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Abstract:

Contact Centre agents operate in closely monitored and highly controlled 

environments and their work consists of solving service requests or assisting 

customers with information on products or services. Consequently their work 

involves a great deal of emotional labour and stress. It is not surprising then, that the 

working environment of the Contact Centre is reported to have a negative impact on 

the levels of Quality of Worklife of Contact Centre agents, and that in the Contact 

Centre context, it is likely that low levels of Quality of Worklife exist.

It is argued that it is important for organisations to be particularly aware of the Quality 

of Worklife perceptions of their employees should they want to address Quality of 

Worklife levels and benefit from the positive consequences of higher levels of the 

construct. Numerous variables are reported to play either an antecedent, 

moderating, mediating, or consequential role in relation to the Quality of Worklife 

construct. A systems model of Quality of Worklife is developed, which illustrates the 

inter-relationships of these variables and how they affect and are affected by the 

Quality of Worklife construct. It is argued that leadership is an important antecedent 

to Quality of Worklife, and this is the antecedent of interest in this study. It is 

proposed that it is not just any leadership that will contribute to an improved Quality 

of Worklife, particularly within a challenging context such as the Contact Centre 

environment. Rather, it is suggested that certain qualities of leaders will have a 

greater influence on Quality of Worklife. For example, leaders who focus on 

relationships and are caring -  characteristics associated with servant leaders -  are 

deemed more suitable for the Contact Centre context.

The research also proposes that there are close associations between Servant 

Leadership and Trust, which in turn has the potential to affect Quality of Worklife 

positively. It is argued, therefore, that Trust mediates the relationship between 

Servant Leadership and Quality of Worklife in the customer service frontline context.

While there is a broad base of literature available on servant leadership that focuses 

on the senior or executive level of leadership, Van Dierendonck and Nuijten (2011) 

have argued that it is also relevant at the middle level of management and have 

validated an eight dimensional measure of servant leadership that is suitable for this
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management level. The Van Laar, Edwards and Easton (2007) Quality of Worklife 

model is also argued to be an appropriate model and measure of the Quality of 

Worklife construct, due to the robustness of the instrument design and the 

appropriateness of its underlying theory to the context of this research.

Research has shown that leadership can have a significant relationship with Quality 

of Worklife. Moreover, a review of the literature on servant leadership reveals that 

trust, satisfaction, general well-being, and commitment to their jobs increases when 

employees are exposed to leadership behaviours associated with servant 

leadership.

There is however, no evidence in the literature of any investigation of the relationship 

between Servant Leadership and Quality of Worklife, or of research investigating the 

partial mediating effects of Trust between these two constructs. Research was 

conducted to test this relationship. A survey questionnaire was administered 

amongst a sample of 555 Contact Centre agents, who were employed in eight 

different organisations. Confirmatory factor analysis procedures were conducted in 

STATA (V15.0), to test and validate the factor structure of Servant Leadership and 

Quality of Worklife models. The research also produced a Servant Leadership, Trust 

and Quality of Worklife structural equation model that supported the hypotheses of 

the relationships between the constructs. Mediation analysis confirmed Trust’s role 

as a mediator between Servant Leadership and Quality of Worklife.

The structural equation model confirmed that synergies between Servant 

Leadership, Trust and Quality of Worklife exist, and that Trust partially mediates the 

relationship between Servant Leadership and Quality of Worklife. It is therefore 

argued that an increase in Servant Leadership behaviour by the manager or 

supervisor of frontline staff has a positive association with increases of Trust, as well 

as positive associations with Quality of Worklife experienced by employees in the 

frontline context. Moreover, it is also posited that the relationship between Servant 

Leadership and Quality of Worklife is partially mediated by Trust of the supervisor. 

The implications of these results are discussed, and recommendations made for 

management practice and further research.
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Chapter 1 -  Introduction

1.1 Introduction

The work of Contact Centre frontline service agents, or employees, involves a great 

deal of emotional labour and stress (Cheung and Tang, 2009). Some scholars argue 

that the controlled environment of the Contact Centre closely resembles a 

panopticon design (Fernie and Metcalf, 1998), with employees constantly under the 

scrutiny of supervisory staff. It is not surprising then, that this working environment is 

reported to have a negative impact on the Quality of Worklife of Contact Centre 

agents (Danna and Griffin, 1999; Hannif, Burgess and Connell, 2008; Wright and 

Bonett, 2007). The unique demands that are placed on Contact Centre frontline 

service agents have implications for the way in which they are led, as well as having 

an effect on their perceived Quality of Worklife.

This chapter will outline the unique nature of the job of the Contact Centre frontline 

service agent, as well as describe its impact on several behavioural Quality of 

Worklife dimensions. The primary goal of doing so is to argue that these employees 

are likely to be experience lower levels of Quality of Worklife, due to the nature of 

Contact Centre work and the working environment.

It is suggested that this investigation is important in the context of the South African 

Contact Centre industry that is a growing industry, and therefore, frontline employees 

are increasingly working in an environment where lower levels of Quality of Worklife 

are expected. Methods to improve Quality of Worklife in the Contact Centre context 

are therefore of both scholarly and applied interest.

The chapter will provide evidence that the leadership approach adopted by the 

managers of these employees is expected to affect their Quality of Worklife as a 

whole, as well as the various individual dimensions of Quality of Worklife. It will also 

be posited that there is literary evidence to suggest that different leadership styles 

affect Quality of Worklife holistically, and the various dimensions of Quality of 

Worklife in specific ways (Bradley, Brown, Lingard, Townsend, Bailey, 2009). 

Therefore, Quality of Worklife is argued to be dependent on leadership style, and 

furthermore, this research proposes that a relational and caring leadership style is 

particularly needed in the Contact Centre context. Servant Leadership is offered as
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an example of such a leadership style. In other words, it is proposed that if the direct 

managers or supervisors of Contact Centre employees display Servant Leadership 

behaviours, this should lead to an improved relationship with Contact Centre frontline 

employees, who then experience a higher level of Quality of Worklife.

Greenleaf’s (1977) seminal works advancing the idea of leadership with the heart of 

a servant, or rather as Greenleaf (1977) coined it, Servant Leadership, is well 

described in the literature. Greenleaf (1977:4) describes Servant Leadership by 

explaining that: "it begins with the natural feeling that one wants to serve, to serve 

first. Then conscious choice brings one to aspire to lead. The difference manifests 

itself in the care taken by the servant first to make sure that other people’s highest 

priority needs are being served. The best test is: Do those served grow as persons; 

do they, while being served, become healthier, wiser, freer, more autonomous, more 

likely themselves to become servants?”

This research thesis investigates the relationship of Servant Leadership as 

antecedent to the Quality of Worklife construct, which has its roots in need 

satisfaction and spill over theory (Sirgy, Efraty, Siegel and Lee, 2001). Quality of 

Worklife is defined as a quality of life domain within the domain of overall quality of 

life that is influenced by work in the "widest context in which an employee would 

evaluate the influence of work on their life” (Van Laar, Edwards and Easton, 

2007:326). That is, this research empirically investigates the relationship of Quality of 

Worklife and Servant Leadership behaviour in the frontline Contact Centre frontline 

context and argues that this outcome is potentially of scholarly importance, as well 

as being relevant to the contemporary context that this research thesis is set in.

Servant Leadership is proposed to be antecedent to Quality of Worklife in the 

Contact Centre frontline environment. Trust in the leader is also introduced as an 

important variable and one that is proposed to be closely associated with Servant 

Leadership. Trust is proposed as a mediating variable, mediating the relationship 

between Servant Leadership and Quality of Worklife.

As previously mentioned, there is some evidence from the research conducted in 

various contexts demonstrating that leadership affects the dimensions of Quality of 

Worklife. However, there is no empirical evidence to date, showing that Servant 

Leadership is antecedent to Quality of Worklife in the Contact Centre context.
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Therefore, this research is positioned to address this gap in the literature and make a 

contribution to the knowledge of both Servant Leadership and Quality of Worklife 

theory. Moreover, the results of this thesis have the potential to play a significant role 

in the improvement of the working lives of many frontline Contact Centre service 

agent employees, who work in a business sector that traditionally has an 

unfavourable working environment.

1.2 The Research Context

The Contact Centre is often described as a business sector that is plagued by low 

staff satisfaction, high sick and absenteeism rates, and general employee complaints 

of high stress levels and burnout (Hauptfleisch and Uys, 2006). Further evidence of 

this is found in the literature which suggests that Contact Centres form part of a 

business sector where employees are confronted with routine, repetitive work 

(Connell and Hannif, 2008; Gorjup, Valverde and Ryan, 2008; Zapf, Isic, Becholdt, 

Blau, 2010). Employees are also subject to numerous, often stressful, customer 

interactions (Ashill, Rod, Thirkell and Carruthers, 2009) that require significant 

emotional labour (Cheung and Tang, 2009). A grounded theory study by 

Hauptfleisch and Uys (2006) suggested that the Contact Centre work context is 

affected by issues such as quick changes to work schedules or shifts brought about 

by levels of uncertainty within the workforce. Leadership or management practice 

was also found to be somewhat undesirable and this resulted in communicative 

dissonance between supervisors and frontline service agents.

This research is conducted amongst the staff employed in the Contact Centres of 

eight organisations, which all have requested to remain anonymous. However, the 

researcher is able to divulge that three of the organisations are state owned 

organisations, five are privately owned companies that offer services ranging from 

financial, telecoms, debt collecting to insurance. One is a Contact Centre outsourcer 

company, which offers an array of customer services on behalf of several clients. A 

strategic gap analysis by one of the state organisations revealed that the Contact 

Centre department was in need of a new leadership approach. The Contact Centre 

was plagued by issues that are not too dissimilar to those which are found within the 

literature, such as low staff satisfaction, high sick and absenteeism rates, low job
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satisfaction and general complaints of high stress levels. The thesis sample was 

initially going to be limited to this state owned organisation, but was subsequently 

broadened to include seven additional organisation’s Contact Centres. The 

expanding of the scope was specifically done to increase the sample size for 

statistical analysis, and to improve the generalizability in the research findings. 

Although operating in different industries, each of the organisations supplied inbound 

and outbound customer services through their Contact Centres.

1.2.1 The Contact Centre Described

The term Call Centre or Contact Centre is used interchangeably within the literature, 

but generally points to the same operation (Bishop, Gripaios, and Bristow, 2003). 

Call Centres use telephony technology to interact with customers and Contact 

Centres use a broad array of telephony as well as other technologies and platforms 

to interact with customers.

The Contact Centre can very broadly be defined as "any communications platform 

from which firms deliver services to customers via remote, real-time contact” 

(Norling, 2001:155). Customers these days have several channels with which to 

interact and communicate with organisations. Traditionally however, organisations 

have primarily aimed to move from more costly face-to-face interaction contacts, to 

cheaper interaction types, one of which being a telephony contact type (Bishop et al., 

2003). Employees that service customer interactions through telephonic customer 

engagement are generally, albeit not exclusively, housed in one location (Bishop et 

al., 2003). In earlier days before the advent of Contact Centres, customer telephony 

contacts were distributed sporadically throughout the organisation to several 

departments, which often resulted in non-standard, and sometimes non-customer- 

focused behaviour (Weinkopf, 2009). Housing interaction contacts under one 

umbrella department gives the organisation greater control and economies of scale 

over these contacts (Weinkopf, 2009). Consequently, the establishment of Contact 

Centres in organisations became a popular business practice. More recently 

however, there has been a move in the Contact Centre industry towards 

technologies which include Contact Centres via the cloud technology. Cloud 

technologies enable Contact Centres access to a shared pool of computing
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resources which reduces the need for organisations to invest in their internal IT 

hardware and software (Willcocks, Lacity and Sauer, 2017). This reduces costs and 

makes for more agile deployment of strategies (Willcocks et al., 2017).

Typically, the main operational purpose of Contact Centres includes either customer 

service, telesales, technical support, dispatch, market research, or collections 

functions (Reynolds, 2003). Contact Centres as departmental or business entities 

are known to either exist as separate departments within organisations of various 

industries, which are referred to as in-house Contact Centres as they are housed 

within the internal organisational structure. However, Contact Centres may also be 

independent business entities, as some organisations choose to outsource the entire 

Contact Centre function to organisations which specialise in providing Contact 

Centre services (Connell and Hannif, 2008). Organisations that wish to contract out 

any sales or service aspects of their business do so by enlisting Contact Centre 

outsourcers (Connell and Hannif, 2008).

Although Bain and Taylor (2000) argue that the Contact Centre profession is more of 

a business sector rather than that of an industry, Weinkopf (2009) posits that due to 

the recent emergence of Contact Centre outsource businesses, which offer a 

multitude of business services, the Contact Centre sector can truly be referred to as 

an industry in its own right. In this industry landscape, Business Process 

Outsourcers (BPO’s) are ever increasingly marketing their ability, as outsourcers of 

the Contact Centre customer function, to organisations whom deem the Contact 

Centre function a non-core business function. To these organisations, outsourcing 

may therefore seem a more viable option to that of establishing an in-house Contact 

Centre.

Strategically, organisations are moving from the premise that Contact Centres are a 

means to reduce cost interactions and are becoming the "primary source of contact 

for customers” (Banks and Roodt, 2011:1). Contact Centres are also becoming a 

channel that supplies the organisation with vital customer information (White and 

Roos, 2005). Moreover, several other Contact Centre inbound customer channels 

(Pandy and Rogerson, 2014), such as e-mail, fax, web, social media, web chat, short 

message service, and other digital channels have emerged in the Contact Centre 

business domain and continue to grow the extent to which Contact Centres interact
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with customers. Despite these technological developments, Norling’s (2001) 

definition of the Contact Centre still holds true. He posits that regardless of the 

platform or communication channel, the Contact Centre is an integral organisation 

function, whose pivotal role is to ensure customer interactions are conducted in such 

a manner that the needs of new, existing or potential customers, who come into 

contact with the organisation, are met. Furthermore, Contact Centres are not only 

developed as a convenient means of directing customer interactions through well 

managed channels, they also have the important potential to be classified as an 

organisational differentiating factor (Burgers, De Ruyter, Keen and Streukens, 2000). 

Contact Centres can differentiate their organisations as they have the ability to gain 

customer preference, which can be used as a strategic tool (Burgers et al., 2000). 

For example, in the contemporary business environment, organisations that offer 

similar retail services such as telecommunications or banking retailers; are able to 

differentiate their service offered through the proficiency and ease of use of the 

Contact Centre.

1.2.2 The South African Contact Centre industry
In the South African context, the Contact Centre industry has experienced 

exponential growth. Pandy and Rogerson (2012) report that since the late 1990’s, 

Contact Centre numbers have grown by some 711%. There are currently over 1500 

Contact Centres within the borders of South Africa (Pandy and Rogerson, 2012).

Many of South Africa’s Call Centres can be considered as Contact Centres (Rogan, 

Diga, and Valodia, 2013), although telephony may still be the primary customer 

contact channel, other channel mediums complement this primary channel so that 

customers have a choice of channel in which to deal with the organisation.

The South African Contact Centre industry services a multitude of industries - 

including IT, Financial Institutions, Insurance, Online retail, Utilities, and Health - but 

vary quite considerably in the size of operations (Rogan et al., 2013). The size of 

South African Contact Centres range from those who have a little under 20 seats, to 

those that seat thousands of Contact Centre employees. However, the majority of 

Contact Centres average below 50 seats (Pandy and Rogerson, 2014: Rogan et al., 

2013).
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1.2.3 The Contact Centre Organisation
The financial structure of Contact Centres may differ. For example, some are profit 

centres, which generate income through telesales, while others are treated as cost 

centres that do not generate income but rather offer other organisation benefits such 

as customer service (Reynolds, 2003). Typically, work in Contact Centres is divided 

in four core sections, namely inbound, outbound and back office activities, which are 

managed and supported by the fourth section, which include specialists and 

supervisory or managerial staff.

The inbound subdivision of Contact Centres is generally the unit in which inbound 

contacts are managed through a particular medium or channel by agents in a 

Contact Centre. Telephony is the primary inbound channel, which is normally used, 

and agents are scheduled to work in relation to the call workload that is forecasted 

through the use of work force management principles (Reynolds, 2003). Put 

differently, call volumes or work load is forecasted well in advance, in the planning 

process of the work force management process, and then this is followed by a 

process of designing agent schedules to match the incoming workload (Reynolds, 

2003).

The Outbound subdivision of the Contact Centres has the primary function of making 

calls to customers for whatever business purpose is needed. Outbound calls are 

usually made with the aid of dialler assist technology to automate the dialling 

function and connect agents to customers with the least amount of time wasted 

(Nangu, 2013).

Back Office functions are generally administrative functions. Work items, which have 

stemmed from customer requests, are directed to back office employees usually via 

the aid of workflow management or customer relationship management (CRM) 

systems. These work items are generally the types of work elements that the 

frontline agents were unable to complete on a first contact basis and therefore 

additional work is needed to be done by back office agents in order to fulfil the 

customer interaction need (Nangu, 2013).

The support, or management function of the Contact Centre, usually includes a team 

leader or supervisory level of employee whose function it is to manage the frontline, 

outbound or back office employees. Other support roles include specialised functions
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such as Quality Assurers, who monitor customer interaction quality and Work Force 

Management employees, who forecast, schedule and monitor the statistical 

performance of agents (Reynolds, 2003). The agent level workforce composition is 

mainly representative of lower skilled white-collar employees, a large majority of 

whom are females under 35 (Bain and Taylor, 2000).
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1.2.4 A Description of CC Frontline Jobs
Calls are distributed to agents via the use of an automatic call distributor (ACD), 

telephony technology, which delivers customer calls to agents via a skills based 

routing methodology (Nangu, 2013). Customers select certain services at the 

beginning of the call using the Interactive Voice Response (IVR) unit and the ACD 

directs the calls to agents who have the correct skills assigned to them on the ACD 

(Nangu, 2013). The Contact Centre working environment has been described as an 

electronic assembly line of sorts, as customers enter the organisation telephonically, 

and computer technology directs (ACD) them to where they will be serviced (Taylor 

and Bain, 2000). Taylor and Bain (2000) argue that this type of working process is 

not too dissimilar to the Taylorist assembly line of old.

The core output of a Contact Centre agent requires significant emotional labour 

(Kinman, 2009). The Contact Centre inbound agent’s work largely consists of solving 

service requests or assisting customers with information on products or services 

(White and Roos, 2005). The outbound agents however, conduct collections, 

telesales or research calls (White and Roos, 2005). In order for agents to ensure that 

they are the vehicle to which the organisation can attain competitive advantage, 

emotional regulation is paramount, in that agents need to portray the correct attitude 

towards customers as they remain the face of the organisation at all times (White 

and Roos, 2005). On occasion however, this behaviour is faked, or is acted, in order 

to adhere to organisational call quality requirements. However, frequently faking or 

supressing emotions while dealing with customers can cause real anxiety (Kinman, 

2009). Emotional dissonance in service related contexts such as the work of a 

Contact Centre agent, and other associated employee wellbeing factors are 

therefore an important element of the Contact Centre job (Wegge, Vogt and 

Wecking, 2007).

A high percentage of Contact Centre customer interactions are complaint or query- 

driven; and these interactions are highly monitored as well as routinely assessed 

(Ashil et al., 2009, Wegge et al., 2007). Interactions are often repetitive and scripted, 

with agents usually having little off-phone breaks in-between. Notwithstanding the 

pressures of the job, the Contact Centre profession is generally described as one 

which offers low pay and which requires a relatively lower level of skilled employee 

(Rose and Wright, 2005). However, Contact Centre Service agents need to possess
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the correct skills and show the required empathy to appease, as well as always 

being considerate with customers while adequately servicing these calls (White and 

Roos, 2005). As previously mentioned, Contact Centre agents are often seen as the 

face of the organisation and are therefore expected to address all customer queries 

with proficiency (White and Roos, 2005), and meet service expectations in a calm 

and collected manner (Grandey, Dickter, and Sin, 2004). Added to this, very often 

portions of the query resolution falls outside of the immediate control of the agent 

(Nangu, 2013).

What follows is a discussion of Contact Centre agents’ competencies and the 

supervisory environment that this type of work is generally exposed to.

1.2.4.1 Frontline Contact Centre Service Agent Competencies
As previously mentioned, Rose and Wright (2005) argue that most frontline Contact 

Centre agents can be categorised as those workers that have fairly low to moderate 

skills levels within the context of the traditional office work environment, however, in 

order to be effective agents or service differentiators for an organisation, a core set 

of competencies are needed. According to Rose and Wright (2005), core 

competencies for a Contact Centre agent include: i) communication: the ability to 

capture and gather pertinent information from customers; ii) empathy: the ability to 

understand the customer’s request or predicament and therefore show the required 

empathy; iii) attitude: the correct attitude towards the job, peers and customers is as 

important as a competency; iv) consistency: the ability to be at your best 

consistently; iv) knowledge: having both tacit and explicit organisational knowledge 

elements as a competency; v) pace of work: the ability to work at a pace, is a 

competency; vi) ability to adapt: the ability to adapt to the ever changing and 

unpredictable nature of the job; vii) flexibility: to be flexible enough to deal with all 

types of customers from differing levels of sophistication and backgrounds; viii) 

language proficiency: to be able to speak the language or languages that are 

predominant in the market space associated with the product, therefore 

multilingualism is a competency ; ix) Stress management: to be able to deal with 

stress effectively, x) goal orientated: to be driven and goals orientated is a 

competency xi) cognitively proficient: to be a problem solver who likes to work in a 

team environment is a competency and to xii) telephony and technology skills: to be
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competent with respect to basic technology as well as possess telephone 

competency skills.

Personality characteristics and the ability to work as a team are also posited to affect 

the Contact Centre employee’s competency profile, as well as performance 

(Nicholls, Viviers and Visser, 2009). Nicholls et al. (2009) found that of the Big Five 

personality traits, conscientiousness was a key personality trait that explained to a 

degree, the level of competency of a Contact Centre service agent.

1.2.4.2 The Electronic Panopticon

Contact Centre supervisors and managers are often paradoxical in their approach to 

performance management, in that they are often found to relay the importance of 

customer satisfaction, but are simultaneously preoccupied by strictly managing 

productivity performance metrics, such as the amount of calls taken and the duration 

of each call (Banks and Roodt, 2011). This statistical or quantitative measurement, is 

occasionally at the expense of customer service quality (Banks and Roodt, 2011), 

which puts significant pressure on the frontline agent to take as many calls, or deal 

with as many frontline interactions within the time scheduled as they are able to. This 

does not always allow agents to properly address the required quality aspects of 

each interaction (Banks and Roodt, 2011), such as achieving an interaction 

resolution within one contact, or softer quality measures such as agent friendliness 

or empathy that result in customer satisfaction.

Some scholars argue that the analogy of Contact Centre design closely resembling a 

panopticon design (Fernie and Metcalf, 1998) can hardly be denied. This, it is 

argued, is indicative in the working environment and context of the Contact Centre. 

The frontline Contact Centre employee is constantly under the scrutiny of his 

supervisory staff. The constant surveillance of these staff is similar to a Big Brother, 

or prison-like surveillance style (Fernie and Metcalf, 1998). Agents are closely 

monitored on many agent work-behaviour statistics, which are readily available to 

supervisors and which usually are correlated with quality indicators. Statistical 

information includes elements such as the number of interactions that were dealt 

with by the agent; what these interactions were in connection with; and how long 

these interactions took to complete, to name but a few. Quality measures include the
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monitoring of emotional connection with the customer, in that how agents treat 

customers is paramount. Product knowledge and interaction resolution ability are 

also key agent performance metrics (Nangu, 2013). These indicators are available 

on a real time or historical basis, which makes the environment an extremely 

controlled and observed one. Fernie and Metcalf (1998:8) closely associate the 

Contact Centre environment to the sweatbox of the industrial age and an electronic 

"panoptican”. Fernie and Metcalf’s (1998) contend that due to all the electronic 

surveillance available to supervisors and managers, agents suffer from significant 

pressures associated with constantly being observed and measured.

