Transformational Leader  

 

Dimensions of Organizational Citizenship 

Behavior

Instances of participant response 

reference to OCB being impacted by TL

Instances expressed 

as a Percentage 

Altruism (OCBI) 1 out of 6 16%

Conscientiousness 5 out of 6 83%

Sportsmanship 6 out of 6 100%

Courtesy (OCBI) 2 out of 6 33%

Civic Virtue 4 out of 6 66%
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When it comes to organizational citizenship behavior dimensions, the research 

failed to provide evidence that altruism and courtesy are behaviors that leadership 

qualities can impact. The research found that the participants conclusively stated that a 

manager's presence did not impact altruism. Participants stated that they performed their 

jobs according to their morals independent of the leader or the organization. Courtesy or 

concern from others was another OCB that the participants stated was not impacted by 

the manager's presence. These were found to be intrinsic traits. These findings are 

significant when considering the applicant screening process for leadership and 

subordinates. The findings are also significant when considering the type of leaders that 

are hired to help the organization reach and obtain performance goals within a customer 

call center environment.  

Chapter five provides a discussion and implications of findings, 

recommendations, suggestions for future research and concludes with a summary of the 

research findings.  
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Chapter 5 Discussion and Recommendations  

Discussion and Implications 

The current study adds to the literature of transformational leadership contributing 

positively to employee display of organizational citizenship behaviors (OCB) or 

discretionary effort. Carpenter 2013, leaders cannot enforce the presence of OCB, and its 

absence cannot be penalized or disciplined. If OCB is unpunishable and cannot be 

disciplined, it is important to understand ways to encourage these behaviors in other 

ways. The research identified three dimensions of OCB, conscientiousness, 

sportsmanship, and civic virtue, influenced by a transformational leadership in a call 

center environment. The research also suggests that the OCB’s, conscientiousness, 

altruism, civic virtue, and courtesy inspire superior employee performance.  

The literature discusses transformational leaders and how companies would 

benefit from employing transformational leaders because of the positive outcomes related 

to how employees perform. For example, leaders encourage moral behaviors and dissolve 

selfishness for others' advancement (Bass, 1985; Pandey, Davis, Pandey, & Peng, 2015; 

Sahin, Cubuk & Ushi, 2014). In addition, Strickland (2007) suggests, transformational 

leaders engage with their employees, as a result of the engagement, increased 

discretionary behaviors result (Strickland et al., 2007). The expectation is that employees 

perform their job well. It is important to understand the result of employees displaying 

OCB’s, as companies seek to attract and retain top talent in order to be competitive. The 

more interesting and valuable idea is that employees perform above and beyond their job 
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requirements and consistently perform.  

When considering organizational performance in a customer support center, 

employing employees who display discretionary effort or organizational citizenship 

behaviors in the workplace should be the end goal. Employees giving consistent 

discretionary effort is what ultimately sets apart one organization from another. Bateman 

and Organ (1983) introduced OCB as a new concept that referred to individuals' 

contributions beyond performance expectations and pre-defined duties. Previous studies 

argue that OCB reduces undesirable employees’ behaviors and attitudes such as turnover 

intention, actual turnover, and absenteeism (Chahal and Mehta, 2010; Podsakoff et al., 

2009; Podsakoff and MacKenzie, 1997; Shahin et al., 2014; Walz and Niehoff, 2000). 

Previous research suggests a positive correlation between a leader and an employee 

displaying discretionary effort at work (Jiao, Richards, & Hackett, (2013). 

Regarding hypothesis 1, Transformational leadership is associated with improved 

levels of employee discretionary behavior within an organization. This study found that 

transformational leadership impacts an employee's display of OCB in call center 

environments. The research findings are that transformational leadership impacts three 

OCB dimensions: conscientiousness, sportsmanship, and civic virtue. However, two of 

the OCB dimensions displayed at work, altruism, and courtesy were not impacted by the 

transformational leadership style. The findings supported that altruism and courtesy were 

inherent traits that were present without a leader's influence. The findings are congruent 

with Rose (2016) and Jiao, Richards, & Hackett's (2013) findings that leadership is an 

antecedent to an employee's display of OCB. There is strong support that 
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transformational leadership has an impact on employees displaying organizational 

citizenship behaviors. Customer support jobs are repetitive and require a high level of 

accountability. Every aspect of a telephone agents’ job is monitored. Call center 

employees are expected to handle the stressors of the job while maintaining good 

performance and meeting or exceeding minimum performance standards. Having the 

right leader to inspire the behaviors that lead to sustainable performance is an integral 

part of having the right employees to execute job tasks.  