1.2.5 The Nature of Frontline Jobs and the Quality of Contact Centre Worklife
Bain and Taylor (2000) suggest that there are two very different views of what 

working in a Contact Centre constitutes. On the one side there is a depiction of a 

smiley faced employee who happily interacts with customers within a favourable and 

professional environment. The polar opposite view is portrayed by an employee who 

is overly stressed due to constant non-stop engagement with several irate 

customers, while constantly being monitored by extremely vigilant supervisory staff 

(Bain and Taylor, 2000). Unfortunately, much of the literature tends to support the 

latter description of the nature of Contact Centre work. Deery, Iverson and Walsh 

(2002) posit that service agents in the Contact Centre are often the subjects of 

customer abuse, which, combined with constant supervisor scrutiny and little task 

variety leads to emotional exhaustion. In a study on the "nature of work organisation 

in call centres”, Frenkel, Tam, Korczynski and Shire (1998:957) found a work 

organisation where managements’ preoccupation with "standardising processes and 

customising products” enhanced the very bureaucratic nature of the Contact Centre 

work environment, which had significant negative job satisfaction consequences. 

This combined with Fernie and Metcalf’s (1998) electronic sweat shop analogy, 

paints an extremely dreary picture of the nature of frontline Contact Centre service 

agent work, which is argued to consequently affect the Quality of Worklife of its 

employees. While it is true that varying levels of Quality of Worklife are to be found in 

different Contact Centres, the general view is that in the Contact Centre context, 

lower levels of Quality of Worklife are expected (Connell and Hannif, 2008). Gorjup 

et al. (2008) argue that those frontline Contact Centre service agents who are 

continuously exposed to several inbound customer interactions each day, which are
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not dissimilar from one another, as the Contact Centre service agent is, and added 

to which, the way in which each interaction of every customer contact is strictly 

scripted as well as vigilantly monitored, can be considered as lower quality jobs. A 

study by Vijay, Sekar and Vidhya (2014) revealed that almost half of all Contact 

Centre frontline employees were dissatisfied with their Quality of Worklife. Parise 

and Soler (2016) confirmed that there are significant challenges in the Contact 

Centre environment, which affect and are negatively related to the perceived Quality 

of Worklife of Contact Centre service agents. Moreover, Van der Berg and Martins 

(2013) suggest that there exists a relationship between managerial practices, trust 

and Quality of Worklife.

While it is acknowledged that Quality of Worklife is a construct which is under­

researched in the Contact Centre context (Connell and Hannif, 2008), there is 

considerable literature describing Contact Centre work and its relationship with the 

dimensions of Quality of Worklife (Hannif et al., 2008). These include Contact Centre 

work and: job satisfaction, employee wellbeing, stress, work-life balance, reduced 

feelings of empowerment and Trust in the leader (Bartram and Casimir, 2006; 

Budwar et al., 2009; Danna and Griffin, 1999; Holdsworth and Cartwright, 2003; 

Rose and Wright, 2005; Wright and Bonett, 2007).

1.2.5.1 Contact Centres and Job Satisfaction

Job Satisfaction is an important dimension of Quality of Worklife. The Contact Centre 

working environment is one which is generally closely associated with lower levels of 

job satisfaction and one which generally allows little scope for advancement or 

promotion within the organisation (Rose and Wright, 2005). Holdsworth and 

Cartwright (2003) found that Contact Centre frontline work was less satisfying than 

other mainstream conventional office jobs. Irate customers and their propensity to 

commitment phone rage is a major contributing factor to lower levels of Job 

Satisfaction of Contact Centre frontline workers (Malhotra and Mukherjee, 2004).

1.2.5.2 Stress and Well-Being
As previously mentioned, Contact Centre frontline employees require a considerable 

number of competencies (Rose and Wright, 2005). This inventory of Contact Centre 

competencies (Rose and Wright, 2005) is a wide-ranging one, and one which
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arguably, does not exist in equal proportions in every Contact Centre frontline 

employee. It is also plausible to suggest that a lack in one or more of these 

competencies will inevitably cause problems, both for the employee as well as for 

the organisation. According to Holdsworth and Cartwright (2003), Contact Centre 

frontline jobs are more stressful than most other office jobs. It has been touted as 

one of the most stressful jobs in the so called traditional white-collar workplace. 

Ruyter, Wetzels and Feinberg (2001) argue that the Contact Centre job is one of the 

ten most stressful office jobs. It is well documented that the Contact Centre frontline 

job is often associated with high employee burnout rates (Ashill et al., 2009; 

Budhwar et al., 2009). Moreover, very high stress rates are often generally 

associated with leadership pressures, performance expectations, customer demands 

and the ability to resolve interactions with the first contact (Ashill et al., 2009). It is 

recognised that employee wellbeing in the Contact Centre context is affected by 

constructs such as anxiety and stress (Wegge, Van Dick, Fisher, Wecking, Moltzen, 

2006) which can impact the physiological and psychological elements of employee 

wellbeing (Easton and Van Laar, 2012). The Contact Centre job has been described 

as a job with both low task variety as well as low task complexity (Grebner, Semmer, 

Faso, Gut, Kalin, and Elfering, 2003). Employees are divided into groups that deal 

with similar customer queries and so tasks are simplified as much as possible 

through the management of strict process adherence and easily accessible 

knowledge repositories. This division of labour, low task variety, and complexity, 

reduces the time needed for training, but has negative consequences on employee 

wellbeing due to low task variety and complexity (Grebner et al., 2003). These and 

other root causes, produce psychological ailments that negatively impact the 

wellness of frontline Contact Centre employees (Budwar et al., 2009). While there 

are however, some authors who suggest that some Contact Centre service agent’s 

wellbeing compares favourably to other office jobs when lower levels of supervisory 

monitoring and control over work methods and procedures is observed (Holman, 

2002), but from the literature reviewed, this seems to be the minority view point.

1.2.5.3 Worklife Balance
Budhwar et al. (2009) argue that Contact Centre frontline service agents often 

struggle to balance work expectations and personal life. All members of the 

organisation, no matter what level they are, have a home life and a work life, each of
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which needs concerted attention. Should an aspect of the home, such as caring for 

a child, demand more attention or energy than is possible to give, which 

compromises some aspects of the employee’s job, and vice versa, this affects the 

balance between work and life commitments, (Brooks and Anderson, 2005; Van Laar 

et al., 2007). This factor is particularly relevant in Contact Centres as the working 

hours of Contact Centre agent are scheduled around customer demand and agents 

are scheduled to work according to the inbound call profile (Reynolds, 2003). 

However, this call profile sometimes does not coincide with traditional office hours, 

so work commitments may spill over into time that is traditionally considered by most 

to be family time. Contact Centre frontline service agents have very little to no control 

over when they can work and this contributes to non-desirable work-life balance 

consequences (Bohle, Willaby, Quinlan, McNamara, 2011).

1.2.5.4 Empowerment

The ability of employees to control large aspects of their work is an important factor 

in the consideration of good Quality of Worklife, and is also closely linked to the 

amount of stress employees experience at work (Easton and Van Laar, 2012). 

Holdsworth and Cartwright (2003) posit that Contact Centre frontline service agents 

experience less empowerment than traditional office jobs. Moreover, most of the 

interactions of callers are supposedly similar in nature, or request similar services 

from the organisation. Organisations therefore tend to script the answers that 

Contact Centre agents need to supply to customers, with very little room for variation 

in answers allowed (Rose and Wright, 2005). Feeling empowered and therefore in 

control at work is closely related to the feeling that employees have with respect to 

the importance of their work, to feelings of self-efficacy, how free employees are to 

choose how to deliver the work and lastly, if they feel their work makes a positive 

impact on the organisation (Spreitzer, 1995). Contact Centre agents are given work 

schedules, which they have to adhere to very strictly and this adherence is controlled 

through software monitoring devices. Any unplanned deviations are recorded 

negatively against the agent. Reasons for deviations being frowned upon by the 

organisation are understandable, as the Work Force Management team spend 

considerable effort in ensuring that agent schedules accurately reflect customer 

requirements, or workload (Reynolds, 2003, Nangu, 2013).
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1.2.5.5 Summary

As previously mentioned, the nature of Contact Centre work can be described as a 

job in where employees are confronted with routine, repetitive work (Connell and 

Hannif, 2008; Gorjup et al., 2008; Zapf et al., 2003); and where Contact Centre 

service agents are confronted with numerous and often stressful customer 

interactions (Ashill et al., 2009). A high percentage of Contact Centre customer 

interactions are complaint or query-driven. Contact Centre agents are also very 

highly monitored as well routinely assessed (Ashill et al., 2009). Contact Centre 

Service agents need to possess the correct skill, provide the required empathy to 

appease customers (White and Roos, 2005), and service calls proficiently, using the 

required emotional labour (Cheung and Tang, 2009). Agents within the Contact 

Centre are often seen as the face of the organisation and are therefore expected to 

communicate, with proficiency (White and Roos, 2005) with customers on all of their 

queries; and agents are expected to meet these customer service expectations in a 

calm and collected manner (Grandey et al., 2004). Added to this stress, part of the 

query resolution falls out of the immediate control of the agent (Nangu, 2013). The 

nature of Contact Centre work negatively affects Quality of Worklife (Connell and 

Hannif 2008; Parise and Soler, 2016) as well as dimensions of Quality of Worklife 

such as job satisfaction, employee wellbeing, stress, work-life balance and 

empowerment (Budhwar et al., 2009; Danna and Griffin, 1999; Rose and Wright, 

2005; Ruyter et al., 2001; Holdsworth and Cartwright, 2003; Wright and Bonett, 

2007;).

1.3 The Problem Statement

As previously mentioned, the Contact Centre industry in South Africa is a growing 

industry, which currently employs several thousand Contact Centre frontline workers. 

The Contact Centre frontline working context is an environment where lower levels of 

Quality of Worklife are expected. Methods to improve Quality of Worklife in the 

Contact Centre context are therefore of both scholarly and applied interest.
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1.3.1 Leadership as antecedent to Quality of Worklife

The research proposes that the unique demands placed on Contact Centre frontline 

employees (Menday, 1996), has implications for the way in which they should be led 

in order to produce a positive effect on their perceived Quality of Worklife 

dimensions. Said differently, this research examines whether Servant Leadership 

behavior in the Contact Centre context, has a positive relationship with Quality of 

Worklife.

It is argued that there exists a relationship between leadership and Quality of 

Worklife, or that leadership behaviour is antecedent to and therefore affects an 

employee’s Quality of Worklife. There is however, little empirical evidence in the 

literature which has investigated the relationship between the two constructs.

Sirgy et al. (2001) however posit that the type of leadership, or supervisor behaviour, 

an employee is exposed to, has a substantial impact on the Quality of Worklife of the 

employee. Connell and Hannif (2008) found that leadership style has significant 

impact on Quality of Worklife in the Contact Centre context. Notwithstanding Sirgy et 

al. (2001) and Connell and Hannif’s (2008) empirical contributions to the 

understanding of the relationship between leadership and Quality of Worklife, there 

is a substantial amount of research on how particular leadership behaviours 

influence individual factors or dimensions of Quality of Worklife. These factors 

include employee job satisfaction, stress at work, general wellbeing, some of which 

are discussed below. However, there is very little evidence researching leadership 

styles and Quality of Worklife.

Podsakoff, Todor, and Skov’s (1982) study argues that leadership behaviour has a 

direct influence on employee satisfaction. This focus of the research was particularly 

pertinent to the dimension of reward behaviour, in that it was illustrated that leaders 

who display attributes which champion the positive reinforcement of employees by 

actively and openly rewarding good behaviours, increase satisfaction of employees 

(Podsakoff et al., 1982). Supervisory style and job satisfaction were also found to 

have a significant relationship with one another (Tease, 1983). Tease (1983) argued 

that supervisors, who seek to actively form bonds and continuously look to improve 

relationships with their employees, improve levels of satisfaction. Stander and
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Rothman (2008) posit that the leadership construct is a predictor of employee 

satisfaction.

Seltzer and Numerof’s (1986) study produced results that confirmed that the 

supervisory style and relationships formed with subordinates are important 

considerations in reducing stress at work. Seltzer and Numerof (1986) found there to 

be a direct inverse relationship between considerate supervisors and organisational 

stressors, the more considerate supervisors behaved towards their employees, the 

less stress was observed.

Cohen, Chang and Ledford (1997) argued that employees that are led in a self­

management leadership style show higher levels of employee satisfaction over those 

who experienced conventional employee/supervisor relationships. The dimension of 

self-management increases feelings of control at work as employees feel that they 

are able to influence their work in a meaningful manner, and are empowered to 

make decisions appropriate to goal acquisition (Cohen et al., 1997).

Employees also use implicit leadership theory to judge a manager’s performance 

against his presupposed ideas and in contrast to what a good leader’s behaviours or 

traits ought to be (Epitropaki and Martin, 2005). In other words, implicit leadership 

theory suggests that an employee’s preconceived personal viewpoint is that 

leadership traits should include behaviours such as thoughtfulness, warmth, 

sensitivity, amongst many others. If those behaviours are demonstrated by the 

leader, this corroborated the employee presupposition that the leader is doing the 

right thing to satisfy his needs and this positively impacts the quality of leader- 

member exchanges of employees and directly influences staff satisfaction and well­

being (Epitropaki and Martin, 2005).

Research has shown that Transformational Leadership (Bradley et al., 2009) and 

Spiritual Leadership (Bardmili, Siadat and Mohammadisadr, 2013) have significant 

relationships with Quality of Worklife. Moreover, a review of the literature on Servant 

Leadership (Barbuto and Wheeler, 2006; Ehrhart, 2004; Laub, 1999) reveals that 

employee satisfaction, general well-being, and commitment to their jobs increases 

when exposed to leadership behaviours associated with Servant Leadership.
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So notwithstanding that there has been some empirical evidence found to suggest 

that leadership behaviour, or that particular styles of leadership have relationships 

with various dimensions of Quality of Worklife, there is very little evidence linking a 

particular leadership style to Quality of Worklife as a construct. The most recent 

research on the topic is the study of Nanjundeswaraswamy and Swamy (2015). They 

argue that Quality of Worklife is dependent on leadership style. 

Nanjundeswaraswamy and Swamy’s (2015) research illustrated a dependent 

relationship between transactional and transformational leadership styles and factors 

of Quality of Worklife. The results of Nanjundeswaraswamy and Swamy (2015) 

showed a highly correlated and significant relationship between transformational 

leadership and Quality of Worklife, more so than the relationship between 

transactional leadership and Quality of Worklife. The study illustrated that managers 

or supervisors that displayed behavioural traits conducive to those of 

transformational leaders produced higher levels of Quality of Worklife.

This thesis will argue that an approach of leadership that focuses on caring, 

relationships, as well as the needs and wellness of the individuals that they are 

leading, is appropriate for the context of this research. It is proposed, and which will 

be argued in more detail in Chapter Three, that Servant Leadership theory is a 

theory which is relational and is valuing of caring, and therefore appropriate for the 

frontline Contact Centre context of this research.

This thesis intends to add to the work of Sirgy et al. (2001), supporting their 

argument that leadership is antecedent to Quality of Worklife. However, it will also 

add to the literature with evidence that there is a link between Servant Leadership 

and Quality of Worklife, or put differently, that there is a significant positive 

relationship between the two constructs and that Servant Leadership is antecedent 

to Quality of Worklife.

The research will contribute to literature that, as with Nanjundeswaraswamy and 

Swamy’s, (2015) study, there is a link between leadership style and Quality of 

Worklife, however adding that it is particularly relevant in the deficient Quality of 

Worklife context of Contact Centre frontline environment. This is particularly 

important to this work as it supports the basis of the primary hypothesis of this thesis,
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which is that Servant Leadership is antecedent to Quality of Worklife in the Contact 

Centre frontline environment. Therefore, by implication, if a supervisor is to behave 

in a manner to which is perceived as being akin to Servant Leadership, or put 

differently, be perceived as a servant leader, employees will report higher levels of 

Quality of Worklife. It is here where this thesis proposes to make a significant 

contribution to knowledge by empirically investigating the relationship between 

Servant Leadership and its effects on Quality of Worklife in the Contact Centre 

context.

1.3.2 Trust in the leader as a mediating variable
It is reported in the literature that leadership plays a significant role in the 

enhancement of trust of employees (Bass, 2002). If leaders display characteristics 

that display trustworthiness, employees are more likely to trust leaders (Zeffane, 

2010). According to Cropanzano and Mitchell (2005), leadership and follower 

relations in the work context can be understood through Social Exchange theory. 

The value of relationship building through trust in the Contact Centre context cannot 

be denied. It is proposed in this reserach thesis that in the very task orientated and 

monitored environment of the Contact Centre, leadership that demonstrates that it 

values caring and is trustworthy will strengthen relationships between its leaders and 

followers. This will be explained in more detail in a later chapter, however it must be 

noted that in the Contact Centre context, trust between a supervisor and a service 

agent is argued to be better developed through a positive, caring and serving 

leadership attitude. It is to be noted that at the very core of Servant Leadership is 

the value of caring for followers and trust in the leader (Greenleaf, 1977). Previous 

research has positioned Servant Leadership as an antecedent to trust, as these 

leaders display behaviour which that puts their subordinate’s interests above their 

own, and this increases feelings of trust towards leaders (Joseph and Winston, 

2005). Burke, Sims, Lazzara, and Salas (2007) suggest that accountability, the 

importance of values and being fair are integral to enhancing the view that leaders 

lead with integrity and are trustworthy. Burke et al.’s (2007) viewpoint is also in 

alignment with Servant Leadership theory, as the dimensions that they deem integral 

are dimensions which also are core factors of Servant Leadership models (Van 

Dierendonck, 2011). This then supposes there is a close relationship between 

Servant Leadership and Trust.
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There is also evidence in the literature that Trust is positively associated with Quality 

of Worklife, as well as its associated factors, within the literature. Cook and Wall 

(1980) as well as Chughtai, Byrne and Flood (2015) posit that trust in the leader is a 

vitally important ingredient to ensuring the well-being of its employees and that trust 

is a critical variable when researching the Quality of Worklife of employees. Van der 

Berg and Martins (2013) confirmed that there exists a positive relationship between 

managerial practices with trust and Quality of Worklife.

As mentioned earlier, this research proposes to contribute to the literature by 

proposing that there is a positive association between a leadership approaches, in 

particular Servant Leadership, with Quality of Worklife, and that this relationship is 

mediated by Trust in the customer service frontline context.

1.4 The Key Theoretical Constructs

The central hypothesis of the research thesis is that there is a significant relationship 

between Servant Leadership and Quality of Worklife in the Contact Centre context. 

An additional hypothesis to this is that trust mediates that relationship between 

Servant Leadership and Quality of Worklife. In addition to the Contact Centre 

context, which has been explained in the sections above, the other two key 

theoretical constructs which underpin this research thesis are Leadership, in 

particular Servant Leadership and Quality of Worklife. Trust as the mediating 

variable is also discussed. Below is a summary of all three constructs; however each 

of these will be discussed in more detail in the literature review chapters which 

follow.

1.4.1 Quality of Worklife

Quality of Worklife has its roots in two key theories, need satisfaction theory and spill 

over theory (Sirgy et al., 2001). Early studies of Quality of Worklife propose that by 

satisfying the needs of employees through work orientated activities and work 

environment dimensions, revealed better perceptions of employees’ Quality of 

Worklife (Suttle, 1977).
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Van Laar et al. (2007:326) developed a broad understanding of Quality of Worklife, 

viewing it as all-encompassing, influenced by work in the "widest context in which an 

employee would evaluate the influence of work on their life”. Van Laar et al. (2007) 

described the Quality of Worklife construct as consisting of six factors, namely 1) Job 

and Career Satisfaction, 2) General Well-Being, 3) Home-Work Interface, 4) Stress 

at Work, 5) Control at Work, and 6) Working Conditions.

A systems model of Quality of Worklife is proposed in this research thesis. The 

systems model argues that variables that affect Quality of Worklife in antecedent role 

behaviour in this context are Work Setting, Work Characteristics and Leadership 

behaviour, and that Gender, Age, Emotional Intelligence, Personality and Trust 

moderate Quality of Worklife. Perceived External Prestige, Emotional Labour and 

Organisational Justice mediate the relationship between Quality of Worklife and 

several organisational consequences. Organizational Commitment, Job 

Embeddedness, Job Involvement, Increased Performance, Higher Profit for 

Organisations, Reduction of Intention to leave, Improved Learning Organisations and 

Organisational Trust are posited as consequences of Quality of Worklife.

Leadership is argued to be the antecedent of interest of this study and although 

there is very little literature on the topic of leadership’s styles and their relationship 

with Quality of Worklife, Nanjundeswaraswamy and Swamy’s, (2015) study does 

suggest that there is a link. This research argues that the leadership styles which 

have a relationship emphasis and which value caring, are better suited for 

improvement the Quality of Worklife of employees, given the task orientated and 

monitored environment of the Contact Centre context. It implies that if a supervisor is 

to behave in a manner to which is perceived as being akin to a leadership style that 

emphasizes the importance of caring for others, and is focused on creating good 

relationships with its followers, such as the Servant Leadership does, employees will 

perceive higher levels of Quality of Worklife. The antecedent relationship between 

Servant Leadership and Quality of Worklife leads to the central hypothesis for this 

research, in that Servant Leadership affects and contributes to the Quality of 

Worklife dimensions of frontline employees in the Contact Centre context.
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1.4.2 Leadership
From a review of the literature, it is evident that leadership is an extremely complex 

and multidimensional construct. Many authors have found it difficult to concisely 

articulate an all-embracing understanding of the subject (Dubrin, 2001). There are 

almost "as many different definitions of leadership as there are persons who have 

attempted to define the concept” (Stogdill, 1974: 259). Dubrin (2001) argues that 

there have been in excess of 35 000 different journal articles attempting to define the 

leadership construct, and still there is no single, accepted universal leadership 

definition that has been agreed upon. However, many leadership definitions do have 

a shared delineation.

According to Bass (1990:4), leadership is not found in a particular place or time, it is 

a "universal phenomenon” that originates as far back as humans can recollect. Bass 

(1990:4) defines the leadership construct as "an interaction between two or more 

members of a group that often involves a structuring or restructuring of a situation” 

and, "the perception and expectations of the members”. Leaders are agents of 

change; they are individuals whose acts affect other people more than other people’s 

acts affect them. Leadership occurs when one group member modifies the 

motivation or competencies of others in a group (Bass, 1990).

The mere range in understanding of these definitions suggests that any member of a 

group can exhibit an amount of leadership, and these leader-members will vary both 

in themselves and in the timing and extent to which they exhibit leadership (Bass 

1990). Khoza (2011) posits that leadership is as old as humankind itself, and argues 

that it is usually the key differentiator to success in any grouping of people, be it of a 

small community, organisation or country. Good leaders have the propensity to have 

stories told about them, to be remembered and create legacies that are left for future 

generations (Charlton, 1993).

However, within the body of leadership literature, the more contemporary view of 

organisational leadership is that it is defined as a study of individual behaviour or 

characteristics within a corporate setting (Avolio, Walumbwa, Weber, 2009), and that 

it entails an understanding of a myriad of interconnected variables. These variables 

include "followers, peers, supervisors, work setting/context, and culture, including a
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much broader array of individuals representing the entire spectrum of diversity, 

public, private, and not-for-profit organizations, and increasingly over the past twenty 

years, samples of populations from nations around the Globe” (Avolio, Walumbwa, 

Weber, 2009:422).

An all-encompassing definition for the phenomenon that is leadership is therefore, 

understandably, difficult to concisely articulate. As previously mentioned, many 

definitions contained within the leadership literature take different approaches on a 

defined leadership construct. The significance of influence however, is suggested or 

implied in several readings, and relates to all contexts and cultures (Daft, 1999; 

Dubrin, 2001; Khoza, 2011; Jooste and Fourie, 2009; Northouse, 2004). Dubrin 

(2001:3) suggests that leadership is the "art of influencing people by persuasion or 

example to follow a line of action”. Dubrin’s (2001) definition thereby proposes that 

given the many variables that influence an organisational situation, the successful 

leader has both the cognitive abilities as well as the emotional intelligence (Goleman, 

1998) to deduce a strategic purpose that will persuade human followers to willingly 

follow the leader’s will. Northouse’s (2004) understanding of leadership proposes the 

value of influence as defining criteria, and suggests that leadership is a process that 

influences members to attain a predetermined objective.

According to Daft (1999), leaders are therefore easily differentiated from others, 

standing out by the influenced inspiration they cultivate amongst their subordinates 

and peers. Leaders are able to influence change and instil a shared purpose 

amongst followers, taking personal responsibility for outcomes. Leaders can also be 

characterised by the respect they generate within a group, or by the "personhood” of 

the leader (Khoza, 2011:18).

Contrary to earlier beliefs, Arvey et al. (2007) argue against the notion that leaders 

are innately born with leadership ability. Arvey et al.’s (2007) studies shows that 

seventy percent of leadership abilities are not associated with heredity 

characteristics, but more with external factors, such as opportunities and exposure to 

development. Leadership is therefore more an applied science, and an art that can 

be taught, as well as learnt, a statement that is particularly relevant and important to 

the recommendations suggested in this thesis.
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Durbin (2001:3) posits that successful leadership in the contemporary business 

environment can be described as a partnership analogy, a "partnership” between the 

leader and his/her followers; which is contrasting in nature to that of an authoritarian 

or "parent-child” relationship. In this difference, the dynamics of the relationships of 

partnership and parent-child are intuitively different. Partnerships produce an 

atmosphere of collective purpose and goals while an authoritarian approach to 

leadership behaviour produces something more akin to an environment that stifles 

initiative and one that is driven by instruction. Dubrin (2001:5) argues that this 

understanding of leadership is completely contrasted to the "tough minded, 

analytical, problem solving” transactional mind-set of the manager.

Daft (1999) argues that leadership involves an influence relationship between and 

amongst leaders and followers, suggesting leadership to be a two way 

communicative and responsive process of influence that is governed by the nuances 

of relationships. As previously mentioned, due to the context of this study, relational 

leadership style is of particular interest to this thesis. Daft’s (1999:5) definition goes 

on to read that leadership is the relationship amongst leaders and followers "who 

intend real changes that reflect their shared purposes”. This proposes that 

leadership involves continuous change on, and at, any organisational level, and that 

perpetuates towards a mutually attractive future. Daft (1999) supposes therefore that 

leadership can manifest at any level of the organisation, and is not only left to the 

upper echelons of management, this is particularly relevant for this study as the level 

of leadership that this study is positioned to research is at a lower management, 

supervisory level.

Yukl’s (1989:253) definition is more specifically related to influence in that he argues 

that leadership can be broadly described as individuals who busy themselves with 

"influencing task objectives and strategies, influencing commitment and compliance 

in task behaviour to achieve these objectives, influencing group maintenance and 

identification, and influencing the culture of an organization”. However, after several 

studies, and in a later publication, Yukl (2012:66) has managed to condense this 

understanding of influence by arguing that leadership is in essence preoccupied with 

"influencing and facilitating individual and collective efforts to accomplish shared 

objectives”.
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The leadership definition that this research aligns itself to is a leadership approach, 

which is focussed on relationships (Greenleaf, 1970; Van Dierendonck, 2011), is 

values-based (Copeland, 2014), and relevant for the middle to lower management or 

supervisory levels (Daft, 1999;). This thesis develops its understanding of leadership 

under these key concepts. The leadership that this research positions itself within the 

current body of literature is that of leadership being relationship focused and caring 

for people. This thesis argues that an approach of leadership which focuses on 

caring, influence, relationships, as well as the needs and wellness of the individuals 

that they are leading, and is relevant for the middle to lower management or 

supervisory levels, is appropriate for the context of this research. It will be argued 

later in the thesis, that Servant Leadership is such a leadership approach. What 

follows is a short summary of Servant Leadership.

Servant Leadership

The prosperous contemporary organisation is typified as an organisation that 

accomplishes better returns and is a more competitive entity through its focus on 

employee wellness and innovation (Van Dierendonck, 2011). Servant Leadership 

provides followers with a leader that endorses a participative culture and promotes 

the empowerment of employees (Melchar and Bosco, 2010). The very core of 

Servant Leadership promulgates the notion that above all, the good of the followers 

must supersede any self-related interests of the leader (Laub, 1999). A follower- 

service centric culture, within the collective leadership of an organisation, is resultant 

of leaders who are motivated to care for, and serve their employees, and through 

such service, achieve organisational goals (Greenleaf, 1977; Spears, 1995).

Servant leaders are characteristically occupied with the relationships between 

themselves and followers, in that real concern is demonstrated in the development of 

followers in order that they "grow healthier, wiser, freer” (Greenleaf, 1977:13). This is 

in contrast to leadership behaviour that is predominantly preoccupied with meeting 

only organisational objectives (Sendjaya and Pekerti, 2010). A Service Leadership 

perspective is one that emphasizes, and holds important, the leader-follower 

relationship dimensions of leadership (Greenleaf, 1977), and so a service orientated 

approach to leadership is argued to develop relationships in a positive manner.
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Servant Leadership is argued to be both caring and relationally focused and 

appropriate for the frontline context.

Van Dierendonck and Nuijten (2011) argue that the construct of Servant Leadership 

within the contemporary leadership environment is not a very new one. Spears 

(1995), Laub (1999), Russell and Stone (2002), Patterson (2003), Barbuto and 

Wheeler (2006), Linden et al., (2008) and Sendjaya and Pekerti (2010) have all 

made valuable contributions to the seminal works of Greenleaf (1970). While there is 

a broad base of literature available on Servant Leadership that focuses on the senior 

or executive level of leadership, Van Dierendonck and Nuijten (2011) have argued 

that it is also relevant at the middle level of management, and have validated an 

eight dimensional measure of Servant Leadership that is suitable for this level. The 

eight factors are: standing back, forgiveness, courage, empowerment, accountability, 

authenticity, humility, and stewardship (Van Dierendonck and Nuijten, 2011).

1.4.3 Trust in the Leader
Cook and Wall (1980) argue that the success and stability of an organisation is 

largely determined by the amount of trust that employees have in the organisation, 

as well as the trust they have for their superiors. Cook and Wall (1980:39) define 

trust as "the extent to which one is willing to ascribe good intentions to and have 

confidence in the words and actions of other people." Trust is regarded as a critical 

element for groups or organisations to function (Mayer, Davis and Schoorman, 

1995). Mayer et al. (1995:712) define Trust within the organisational context as "the 

willingness of a party to be vulnerable to the actions of another party based on the 

expectation that the other will perform a particular action important to the trustor, 

irrespective of the ability to monitor or control that other party”. Willingness to be 

vulnerable implies a reasonable amount of risk on the trustor’s part (Mayer et al., 

1995). Employees risk a certain amount of themselves in order to trust, so risk is 

argued as an essential component of trust (Mayer et al., 1995). Risk is reciprocal 

however, for example in the Contact Centre context, supervisors will risk that their 

team members will perform well when dealing with customers on every shift, and 

service agents risk trusting the advice and training received from their leaders. The 

risk, which is referred to here is specifically interpersonal relationship risk, or risk 

taking in relationships rather than all risk-taking behaviour. Agents risk that acting on
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the words and actions of their supervisors with confidence will benefit them as well 

as benefit the organisation.

Joseph and Winston (2005) describe trust is a multidimensional. Joseph and 

Winston (2005) posit that trust could include interpersonal trust, inter-organizational 

trust, political trust, societal trust, trust of peer’s in the workplace, trust between 

superiors and subordinates and organizational trust. Cook and Wall’s (1980) 

influential paper, also describes trust as multidimensional, with a focus on trust in 

colleagues as well as trust in leaders. It is important at this stage to highlight 

however, that this research is solely focused on the employee’s trust of the leader.

Mayer et al. (1995) suggest that the antecedents of trust in the leader include ability, 

benevolence, and integrity. The suggestion that a leader’s ability is an important 

element in trust, and proposed as an antecedent to trust, is one which is also not too 

dissimilar to Cook and Wall’s (1980) views. Contact Centre service agent’s need to 

have trust in the abilities of supervisors and managers, or put differently, supervisors 

need to be able to display evidence that they are indeed themselves competent in 

the area of work that they are supervising before they will earn the trust of their 

subordinates. Agents will not be very trusting of any advice given to them by 

supervisors they deem to be lacking in technical skill or organisational knowledge. 

Benevolence suggests that the trustor trusts that the trustee’s motives are good, and 

by listening to them or acting on their advice, this will be in the trustor’s best interests 

(Mayer et al., 1995). The Contact Centre environment requires a significant amount 

of coaching (Reynolds, 2003), and agents need to feel that the coaching that they 

are receiving from their supervisors is truly for their development and benefit, with no 

ulterior motives which would possibly exclusively benefit the supervisor more. 

Selflessness, altruistic behaviour is an important component and the antecedent of 

benevolence (Mayer et al., 1995). If agents deem the supervisors actions to be for 

their benefit exclusively, this will heighten the levels of the trust relationship. Integrity 

involves that the "trustee adheres to a set of principles that the trustor finds 

acceptable” (Mayer et al., 1995: 719). This proposes that the Contact Centre agents 

will trust supervisors whose principles are congruent, or are superior to their own; 

alternatively, they will not be trusting of supervisors who display behaviour that 

suggests alignment with inferior morals and principles.
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Burke, Sims, Lazzaro and Salas’s (2007) paper on trust in leadership added to the 

seminal work of Mayer et al. (1995) by concurring that there is an unmistakeable 

association between leader behaviour and trust of employees. Burke et al. (2007) 

proposed, within the benevolence component of Mayer et al.’s (1995) trust 

framework, that the provision of expert coaching and a supportive context is 

paramount to building trust in the leader. Building a supportive context was 

described through several types of leadership behaviours or styles that 

unequivocally display the perception of caring and concern by the leader towards 

their followers. "Leaders that show respect and concern for their followers” (Burke et 

al., 2007: 616) are regarded as more trustworthy.

It is these views that clearly suggest to researcher that there are close associations 

between, Servant Leadership and Trust, which in turn has the potential to positively 

affect Quality of Worklife in the customer service frontline context. The next section 

therefore deals with the proposed goals and hypothesis of this assertion based on 

this viewpoint.

1.5 The Goals, Hypothesises and Intended Contribution of the 
Study

There is no published evidence of a study being conducted to investigate the 

influence of leadership on the Quality of Worklife construct in the South African 

context, and no published evidence of any research anywhere exploring the 

relationship between Servant Leadership and Quality of Worklife in any context, as is 

intended in this study.

As illustrated in simple path diagram in Figure 1.1 below, this research will develop 

and test a model that denotes the relationship between the independent variable 

Servant Leadership and the dependent variable Quality of Worklife in a Customer 

Service operational environment. In doing this, this study will not only contribute to 

the current body of knowledge of both Servant Leadership and Quality of Worklife, 

but will also be of potential significant value to management practitioners.
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Figure 1.1: Simple Path Diagram of Servant Leadership and Quality of Worklife

Source: Researcher hypothesis

In addition to this, as illustrated in simple path diagram in Figure 1.2, this research 

this research will develop and test a model that includes Trust as a mediating 

variable between the independent variable Servant Leadership and the dependent 

variable Quality of Worklife in a customer service operational environment.

Figure 2.2: Simple Path Diagram of the mediating relationship of Trust between 
Servant Leadership and Quality of Worklife

Source: Researcher hypothesis
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1.5.1 Research Goals, Hypotheses and Intended Knowledge Contribution 
Objectives:

The central hypothesis and primary objective of the study however is to test whether 

Servant Leadership behaviour has a significant and positive causal relationship with 

Quality of Worklife in the Contact Centre frontline context.

This research project also included five secondary goals that it wished to achieve 

which included:

I. To validate the SLS and WRQWL instruments that measures both Servant 

Leadership and Quality of Worklife in the South African Contact Centre 

frontline context.

II. To use Structural Equation Modelling to measure the relationships between 

Servant Leadership, Trust and Quality of Worklife.

III. To assess whether Trust played a mediating role in the relationship between 

Servant Leadership and Quality of Worklife.

IV. To measure if there were any differences in Servant Leadership, Trust and 
Quality of Worklife.

V. To identify potential problems that could result due to deficiencies found in 

Servant Leadership behaviour that may lead to a lower Quality of Worklife.

VI. To make recommendations to the organisations to assist frontline leaders to 

improve the working lives of Contact Centre agents.

1.5.2 Hypotheses:
There are five key hypotheses of this research thesis that are positioned to support 

the goals and objectives of the research by empirically testing the assumptions that 

are made from the study, these are listed below:

Hypothesis 1:

Null Hypothesis (H10): There is no statistically significant causal relationship between 

Servant Leadership behaviour and Quality of Worklife in the frontline customer 

service context.
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Alternative Hypothesis (H1a): Servant leadership behaviour has a statistically 

significant and positive causal relationship with Quality of Worklife in the frontline 

customer service context.

Hypothesis 2

Null Hypothesis (H20): There is no statistically significant causal relationship between 

Servant Leadership behaviour and Trust in the frontline customer service context.

Alternative Hypothesis (H2a): Servant Leadership behaviour has a statistically 

significant and positive causal relationship with Trust in the frontline customer 

service context.

Hypothesis 3

Null Hypothesis (H30): There is no statistically significant causal relationship between 

Trust and Quality of Worklife in the frontline customer service context.

Alternative Hypothesis (H3a): Trust has a statistically significant and positive causal 

relationship with Quality of Worklife in the frontline customer service context.

Hypothesis 4

Null Hypothesis (H40): Trust does not mediate the relationship between Servant 

Leadership and Quality of Worklife in the frontline customer service context.

Alternative Hypothesis (H4a): Trust is a statistically significant mediator of the 

relationship between Servant Leadership and Quality of Worklife in the frontline 

customer service context.

Hypothesis 5:

Null Hypothesis (H50): There is no statistically significant difference in the level of

Servant leadership, Quality of Worklife and Trust experienced by the frontline 

employees with respect to the following:
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i) Between Organisations (Servant Leadership: H5.1, Quality of Worklife: 

H5.2, Trust: H5.3);

ii) Between Age of Respondents (Servant Leadership: H5.4, Quality of 

Worklife: H5.5, Trust: H5.6);

iii) Between Gender of Respondents (Servant Leadership: H5.7, Quality of 

Worklife: H5.8, Trust: H5.9);

iv) Between Age of Supervisor, (Servant Leadership: H5.10, Quality of 

Worklife: H5.11, Trust: H5.12);

v) Between Gender of Supervisor, (Servant Leadership: H5.13, Quality of 

Worklife: H5.14, Trust: H5.15);

vi) Between Type of Job, (Servant Leadership: H5.16, Quality of Worklife: 

H5.17, Trust: H5.18);

Alternative Hypothesis (H5a): There is a statistically significant difference in the level 

of Servant leadership, Quality of Worklife and Trust experienced by the frontline 

employees with respect to the following:

i) Between Organisations (Servant Leadership: H5.1, Quality of Worklife: 

H5.2, Trust: H5.3);

ii) Between Age of Respondents (Servant Leadership: H5.4, Quality of 

Worklife: H5.5, Trust: H5.6);

iii) Between Gender of Respondents (Servant Leadership: H5.7, Quality of 

Worklife: H5.8, Trust: H5.9);

iv) Between Age of Supervisor, (Servant Leadership: H5.10, Quality of 

Worklife: H5.11, Trust: H5.12);

v) Between Gender of Supervisor, (Servant Leadership: H5.13, Quality of 

Worklife: H5.14, Trust: H5.15);

vi) Between Type of Job, (Servant Leadership: H5.16, Quality of Worklife: 

H5.17, Trust: H5.18).
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1.5.3 Intended Knowledge Contribution Objectives:

As illustrated in Table 1.1 below, this research thesis intends to make both scholarly 

contributions to knowledge, as well as applied contributions to knowledge. The 

research will argue that the theoretical model proposed, which illustrates the 

relationship between Servant Leadership and Quality of Worklife, and the mediating 

role of Trust in this relationship is a significant scholarly contribution to the body of 

knowledge. The body of knowledge on Servant Leadership, Quality of Worklife and 

Trust will be supplemented by the results of this study, particularly with reference to 

the proposed model as well as the context of the study.

The potential problems that could arise due to deficiencies in Servant Leadership 

behaviour and Trust are recognised. In particular, that this could lead to a lower 

Quality of Worklife. Therefore any recommendations of mitigating actions that are 

proposed in the study, would contribute to the Applied Knowledge of Servant 

Leadership, Quality of Worklife and Trust, in that management practitioners will be 

better equipped to improve the Quality of Worklife of their employees, and thereby 

benefit from the consequences.

Table 1.1 Intended Contributions of the Study

Scholarly Contributions Applied Contributions

Validation of a SEM model denoting the 

relationships between Servant 

Leadership, Trust and Quality of Worklife
Identification of potential problems that 

could result due to deficiencies in 

Servant Leadership behaviour that could 

consequently lead to a lower Quality of 

Worklife.

Assessing any differences in Servant 

Leadership, Trust and Quality of Worklife 

between the Contact Centre sites 

researched thereby arguing some levels 

of generalizability.

Servant Leadership is a developing 

theory and the results of this study will 

add to the literature.

Recommendation of mitigating action to 

the organisations
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There is currently very little customer 

service Contact Centre Servant 

Leadership research to date, as well as 

very little Servant Leadership and 

Quality of Worklife research in the South 

African Context. This research is 

positioned to advance the current body 

of knowledge of both Servant 

Leadership and Quality of Worklife.

Source: Researcher's own construction
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1.6 The Research Methodology

1.6.1 The Research Paradigm
The paradigm adopted for this research is post-positivism (Guba and Lincoln, 1994). 

Quantitative statistical data techniques are used to reject or not reject the null 

hypotheses (Guba and Lincoln, 1994).

1.6.2 The Research Design
Figure 1.3 below illustrates the methodology of this research paper, which is 

diagrammatically presented representing the systematic and chronological approach 

that was adopted in relation to the research aim, ontology, epistemology, research 

method, data collection and analysis, and interpretation of results.

Figure 1.3 Research Methodology
R esearch  G o a l

"S e rv a n t le a d e rs h ip  a n te c e d e n t  
to  Q W L "

P a ra d ig m  
Post P o s itiv ism

O n to lo g y : C ritic a l R ea lism  
E p is te m o lo g y : O b je c tiv is t

Q u a n t ita t iv e  M e th o d o lo g y

In s tru m e n ts :
Q u e s tio n n a ire s

S ta tis tic a l A n a ly se s

In te rp re ta t io n  o f R esu lts

Source: Developed by author from Guba and Lincoln (1994); Gray (2014)
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1.6.3 The Research Sample Population

The population parameter is 555 Contact Centre Department employees. The 

respondents include all the frontline customer service agents who make up 

approximately 90% of the department. A vast majority, 99%, of the employees in the 

sample group had a minimum educational background of at least Grade 12, with a 

large portion, 44%, having a tertiary qualification, and all of the employees in the 

sample could read, speak and write English fluently.

1.6.4 The Research Instruments

The servant leadership questionnaire used for this research was a combination of 

the Servant Leadership Survey - SLS (Van Dierendonck and Nuijten, 2011), the 

Quality of Worklife was the Work-Related Quality of Life Scale - WRQoLS (Van Laar 

et al., 2007) and the Trust Scale ((Cook and Wall (1980) adapted by Bartram and 

Casimir (2006)).

1.6.5 The Data collection process

Respondents were requested, by e-mail to complete the surveys during scheduled 

off-phone periods (this time is usually used for personal administration or 

development). The surveys were completed by clicking on a link on the email, which 

directed respondents to an online answer sheet. The questionnaire was distributed 

to all Contact Centre frontline staff via email addresses. The questionnaire was 

completed by clicking on a link on the email, which directed the respondents to an 

online survey.

1.6.6 The Research Data Analyses

The information supplied by the respondents of the instrument is stored in a data 

base repository (Turban, King, Viehland and Lee, 2006) and was extracted by the 

researcher and analysed using the following statistical procedures:

I. Reliability and Validity analyses for the different instruments using Cronbach’s 

Alpha, Exploratory Factor Analysis and Confirmatory Factor Analysis.

II. Structural Equation modelling to determine the causal relationships;

III. Mediation Analysis;
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IV. A statistical description of the current levels of Servant Leadership, Quality of 

Worklife and Trust in each site;

V. The identification of any significant differences in the mean scores using 

ANOVA.

1.6.7 Ethics
The front page of the questionnaire mail explained that participation in this research 

is voluntary and that the respondents will be free to opt out at any stage if they want 

to. Researchers are ethically obligated to their respondents (Babbie and Mouton, 

2001); and Bassey’s (1999) respect for persons, democracy and truth were a guiding 

influence for the researcher. Anonymity of the respondents was preserved and the 

findings of the research was thoroughly investigated and truly reported.
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1.7 Structure Of The Study

Below is a summary of each chapter to inform the reader of the structure of this 

research thesis.

1.7.1 Chapter 1
Chapter One is an introduction to the study where the research problem statement is 

clearly defined. Chapter One summarises the context and scope of the research with 

reference to the key theoretical concepts and research sites. Hypotheses are 

proposed and the methodological process to test these hypotheses is summarised. 

Chapter One also explains the importance of the study and sets out the intended 

scholarly and applied contributions.

1.7.2 Chapter 2
Chapter Two presents a thorough review of the Quality of Worklife literature. The 

chapter begins with the origins of Quality of Worklife and clarifies its association with 

Quality of Life. The chapter then defines Quality of Worklife and differentiates it from 

similar theoretical concepts such as Job Satisfaction, Employee Wellbeing and 

Wellness. The chapter proposes a contribution to knowledge by developing a 

system’s model of Quality of Worklife that is derived from several authors in the 

literature. Various Quality of Worklife models are discussed and the justification of 

the Van Laar et al. (2007) model is substantiated.

1.7.3 Chapter 3
Chapter Three contains a literature review of Servant Leadership. In this chapter, 

earlier to the more contemporary models of leadership are presented and Servant 

Leadership is argued as the construct of choice due to its relational and caring focus. 