 Regarding hypothesis 2, Employee engagement is associated with improving or 

reducing the performance of an employee in any organization. The research findings 

support that organizational citizenship behavior inspires employee performance. OCB has 

five dimensions, altruism, conscientiousness, sportsmanship, courtesy, civic virtue. OCB 

are those extra-role behaviors that are not specifically tied to job expectations. The 

findings are congruent with Strickland (2007) that leadership positively impacts OCB and 

OCB contributes to improved employee performance. This study finds that 

conscientiousness and civic virtue are two OCB’s that contribute to employees 

performing at a high level.  

 Conscientiousness is behaviors that are above and beyond what is required. The 

participants noted that awareness and understanding of the goals set forth by the 

organization inspire conscientiousness or the desire to perform higher than expected. The 

research found that employees want to work longer hours if necessary to complete a job 

task. Conscientiousness is an OCB that leads to employees that are truly willing to do 

other duties as assigned without any reserve or dissension. 
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Civic virtue is another organizational citizenship behavior that inspires employee 

performance. Participants cited wanting to do a respectable job to help the organization 

meet goals. Civic virtue is an OCB that is defined as being concerned about the welfare 

of the organization. Civic virtue is an employee’s willingness to be actively engaged 

within the organization. The participant responses discussed working as a team with 

concern for coworkers and managers when obtaining organizational goals. There were 

suggestions that altruism inspires or motivates employee's performance in the workplace. 

However, two of the six participants cited their morals (altruism) as to why they strive to 

perform well in their job.  

This study did not show that one of the dimensions of transformational leadership 

has more impact on OCB. Therefore hypothesis 3, Specific dimensions of transformational 

leadership have more influence on certain citizenship behavior in employees, was not 

fully supported by the findings of this research.  

Figure 6 

 

Hypothesis Findings 

This study is significant because customer service call centers are an integral part 

of an organization; additionally, they are financially significant to organizations (Gans et 

HYPOTHESIS LOW MODERATE HIGH

H1. Transformational leadership is associated with improved 

levels of employee discretionary behavior within an 

organization.

X

H2. Employee engagement is associated with improving or 

reducing the performance of an employee in any organization.

X

H3. Specific dimensions of transformational leadership have 

more influence on certain citizenship behavior in employees. 
X
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al., 2003). Call centers provide a link between the customer and the organization, making 

them a valuable part of most organizations. Call center agent effectiveness directly 

impacts a call center's strategic value (Echchakoui & Baakil, 2019). Leadership within 

customer support organizations plays a vital role in the call centers' success since it is 

known that leadership impacts employee behaviors. This study examines the impact that 

specific dimensions of transformational leadership have on employees' behaviors in the 

workplace. Organizations seek to improve employee performance and seek to have 

employees perform at a higher level. This study provides an employee perspective of how 

transformational leaders have impacted their performance and attitude about 

performance. More specifically, the participants' perspective of organizational citizenship 

behaviors displayed at work is detailed on how the transformational leader impacted their 

display of OCB.  

The research that states transformational leadership results in followers' 

performing beyond expectations lends itself to this research of how, from a follower's 

perspective. Transformational leadership has been identified as a managerial or 

leadership practice that strives to transform employee perceptions regarding their roles 

and capabilities. Transformational leaders are proven through the literature to have a far-

reaching positive effect on an organization by positively impacting inspiring employee 

performance. It is known that in exit interviews, people cite their reason for leaving 

organizations as not typically based on the organization but based on a “bad” boss. Mittal 

and Dhar (2015) found that a transformational leader improves employee creativity 

through motivation and respecting employee's work output. Bass (1985) showed that the 



 

 

118 

 

four dimensions of transformational leaders, idealized influence, intellectual stimulation, 

inspirational motivation, and individualized consideration, are related to the 

transformational leader's values and the relationship with the employee in their working  

environment.  