The Van Dierendonck and Nuijten (2011) Servant leadership construct is 

differentiated from other similar Servant Leadership theories and its suitability for this 

particular research’s context is argued. Chapter Three also introduces Trust as an 

important variable to this study, and one that is closely associated with Servant 

Leadership. Trust is then positioned as a possible mediator between Servant 

Leadership and Quality of Worklife.
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1.7.4 Chapter 4
Chapter Four describes the research methodology that was followed. The chapter 

begins with the declaration of the researcher’s philosophical standpoint, after which 

the description of the research process is outlined. In Chapter Four, the sample size, 

data collection and statistical analysis procedures and research ethics are explained.

1.7.5 Chapter 5
Chapter Five presents the results of the analysis. Reliability and Validity results of 

the instruments used is presented with the aid of Cronbach's Alpha, Exploratory 

Factor Analysis and Confirmatory Factor Analysis. A SEM model of Servant 

Leadership, Trust and Quality of Worklife is presented. Furthermore, in this chapter, 

the results of the Hypotheses are tested and their results presented.

1.7.6 Chapter 6
Chapter Six discusses the research problem in relation to the research findings, 

which were presented in Chapter Five, and discusses them in context of the 

literature previously reviewed. The chapter considers the literature of the previous 

chapters previously reviewed and discusses whether the findings of this research 

confirm the existing literature or pose possible differences, and where these 

differences exist, reasons are proposed.

1.7.7 Chapter 7
In Chapter Seven, a conclusion of the study’s purpose, results and significant 

findings are presented along with recommendations to both the academic and 

management fraternity on both the theoretical and applied implications of the study. 

The chapter also acknowledges however, that this study is of limited scope. This 

along with various other limitations, are also mentioned in the chapter. The chapter 

also suggests areas of related future research, which aim to further enhance the 

understanding of the two principle constructs of Quality of Worklife and Servant 

Leadership.
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1.8 Conclusion

This chapter explained the research context, the problem statement, the key 

theoretical concepts that will form the theoretical basis of the research, as well as the 

research design. The chapter argued that given the nature of the job, the working 

context of the frontline Contact Centre service agent is an extremely challenging 

one. It is therefore suspected, as well as argued by other scholars, that Quality of 

Worklife may be impacted by this. This makes Quality of Worklife a variable of 

particular interest within the Contact Centre context and therefore worth researching.

It is suggested that in this deficient Quality of Worklife context, leadership behaviour 

is reported to be antecedent to Quality of Worklife. However, it is not any leadership 

which is argued to be best suited for the Contact Centre context. A relationship 

focussed and caring for people style is posited to be more appropriate. Servant 

Leadership was proposed as such a leadership style. Moreover, it was also 

proposed that Trust may also play an important role between Servant Leadership 

and Quality of Worklife, in that it is supposed that Trust may act as a mediating 

variable, mediating the relationship between Servant Leadership and Quality of 

Worklife.

The next chapter discusses the concept of Quality of Worklife in some detail, in 

relation to its origins, theoretical structure and measurement instruments, as well as 

its relation to the Contact Centre context.
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Chapter 2 -  Quality of Worklife

2.1 Introduction

This chapter has several objectives. Firstly, it introduces the concept of Quality of 

Worklife. It investigates and clarifies the construct of Quality of Worklife, its 

relationship with leadership and the importance of it within the Contact Centre 

context. This literature review also serves to review Quality of Work Life theory from 

the perspective of Needs Theory and recognising the Spill Over approach. It also 

differentiates it from other similar theories, such as Quality of Life, Employee 

Satisfaction, Wellness and Employee Well-Being.

Secondly, the chapter also highlights the importance of Quality of Worklife for 

organisations in general and for Contact Centres in particular. Organisations need to 

be aware of the Quality of Worklife perceptions of their employees should they want 

to address Quality of Worklife factors and benefit from the positive consequences of 

higher levels of Quality of Worklife. These consequences include increased 

performance, organisational commitment, job embeddedness, as well as other 

important variables which will later be discussed in the chapter. Furthermore, an 

argument is made that it is particularly important for organisations with Contact 

Centres, and for Contact Centre organisations, to be particularly vigilant of Quality of 

Worklife levels, as it is argued that in the Contact Centre context, it is likely that low 

levels of Quality of Worklife exist.

Thirdly, numerous variables are reported to play an antecedent, moderating, 

mediating or a consequential role of the Quality of Worklife construct. A systems 

model of Quality of Worklife is developed, which illustrates the inter-relationships of 

these variables and how they affect and are affected by the Quality of Worklife 

construct. The chapter argues that leadership is an important antecedent to Quality 

of Worklife, and also notes that it is the antecedent of interest in this study. 

Moreover, it is also proposed that it is not just any leadership that will suffice, 

particularly within a challenging context such as the Contact Centre environment. 

The chapter offers a position that it is certain qualities of leaders which have more
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influence on Quality of Worklife. It is suggested that leadership that is relationship 

focussed and is caring - such as Servant Leadership - is best suited for the Contact 

Centre context, and it is also proposed that the relationship between leadership and 

Quality of Worklife is mediated by trust in the leader, although this is discussed in 

more detail in Chapter three.

Finally, prominent Quality of Worklife measurement instruments, which are currently 

available, are presented and arguments on their suitability are tabled. The argument 

for the selection of the Van Laar et al. (2007) instrument is presented. This chapter 

also investigates a selection of Quality of Worklife models in relation to their 

theoretical dimension structure, ranging from Quality of Worklife models of the 

1970’s to the more contemporary, with particular attention paid to the emergence of 

over-arching themes and theoretical congruencies of related dimensions of the 

models. The Van Laar et al. (2007) model is once again argued to be an appropriate 

model due to its theoretical alignment with the context of this research.

2.2 The Origins of Quality of Worklife

The working population spend a considerable portion of their lives at work. In relation 

to this, there could be some debate as to whether there is any personal satisfaction 

gained from this time spent working. Or alternatively, if the time spent working is 

mostly concerned with the objective of earning remuneration then little consideration 

is given to whether there is any life quality experiences gained while occupied at 

work (Martel and Dupuis, 2006). It is these and other similar questions which are of 

great interest to researchers (Martel and Dupuis, 2006).

According to Goode (1989), the first mention of Quality of Worklife was made by a 

General Motors employee named Irving Bluestone at a conference in the 1960’s. 

The General Motors Quality of Worklife programme that Bluestone developed was 

an organisationally driven initiative designed to improve employee satisfaction 

ratings (Goode, 1989). The Quality of Worklife programme entailed giving employees 

some control over their working conditions (Goode, 1989). The main purpose of the 

exercise however, was to assess employee needs and to try to have these needs
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dealt with as best possible, in order to influence a sense of need fulfilment, and 

thereby influence employee satisfaction. This programme aimed to suggest that 

employees are important, if not the most important asset in an organisation, and so 

fulfilling their needs is of importance to both the employee as well as the 

organisation. Martel and Dupuis (2006) argue that the literature often refers back to 

the General Motors programme as the birth or root establishment of Quality of 

Worklife; and that the results from this programme have formed the foundation for 

Quality of Worklife. The Bluestone conference is argued to have been the catalyst to 

many other related research initiatives (Martel and Dupuis, 2006).

The initial works of Quality of Worklife suggested a Job Satisfaction centric 

viewpoint. It seemed that when Quality of Worklife was initially described by authors, 

what was in fact being described is a construct which was possibly closer to Job 

Satisfaction than Quality of Worklife. However, later works expanded the theoretical 

makeup of the construct, which included an element of self-actualisation (Davis and 

Cherns, 1975). The addition of self-actualisation suggested that needs, and in 

particular, higher order needs, are an important element of the Quality of Worklife 

construct; and also implied that self-actualisation needs are higher in order when 

compared to needs that satisfy only Job Satisfaction. It was argued that employee 

satisfaction or dissatisfaction, when measured on its own, limited the discussion to 

only the dimensions of Job Satisfaction and by adding the element of self- 

actualisation broadened the need-based structure of the construct (Davis and 

Cherns, 1975). Seashore (1975) supported this thinking by suggesting that the 

Quality of Worklife construct was a complicated psychological construct, one that is 

the consequence of a myriad of many interconnected variables. Seashore (1975) 

posited that Quality of Worklife was not only concerned about the individual factors, 

such as personality traits of workers, but also included extrinsic dimensions such as 

working environment and conditions.

According to Loscocco and Roschelle (1991), work attitudes are an embedded 

dimension of job satisfaction, job involvement, work commitment and Quality of 

Worklife. These work attitudes are influenced by the extent to which the individual 

employee’s needs are satisfied (Loscocco and Roschelle, 1991). In its broadest 

sense Quality of Worklife is an indication of employees work attitudes towards need
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satisfaction (Efraty and Sirgy, 1988). Efraty and Sirgy (1988) posit that these needs 

can primarily be grouped into four need types. i) Survival needs, which are the most 

basic types such as remuneration and security; ii) Social needs, which include 

interpersonal and membership needs; iii) Ego needs, including the recognition of 

value added and empowerment; and iv) Self-actualisation needs. According to Efraty 

and Sirgy (1988), Quality of Worklife is therefore an experience of need satisfaction 

in all four need groups.

Martel and Dupuis (2006) posit that between the 1970’s until the late 1990’s, there 

was much debate as to whether the Quality of Worklife construct was an objective 

one, or not. In other words, it was hoped that it could be constructed as an objective, 

organisationally focussed measure that could be influenced by programmes that the 

organisation developed to improve Quality of Worklife. This would mean that Quality 

of Worklife programmes could be designed with specified outputs that are managed 

through a project management process. Contrary to this thinking, questions arose as 

to whether Quality of Worklife was purely a subjective measure. This would imply 

that if Quality of Worklife was subjective, and was expressed as the perceptions of 

the individual employee, then this would not provide a measurement for dedicated 

programmes to improve elements of the job life.

Since then, many scholars have agreed with the position that Quality of Worklife is 

more of a subjective construct, and so have proposed that Quality of Worklife 

originates from an individualistic view-point (Martel and Dupuis, 2006). The idea that 

Quality of Worklife was more than merely a measure of organisationally focussed 

initiatives to boost employee satisfaction had now received some traction (Sirgy, 

Efraty, Siegel and Lee, 2001). This thesis acknowledges, up front, that there may be 

many organisationally focused, employer driven, Quality of Worklife movements, 

programmes, or initiatives, which focus on improving employee satisfaction ratings 

by purposefully or strategically focussing on certain aspects of the workplace 

environment. However, in the context of this work, this research supports Martel and 

Dupuis’s (2006) viewpoint that Quality of Worklife is a subjective measure. So it is to 

be noted that this research deals with the individual’s perception of the quality of life 

that is experienced in the workplace derived from the individual’s attitudinal 

perspective, and is therefore exclusively, an individual employee’s particular 

subjective point of reference which will be determined by survey questionnaire. It is
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noted that the sample base in this study were not subjected to any prior 

organisationally focussed Quality of Worklife programmes. However, this does not 

preclude the possibility that these subjective measures cannot be used as a basis for 

designing Quality of Worklife interventions and monitoring their effects.

2.2.1 Quality of Worklife and Need Satisfaction

Sirgy et al. (2001) argue that Quality of Worklife aligns with two key theories, need 

satisfaction theory and spill over theory. Need satisfaction theory has its origins, or is 

grounded in Maslow’s (1954) seminal works, with particular reference to his 

understanding of need hierarchy. Maslow’s (1954) needs hierarchy includes lower 

order affiliation, security and physiological needs, as well as other higher order 

needs such as esteem and self-actualisation. Maslow’s (1954) theory assumes that 

each of these needs are positioned in a hierarchical sequence, with lower order 

needs positioned at the bottom and the higher order needs at the top of the 

hierarchy. Maslow (1954) postulated that unless the preceding needs in the 

hierarchy were largely attended to, the needs higher up in the hierarchy could not be 

activated or satisfied. Similarly, Alderfer’s ERG, Existence, Relatedness and Growth 

(1969), needs theory argues that the lower order needs of existence and relatedness 

precede the higher order needs of personal development or growth. This suggested 

that satisfaction of needs related to job security, salary and working conditions 

preceded those of achievement and growth (Alderfer, 1969). A hierarchically 

sequential need fulfilment philosophy was what drove early thinking of Quality of 

Worklife, and proposed that by firstly satisfying basic personal needs of employees 

through work orientated activities and environments, this added to better perceptions 

of employees’ Quality of Worklife (Suttle, 1977).

2.2.1.1 Needs theory and the Contact Centre Context
Discussing needs based theories in relation to the Contact Centre context is 

particularly relevant for this study. Rasskazova, Ivanova and Sheldon (2016) argue 

that self-determination theory is a more contemporary view of Maslow’s (1954) 

higher order needs satisfaction structure in the work environment. Self-determination 

theory suggests higher order psychological needs are met through the satisfaction of 

three criteria, the feelings of autonomy, competence and relatedness (Rasskazova et
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al., 2016). It is argued that within the Contact Centre context, all of these self­

determination theory (Rasskazova et al., 2016) need criteria are significantly 

challenged due to the nature of the Contact Centre work, which was described in 

Chapter One. It is also argued that the very scripted and controlled nature of the 

work may affect need fulfilment with respect to feelings of autonomy. It is proposed 

that feelings of competence are surely to be challenged by the numerous customer 

complaints and the probability of making mistakes given the level of scrutiny that 

Contact Centre service agents are exposed to. The probability of inadequate feelings 

of relatedness is also highly plausible in the Contact Centre environment. As 

described in Chapter One, Contact Centre service agents often have feelings of 

isolation, as they work alone in their small cubicles, systematically engaging with one 

customer after the other.

It is therefore argued that needs theory is a theory that is contextually appropriate for 

this thesis; and that this study will be of valuable contribution to it. It is also important 

to note at this stage in the thesis that studies have shown that need satisfaction 

through leadership is possible (Chiniara and Bentein, 2016). In particular, leadership 

that is relational and values caring, such as a few value based leadership theories 

do, is positively associated with the fulfilment of the psychological needs of their 

employees (Chiniara and Bentein, 2016). It will later be argued that a value’s based 

leadership theory, such as Servant Leadership theory, is a relational and caring 

leadership theory.

2.2.2 Spill Over Theory

As early as the 1970’s, the argument that Quality of Worklife affects overall Quality of 

Life was already being researched and debated (Martel and Dupuis, 2006). Work is 

an integral part of a person’s life and elements of work life will affect perceptions of a 

person’s overall Quality of Life.

Sirgy et al. (2001) argue that Spill Over theory will suggest that factors that are 

extrinsic to the work environment will play a significant role in the determination of 

overall need satisfaction. Hence, combinations of dimensions such as health, both 

physical and psychological health, as well as personality, family, social and financial 

elements, all play important roles in need satisfaction (Sirgy et al., 2001). Spill Over
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theory suggests that the needs from these dimensions, or combinations of 

dimensions, spill-over to one another; or put differently, impact each other and 

therefore impact the perceptions of feelings of satisfaction in other domains (Sirgy et 

al., 2001). For example, the current status of an employee’s spousal relationship will 

have some influence on the employee’s perceptions of job satisfaction, and vice 

versa, in other words, levels of satisfaction in one domain of life affect other domains 

(Sirgy et al., 2001). Quality of life experienced at work at any given time is therefore 

an important and "integral part of an employee’s overall Quality of Life” (Martel and 

Dupuis, 2006:343).

Sirgy (2006) suggests that overall life satisfaction is the uppermost domain of 

satisfaction and that all other domains, as is the case with Maslow’s (1954) 

hierarchical needs theory, are subordinate to overall life satisfaction. However, the 

domains are interrelated, in that they affect each other in a bottom up spill over 

process. "Subordinate to the most superordinate life domain are the major life 

domains such as family, job, leisure, community, and so on” (Sirgy et al., 2001). The 

more satisfaction that is perceived from lower level domains, such as community 

happiness, the more satisfaction will be perceived in job satisfaction and in turn, 

overall life satisfaction (Sirgy, 2006). Sirgy (2006) therefore suggests that Spill Over 

theory is hierarchical in nature.

2.2.2.1 Spill Over Theory and the Contact Centre

It could be argued that many possible examples of Spill Over theory and its effects 

on Contact Centre agent work could be given. As contended by Sirgy et al. (2001), 

the effects of health, both physical and psychological, will spill over to work 

satisfaction. As mentioned in Chapter One, it is well documented that the nature of 

Contact Centre work is filled with psychological aliments such as anxiety (Wegge et 

al., 2006) brought on from the stress associated with the nature of the Contact 

Centre work (Holdsworth and Cartwright, 2003; Rose and Wright, 2005). It is argued 

that these ailments related to the nature-of-the-job, spill over and influence other 

domains such as employee need satisfaction. This in turn affects the employee’s 

quality of life at work. Another example of Spill Over theory that is relevant to the 

Contact Centre context is work-life balance. Budhwar et al. (2009) argue that
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Contact Centre frontline service agents often struggle to balance work expectations 

and personal life. Agents are expected to work according to customer demand, and 

this is sometimes outside of traditional office hours (Reynolds, 2003). Added to this, 

shift work, by its very nature, will mean that agents will at times be working into the 

evenings or very early mornings, when their families are at home. Work 

commitments, due to the nature of the work of the Contact Centre agent, will 

therefore spill over into what is generally viewed as traditional family time, impacting 

the work-life balance of the Contact Centre agent. It is therefore argued that the root 

theory of Quality of Worklife theory, Spill Over theory, is contextually appropriate for 

this thesis and that this study, in turn, is also positioned to be of valuable contribution 

to it.

2.2.3 Segmentation, Compensation and Goal Setting Theory
There are several other theories that have contributed to the development and 

understanding of the Quality of Worklife construct, these are segmentation theory, 

compensation theory and goal setting theory (Martel and Dupuis, 2006; Sirgy et al., 

2001; Sirgy, 2006).

The Segmentation Theory approach according to Sirgy et al. (2001) explains that an 

employee may also choose to segment issues of dissatisfaction in one domain and 

forcibly not let it affect the other. Martel and Dupuis (2006) argue that this 

segmentation approach distances employee perceptions and emotions of life at 

work, and life outside of the work environment, so much so that they are deemed 

unrelated.

Alternatively, Martel and Dupuis (2006) argue that according to Compensation 

Theory, domain compensation can also occur. Domain compensation occurs for 

example when a specific domain, such as when the work domain experiences high 

levels of dissatisfaction; this is compensated by the stimulating of other domains, or 

vice versa (Martel and Dupuis, 2006). The idea that employees can become 

completely immersed in their jobs and work when experiencing other domain issues, 

such as marital problems, and by so doing this, block off the negative effects of 

home life, is not uncommon and is argued to be a compensation approach (Martel
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and Dupuis, 2006). In contrast, Martel and Dupuis (2006) present the 

accommodation approach, which argues that if an employee voluntarily gives up 

time or effort in one domain to satisfy the load of another domain, they are voluntarily 

accommodating the sacrifice of one domain for another.

Sirgy (2006) argues that Goal Setting Theory posits that need satisfaction can also 

be attained through the setting and realising of goals. The feelings of achievement 

that employees feel after goals have been attained are the basis of need satisfaction 

through goal setting (Sirgy, 2006). Sirgy (2006) argues that if the organisation 

understands the employee’s goals, or is able to influence the setting or achieving of 

these goals, employees could start to experience better Quality of Worklife.

However, these viewpoints of Quality of Worklife are not universally accepted, or 

acknowledged by all scholars (Losscocco and Roschelle, 1991). To ensure construct 

clarity, it is therefore important to review exactly how previous scholars have defined 

Quality of Worklife within the literature.

2.3 Quality of Worklife Construct Clarification

There seems to be little agreement within the literature on a universally accepted 

definition of Quality of Worklife (Sirgy et al., 2001). Most researchers do agree 

however, that the Quality of Worklife construct is a complex multidimensional one, 

affected or influenced by a myriad of interconnected variables (Sirgy et al., 2001, 

Sirgy, 2006, Totawar and Nambudiri, 2014).

Early popular efforts to define Quality of Worklife include the seminal works of 

Walton (1974). Walton (1974) argued that Quality of Worklife can be thought of as 

need satisfaction in the work place on a very broad scale. The need satisfaction 

based theory which Walton (1974) was referring to, superseded the earlier rationale 

that there was little differentiation between Quality of Worklife and Job Satisfaction 

(Walton, 1974). A Job Satisfaction biased view of Quality of Worklife argued that if 

organisations are to concentrate on categories of the job, which are traditionally 

designed to enhance the job experience - such as job enrichment, job enlargement
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or equal opportunities concepts - employees will experience better Quality of 

Worklife (Walton, 1974). In contrast, Walton (1974), proposed that it is rather the 

entire work experience that makes up an employee’s reference for Quality of 

Worklife, and, that this went beyond Job Satisfaction criteria to include various 

physiological and psychological needs. Moreover, Walton (1974) posited that Quality 

of Worklife consisted of separate need dimensions, arguing that an employee will 

experience better Quality of Worklife if the following matters are addressed: the 

employee is perceived to be fairly remunerated; the employee feels that they are 

working in an environment which is not harmful to them; the employee feels that 

they are able to grow and develop themselves within the working environment; he or 

she feel their rights are protected and that they are treated with dignity; there is a 

balance of work and life commitments, and their employer is a socially responsible 

organisation. Walton’s (1974) definition therefore clarifies the understanding of the 

Quality of Worklife a little more by broadening the scope of the construct. Glaser 

(1976) agreed with Walton’s (1974) delineation as he also concluded that Quality of 

Worklife is a construct that did more than merely focus on dimensions solely 

associated with job satisfaction, Glaser (1976) suggested that Quality of Worklife 

also included additional job dimensions such as adequate remuneration, favourable 

working conditions and job security.

Nadler and Lawler (1983) contend that the construct of Quality of Worklife, in its 

broadest sense, is the sum of all the employees’ attitudes in relation towards the 

organisation and the level to which the organisation affects these employees, on any 

dimension be it in a positive or negative context. Nadler and Lawler (1983) suggest 

that organisations in which employees experience high levels of Quality of Worklife, 

are effective in realising organisational goals; as well as understanding the 

importance of employee inclusivity in both the problem solving and decision-making 

processes. Nadler and Lawler (1983:26) posit that Quality of Worklife is a construct 

that can be summed up as continuously "thinking about people, work and 

organisations”. Nadler and Lawler (1983) point out however, what Quality of Worklife 

is not, and argue that it is not an organisationally driven indicator aimed at solely 

producing better shareholder results, but rather is a concept which can generally be 

described as how the total work environment influences the people who work in it.
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The people-centric view of Quality of Worklife is largely supported by Straw and 

Heckscher (1984), as they argue that it is widely agreed that the human resource is 

the most important organisational resource, and it is this resource that makes the 

most significant difference with respect to both the organisations performance and its 

operational longevity. iIt is therefore critically important for the organisation to be 

constantly preoccupied with the wellbeing of this resource. Straw and Heckscher 

(1984) posit that Quality of Worklife implies that if you treat employees with respect, 

and help them to grow within the organisation as well as within themselves, by 

enhancing feelings of self-respect; this heightens the levels of their perceived quality 

of their work life.

Robbins (1989) suggests that employee perceptions of the quality of their work life 

increases when they feel included in the decision making processes which affect 

their working lives, while being cognisant and addressing their extrinsic and intrinsic 

job needs. Similarly, Kaushik and Tonk (2008) argue that Quality of Worklife is a 

perception of the environment in which the employee perceives they are working in, 

what rewards come from the work experience, and the combination of the perceived 

experiences of the workplace itself. These perceptions are internally contrasted with 

the level to which they fulfil a wide range of employee needs. It is this aggregated 

perceived employee need satisfaction that is Quality of Worklife (Kaushik and Tonk, 

2008).