Contribution of the study 

 This qualitative research study contributed to the existing body of 

knowledge by providing three themes for leaders in customer support organizations to 

consider for implementation into their leadership considerations. The literature review 

conducted in chapter two revealed that transformational leadership enables employees to 

work together and voluntarily add more effort. The literature illustrated that 

transformational leadership contributes to employees displaying OCB, which leads to 

improved employee performance. Research on OCB found there is a benefit to the 

organization and the employee when employees display OCB at work. The absence of 

OCB in an employee indicates a lack of employee motivation and desire to do a decent 

job. The research gap identified for this study is based on exploring the limited literature 

on the concept that transformational leadership dimensions contribute to sustainable 

employee performance (Robertson, 2019). The study revealed that a transformational 

leader contributes to an employee displaying OCBO (conscientiousness, civic virtue, and 

sportsmanship) behaviors.  The study revealed three themes that are contributable to the 

body of knowledge on transformational leadership and OCB; (1) The type of leadership 

can inspire discretionary behaviors. (2) Specific characteristics displayed by a leader 

impacts employee performance. (3) Employee inspiration and motivations are a result of 
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the leader/employee relationship. The three themes support the body of knowledge that 

transformational leadership has a positive impact on employee performance. Hypotheses 

one and two also support the body of knowledge on OCB and transformational 

leaderships relationship. Hypothesis three leaves an opportunity for further explorations 

to quantity or qualify whether or not one dimension of transformational leadership has a 

greater impact on an employee displaying OCB.  

Recommendations 

Based on the research finding, transformational leadership traits should be a 

highly considered quality when hiring leaders within a call center where above and 

beyond performance is an expectation. It is important to note that transformational 

leadership has been universally accepted in call center environments due to its enormous 

contributions (Molino 2016). This study supports the literature that transformational 

leadership positively impacts employees displaying organizational citizenship behaviors. 

Although limited by the small number of participants, this study offers a view of the 

diverse ways a transformational leader impacts attitude and behaviors of employees in a 

call center environment. This study offers a link between transformational leadership and 

organizational citizenship behavior. The findings could prove beneficial to practitioners 

who may find it advantageous to incorporate an assessment that measures a leader's 

qualities to inspire a workforce that displays these organizational leadership behaviors. 

Additionally, practitioners may find it beneficial to assess employees' organizational 

citizenship behavior characteristics during the onboarding process. 

 Finally, academics may find it beneficial to conduct more in-depth research to 
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expand transformational leadership's impact on employees displaying organizational 

citizenship behaviors in organizations that are not highly measured and monitored how 

call centers are. More specifically, investigating the specific TL contributions to OCB. As 

specific TL dimensions are identified as a contributor to employees displaying OCB, 

tailoring training to incorporate strategies to increase these dimensions in leaders may 

prove beneficial to researchers and assist with creating literature to expand on the 

understanding of the phenomenon.  

Limitations 

There are several limitations of the study since the study was limited to narratives 

of participants in customer support organizations in North Alabama. The limitations 

include the number of study participants relative to the number of call center employees 

as the researcher focused on each participant's lived experience. While six participants 

are sufficient for qualitative research (Morse, 1994), a higher number of participants may 

uncover additional findings. Another limitation is that the rigor of the study was 

connected to the participant's willingness to be open and transparent. As the researcher, I 

took steps to triangulate the data, employed member checking, and aligned the findings 

with the research purpose and the research questions. Another limitation of the study was 

COVID-19. COVID-19 impacted the data collection process in that it was more difficult 

to contact the participants due to social distancing constraints. Though the interviews 

were conducted via ZOOM and telephone, I think robustness may have been lost due to 

the impersonal contact. Due to the study’s limitations, the results will not be 

generalizable to other regions or outbound call centers. 
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Suggestions for Future Research 

Several directions can be taken for research on the topic of transformational 

leadership's impact on OCB’s. Based on the research findings, which are limited to a 

qualitative study, this researcher would recommend a mixed-methods quantitative study 

for future research. A quantitative study would uncover statistics useful in measuring 

transformational leadership's relationship to organizational citizenship behavior. At the 

same time, a qualitative approach, using focus groups, interviews, and surveys would 

help the researcher better understand participants’ perspectives using a measuring scale 

for the importance of the different dimensions of transformational leadership and the 

different dimensions of OCB’s importance in call center organizations or expand the 

focus to other organizations. 