Efraty and Sirgy (1988) suggested that Quality of Worklife could be defined as 

organisational need satisfaction. Need satisfaction in the workplace has direct 

implications on employee’s general perceived work satisfaction and has direct 

consequences on performance (Efraty and Sirgy, 1988). Efraty and Sirgy (1988:44) 

argue that Quality of Worklife can be explained through the observation of a 

combination of the following aspects: Quality of Worklife is observed in an employee 

who feels i) they have strong identification with the organisation, ii) their "survival, 

social, ego and self-actualisation” needs are met, iii) they are involved in their jobs, 

iv) they appear to be intrinsically motivated to perform well and vi) they are not 

disenfranchised or feel out-casted, but rather seem to experience a meaningful 

relationship with the organisational community.
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Early Quality of Worklife arguments proposed that employees were often described 

as "passive reactors”, where the need satisfaction of these employees could be 

moderated through the job itself, as well as changes in the work environment 

(Loscocco and Roschelle, 1991:184). However, a different more complex set of 

needs fulfilment is required, and it is suggested that there are not always a standard 

set of objective requirements to be satisfied which would ensure happiness in the 

workplace (Loscocco and Roschelle, 1991). Moreover, Loscocco and Roschelle 

(1991) posit that the construct of Quality of Worklife is informed by both work 

commitment and job satisfaction and have individual and structural influences. 

Individual influences such as the type of personality of an employee or the age or 

level of education or which gender they are and even which family role they play, are 

all factors that influence the perceived quality of work life. However, promotional 

opportunities and characteristics of the job itself as well as how the organisation is 

contextually perceived by outsiders also influences the employee’s Quality of 

Worklife on a structural level (Loscocco and Roschelle, 1991).

According to Yousuf (1996), Quality of Worklife is a holistic personal assessment of 

everything that is work related, from feelings of satisfaction with salary levels, to the 

total work environment and employee experiences in the work place. This holistic 

viewpoint is shared by Sirgy et al. (2001:242), who define Quality of Worklife as 

"employee satisfaction with a variety of needs through resources, activities, and 

outcomes stemming from participation in the workplace”.

As previously mentioned, Martel and Dupuis (2006) suggest that the constructs of 

Quality of Life and Quality of Worklife overlap and are interconnected. Quality of Life 

is described as the level at which people perceive themselves, with respect to the 

attainment of a predetermined hierarchically structured set of goals. Within this 

hierarchical structure, Quality of Worklife is a specified domain, and only one of 

many Quality of Life domains. Quality of Life is therefore attained and reflected 

though the employee’s Quality of Life, organisational performance and societal 

functioning in general.

Up until this point in the literature, common threads seem to emerge. One key thread 

being that Quality of Worklife is a needs-satisfaction-based concept. It is also a 

domain within the broader domain of Quality of Life. Quality of Life has previously
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been theorised to be, very broadly, impacted by several other life domains which 

influence perceptions of the quality of life experienced at work. The definition of 

Quality of Worklife of Van Laar et al., (2007:326) argues that Quality of Worklife is a 

domain within overall quality of life, and that it is influenced by work in the "widest 

context in which an employee would evaluate the influence of work on their life”. The 

varied dimensions of Quality of Worklife according to Van Laar et al. (2007), which 

will be discussed in some detail later on in the chapter, are: general wellbeing, stress 

at work, home-work interface, control at work, job career satisfaction and working 

conditions. The Van Laar et al. (2007) description of Quality of Worklife is the 

definition which this research will be adopting. It is argued that the work of Van Laar 

et al. (2007) incorporates and combines earlier ideas of Quality of Worklife, such as 

Need and Spill Over theories, and is argued to present a holistic and comprehensive 

understanding of the construct.

There are other more recent works, such as Yadav and Khanna (2014), which argue 

that Quality of Worklife can be summarised as a theoretical concept which defines 

the relationship between the employee and the organisation. Yadav and Khanna 

(2014) posit that the strength of this relationship impacts other domains, such as 

family life, and this has a bearing on the perceptions of work life of the employee. 

The authors explain that employee’s consequently feel that work is more than just a 

place that you got to in order to earn a pay cheque every month. Workers have 

needs that go beyond the employment-remuneration paradigm and so Quality of 

Worklife is explained as the construct that is depicted as needs that are satisfied in 

the work place. However, Quality of Worklife is also a key human resource indicator, 

as it is a measure of the quality of life that employees experience while working for 

an organisation (Totawar and Nambudiri, 2014). So notwithstanding these 

contributions, they do not seem very different from the works of Van Laar et al., 

(2007), where the key criteria of the construct relates to need satisfaction at work, 

influenced by the spill over from other domains. It is for this reason that the Van Laar 

et al. (2007) definition remains appropriate for this thesis.
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2.4 The Differentiation of Job Satisfaction, Employee Well Being, 
Wellness and Quality of Worklife

It is significant within the context of this research to note that similarities between 

certain theoretical concepts exist within the literature, and it is therefore important to 

ensure that there is sufficient construct clarity when referring to Quality of Worklife so 

as to eliminate any conceptual ambiguity. This section of the chapter discusses 

whether there are any significant differences between the constructs of Job 

Satisfaction, Employee Wellbeing, Employee Wellness and Quality of Worklife; or 

whether researchers can use the terms interchangeably or even as synonyms due to 

similarities in their theoretical construction.

2.4.1 Quality of Worklife and Job Satisfaction

Locke (1969) suggests that Job Satisfaction can be articulated through the 

articulation of employee perceptions, of what they want from their job and contrasting 

this with what they believe they are getting. If the employee believes he is receiving 

enough of what he perceives he wants from his job or place of employment, then he 

would be satisfied. Moreover, Greenberg and Baron (2000) argue that the way that 

the employee feels about his job can be described as Job Satisfaction. In other 

words, how an employee summarises the evaluation of his feelings towards his work 

or place of work is described as Job Satisfaction. Robbins (2003) suggests that Job 

Satisfaction is an attitudinal construct that is determined by an employee’s attitude 

towards his work. Whilst the similarities with respect to the perceived satisfaction of 

needs of employees, is seemingly attributed to both the constructs of Job 

Satisfaction and Quality of Worklife, it is in the factor or dimension structure that the 

difference is most notable.

Nel, Gerber, Van Dyk, Haasbroek, Schultz, Sono, and Werner (2001) suggest that 

factors associated with Job Satisfaction have two key dimensions: on the one hand 

there are individual factors and on the other, job or organisationally related ones. 

The organisational factors relate to aspects such as the job content, the type of 

supervision and level of relationship with fellow colleagues experienced and what 

type of conditions they are working in (Nel et al., 2001). According to Aydogdu and 

Asikgil (2011), individual factors that influence satisfaction include variables such as
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age and gender. Females and older employees are seemingly more satisfied than 

their male and younger counterparts (Aydogdu and Asikgil, 2011). Moreover, 

Aydogdu and Asikgil, (2011) posit the level of experience, organisational 

commitment and level or type of education all play a significant role in determining 

perceived satisfaction.

It is important to note however, that Quality of Worklife includes all that is Job 

Satisfaction, in that Job satisfaction is one facet of Quality of Worklife. So the Quality 

of Worklife construct is differentiated owing to the fact that contemporary Quality of 

Worklife models have Job Satisfaction as one individual factor, of a few additional 

factors (Van Laar et al., 2007). It must be acknowledged however, that Job 

Satisfaction is a complex construct in its own right, with a variety of theories, models 

and measures which describe it (Roos and Van Eeden, 2008), and therefore Job 

Satisfaction is described slightly differently in various Quality of Worklife models, 

which will be discussed in greater detail later on in this chapter. In addition to Job 

Satisfaction being a separate dimension of Quality of Worklife, another important 

differentiating element to note between the constructs is that Job Satisfaction only 

considers needs and satisfaction within the work domain, whereas Quality of 

Worklife acknowledges domain spill-over.

2.4.2 Quality of Worklife and Employee Well-Being
There are many similarities between the constructs of Quality of Worklife and 

Employee Well-Being, which is sometimes referred to as Occupational Well-being or 

Work-Related Well-being. The literature often uses the terms interchangeably, as 

within the works of Warr et al. (1979). Warr et al.’s (1979) study of the psychological 

or work related well-being of employee’s, produced a scale to measure Quality of 

Worklife. There is therefore an underlying assumption in the literature to imply that 

Employee Well-Being and Quality of Worklife are the same constructs. An example 

of this is the works of Juniper, Bellamy and White (2010), where a study of Employee 

Well-Being of call centre employees used both Sirgy et al.’s (2001) Quality of 

Worklife and Van Laar et al.’s (2007) Work-related Quality of Life Scale and referred 

to them as validated Employee Well-Being measures. The assumption is therefore 

again made that Employee Well-Being and Quality of Worklife are synonyms.



57

Sirgy (2006:8) defines Employee Well-Being "as a state of life satisfaction, 

happiness, and subjective wellbeing directly related to job satisfaction”. Bhullar, 

Schutte and Malouff (2013:1) suggest Well-Being include outcomes that "encompass 

life satisfaction, positive affect, psychological well-being, social well-being, subjective 

physical health, and absence of depression, anxiety, and stress”. Both definitions 

assume wellbeing to be of a subjective nature. The definitions point to pleasure 

attainment, but Sirgy (2006) argues that Employee Well-Being does not measure or 

consider the element of Job Satisfaction within the construct. Therefore Job 

Satisfaction is not a dimension of Employee Well-Being, but rather that Employee 

Well-Being is the level of happiness and contentment that is derived from satisfaction 

within the work-life domain. It is important to note however, that similarly to the Job 

Satisfaction differentiation mentioned earlier, the Quality of Worklife construct 

includes Employee Well-Being as a separate dimension. The Employee Well-Being 

construct therefore differs from the Quality of Worklife construct due to the fact that 

Employee Well-Being is considered one of several other dimensions of Quality of 

Worklife. Employee Well-Being is therefore one individual factor of Quality of 

Worklife (Van Laar et al., 2007).

2.4.3 Quality of Work life and Wellness
Dana and Griffin (1999) argue that Wellness is a construct that is reflective of the 

employee’s entire being. Wellness relates to an aggregated happiness, contentment, 

or life satisfaction, no matter where or what the employee is engaged in (Dana and 

Griffin, 1999). The consequences of wellness include employee energy, motivation 

and productivity and a healthy demeanour (Sieberhagen, Rothmann and Pienaar, 

2009). Wellness reflects need satisfaction in both work and non-work related life 

domains; however the construct differentiates itself from Quality of Worklife by 

including measures of positive health, such as favourable mental, physical and 

physiological employee health aspects (Dana and Griffin, 1999). Moreover, Wellness 

is in essence a construct that is less focussed on the work related quality of life 

aspects, and is more associated with general good health, sound relationships and 

feelings that an individual exists for a particular purpose that adds significant value to 

the world (Sieberhagen et al., 2009).
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2.4.4 Appropriateness of the Quality of Worklife Construct
It is argued that the more appropriate construct to adopt for this thesis is Quality of 

Worklife. This argument is made on the grounds that Quality of Worklife includes job 

satisfaction and general wellbeing, as well as elements of wellness as individual 

dimensions included within the construct (Van Laar et al., 2007). Van Laar et al. 

(2007), argue that the dimensions of Quality of Worklife are: general wellbeing, 

stress at work, home-work interface, control at work, job career satisfaction and 

working conditions. The inclusion of the varied dimensions of stress at work, home­

work interface and control at work, which will be discussed later in this chapter, 

further add to the relevancy of the construct to the context of the study, and are not 

evident in the constructs of Job Satisfaction, Employee Wellbeing and Employee 

Wellness. It is for these reasons that Quality of Worklife has been chosen as the 

construct of choice for this study.

2.5 A Systems Understanding of Quality of Worklife

This section of the chapter discusses the inter-relationships of various variables in 

relation to the Quality of Worklife construct. These variables are reported to either 

play an antecedent, moderator, mediating or consequential role in relation to the 

Quality of Worklife construct. Figure 2.1 below displays a systems view of these 

interrelationships, and their positions and relationships to one another as reported in 

the literature. The systems view that is proposed suggests that the relationships with 

Quality of Worklife are contextual, in that Quality of Worklife exists in a context that 

may vary or differ depending on the job, sector or industry. The context is ultimately 

reflective of the type or nature of the job that the employee performs in relation to the 

demands of the job and conditions under which this work is done.

Contextual elements such as mental stressors, supervision received and working 

conditions are all pertinent to the context of this research. The nature of the Contact 

Centre job is usually associated with a job context where employees are confronted 

with routine, repetitive work (Connell and Hannif, 2008; Gorjup, Valverde and Ryan, 

2008); and where Contact Centre agents are confronted with numerous and often 

stressful customer interactions (Ashill et al., 2009). A high percentage of Contact
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Centre customer interactions are complaint or query-driven. Contact Centre agents 

are also very highly monitored as well as routinely assessed (Ashil et al., 2009). 

Contact Centre Service agents need to possess the correct skill and show the 

required empathy to appease their customers (White and Roos, 2005) and service 

their calls. Therefore, working in the customer service frontline environment requires 

significant emotional labour (Cheung and Tang, 2009). Agents within the Contact 

Centre are often seen as the face of the organisation and are therefore expected to 

communicate, with proficiency (White and Roos, 2005) with customers on all of their 

queries; and agents are expected to meet these customer service expectations in a 

calm and collected manner (Grandey et al., 2004). Added to this stress, part of the 

query resolution falls out of the immediate control of the agent (Nangu, 2013). 

According to Holdsworth and Cartwright (2003), compared to most other office jobs, 

Contact Centre frontline jobs are more stressful, less satisfying, and employees 

report experiencing less empowerment.

It has been touted as one of the more stressful jobs in the so called traditional white- 

collar workplace (Holdsworth and Cartwright, 2003). It is also well documented that 

the Contact Centre frontline job is often associated with high employee burnout rates 

(Budhwar et al., 2009; Ashill et al., 2009). Moreover, very high stress rates are also 

common, and are generally as a result of leadership pressures, performance 

expectations, customer demands and the inability to resolve interactions with the first 

contact (Ashill et al., 2009). Some scholars argue that the Contact Centre closely 

resembles a panopticon design as the frontline Contact Centre employee is 

constantly under the scrutiny of his supervisory staff (Fernie and Metcalf, 1998).

It is assumed that in any context, there will exist either abundant or deficit levels of 

employee Quality of Worklife. It is argued that this assumption can be explained by 

virtue of the context. In other words, jobs that have generally poor working conditions 

and which operate in a poor working environment are argued to more probably have 

deficit levels of Quality of Worklife (Parise and Soler, 2016). Following this logic, it is 

suggested that this research is conducted in a setting is that has deficit levels of 

Quality of Worklife. It is suggested that in the Contact Centre contextual 

environment, which this research is conducted and which has been described above, 

a deficit Quality of Worklife context exists (Hannif, Burgess, and Connell, 2008). This 

presupposition of deficit levels of Quality of Worklife experienced in the research 

context, is based on the extensive evidence in the literature, which portrays the
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frontline customer service environment of the Contact Centre as a difficult, strenuous 

and stressful place, and where entry level employees with lower skills generally tend 

to work (Ashill and Rod, 2011; Batt, Holman, and Holtgrewe, 2009). It is therefore 

expected, within the context of this research, to find an environment where the 

employees perceive deficit levels of Quality of Worklife rather than abundant levels.

To explain the proposed system-model thinking, variables that affect Quality of 

Worklife in antecedent role behaviour are work setting, work characteristics, ancillary 

programmes and leadership behaviour (Sirgy et al., 2001). It is also argued that 

gender, age, emotional intelligence, personality and trust moderate Quality of 

Worklife. Quality of Worklife is said to mediate the relationship between family-to- 

work interference to emotional labour, organisational justice and job satisfaction as 

well as career development and psychological well-being. Several organisational 

consequences of Quality of Worklife include organizational commitment, perceived 

external prestige, job embeddedness, job involvement, increased performance, 

higher profit for organisations, reduction of intention to leave, improved learning 

abilities of organisations and organisational trust, all of which will be discussed in 

some detail below.

Figure 2.1 displays this systems view in an illustrated format in relation to their 

conceptual theoretical position as well as their relationship with one another.
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Figure: 2.1 Systems Model of QWL
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The systems model illustrates the relationship of the antecedents of Quality of 

Worklife that are qualified by moderating variables. Mediators of Quality of Worklife 

then mediate relationships between Quality of Worklife and its consequences, in a 

systems input and output flow pattern. This system is influenced within a context in 

which Quality of Worklife is experienced or measured. What follows is a discussion 

of each of these variables of the Quality of Worklife system’s model.

2.5.1 Potential Consequences of Quality of Worklife
The importance of the positive consequences that are realised through the 

employees perceiving good Quality of Worklife cannot be understated due to the 

significant impacts that they have on the organisation. Moreover, notwithstanding 

that the consequences of Quality of Worklife are multi-faceted; both from the 

individual and organisation’s point of view, the importance that they hold for the 

organisation and the employee cannot be undervalued. This is evident when 

examining the literature on Quality of Worklife with respect to the positive 

organisational consequences which were derived from empirical studies conducted 

in a multitude of environments. There is much evidence in the literature describing 

the positive consequences of higher levels of Quality of Worklife, thereby 

corroborating its importance within the organisational setting (Fields and Thacker,
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1992; Huang, Lawler, and Lei 2007; Igbaria, Parasuraman and Badawy, 1994; Lau, 

2000; Lee, Dai, Park and McCreary’s, 2013; Sirgy et al., 2008; Nair, 2013; Zin, 

2004).

Performance management is a key management function within any organisation 

and studies show favourable correlations between higher Quality of Worklife and 

higher levels of job performance (Huang et al., 2007). This suggests that Quality of 

Worklife is a construct that when properly acknowledged, and given the importance 

and focus it deserves, can be vastly beneficial to organisations via improvements to 

productivity levels. Moreover, organisations that have employees with higher 

perceptions of their Quality of Worklife show abilities of producing higher profitability 

ratios over those who may experience lessor Quality of Worklife (Lau, 2000). These 

organisations also tend to show better returns on asset ratios, making Quality of 

Worklife an extremely effective productivity antecedent (Lau, 2000).

High turnover in any organisation is a costly endeavour due to re-training and 

organisational knowledge acquisition considerations. Huang et al. (2007) argues that 

Quality of Worklife positively affects employee turnover, by decreasing the intention- 

to-quit. Lee et al. (2013) study corroborates this finding and argues that improved 

Quality of Worklife can significantly reduce the intention-to-leave of employees. 

Lower turnover results suggest less cost and effort in recruitment and training.

Zhao, Sun, Cao, Li, Duan, Fan, and Liu (2013:781), argue that Job Embeddedness, 

which is "an overall construct capturing the combined psychological, personal and 

professional factors that keep people from leaving their job”, also had a significant 

positive relationship with higher levels of perceived Quality of Worklife, in that 

employees, who rated their individual perceptions of their own Quality of Worklife 

higher, showed increasing levels of Job Embeddedness which in turn proved to be 

positively associated with commitment to their organisations.

Quality of Worklife also showed a positive relationship with Perceived External 

Prestige. Ojedokun, Idemudia and Desouza (2015) argue that Perceived External 

Prestige is determined by how organisational outsiders, perceive your job and the 

organisation you work for. This perception is gained from general interactions
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between employees and the public on the subject of your organisation. The more 

organisational outsiders seem to revere the organisation, the more an employee will 

acquire feelings of prestige, due their association with the organisation (Ojedokun et 

al., 2015). Employees with revered jobs working in reputable organisations will 

therefore get a fair amount of associated prestige and will, often openly mention who 

they work for and what they do. Ojedokun et al. (2015) also argue that 

Organisational Commitment was also positively affected by Quality of Worklife.

Moreover, Igbaria et al. (1994) demonstrated that Quality of Worklife was positively 

related to Job involvement, however they argued that relative caution should be 

taken, in that in some instances, and at the very other end of the scale, very high 

levels of Job involvement was counterproductive to Quality of Worklife and produced 

significant systems of stress. It is implied therefore that a positive relationship does 

exist between Job involvement and Quality of Worklife; however, a ceiling point of 

the level of involvement may tip the employee to experience the counter effects of 

Quality of Worklife, which may result in job stress (Igbaria et al., 1994).

Darafsh (2012) measured a significant relationship between Quality of Worklife and 

Learning Organisations. Darafsh (2012) proposed that organisations whose 

employees experience better Quality of Worklife, are able to change and adapt more 

easily by embracing a learning culture through systems thinking (Senge, 1990) more 

effectively than those organisations that experience a poorer Quality of Worklife. 

Moreover, Fields and Thacker (1992) and Zin (2004) argue that the levels of Quality 

of Worklife and in particular, factors such as working conditions and growth and 

development within Quality of Worklife have a positive relationship with levels of 

organisational commitment.

Lastly, and very importantly, it is critical to note that the Quality of Worklife has far 

reaching effects on the workers life, in that impacts the wellbeing of an individual 

outside of the work domain. As previously mentioned, Quality of Worklife can impact 

an individual’s overall quality of life both positively and negatively (Sirgy et al., 2008). 

Hence, it is suggested that higher levels of Quality of Worklife have positive spill over 

effects onto the perceived quality of life of employees, the converse of this is also 

unfortunately true, that lower levels of Quality of Worklife will have negative spill over
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effects onto the perceived quality of life of employees (Sirgy et al., 2008). 

Management practitioners are therefore well advised to take cognisance of this 

within their individual organisational contexts should they want to improve the level of 

Quality of Work Life for all of their employees. Moreover, higher levels of the Quality 

of Worklife construct within organisations produces productive, dedicated and happy 

employees (Sirgy et al., 2001), so it would seem counter intuitive for organisations to 

ignore it. It would seem that Quality of Worklife should be an extremely important 

and prevalent management consideration in organisational all contexts, more so 

however where it is suspected that a deficit context is more likely to exist, such as 

the Contact Centre environment. To this end, this study is positioned to find a 

solution that will help organisations improve their employees Quality of Worklife and 

subsequently benefit from its direct positive consequences, even in contexts that 

would traditionally be described as environments with lower levels of Quality of 

Worklife such as the Contact Centre frontline environment.

As previously mentioned, acknowledging that Quality of Worklife is a construct of 

organisational importance is a critical management objective, particularly within the 

Contact Centre context. It is plausible to therefore argue that organisations must be 

aware of their employee’s levels of Quality of Worklife, and this is achieved by 

regularly measuring it. Only then can areas of concern be addressed in order to 

realise the benefits that higher levels of the construct produce. Moreover, it is also 

plausible to suggest that if managers acknowledge the importance of Quality of 

Worklife and are cognisant of what it can do for the organisation; then surely the 

question of how to improve the Quality of Worklife of employees becomes a primary 

management objective.

The next section of the chapter describes antecedents to Quality of Worklife as well 

as variables that moderate this relationship.
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2.5.2 Potential Antecedents of Quality of Worklife
G iven the  im portance  o f h ighe r leve ls  o f Q ua lity  o f W ork life  w ith in  o rgan isa tions  and 

its consequen tia l pos itive  benefits , an teceden ts  o f the  co ns truc t becom e o f both 

academ ic  and app lied  in terest. U sing S irgy  e t a l. ’s  (2001) theo re tica l fra m e w o rk  of 

the  an teceden ts  and consequences  o f Q ua lity  o f W ork life , S irgy  e t al. (2001:249) 

a rgue th a t the  an teced en ts  o f Q ua lity  o f W ork life  can be described  in fo u r m ain 

ca tegories, these  are: "w ork env ironm en t, jo b  requ irem ents, anc illa ry  p rog ram m es 

and supe rv iso ry  behav io u r” . Each o f these  is d iscussed  below .

2.5.2.1 Work Environment

W ork ing  cond itions  and the  w o rk  env ironm en t are d irec tly  assoc ia ted  w ith  Q ua lity  of 

W ork life  (S irgy e t al., 2001). S irgy  e t al. (2001) a rgue tha t these  e lem en ts  have  d irec t 

in fluence  on, and are the re fo re  an teced en t to, Q ua lity  o f W ork life . Independen t 

va riab les  w h ich  a ffec t the  w o rk  setting , such as contro l a t w ork, g rega rious  suppo rt 

as w ell as hav ing  su ffic ien t too ls  and resources to com p le te  the  job , im pact the 

pe rcep tions  o f the  w o rk  env ironm en t (A ronsson and B lom , 2015). S ince  the 

concep tion  o f the  Q ua lity  o f W ork life  construct, cons ide ra tions  perta in ing  to the 

health  and sa fe ty  o f em p loyees  w ere  cons ide red  an im portan t d im ens ion  o f Q ua lity  

o f W o rk life  (W alton, 1974). W a lton  a lso  a rgued  tha t perce ived  fa ir  rem unera tion  w as 

a lso  an im portan t e lem en t o f Q ua lity  o f W ork life  and a w o rk  se tting  va riab le  tha t 

im pacts  the em p loyee  v iew s on h is w o rk  env ironm ent.

O th e r cons ide ra tio ns  such as the  s truc tu re  o f the  w o rk  env ironm ent, perta in ing  to 

w hen  em p loyees are schedu led  to w o rk  has an im pact on th e ir w o rk  env ironm ent. 

N o tw iths tand ing  tha t sh ift w o rk  m ay in fluence  the qua lity  o f life dynam ic, due  to the 

em p loyee  w ork ing  tim e  s lo ts  w h ich  are tra d itio n a lly  en joyed  by o th e r m em bers  of 

soc ie ty  as o ff  tim es, sh ift w o rk  can a lso  im pact the  phys io log ica l w e llbe ing  o f an 

em p loyee  (C u lpepper, 2010). A  d iso rd e r know n as sh ift w o rk  d iso rd e r is a rgued  to 

a ffec t perfo rm ance, qua lity  o f life, as w ell as, genera l health  o f an em p loyee  

(C u lpepper, 2010). Th is  is pa rticu la rly  pe rtinen t to  th is  s tudy as m any fron tline  

em p loyees  w ork ing  in C on tac t C en tres  have to w o rk  va ria tions  o f sh ifts  and d iffe ren t 

sh ift patterns.
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2.5.2.2 Job Requirements

According to Mayfield (2013), job task or requirements have been included in many 

theoretical organisational outcome models, as antecedents to these outcomes. 

There is also mention within the literature that there is an association between job 

characteristics and employee need satisfaction (Mayfield, 2013).

Hackman and Lawler (1971) posit that there are five core job characteristics, namely; 

skill variety, autonomy, task identity, task significance and feedback; and that there is 

a positive association between these five job characteristic core elements and need 

satisfaction. This theory was further researched in Hackman and Oldham’s (1975) 

development of the job diagnostic survey. Hackman and Oldham (1975) proposed a 

theoretical model that illustrated the effects of the core job dimensions on particular 

organisational outcomes. Hackman and Oldham (1975) argued that these 

dimensions were in fact antecedent to certain critical psychological states of 

employees, and that there were several organisational consequences of these 

psychological states. Hackman and Oldham (1975) suggested that the dimension of 

skill variety, explained the condition where employees were able to use a multitude 

of skills, experience and knowledge within their job environments to complete the 

task of the job. Task identity referred to a dimension where employees were able to 

complete the task from beginning to end within the realm of the job (Hackman and 

Oldham, 1975). Task Significance is a dimension that speaks to the worth and 

relevance of the task (Hackman and Oldham, 1975). Task Significance relates to 

how the job affects or impacts the people and the environment around the employee 

(Hackman and Oldham, 1975). Hackman and Oldham (1975) explain that the 

dimension of Autonomy suggested that employees have freedom to make decisions 

that affect elements of how, when and where the work is carried out, these elements 

are not prescribed to the employee; he/she is free to choose how the task will be 

carried out. The last dimension of job characteristics according to Hackman and 

Oldham (1975) is that of Feedback, and illustrates a scenario of employee’s 

receiving gratification when enabled to witness the progress of their labour.

If there is significant fulfilment of the core dimensions of the job characteristics, this 

has a positive relationship with certain critical psychological states which include 

experiencing feelings of meaningfulness, increased feelings of responsibility and
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accountability for the job and a heightened sense of effects of the work and the 

results they produce (Hackman and Oldham, 1975). According to Hackman and 

Oldham (1975), the consequences of these psychological feelings include increased 

job satisfaction and higher levels of motivation.

2.5.2.3 Ancillary Programmes

Ancillary programmes are initiatives that are dedicated to improving Quality of 

Worklife, and act as antecedent to Quality of Worklife (Sirgy et al., 2001). 

Organisations can focus their improvements of Quality of Worklife through dedicated 

programmes designed to address specific dimensions of Quality of Worklife. These 

programmes can take on a variety of forms and aim to address more specific Quality 

of Worklife areas. For example, programmes that address working conditions such 

as work hours, or work from home policies (Sirgy et al., 2001). Quality of Worklife 

programmes that are developed in collaboration with the employees of the 

organisations hold significant value for the employee and the organisation, in that 

employees are able to meaningfully influence aspects of the Quality of Worklife 

programme. The Quality of Worklife programme becomes a channel for which 

workers are able to influence operational and working conditions decision making 

(Katz, Kochan, and Gobeille, 1983). Due to this inclusive nature of Quality of 

Worklife programmes, Katz et al. (1983) argue that such programmes can potentially 

play important labour relations functions, as they tend to help to build relationships 

with management.

Sirgy et al. (2008) posit that Quality of Worklife programmes that relate to the needs 

of the employees with respect to Working Conditions include: decentralised 

organizational structures which reduce role stressors, provides mechanisms to 

improve teamwork, provides parallel structures by enhancing resource allocation and 

availability, as well as ensuring an ethical corporate mission and culture. Quality of 

Worklife programmes related to the job itself include: participation in decision-making 

and job enrichment programmess (Sirgy et al., 2008). Leadership Quality of Worklife 

programmes, according to Sirgy et al. (2008), include: total quality management 

initiatives, regular performance feedback and role clarity, as well as ethical 

leadership training (Sirgy et al., 2008). On the organisational level, Quality of
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Worklife programmes include ensuring that there are sufficient promotional 

opportunities and incentive schemes (Sirgy et al., 2008).

2.5.2.4 Supervisor behaviour (leadership behaviour)
Intuitively, the type of leadership that someone is exposed to, in some way will affect 

the quality of life that they experience at work. However, albeit that there may be a 

relationship between leadership and Quality of Worklife (or put differently, that 

leadership behaviour is antecedent to and therefore affects an employee’s Quality of 

Worklife), there is little empirical evidence in the literature which has investigated the 

relationship between the two constructs. Sirgy et al. (2001) and

Nanjundeswaraswamy and Swamy (2015) do however state quite categorically that 

the type of leadership, or supervisor behaviour, an employee is exposed to, has a 

substantial impact on the Quality of Worklife of the employee, but his research does 

not expand in any detail on how the style of leadership affects the Quality of 

Worklife.

Notwithstanding Sirgy et al.’s (2001) contributions to the premise that leadership 

influences Quality of Worklife, there is also a substantial amount of research 

describing how particular leadership behaviours influence individual factors or 

dimensions of Quality of Worklife. These include employee job satisfaction, stress at 

work, general wellbeing, amongst others (Epitropaki and Martin, 2005; Podsakoff et 

al., 1982; Stander and Rothman, 2008), but there is very little evidence of research 

on leadership styles and Quality of Worklife. It is here where this thesis proposes to 

make a specific contribution to knowledge by empirically investigating a particular 

leadership style and its effects on Quality of Worklife. But first, it is important to 

acknowledge the work that has already been conducted between leadership and the 

separate dimensions of Quality of Worklife.

Podsakoff et al. (1982) study argues that the leadership behaviour has a direct 

influence on employee satisfaction. This focus of the research was particularly 

pertinent to the dimension of reward behaviour, in that it argues those leaders who 

display attributes that champion the positive reinforcement of employees by actively 

and openly rewarding good behaviours, increase satisfaction of employees 

(Podsakoff et al., 1982). Supervisory style and job satisfaction were also found to
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have a significant relationship with one another (Tease, 1983). Tease (1983) argued 

that supervisors, who seek to actively form bonds and continuously look to improve 

relationships with their employees, improve levels of satisfaction.

Seltzer and Numerof’s (1986) study produced results which confirmed that the 

supervisory style and relationships formed with subordinates are important 

considerations in reducing stress at work. Seltzer and Numerof (1986) found there to 

be a direct inverse relationship between considerate supervisors and organisational 

stressors.

Cohen, Change and Ledford (1997) argued that employees that are led in a self­

management leadership style show higher levels of employee satisfaction over those 

which experienced conventional employee/supervisor relationships. The dimension 

of self-management increases feelings of control at work as employees feel that they 

are able influence their work in a meaningful manner, and are empowered to make 

decisions appropriate to goal acquisition (Cohen et al., 1997).

Employees also use Implicit Leadership theory to judge a manager’s performance 

against their presupposed ideas and in contrast to what good leadership behaviours 

or traits ought to be (Epitropaki and Martin, 2005). Implicit Leadership theory 

suggests that an employee’s preconceived personal viewpoint is that a leader’s traits 

should include behaviours such as thoughtfulness, warmth, sensitivity, amongst 

many others. If those behaviours are demonstrated by a leader, this corroborates the 

employee’s presupposition that the leader is doing the right thing to satisfy his needs 

and this positively impacts the quality of leader-member exchanges of employees 

and directly influences staff satisfaction and well-being (Epitropaki and Martin, 2005).

So notwithstanding that there has been empirical evidence found to suggest 

leadership behaviour, or that, a particular style affects various dimensions of Quality 

of Worklife, there is very little evidence linking a particular leadership style to Quality 

of Worklife as a construct. The most contemporary research on the topic is the study 

of Nanjundeswaraswamy and Swamy (2015). They argue that Quality of Worklife is 

dependent on leadership style. Nanjundeswaraswamy and Swamy’s (2015) research 

illustrated a dependent relationship between transactional and transformational
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leadership styles and factors of Quality of Worklife. The results of 

Nanjundeswaraswamy and Swamy (2015) showed a highly correlated and significant 

relationship between transformational leadership and Quality of Worklife, more so 

than the relationship between transactional leadership and Quality of Worklife. The 

study illustrated that managers or supervisors that displayed behavioural traits 

conducive to those of transformational leaders, produced higher levels of Quality of 

Worklife.

Researchers have argued that in the Contact Centre context, relational leadership 

styles are highly appropriate leadership styles, as they too produce substantial 

positive employee and organisational outcomes in this often stressful and very busy 

environment (Bartram and Casimir, 2006; Connell and Hannif, 2008; Grant, 2012; 

Ruggieri and Abbate, 2013). It is argued that a relational style of leadership that 

focuses on caring, influence, relationships, as well as the needs and wellness of the 

individuals that they are leading is appropriate for the Contact Centre context. 

Servant Leadership is one such theory, and while the selection of Servant 

Leadership will be argued in the next chapter, it is proposed that Servant Leadership 

theory is a relational, and values caring for people theory which is, due to the context 

and nature of the work, appropriate for the frontline Contact Centre context. This 

thesis proposes to add to the work of Sirgy et al. (2001), in supporting his posit that 

leadership is antecedent to Quality of Worklife. However, it intends to contribute to 

the literature with evidence that there is a link between Servant Leadership and 

Quality of Worklife, or put differently, that there is a positive relationship between the 

two constructs and that Servant Leadership is antecedent to Quality of Worklife in 

the frontline Contact Centre context.

As with Nanjundeswaraswamy and Swamy’s (2015) study, where a link between 

leadership style and Quality of Worklife was found, this research aims to add to the 

literature that Servant Leadership is particularly relevant in contexts with deficit levels 

of Quality of Worklife such as the customer service, or Contact Centre frontline 

environment. Nanjundeswaraswamy and Swamy’s (2015) study is particularly 

important to this research work as it supports the basis of the primary hypothesis of 

this thesis, which is that Servant Leadership has a significant positive relationship 

with and is antecedent to Quality of Worklife in the Contact Centre frontline
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environment. This translates to an understanding that if supervisors are to behave in 

a manner to which is perceived as being akin to Servant Leadership, or put 

differently, be perceived by their staff as being a servant leader, employees will 

perceive a higher levels of Quality of Worklife.

Moreover and as previously stated, leadership also plays a significant role in the 

enhancement of trust of employees (Bass, 2002). Lee (2016) argues that through the 

development of social relationships a trust bond develops. The Servant leader is a 

leader who is typified as one which builds relationships with their subordinates 

(Greenleaf, 1977). Cook and Wall (1980) posit that trust in the leader is important in 

ensuring the well-being and Quality of Worklife of employees. Thus, it is reasonable 

to suppose that Servant Leadership will produce a better Quality of Worklife, and that 

this relationship could be possibly mediated by Trust.

2.5.3 Potential Moderators of Quality of Worklife
If the strength of a relationship between two variables, for example between the 

variables of an antecedent of Quality of Worklife and Quality of Worklife itself, is 

altered by including an additional variable, this additional variable is named a 

moderating variable (Baron and Kenny, 1986). The moderating variable can either 

increase or decrease the strength of the relationship and therefore the interaction 

effect between an antecedent of Quality of Worklife and the Quality of Worklife 

construct itself. Several moderators of Quality of Worklife are mentioned within the 

literature and are discussed below.

2.5.3.1 Gender
Ganesh and Ganesh (2014) conducted a study of over 300 frontline employees in 

the banking customer service sector to determine if gender played any significant 

role in the respondent’s Quality of Worklife scores. It was found that gender did have 

a significant role in the perceived Quality of Worklife of these employees (Ganesh 

and Ganesh, 2014). The results of the study confirmed that females in frontline 

customer service positions, generally perceived to experience a significantly better 

Quality of Worklife to that of the male counterparts.
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Ganesh and Ganesh (2014) posit that due to the females being more relationship 

orientated, or putting more value on the importance of relationship building between 

themselves and supervisors, these relationships turn into good experiences within 

the work environments and therefore affect Quality of Worklife more positively. Many 

Contact Centre environments, including the research sites of this thesis, have 

generally more female employees than males, making this moderator a particularly 

important variable for consideration.

2.5.3.2 Age
Age was found to moderate the affect between work load and Quality of Worklife in a 

study of approximately 600 employees from various business sectors (Lai, Chang, 

and Hsu, 2012). It was found as workload increases, employees get busier and more 

stressed, not unlike as, in the context of this study, ages of employees explained 

different levels of Quality of Worklife (Lai et al., 2012). Lai et al. (2012) argue that the 

generations of baby boomers, those employees born between years 1946-1964, and 

the Generation Y’s, employees born between years 1975-1994, had lower 

perceptions of their Quality of Worklife in busy contexts. This was in contrast to the 

Generation X employees, those born between the years of 1965 and 1974, who 

generally experienced higher levels Quality of Worklife in the same busy contexts 

(Lai et al., 2012). The Contact Centre frontline job, is generally perceived as an entry 

level position into many organisations, and therefore will have a younger workforce 

biographic, so it is pre-assumed that lower levels of Quality of Worklife will be 

reported in this thesis.

2.5.3.3 Emotional Intelligence
Goleman (1998) proposes that people who are self-aware, motivated, possess a 

high level of social skill, are able to regulate the way they react to situations, and are 

empathetic towards other people, in general have higher emotional intelligence than 

others. Goleman (1998) contends that emotionally intelligent people are those 

individuals that have the ability to not only control their own behaviour, but also 

match it with what would be deemed as appropriate for any given situation.

Kumar and Iyer (2012) argue that there are positive relationships between emotional 

intelligence and Quality of Worklife. Kumar and Iyer (2012) posit that individuals with
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higher levels of emotional intelligence seem to correlate positively with higher Quality 

of Worklife perceptions. An employee’s levels of emotional intelligence therefore will 

influence his perceived Quality of Worklife.

2.5.3.4 Personality
Both Martins (2000) and Van der Berg and Martins (2013) found significant positive 

relationships with Quality of Worklife and the Big Five personality traits. According to 

Van der Berg and Martins (2013), conscientiousness, agreeableness, emotional 

stability, resourcefulness and extraversion are five dimensions that have in the past, 

been extensively researched with respect to dimensions associated with Quality of 

Worklife. While acknowledged as a relatively moderate relationship, the 

agreeableness dimension showed a significant relationship with Quality of Worklife 

(Van der Berg and Martins, 2013). Kaushik and Tonk (2008) however, found that the 

extroversion, agreeableness and conscientiousness dimensions of personality had 

positive and significant relationships with Quality of Worklife. The implications of 

these research findings suggest that dimensions of personality can influence and 

moderate perceptions of their Quality of Worklife (Van der Berg and Martins, 2013).

2.5.4 Quality of Worklife as a Potential Mediator
According to Baron and Kenny (1986), mediating variables are those variables that 

change the causal relationship between the predicting variable and its consequence. 

The mediating variable controls the dynamics of the causal effect and it is therefore 

possible for it to either increase or reduce the casual effect between the predicting 

variable and its associated consequence. The mediating variable therefore acts to 

describe the effects of the relationship between two variables (Baron and Kenny, 

1986).

In a previous section of this chapter, it was argued that there are several potential 

consequences of Quality of Worklife, each of which were argued to, independently, 

have causal reactions to variations of the Quality of Worklife variable. Albeit that 

there is relatively sparse literary evidence, the mediators below show some evidence 

to suggest that Quality of Worklife can also act as mediator in the relationship with 

certain consequential variables.
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2.5.4.1 Emotional Labour and Work Family interference
Contact Centre frontline jobs are service related positions, and these types of 

positions require a significant amount of emotional labour (Ashforth and Humphrey, 

1993) due to their constant interactions with customers. Contact Centre service 

agents are expected to connect on an emotional level with customers to produce a 

state of customer satisfaction. Ashforth and Humphrey (1993) posit that this 

expectation of certain expected behaviours within the role of a service employee is 

what is described as emotional labour. Employees in emotional labour contexts 

engage with customers through either a process of surface acting or deep acting 

(Cheung and Tang, 2009). Surface acting occurs when there is little congruence 

between emotions displayed or actually felt, while deep acting manifests when the 

employees use their cognitive abilities to change their emotional status so that they 

truly feel the emotions that they are portraying when dealing with customers. Contact 

Centre service agents are also asked to show emotional intelligence when dealing 

with customer interactions in order to control their own emotions during interactions 

with customers. The foremost role of Contact Centre service agents is that they are 

expected to provide good service through customer interactions over a broad 

spectrum of interaction channels. All of these interactions are expected to be 

conducted with the conveyance of either acted or genuine emotions within the norms 

of what is expected in a service role environment (Ashforth and Humphrey, 1993).

In a study conducted to explain the antecedent properties of family-to-work 

interference to emotional labour, Cheung and Tang (2009) proposed that Quality of 

Worklife acted as a mediator between the two constructs. Work family interference, 

according to Cheung and Tang (2009:247) results in work “conditions interfering the 

family domain, or vice versa”. This is very relevant in the Contact Centre context, 

due to the prevalence of shift work and other related factors that affect the work- 

home domain balance, and therefore a pertinent finding for this study to take 

cognisance of.

2.5.4.2 Organizational Justice and Job Satisfaction
Quality of Worklife was found to play a mediating role in the relationship between 

Organizational Justice and Job Satisfaction (Totawar and Nambudiri, 2014). Totawar
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and Nambudiri, (2014) note the existence of Quality of Worklife programmes being 

designed and formulated by organisations for specific purposes, which include, 

amongst others, wanting to increase job satisfaction. Consequently, such 

programmes could be susceptible to manipulation by the organisation, and Quality of 

Worklife could theoretically be managed by the organisation, and therefore act as a 

controllable mediating variable (Totawar and Nambudiri, 2014). Quality of Worklife 

thereby intensifies, or mediates, the relationship between Organisational Justice and 

Job Satisfaction (Totawar and Nambudiri, 2014).

2.5.4.3 Career development and Well-being
Zulkarnain (2013) found that Quality of Worklife mediated the relationship between 

career development and psychological well-being. Needs satisfaction derived from 

the personal betterment of career development brought about psychological 

wellbeing. Quality of Worklife dimensions such as working conditions, stress and 

growth and development are all reported to mediate the relationship between career 

development and psychological well-being (Zulkarnain, 2013).

2.5.5 Summary
As explained above, the proposed system-model supposes that variables which 

affect Quality of Worklife in antecedent role behaviour within a deficit Quality of 

Worklife context are work setting, work characteristics, ancillary programmes and 

leadership behaviour. It is also argues that gender, age, emotional intelligence and 

personality moderate Quality of Worklife. Quality of Worklife is said to mediate the 

relationship between family-to-work interference to emotional labour, organisational 

justice and job satisfaction as well as career development and psychological well­

being.

Several organisational consequences of Quality of Worklife include organizational 

commitment, perceived external prestige, job embeddedness, job involvement, 

increased performance, higher profit for organisations, reduction of intention to 

leave, improved learning organisations and organisational trust. The next section of 

the chapter investigates different models of Quality of Worklife that have been 

proposed by influential scholars over the last few decades.
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2.6 Quality of Worklife Measurement Instruments

This section addresses the topic of Quality of Worklife measurement with reference 

to how Quality of Worklife has been researched before; and the level at which it has 

been applied in organisations. There are several different Quality of Worklife 

conceptual models and other Quality of Worklife models, which have also been 

tested empirically within the literature. The author therefore had to make a choice of 

the Quality of Worklife model and instrument best suited for this study. The primary 

principle of this choice was based on the strength of the instrument as well as its 

theoretical appropriateness to the context of the study. This choice was therefore 

largely informed by the quality of the instrument. It is argued that the use of Van 

Laar, Edwards and Easton’s Work Related QWL (WRQoL) instrument (2007) is 

valid, relevant and well suited for this study.

From a review of the literature, a few prominent instruments emerged, which are 

often used by researchers to measure Quality of Worklife empirically. These include: 

Warr, Cook and Wall’s (1979) eight factor measure, Baba and Jamal’s (1991) seven 

dimension scale, Sirgy et al.’s (2001) seven dimensional instrument, Brooks and 

Anderson (2005) four dimension instrument, Martel and Dupuis’s (2006) Quality of 

Working Life Systematic Inventory (QWLSI) instrument and Van Laar, Edwards and 

Easton’s Work Related QWL (WRQoL) Model (2007).

Below is a brief description of the contexts in which each of these measures were 

conceived, together with a brief summary and argument for the more contextually 

appropriate measure of Van Laar et al.’s (2007) Work Related QWL (WRQoL) 

instrument.

2.6.1 Warr, Cook and Wall (1979)
Warr et al.’s (1979) model was developed from the study of both blue collar workers 

in two studies. The total sample study for both studies included 590 respondents. 