 Leaders come and go within organizations; a mixed-method approach would add 

depth of understanding to the impact of leadership and leadership styles on an 

organization. It would be helpful to have a qualitative study to measure participant's 

experiences within a call center under transformational leadership versus another 

leadership style. A mixed-method study could also look more specifically at why a 

transformational leader may not impact two dimensions of OCB; altruism and courtesy. 

More female participants responded to the study than males. A qualitative study that 

utilizes an equal number of male and female participants to measure the impact of the 

transformational leadership style in call center environments may yield valuable results 

related to gender roles.  

Future research would benefit from exploring the antecedents of organizational 
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citizenship behavior independent of leadership. For example, is there a specific 

characteristic that a high-performing employee possesses without leadership style 

influencing the display of OCB in a work environment? In addition, future research could 

explore OCB to identify which dimension is most effective in inspiring employees to 

exhibit behavior above and beyond what is required by the job. The research studies 

could then promote those specific transformational leadership dimensions and OCB for a 

positive outcome to the individual and the organization. 

The research findings suggest no considerable relationship between 

transformational leadership and two OCB’s, altruism and courtesy but identify a 

relationship between transformational leadership and three OCB’s; conscientiousness, 

sportsmanship, and civic virtue. Future researchers are encouraged to explore the impact 

that other leadership styles may have on employee display of OCB’s. Practitioners may 

find that organizations can position themselves to have an engaged and inspired 

workforce by implementing this study's recommendations.  

This study also does not address the impact of an employee’s performance or 

engagement on the leader's work characteristics. Exploring the impact of employee 

performance on the leader's OCB display could also be another future research area. 

According to Northouse (2016), the research found that employee engagement facilitates 

a leader with appropriate time to understand their ability and capability through their 

performance. Thus, there could be an organizational benefit to understanding how 

employee behaviors impact a leader’s performance.  
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Summary 

Chapter five discussed the study results and recommendations for call center 

hiring managers to consider based on the three emergent themes identified through the 

information gathered during the analysis of the six study participants' interview sessions. 

The chapter ends with recommendations for further research and a summary. The results 

of this study were designed to provide recommendations for call center leaders to 

consider when recruiting and retaining employees long-term in customer support 

organizations in North Alabama.  

Call centers provide a link between the customer and the organization, making 

them a valuable part of most organizations. The overall performance of customer call 

center agents impacts the organization's success based on customer interactions. 

Employee discretionary behaviors, those above and beyond behaviors, play a significant 

role in call center operations' success. Research on transformational leadership over the 

two decades shows that a transformational leader's dimensions can substantially and 

positively affect employees’ work measured by work engagement (Strickland et al., 

2007).  

Transformational leadership has been associated with higher levels of employee 

engagement. Call center metrics are measured from the bottom up. Frontline customer 

service associate’s performance impacts the leader’s performance which translates to the 

combined organization’s performance. Call centers are team environments—the 

collective performance results of the supervisor or manager's performance. The leader has 

a vested interest in the team's overall performance because the leader is held accountable. 
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Leaders need to support their followers and build healthy relationships to improve their 

motivation and dedication to ensure that tasks are completed within stipulated periods 

and on the desired trajectory (Eberly et al., 2017). Williams and Anderson (1991): 

organizational citizenship behavior individual (OCBI) or behaviors aimed at other 

individuals in the workplace; while organizational citizenship behavior organization 

(OCBO) include behaviors directed at the overall organization.  

In this study, the researcher found evidence that transformational leadership is 

related to three OCB’s in a call center work environment: conscientiousness, 

sportsmanship, and civic virtue (OCBO). Based on this study's research findings, a 

transformational leader's presence is not related to employees' display of the OCB’s; 

altruism and courtesy (OCBI). The research found that altruism could be a contributor to 

an employee striving to do a respectable job. There is evidence that altruism impacts 

employees performing above and beyond in call center work environments. Business 

leaders must consider the impact of leadership style on employees' display of 

organizational citizenship behaviors in customer support organizations.  
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Appendix A: Interview Questions 

 

1. Describe discretionary (above and beyond) behaviors in the workplace.  

2. What motivates you to perform above performance expectations?  

3. In what way does your manager's presence impact your ability to perform your job? 

4. Describe the impact that your relationship with your manager has on your overall job 

performance.  