Using correlation analysis Warr et al. (1979:129) developed an instrument that 

consisted of intrinsic job motivation, higher order need strength, perceived intrinsic 

job characteristics, job satisfaction, life satisfaction, happiness, and self-rated 

anxiety. No scale reliability analysis was evident and no factor analysis was 

conducted to assess the validity.
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2.6.2 Baba and Jamal’s (1991)
Baba and Jamal’s (1991) studies of Quality of Worklife are positioned in a context 

within relation to the routinization of work. From a review of the literature, a 

questionnaire was administered to 1120 respondents (Baba and Jamal, 1991). The 

dimensions of Quality of Worklife included job involvement, work role ambiguity, 

work role overload, work load conflict, work stress and turnover intention and 

organisational commitment. Reliability coefficients of between 0.6 and 0.8 for the sub 

dimensions were deemed sufficient by the authors. Discriminant analysis illustrated 

that inter-correlations among the dimensions proved sufficiently weak enough to 

argue for construct validity; however no factor analysis was conducted.

2.6.3 Sirgy e t al. (2001)
Sirgy et al. (2001) developed an instrument to measure Quality of Worklife in a study 

with a sample of 563 respondents. A large majority of these respondents (i.e. 87%), 

were university staff members from two different universities and the balance of the 

respondents were accountants from various accounting firms.

The questionnaire, consisting of 16 items using a seven point Likert scale, is derived 

from the basis that QWL has its roots in need satisfaction and spill over theory (Sirgy 

et al., 2001) and the questionnaire was designed accordingly. Confirmatory factor 

analysis confirmed seven factors, which included i) health and safety needs, ii) 

economic and family needs , iii) social needs , iv) esteem needs, v) actualization 

needs, vi) knowledge and vii) aesthetic needs. According to the authors, the 

Confirmatory model produced an acceptable fit (x2,97 = 366.2, p = 0.0; GFI = 0.92; 

AGFI = 0.88; CFI = 0.89; NFI = 0.86; RMSEA = 0.07) with a reliability coefficient of 

0.78, however by contemporary standards, the model fit does not meet more modern 

thresholds.

2.6.4 Brooks and Anderson (2005)
The Brooks and Anderson (2005) instrument was developed within the frontline 

nursing context, however the authors argue that their Quality of Worklife measure is 

applicable to all industries, management levels and organisational settings. They do
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however argue the occupation specific items that have been delineated to address 

the occupation in questions hold great advantages, and so the health and nursing 

vernacular, gained from experts in the nursing field, is prevalent in the items of 

instrument. Besides deriving items from other empirical works which measured 

related empirical constructs such as job satisfaction, job stress, organisational 

commitment, along with a few others, no evidence of any empirical tests were 

mentioned in the paper on the instrument construction.

2.6.5 Martel and Dupuis’s (2006)

Based on a rigorous review of the literature, Martel and Dupuis’s (2006) developed a 

Quality of Worklife measurement instrument, which they termed the Quality of 

Working Life Systemic Inventory (QWLSI). Martel and Dupuis’s (2006) QWLSI 

differentiates itself from previous models, in that the questionnaire is based on an 

understanding of Quality of Worklife that has its roots in Quality of Life (QOL) theory. 

Martel and Dupuis’s (2006) instrument consists of the 33 items in a 7-point Likert 

scale view which ranges from Essential to Useless. The respondent is also asked to 

rate whether the Quality of Worklife perception is getting better or worse.

While it is acknowledged that the instrument is the result of a very rigorous review 

and robust critique of theoretical models available at the time (Martel and Dupuis’s, 

2006), the questionnaire was not accompanied by, or as a result of, rigorous 

psychometric testing, therefore the reliability and construct validity did not form part 

of the original construction.

2.6.6 The Van Laar, Edwards and Easton (2007)
The Van Laar et al. (2007) WRQoL model first originated from a study of healthcare 

workers in England. The purpose was to present to literature a valid and reliable 

instrument that would measure Quality of Worklife in the health sector.

The study sample included a large pool of 953 respondents, of which a significant 

percentage were females (86%) (Van Laar et al., 2007). Most employees were 

between the ages of 18 and 44 (52%) and were relatively new in the organisation 

with between one and five years’ experience between them (Van Laar et al., 2007). 

The original instrument consisted of a 61 item instrument (Van Laar et al., 2007).
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The instrument produced good internal scale reliability with a Cronbach’s alpha of 

0.96 (Van Laar et al., 2007). Exploratory factor analysis reduced the original 61 item 

questionnaire to a 24 item, with a scale reliability of 0.91 (Van Laar et al., 2007). 

During the confirmatory factor analysis of the Van Laar et al. WRQoL (2007) model, 

items were removed due to poor fit and relatively low factor loadings. Through factor 

analysis, the Van Laar et al. (2007) study produced a 23 item, six factor model. The 

six factors included Job and Career Satisfaction (JCS), General Well-Being (GWB), 

Stress at Work (SAW), Control at Work (CAW) and Working Conditions (WCS). 

Reliability of the instrument proved to be excellent with an overall Cronbach’s Alpha 

score of 0.91. The instrument also produced very acceptable Confirmatory Factor 

analysis indices, (CFI = 0.94, GFI = 0.93, NFI = 0.92 and RMSEA = 0.05), indicating 

a good model fit and suggesting it to be a reliable and valid instrument.

The WRQoL instrument was subsequently re-tested in a different context. Edwards, 

Van Laar, Easton and Kinman (2009) validated the instrument, this time using Higher 

Education employees where a significant sample, n = 5900 proved the instrument to 

be valid and reliable in this context too. The instrument was also used by a study by 

Easton, Van Laar and Marlow-Vardy (2013) of a Quality of Worklife study of police 

officers. Five hundred and thirty three respondents confirmed the validity and 

reliability of the six factor WRQoL model. In this study (Easton et al., 2013) 

benchmark scores per factor, based on previous research, were introduced.

The instrument is displayed in the table below:

Table 2.1: Van Laar, Edwards and Easton’s Work Related QWL (WRQoL)
Instrument (2007)

item Job C areer Satisfaction
1 I have a clear set of goals and aims to enable me to do my job
3 I have the opportunity to use my abilities at work
8 When I have done a good job it is acknowledged by my line manager

11 I am encouraged to develop new skills
18 I am satisfied with the career opportunities available for me here
20 I am satisfied with the training I receive in order to perform my present job

Control at W ork
2 I feel able to voice opinions and influence changes in my area of work

12 I am involved in decisions that affect me in my own area of work
23 I am involved in decisions that affect members of the public in my area of work
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G eneral W ell Being
4 I feel well at the moment
9 Recently, I have been feeling unhappy and depressed

10 I am satisfied with my life
15 In most ways my life is close to ideal
17 Generally things work out well for me
21 Recently, I have been feeling reasonably happy all things considered

H ow  W ork Interface

5
My employer provides adequate facilities and flexibility for me to fit work in 
around my family life

6 My current working hours / patterns suit my personal circumstances
14 My line manager actively promotes flexible working hours / patterns

Stress at W ork
7 I often feel under pressure at work

19 I often feel excessive levels of stress at work
W orking Conditions

13 My employer provides me with what I need to do my job effectively
16 I work in a safe environment
22 The working conditions are satisfactory

Source: (Van Laar et al., 2007).

In recent studies, the instrument has also proved to be valid and reliable in a mix of 

organisations, countries and contexts. Dunyan, Aytac, Akildiz, Van Laar’s (2013) 

study of 288 employees from different organisations and jobs in Turkey, proved that 

the instrument could be used in a cross cultural context. Chen, Haniff, Siau, Seet, 

Loh, Jamil, Sa’at and Baharum’s (2014) study of 229 academics measured QWL and 

burnout in academic institutions in Malaysia.

So given the robustness of the instrument design, both from a theoretical and 

methodological point of view, as well as reasons for it being deemed a valid and 

reliable Quality of Worklife measurement instrument that has been used in a variety 

of cultures and contexts, it is argued that this instrument is an appropriate measure 

of Quality of Worklife. Moreover, what makes it particularly context appropriate is 

that both Stress at Work and Control at Work are included in the instrument as 

measurement factors. The differentiation of model dimensions and their 

appropriateness will be further elaborated on in the next section of this chapter. It is 

however, important to re-state that the Control at Work and Stress at Work
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dimensions are extremely contextually relevant, in that the Contact Centre 

environment is a particularly stressful and controlled place of work. Frontline 

employees within the Contact Centre are often seen as the "face” of the organisation 

and are therefore expected to communicate and handle with proficiency, all 

customer queries (White and Roos, 2005) and meet service expectations in a calm 

and collected manner (Grandey et al., 2004). Added to this stress, is that part of the 

query resolution falls out of the immediate control of the agent and these stress 

factors and other elements within the department lead to a negative impact on the 

Quality of Worklife (Danna and Griffin, 1999; Wright and Bonett, 2007) of these 

employees. It is therefore, both the robustness of the instrument design and the 

factor structure that make this particular instrument appropriate for this research 

thesis.

What follows is a discussion on the theoretical structure of Quality of Worklife models 

that are frequently referenced in the literature, with particular reference to how these 

models are presented by each of the authors through analyses of their dimension 

structure.
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2.7 Quality of Worklife theoretical models and their associated 
dimensions

A  rev iew  o f lite ra tu re  resu lted  in an em ergence  o f a fe w  p rom inen t Q ua lity  o f W ork life  

m odels. Th is  section  d iscusses  the  theore tica l s truc tu re  o f these  Q ua lity  o f W ork life  

m odels, w ith  p a rticu la r re fe rence  to how  these  m ode ls  are p resen ted  by each o f the 

au thors  th rough  ana lyses o f th e ir  d im ens ion  structu re , and the  consequen tia l them es 

tha t em erge . It is fu rth e r argued fo r  the  re levance  o f Van Laa r e t al., (2007) m odel as 

a re levan t and app rop ria te  m odel fo r  the  con tex t o f th is  research.

2.7.1 Quality of Worklife Models and Associated Dimensions
W h a t fo llow s  is a d iscuss ion  o f Q ua lity  o f W ork life  m ode ls  from  the  1970’s to m ore 
con tem pora ry  ones.

2.7.1.1 Quality of Worklife Models of the 70’s
A  rev iew  o f the  lite ra tu re  revea led  tha t tw o  p redom ina n t Q ua lity  o f W ork life  m ode ls  of 

the  1970 ’s inc lude  the w o rks  o f W a lton  (1974) and W a rr e t al. (1979). W a lton  (1974) 

p roposed a concep tua l m odel o f Q ua lity  o f W ork life  w h ich  w as  focused  p rim arily  at 

the  em p loyee  level, and w h ich  w as  p redom inan tly  des igned  to  study em p loyee  need 

sa tis faction . W a lto n ’s (1974) concep tua l m odel o f Q ua lity  o f W ork life  w as  p rim arily  

a im ed a t the  em p loyee  level, and focused  on the  a tta inm en t o f need sa tis fac tion  in 

w ha t can be gene ra lly  described  as norm al, typ ica lly  blue co lla r and w h ite  collar, 

routine, fa ir ly  m ono tonous  type  jobs. W a lton  (1974) argued tha t the re  w ere  e igh t 

fac to rs  tha t constitu ted  a Q ua lity  o f W ork life  m odel, these  fac to rs  included: i) 

A de q ua te  a n d  F a ir  C om pensa tion : w h ich  a rgued  tha t the  em p loyee  w ou ld  not be 

sa tis fied  if they fe lt tha t they  w ere  being underpa id , o r tha t som eone, do ing s im ila r 

w o rk  e lsew here  w as ge tting  m ore  pay than  them . The log ic  o f th is  po in ts to the 

assertion  th a t em p loyees do not genera lly  have  to fee l tha t they  rece ive  the  h ighest 

pay, but shou ld  not fee l th a t they  are no t be ing exp lo ited  e ith e r (W alton, 1974). ii) 

Safe and  H e a lth y  E nv ironm en t: E m p loyees w hom  fee l endangered  by the  w o rk  they  

do, o r fee l th a t they  are putting  them se lves  in ha rm ’s w a y  every tim e  they  com e to 

w ork, w ill fee l d issa tis fied  (W alton, 1974). W a lton , (1974) a rgues tha t it is not on ly 

the m ost bas ic  need o f sa fe ty  tha t th is  fa c to r is re fe rring  to but a lso  o th e r so fte r 

re la ted issues such as e rgonom ics  o r no ise po llu tion  are re la ted to  Q ua lity  o f 

W ork life . iii) D e ve lop m e n t o f  H um an  C apab ilities : During the  tim e  o f w riting  th is
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concep tua l m odel on Q ua lity  o f W ork life , it w as c lea r to  W a lton  (1974) th a t m any 

jo b s  w ere  ve ry  s truc tu red  in nature, and the re  w as little  room  fo r  em p loyees to  use 

th e ir sk ills  in to ta lity , w h ich  proved to  con tribu te  to  a m ono tonous  w ork ing  

env ironm ent. So W a lton  (1974) suggested  tha t em p loyees  w ho  possess a la rge r se t 

o f sk ills  than  the  jo b  requ ires, be g iven the freedom  to  use these  sk ills  to  g row  in 

th e ir jobs. iv) S oc ia l In tegra tion : W a lton  (1974) sugges ts  tha t em p loyees  w hom  fee l a 

connec te dness  w ith  the peop le  o f the  o rgan isa tion  and fee l th a t they  fit in to the 

socia l m ix  w ill expe rience  be tte r Q ua lity  o f W ork life . v) C onstitu tiona lism : E m p loyees 

m ust fee l tha t th e ir  ind iv idua l righ ts  are p ro tected  in o rd e r to perce ive  h ighe r leve ls  of 

Q ua lity  o f W ork life  (W alton, 1974). vi) Tota l L ife  Space: T here  m ust be su ffic ien t 

space  w ith in  an em p loyee ’s life in o rd e r to  experience  qua lity  tim e  fo r  all the  

d im ens ions o f life, in particu lar, the  fam ily , sport, sp iritua l dom a ins  (W alton, 1974). 

v ii) S oc ia l R e le va n ce : To experience  Q W L, em p loyee ’s need to fee l tha t they  w ork  

fo r  an o rgan isa tion  th a t adds va lue  to the w orld  (W alton, 1974). O rgan isa tions  tha t 

tend  to p ractice  une th ica l behaviour, o r invo lve  them se lves  in p ractices th a t are 

deem ed by soc ie ty  to be soc ia lly  irrespons ib le  w ill no t p roduce  high leve ls  o f Q ua lity  

o f W ork life  w ith in  em p loyees  (W alton, 1974).

W a rr e t a l. ’s  (1979) s tudy  concen tra ted  on the d is tinc tion  be tw een w o rk  and the jo b  

itself. A cco rd ing  to  W a rr e t al. (1979:129), w o rk  covered  "jobs in gene ra l” , w he reas  

jo b s  w ere  de fined  as the sp e c ific  tasks  em p loyees  d id  w ith in  th e ir w ork. W arr, C ook 

and W a ll’s (1979) m odel is m ade up o f e igh t fac to rs  i) W ork invo lvem en t: W a rr e t al. 

(1979) a rgue  the  level to w h ich  em p loyees  a re  invo lved  w ith  all a spects  o f th e ir jobs, 

is c lose ly  re la ted to Q ua lity  o f W ork life  levels. ii) In tr ins ic  jo b  m o tiva tion : E m ployees 

tha t yearn  to do w e ll in th e ir  jo b s  and are sa tis fied  by do ing well, have h ighe r Q ua lity  

o f W o rk life  (W arr e t al., 1979). iii) H ig h e r o rd e r need  s treng th : Q ua lity  o f W ork life  is 

pos itive ly  a ffec ted  by the oppo rtun ity  o f an em p loyee  to be the  best he can be, and 

to be ab le to use his in te llec t and ta len ts  to the best o f his ab ilities  to ach ieve  m ore 

than  the jo b  requ ires (W a rr e t al., 1979). iv) P erce ived  in tr in s ic  jo b  charac te ris tics : 

The  level o f Q ua lity  o f W ork life  experienced  increases if em p loyees are sa tis fied  w ith 

aspects  th a t are endem ic  to the  job , w h ich  inc lude  rew ards and recogn ition , 

p rom otiona l poss ib ilities , and so fo rth  (W a rr e t al., 1979). v) Job  sa tis fac tion : Job 

S a tis fac tion  is a w o rk  a ttitude  th a t ba lances how  sa tis fied  o r d issa tis fied  em p loyees 

are w ith  th e ir jo b s  (Loscocco  and R oshelle , 1991), how eve r W a rr e t al. (1979:133)
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argue tha t it’s both the  "ex trins ic  and in trins ic ” tha t in form  how  sa tis fied  em p loyees 

are w ith in  th e ir jo b s  and th is  in fluences Q W L. vi) L ife  sa tis fac tion : A n  em p loyee ’s life 

sa tis fac tion  is a com b ina tion  o f the  am oun ts  o f sa tis fac tion  an em p loyee  perce ives in 

the d iffe ren t dom a ins  o f life. H igher leve ls  o f cross  dom a ins  re la tes to  h ighe r leve ls of 

Q ua lity  o f W ork life  (W arr e t al., 1979). vii) H app iness : E m p loyee ’s tha t are happy 

ind ica te  h ig h e r Q ua lity  o f W ork life  (W arr e t al., 1979). v iii) S e lf-ra ted  anx ie ty : 

A nx iousne ss  and cons tan t w o rries  nega tive ly  a ffec t an em p loyee ’s Q ua lity  o f 

W ork life .

2.7.1.2 Quality of Worklife Models of the 80’s
The 1980 Q ua lity  o f W ork life  m ode ls  p redom ina n t w ith in  the lite ra tu re  inc lude  the 

w o rks  o f M irv is and Law le r (1984), N ad le r and Law le r’s (1983) and E ffra ty  and S irgy  

(1988). T he  m ode ls  in the e igh ties  d iffe red  from  those  o f the  seven ties  in tha t the 

n um be r o f d im ens ions  pe r m odel w as s ign ifican tly  condensed. The m ode ls  m oved 

from  the w ide  based d im ens ion  s truc tu re  o f the  seventies, to a Q ua lity  o f W ork life  

s truc tu re  w h ich  cons is ted  o f fo u r m a jo r them es, these  be ing safety, equality, 

oppo rtun ity  and o rgan isa tiona l identity.

M irv is  and Law le r (1984) argued from  a fa ir ly  s im p le  and p ragm a tic  theore tica l 

p rem ise, in tha t they  p ropose  th a t Q ua lity  o f W ork life  can be described  by need 

sa tis fac tion  o f rem unera tion  com b ined  w ith  needs sa tis fac tion  in bas ic  w o rk  

cond itions. M irv is and Law le r (1984) suggested  fo u r key factors:

i) E qu itab le  rem unera tion : M irv is and Law le r (1984) argued th a t em p loyees  w ho 

expe rience  a sense  o f equ iva lence  in both the con ten t o f the  jo b  (i.e. w h a t is 

requ ired, in re la tion  to th e ir leve ls  o f rem unera tion  tha t the  jo b  de live rs); and added 

tha t these  leve ls o f rem unera tion  are th o u g h t to  be fa irly  s im ila r to  o the r em p loyee ’s 

do ing com parab le  w ork. It is these  em p loyees  w ho  are hypo thes ized  to have 

po ten tia lly  h ighe r leve ls  o f Q ua lity  o f W ork life .

ii) S afe  w ork ing  env ironm ent: M irv is and Law le r (1984) sugges t th a t a sa fe  w ork ing  

e nv ironm en t to be a ve ry  bas ic  need tha t m ust be sa tis fied  because  w ith o u t it, 

Q ua lity  o f W ork life  is unlike ly.

iii) E q u a l E m p lo ym e n t O pportun ities : M irv is and Law le r (1984) pos it tha t if 

em p loyees  assoc ia te  the o rgan isa tion  w ith  one in w h ich  all are g iven equal 

opportun ities , and is one w h ich  is devo id  o f all favou ritism . E m p loyees o f all races o r
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any ge n d e r are trea ted  equa lly  and those  w hom  are deem ed to be m ost qua lified  

and perform  the best are recogn ised  accord ing ly .

iv) C a re e r a d va n cem en t opportun ities : O ppo rtun itie s  deve lop  from  in trins ic  em p loyee  

behaviour, in tha t em p loyees  w ho  have an ideo log ica l w orld  v iew po in t, tha t is 

derived  from , o r has its roots in hope; and w here  hope  is ingra ined  into th e ir w o rk  

psyche, as they  v isua lise  persona l be tte rm en t th rough  hard w ork, have  the 

p ropens ity  to  en joy  be tte r Q ua lity  o f W ork life  (M irv is  and Law ler, 1984).

Not d iss im ila r to  the M irv is  and Law le r (1984) m odel, N ad le r and Law ler’s (1983) 

concep tua l m odel o f Q ua lity  o f W o rk life  suggested  s im ila rly  p ragm a tic  d im ens ions  of 

Q ua lity  o f W ork life . N ad le r and Law le r (1983) concep tua l m odel o f Q ua lity  o f W o rk  

life  suggested  fo u r fa ir ly  p ragm a tic  fac to rs  o f Q ua lity  o f W o rk  w hich included, sa fe  

w o rk  env ironm en t, equ itab le  e m p loym en t opportun ities , equa l w ages  and 

oppo rtun ities  fo r  advance m e n t

E ffra ty  and S irgy  (1988) a rgued  tha t Q ua lity  o f W ork life  could be unders tood  th rough  

an exam ina tion  o f sa tis fy ing  em p loyee ’s h ie ra rch ica l needs and a ligned th e ir 

d im ens ions  a long th is  prem ise. E ffra ty  and S irgy  (1988) a rgued  th a t Q ua lity  o f W o rk  

could be unders tood  th rough  an exam ina tion  o f sa tis fy ing  em p loyees  h ie ra rch ica l 

needs, and suggested  tha t the  fo llow ing  fac to rs  are re levan t em p loyees perce ived  

Q ua lity  o f W ork: i) O rgan isa tiona l Iden tifica tion : E ffra ty  and S irgy  (1988) pos it tha t 

the re  is a pos itive  re la tionsh ip  be tw een  Q ua lity  o f W o rk  and em p loyees  em otiona l 

fee lings. Positive  fee lings  and pos itiv ity  assoc ia ted  w ith  the o rgan isa tion , increases 

Q ua lity  o f W o rk  (E ffra ty  and S irgy, 1988). E ffra ty  and S irgy  (1988) a rgue  tha t if 

em p loyees  perce ive  a persona l connec te dness  w ith  the  o rgan isa tion , o r tha t the re  is 

cong ruency in the em p loyees ’ as w e ll the  o rgan isa tio n ’s fu tu re  asp ira tions, in re la tion 

to v is ion  and m iss ion, th is  w ill increase  th e ir  leve ls o f Q ua lity  o f W ork. ii) Job  

S atis faction : E ffra ty  and S irgy  (1988) sugges t tha t the  m easure  o f jo b  sa tis fac tion  is 

the  d iffe rence  be tw een the ability, o r capacity , o f the  o rgan isa tion  to  m ee t the 

ind iv idua l needs o f the em ployee. The  less the d iffe rence  be tw een  these  tw o 

d im ensions, the  g re a te r the  pe rce ived  em p loyee  Q ua lity  o f W ork. iii) E ffo rt and  

P erfo rm ance  E ffec tiveness: If an em p loyee  show s pride and e ffo rt into h is job , and 

th is  e ffo rt is rew arded though  appra isa l and pos itive  pe rfo rm ance  assessm ents, th is 

is pos itive ly  assoc ia ted  w ith  Q ua lity  o f W o rk  (E ffra ty  and S irgy, 1988). iv) P erson a l
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A lie n a tio n : The  g rea te r the  leve ls o f incong ruence  w ith  respec t to fe e lings  of 

lone liness, separa tion  o r seg rega tion  from  the o rgan isa tiona l com m unity , the  m ore 

favou rab le  the c lim a te  fo r  a be tte r Q W L (E ffra ty  and S irgy, 1988).