5. Tell me about your relationship with your supervisor.  

6. Name some characteristics of a leader that could motivate you to perform better.  

7. What helped you to meet or exceed your goals in the past?  

8. Does a good relationship with your manager contribute to success? How? 

9. How does your leader communicate the organizational goals? Does this have an 

impact on your attitude about work? 

10. What leadership style do you respond best to, and why?  

11. What impact do external factors (i.e., homelife, etc.) have on your work performance? 

12. How do you respond to a leader that tells you what to do?  
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Appendix B: Informed Consent: Participants 21 years of age and older 

 

Dear Participant,  

My name is Jameen Hilliard, and I am a student at the Florida Institute of 

Technology working on a Doctoral degree. I am conducting a research study entitled, The 

impact of a Transformational Leader on employees displaying organizational citizenship 

behavior in two medium-sized customer support organizations. The purpose of this 

qualitative study is to explore the relationship that exists between the four dimensions of 

transformational leadership styles and their impact on employee discretionary behavior in 

the customer service call center work environment.  

Your participation will involve a 25-35-minute questionnaire with specific 

questions on the millennial generation. Your participation in this study is voluntary. The 

survey consists of 10-15 questions determined by your answer to some of the questions. I 

do not need specific information. If you choose to provide identifying information, it will 

be kept confidential. You can choose to skip those questions; however, the answers will 

be kept confidential if you answer. If you choose not to participate or to withdraw from 

the study at any time, you can do so without penalty or loss of benefit to yourself. The 

research study results will be published, but your identity and your organization's identity 

will remain confidential, and your name will not be disclosed to any outside party.  

In this research, there are no foreseeable risks to you. Although there may be no 

direct benefit to you, a possible benefit of your participation is to fill the gap in research 

on transformational leadership’s impact on employees displaying discretionary effort. If 

you have any questions concerning the research study, please contact me at 

hilliardj2013@my.fit.edu or (256) 577-4814.  

As a participant in this study, you should understand the following:  

You may decline to participate or withdraw from participation at any time without 

consequences. If you wish to withdraw from the study, please contact me at 

hilliardj2013@my.fit.edu or (256) 577-4814.  

1. Your identity will always be kept confidential.  

2. Jameen Hilliard, the researcher, will thoroughly explain the research study's 

parameters, and all your questions and concerns will be addressed.  

3. The interviews will be digitally recorded; you must grant permission for the 

researcher, Jameen Hilliard, to digitally record the interview. You understand that the 

information from the recorded interviews will be transcribed. The researcher will 

structure a coding process to assure the anonymity of your name. 

4. Data will be stored in a secure and locked area. The data will be held for a 

period of three years and then destroyed.  
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5. The research results will be published.  

 “By signing this form, you acknowledge that you understand the nature of the 

study, the potential risks to you as a participant, and the means by which your identity 

will be kept confidential. Your signature on this form also indicates that you are 21 years 

old or older and that you give permission to voluntarily serve as a participant in the study 

described.” 

  

Signature of the interviewee ___________________________ Date __________  

Signature of the researcher ____________________________ Date __________ 
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Appendix C: Interview Protocol 
 

1. All participants must sign the informed consent form. 

2. Each participant will be provided the interview session cover letter.  

3. Each participant will be advised of the following: 

• Provide demographic information–age, gender, industry, and occupation 

description              

 • Each person will be assigned a code so as not to keep names out  

• The study will be published  

• Each person should answer each of the questions honestly  

• Use your participant code when answering the question  

• Each participant will be given a paper with his or her code on it to use  

   when responding to questions 

  • An assistant will be helping to facilitate the discussion 

4. A list of 12 questions will be used to ask questions to specific participants based 

on their work experience. 

5. Participants can change their minds about participating in the study at any time. 

6. All materials and participant information will be safeguarded to protect 

participant identity. 

Interview session cover letter – Give one to each participant with the time and date of the 

interview.  

Informed Consent – JM signs and get a signed copy from each participant. 
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Appendix D: Participant Responses-Theme 1  

 

 

 

 

 

 

 



 

 

161 

 

Appendix E: Participant Responses-Theme 2  
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Appendix F: Participant Responses-Theme 3  
 

 

 