2.7.1.3 Quality of Worklife Models of the 90’s
W ork  roles, jo b  stressors, o rgan isa tiona l co m m itm en t and in ten tion  to  qu it are all job  

d im ens ions tha t s ta rt to em erge  in the lite ra tu re  in the  n ineties, w h ich  w ere  not part 

o f the  Q ua lity  o f W ork life  s tructu re  o f the  e ighties.

Baba and Jam al (1991) and May, Lau, and Johnson  (1999) p resen t tw o  prom inen t 

m ode ls  th a t w e re  p roposed in the  1990’s. Baba and Ja m a l’s (1991) fra m e w o rk  o f 

Q ua lity  o f W ork life  is pos itioned in a co n te x t w ith in  re la tion  to the  rou tin iza tion  o f 

w ork. Baba and Jam al (1991) suggested  tha t certa in  aspects  o f routine  increased 

perce ived  Q ua lity  o f W ork, these  inc luded s truc tu re  o f w ork ing  cond itions, but argued 

tha t less rou tin iza tion  in the actua l con ten t o f the  jo b  increased Q ua lity  o f W ork. 

Baba and Jam al (1991) p roposed tha t fac to rs  assoc ia ted  w ith  Q ua lity  o f W ork life  

included: i) Job  S a tis fa c tio n : H ow  an em p loyee  fee ls  abou t h is w o rk  o r h is a ttitude  

tow ards  h is  p lace o f e m p loym en t and w o rk  is synonym ous o f jo b  sa tis faction  

(R obbins, 2003) and th is  is key to  Q ua lity  o f W ork life  (Baba and Jam al, 1991). ii) 

W o rk  R o le  A m b ig u ity : The absence  o f an ind is tinc t unders tand ing  o f w h a t the 

em p loyee ’s ro le  is, he igh tens  the  em p loyees  perce ived  Q ua lity  o f W o rk  (Baba and 

Jam a l,1991 ). iii) W ork R o le  C onflic t: Baba and Jam a l (1991) sugges t tha t w hen  there  

is a p resence  o f con flic ting  p ressures  from  va rious  orig ins, w h ich  could o rig ina te  

e th e r from  w ith in , o r exte rna l to  the o rgan isa tion , and th a t if these  va riab les  are 

ev iden t in a pa rticu la r jo b  role; tha t th is  w ill have  a de trim en ta l e ffec t on the  Q ua lity  o f 

W ork life  o f an em ployee. iv) Job  Invo lvem ent: To w ha t degree  the em p loyee  is 

em erged  in th e ir  w o rk  and to  w h a t degree  o f in vo lvem en t in the  job , d irec tly  im pacts 

the leve ls o f Q ua lity  o f W ork life  perce ived  (B aba and Jam al, 1991). v) Job  Stress: 

Baba and Jam al (1991) a rgued  tha t h ighe r s tress  leve ls  in the w o rk  e nv ironm en t had 

a nega tive  re la tionsh ip  w ith  Q ua lity  o f W ork. vi) W ork  R o le  O verload: W hen  

em p loyees  fee l tha t the re  is neve r enough tim e  to fin ish  tasks  w ith in  a prescribed  

tim e, and tha t they  gene ra lly  have  m ore  tasks  to com p le te  in re la tion  to  the tim e  it 

takes  to do those  tasks, th is  w ill have a nega tive  e ffec t on Q ua lity  o f W ork life  

pe rcep tions  (Baba and Jam al, 1991). v ii) O rgan iza tiona l C om m itm ent: S ta n d e r and
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R othm an (2008) pos it tha t a com m itted  em p loyee  is one w ho  g ives o f h im se lf to the 

jo b  m ore than w h a t is expected  and is noted to perform  above expecta tions, such an 

em p loyee  re la tes w ell to  the va lues, v is ion  and m iss ion  o f the  o rgan isa tion  and th is  

behav io u r in tu rn  is pos itive ly  assoc ia ted  w ith  Q ua lity  o f W ork. v iii) T u rn -ove r  

in ten tions: Baba and Jam al (1991) a rgue th a t the  less those  em p loyees ac tive ly  look 

fo r  e m p loym en t e lsew here , due  to reasons o f w an ting  to qu it th e ir  p resen t 

em p loym ent, is a fa c to r o f th e ir pe rce ived  Q ua lity  o f W ork life .

M ay e t al. (1999) adapted  the w orks  o f Levering and M oskow itz  (1994) o f the  

eva lua tion  o f the  100 best com pan ies  to w o rk  fo r  in A m erica , o f w h ich  m any o f these  

100 o rgan isa tions  w ere  m u ltina tiona l com pan ies. M ay e t al. (1999) argued tha t 

Q ua lity  o f W o rk life  w as de te rm ined  by the fo llow ing  facto rs : i) Job secu rity : 

O rgan isa tion s  tha t do not o ffe r a level o f jo b  security  to  th e ir w ork fo rce , fo r  a t least 

the  fo reseeab le  fu ture , w ill no t expe rience  a w o rk fo rce  o f em p loyee ’s w ith  high leve ls 

o f Q ua lity  o f W ork life  (M ay e t al., 1999). ii) E m p loyee  G row th  O pportun ities : 

E m p loyees need to be lieve  th a t the re  is hope tha t if they w o rk  hard and up-skill 

them se lves , tha t oppo rtun ities  to g row  w ith in  the  o rgan isa tion  w ill p resent 

them se lves . Th is  p rospect o f hope fo r g row th  in the fu tu re  im proves the Q ua lity  o f 

W ork life  o f the  em p loyee  (M ay e t al., 1999). iii) R ew ards : W ork ing  tow ards  and then 

ach iev ing  rew ards pos itive ly  a ffec ts  pe rcep tions  o f Q ua lity  o f W ork life  (M ay e t al., 

1999). iv) E m p loyee  sa tis fac tion : A cco rd ing  to M ay e t al., (1999), o rgan isa tions  

w h ich  seek  to ensure  tha t em p loyees needs are cons idered , and have the  va lue  o f 

jo b  sa tis faction , w h ich  is ingra ined  as a key cons ide ra tion  o f all aspects  o f the  job, 

w ill e xpe rience  be tte r Q ua lity  o f W ork life  (M ay e t al., 1999).
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2.7.1.4 Quality of Worklife Models of the New Millennium
M odels o f the  p resen t m illenn ium  inc lude  the w orks  o f S irgy  e t al. (2001), B rooks and 

A nde rson  (2005) and Van Laar, E dw ards and Easton (2007). T hese  m ode ls  are 

d iffe ren t from  the m ode ls  w h ich  have com e befo re  them  as certa in  d im ens ions  w hich 

have not been noted in the  p reced ing  decades begin to em erge. M ore con tem pora ry  

m ode ls  o f Q ua lity  o f W ork life  inc lude  d im ens ions  re la ted to  hom e-w ork  balance, 

genera l w e llbe ing  and em pow erm en t o f em ployees.

S irgy  e t al. (2001) pos it tha t an em p loyee  has severa l key needs th a t have to  be m et 

to som e extent, in o rd e r fo r  em p loyees  to pe rce ive  decen t leve ls o f Q ua lity  of 

W ork life . S irgy e t al. (2001) p ropose  tha t the  dom a ins  o f Q ua lity  o f W o rk life  and 

qua lity  o f life are in te rlinked  and a ffec t each other. Need sa tis fac tion  sp ills  ove r from  

one dom ain  to an o th e r (S irgy e t al., 2001). S irgy  e t al. (2001) argued th a t an 

em p loyee  has severa l key needs th a t had to  be m et to  som e ex ten t in o rd e r fo r  

em p loyees  to d isp lay behav iou rs  tha t are consequ en t and resu ltan t to  Q ua lity  o f 

W ork life , such as overa ll jo b  and life sa tis fac tion . The  firs t o f these  d im ens ions  is i) 

W o rk  Environm ent: T he  physica l w o rk  env ironm en t such as e rgonom ics , health  and 

sa fe ty  issues, o r even com fo rt abou t the  w o rk -space  w ill cause  em p loyees  to  v iew  

th e ir Q ua lity  o f W ork life  in a ce rta in  ligh t (S irgy e t al., 2001). ii) W o rk  load p ressures 

and the requ irem en ts  assoc ia ted  from  the job , as w e ll as leve ls o f em p loyee  

em pow erm en t are all aspects  o f the  w o rk  env ironm en t dom ain , and these  have 

s ign ifican t in fluence  on Q ua lity  o f W ork life  (S irgy e t al., 2001). F rustra tions o r 

d isag reem e n ts  o f any o f these  d im ens ions  a lte rs  the em p loyee ’s pe rcep tion  o f his 

w ork ing  env ironm en t and in fluences how  he fee ls  abou t his Q ua lity  o f W ork life  (S irgy 

e t al., 2001). iii) S u p e rv iso r Behaviour: S irgy  e t al. (2001) a rgue tha t supe rv iso rs  p lay 

an in tegra l ro le in the percep tion  o f Q W L, m ore espec ia lly  due to th e ir  approach  to 

pe rfo rm ance  m anagem ent, and the type  o f feedba ck  th e re o f tha t they supp ly  th e ir  

subord ina tes . iv) A n c illa ry  P rogram m ess: O rgan isa tions  tha t o ffe r supp lem en ta ry  

p rog ram m ess th a t speak  to  the im p rovem en t o f the  w e llness  o f th e ir em ployees, 

such as im provem en ts  to w o rk -tim e  schedu les, o r o ffe r substance  abuse 

program m ess, w ill expe rience  be tte r leve ls  o f Q W L w ith in  th e ir o rgan isa tiona l 

e nv ironm en t (S irgy e t al., 2001).
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Brooks and A nde rson  (2005) added to the Q ua lity  o f W ork life  lite ra tu re  by a rgu ing  fo r 

a m odel o f Q ua lity  o f N urs ing W o rk life  tha t cou ld  be used fo r  hea lth  w o rke rs  but had 

ve ry  c lose  ties  to Q ua lity  o f W ork life  lite ra ture . B rooks and A n d e rso n ’s (2005) 

theore tica l m odel is derived  from  soc io -techn ica l sys tem s theory, in tha t they  posit 

tha t both the  socia l e lem en ts  o f the  jo b  as w ell as the m ore techn ica l re la ted 

fundam en ta ls  are cen tra l to Q ua lity  o f W ork life  pe rcep tions  o f em ployees. The 

resu lts  o f B rooks and A n d e rso n ’s (2005) study in the nurs ing  o rgan isa tiona l 

e nv ironm en t a rgued  fo r  the  fo llow ing  d im ens ions  in th e ir Q ua lity  o f W ork life  m odel. i) 

W ork  and  H om e life : B rooks and A nde rson  (2005) pos it th a t if em p loyees  fee l tha t 

they had su ffic ien t tim e  to hand le  all o f the  w o rk  p ressures  and those  b rough t abou t 

by hom e life, these  em p loyees  tend  to expe rience  be tte r Q ua lity  o f W ork life ; ii) The 

W ork  D e s ig n  d im ens ion  o f B rooks and A n d e rso n ’s (2005) m odel speaks to the  core 

cha rac te ris tics  o f the  job , the  jo b  com p lex ity  and the w ork load  itself; iii) The  W ork  

C o n te x t fa c to r add resses  all a spects  o f the  w o rk ing  e nv ironm en t o f the  jo b  (B rooks 

and A nderson , 2005). The  w o rk  con tex t d im ens ion  add resses  all a spects  o f the 

w ork ing  e nv ironm en t o f the  job , and a lso  inc ludes aspects  such as re la tionsh ip  w ith  

peers and supe rv iso rs  (B rooks and A nderson , 2005). Th is  fa c to r re la tes to  w h e th e r 

the em p loyee  fee ls  tha t they  have su ffic ien t too ls  fo r  the  job , w h e th e r they  fee l tha t 

the  o rgan isa tion  p roduces a com m un ity  o f hea lthy re la tionsh ips, w h e th e r the re  are 

su ffic ien t oppo rtun ities  to g row  w ith in  the  o rgan isa tion  o r the  opportun ity  to 

pe rsona lly  g row  th rough  course  a ttendance  oppo rtun ities  (B rooks and A nderson , 

2005). The  last o f the  fac to rs  in B rooks and A n d e rso n ’s (2005), W ork W orld  w h ich 

dea ls  w ith  the ex trins ic  ex ten ts  tha t in fluence  the w o rk  experience . T hese  inc lude  the 

degree  to  w h ich  an em p loyee  fee l th a t the  w o rk  tha t they  do is o f w orth  o r real va lue  

to the b roade r socie ty, w h e th e r they are rem unera ted  fa ir ly  and w h e th e r the re  is 

poss ib ility  o f longev ity  o f em p loym en t (B rooks and A nderson , 2005).

Van Laar, E dw ards and E aston ’s (2007) s tudy  o f Q ua lity  o f W ork life  in troduced  a s ix  

fa c to r m odel to  lite ra ture . Van Laar e t a l. ’s  (2007) s tudy m oved to evo lve  the  cu rren t 

unders tand ing  o f Q ua lity  o f W ork life , inc lud ing both the  concep tua l e lem en ts  of 

Q ua lity  o f Life (Q O L) and W o rk  R elated S tress, w h ich  not un like  Loscocco  and 

R osche lle ’s (1991) theo rised  m odel, posits  tha t va rious  life dom a ins  ove rlap  and 

a ffec t each other. A s  w ith  the S irgy e t al. (2001) m odel, the  theo ry  underp inn ing  th is  

ra tiona le  is Spill O ve r theory, w h ich  a rgues tha t aspects  o f y o u r ind iv idua l life, such
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as yo u r m enta l and phys ica l hea lth  and as w ell y o u r persona lity , spill o ve r to  yo u r 

w o rk  and hom e life, and v ice  ve rsa  (Van Laar e t al., 2007). In tu itive ly , it is re la tive ly  

easy to co n s id e r tha t the  cu rren t s ta tus  o f an em p loyee ’s re la tionsh ip  w ith  th e ir 

fam ily  and friends, im pacts  how  they  re la te  to co lleagu es  a t work. V an  Laa r e t a l. ’s  

(2007) p rinc ip le  unders tand ing  o f Q ua lity  o f W ork life  a rgues tha t Q ua lity  o f W ork life , 

w h ile  m odera ted  by the  socia l, env ironm en ta l and e conom ic  context, is the  sum  o f all 

aspects  o f w o rk  tha t a ffec t an em p loyee ’s Q ua lity  o f Life, in any way, it is th is  tha t 

they co n s id e r to be Q ua lity  o f W ork life . V an  Laar e t al. ’s  (2007) p roposed  a s ix  fa c to r 

m odel w h ich  inc luded, G enera l W e ll-B e ing  (G W B), Job and C a re e r S a tis fac tion  

(JCS), S tress a t W o rk  (SAW ), C ontro l a t W o rk  (C AW ), H om e- W o rk  In terface (H W I) 

and W ork ing  C ond itions  (W C S), all o f w h ich  are d iscussed  below.

2.7.1.4.1 General Well-Being (GWB)
G enera l W e ll-B e ing  is assoc ia ted  w ith  both the  physica l and psycho log ica l w e ll-be ing  

o f an em p loyee  (D anna and G riffin , 1999). Spill O ve r theo ry  a rgues tha t the  w e llness  

o f one aspec t o f G enera l W e ll-B e ing  can in fluence  and spill o ve r to the o th e r dom ain  

(D anna and G riffin , 1999). It is poss ib le  fo r  a physica l a ilm en t to m an ifes t itse lf in the 

psyche o f an em p loyee  and th is  a ilm en t to m orph into a m ore  se rious  psycho log ica l 

p rob lem  (D anna and G riffin , 1999). S irgy ’s (2006) concep tua lisa tion  o f Em ployee 

W e ll-B e ing  is based on goal theory. S irgy  (2006) posited  tha t E m ployee W e ll-B e ing  

did not focus  on on ly the aspec t o f sa tis fac tion  w ith in  the  w o rk  env ironm en t, bu t tha t 

genera l happ iness and life sa tis fac tion  are dom ains, w h ich  are a lso  cons idered . Not 

un like  D anna and G riffin  (1999) and S irgy ’s (2006) unde rs tand ing  o f G enera l W e ll­

Being, Van Laa r e t al. (2007) a rgue the  G enera l W e ll-B e ing  in th is  fa c to r o f th e ir 

Q ua lity  o f W ork life  m odel re fe rs  to the  genera l phys ica l and psycho log ica l w e llness  

o f the  em ployee, in fluenced  by o the r dom a ins  but w ith in  the  w o rk  context.

2.7.1.4.2 Home-Work Interface (HWI)

To ba lance  w o rk  com m itm en ts  w ith  com m itm en ts  a t hom e so th a t the  one dom ain  

does not com p le te ly  ove rshado w  o r dom ina te  the  o the r dom a in  is w ha t V an  Laa r et 

al. (2007) re fe r to in the H om e-W ork  In te rface  facto r. A ll m em bers  o f the 

o rgan isa tion , no m a tte r a t w h a t level they  opera te  w ith in  the  o rgan isa tion , have  a 

hom e as w ell as a w o rk  life, each o f w h ich  need concerted  attention . S hou ld  an 

a spec t o f the  hom e, such as caring fo r  a child, dem and m ore  tim e, a tten tion  o r
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energy  than  is poss ib le  to g ive  w ithou t com prom is ing  som e aspects  o f the 

em p loyee ’s job , o r v ice  versa; th is  w ill a ffec t the  H om e-W ork  Interface. T he  H om e­

W o rk  In te rface  w ill as a resu lt be ou t o f equ ilib rium , (B rooks and A nderson , 2005; 

V an  Laar e t al., 2007). E m p loyers  tha t understand  the im portance  o f Q ua lity  o f 

W ork life  w ill the re fo re  ensure  m itiga ting  s tra teg ies  to  com pensa te  fo r  th is, such as 

p rov id ing  ch ild  su p p o rt to he lp  resto re  ba lance  to the p ressures  (B rooks and 

A nderson , 2005). Th is  fa c to r is pa rticu la rly  re levan t in C on tac t C entres, as the w o rk  

o f C on tac t C en tre  agen ts  is schedu led  a t tim es w hen  custom ers  are requ iring  

serv ice  (R eyno lds, 2003). T h is  m eans tha t w o rk load  requ irem en t in C on tac t C en tres 

has to  be m et by schedu le s  tha t fu lfil the  requ irem en t o r cu s to m e r expecta tion . 

T he re fo re  agen ts  have  to som etim es  w o rk  schedu les  tha t are not w ith in  the 

trad itiona l o ffice  hours o f 9am  to 5 pm. E m p loyees could fee l tha t be ing ava ilab le  fo r  

both the needs o f th e ir fam ilies , as w ell as the needs o f th e ir em ployers, could at 

tim es  be oppos ing  fo rces. M any o rgan isa tions  are aw are  o f th is  and C on tac t C en tre  

agen t p re fe rence  p lays an im portan t role w hen  schedu ling  s ta ff (R eyno lds, 2003). If 

ignored, m ora le , absen tee ism  and genera l w o rk  pe rfo rm ance  can be severe ly  

a ffec ted  (R eyno lds, 2003), and consequ en tly  low er leve ls  o f Q ua lity  o f W ork life  are 

expe rienced  (Van Laa r e t al., 2007)

2.7.1.4.3 Job-Career Satisfaction (JCS)

V an Laar e t al. (2007) a rgue tha t on a theo re tica l level, the  Job  C a re e r S a tis fac tion  

fa c to r com pares ve ry  c lose ly  w ith  Job S a tis fac tion  from  o the r m easu res  o f Q ua lity  of 

W ork life , the re fo re  suggesting  tha t the  Job  C a re e r S a tis fac tion  fa c to r in the  V an  Laar 

e t al. (2007) m odel is synonym ous w ith  the Job S a tis fac tion  C onstruct, and shou ld  

be understood  by resea rche rs  as such. Nel e t al. (2001) p ropose  the  Job  S a tis fac tion  

is m ade up o f tw o  se ts  o f d im ensions. O n the  one hand the re  are the fac to rs  tha t 

express  the  in trins ic  persona l s ide o f the  em ployee, such as the  how  they  th ink, w ha t 

is o f im portance  to  them , the type o f pe rsona lity  th e y  have, how  they  re la te  to peers 

and su p e rv iso r staff, and, if they  fee l tha t the  o rgan isa tio n ’s v is ion  and va lues fit 

w ith in  th e ir  persona l parad igm s. The o th e r d im ens ion  o f Job S a tis fac tion  accord ing  

to Nel e t al. (2001) is re la ted to aspects  o f the  jo b  itself, w h ich  inc lude  aspects  such 

as fa ir  rem unera tion , jo b  con ten t and p rom otiona l opportun ities . Judge, Erez, Bono 

and Locke (2005) sugges t tha t jo b  sa tis fac tion  is a co ns truc t th a t can be m easured  

by aspects  o f the  entire  job , and how  it is pe rce ived  in its to ta lity ; the  in fe rence  tha t
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the  pe rcep tion  o f jo b  sa tis fac tion  is in fluenced  by to ta l life sa tis faction . A cco rd ing  to 

Rose and W rig h t (2005), Job  S a tis fac tion  in C on tac t C en tres  can be understood  

th rough  a s tudy o f a com b ina tion  o f variab les. T hese  va riab les  inc lude  the  jo b  design 

and con ten t (i.e. how  the C on tac t C en tre  agen t iden tifies  w ith  the  o rgan isa tion ) and 

to w h a t ex ten t the  em p loyee  is engaged  o r invo lved  w ith  the job . T he  am oun t of 

suppo rt and consu lta tion  th a t they  rece ive  from  the o rgan isa tion , in particu lar, to th e ir 

supe rv iso rs  as w e ll as the am oun t o f em otiona l s tra in  they  are faced  w ith  are a lso 

C on tac t C en tre  Job  S a tis fac tion  va riab les  (R ose and W righ t, 2005). M oreover, to 

w ha t degree  the  p ressure  they are exposed  to, pa rticu la rly  w ith  re fe rence  to the 

need to be w ork ing  w ith  techno lo gy  is an im po rtan t Job  S a tis fac tion  variab le , and 

lastly, how  in con tro l they  fee l o f th e ir w o rk  and how  s trenuous  o r ach ievab le  th e ir 

ta rge ts  are (R ose and W righ t, 2005). R ose and W rig h t’s (2005) theo re tica l v iew  o f 

Job  S a tis fac tion  is not unlike, and is som ew ha t s im ila r to V an  Laar e t a l. ’s  (2007) 

unders tand ing  o f Job  S a tis fac tion . Van Laar e t al. (2007) understand  Job 

S a tis fac tion  to  inc lude  e lem en ts  o f sa tis fac tion  w ith  respect to: the  jo b  content, 

fee ling  s ign ifican tly  com pe ten t and be ing ab le  to use ind iv idua l sk ills  as requ ired  by 

the job , fee ling  con ten t w ith  oppo rtun ities  aris ing w ith in  the  o rgan isa tion  and 

rece iv ing  recogn ition  w hen  deserved .

2.7.1.4.4 Control at Work (CAW)

The ab ility  to con tro l large aspects  o f yo u r w o rk  is an im portan t fa c to r in the 

cons ide ra tion  o f good Q ua lity  o f W ork life , it a lso  is c lose ly  linked to the  am oun t of 

s tress  an em p loyee  fee ls  a t w o rk  (E aston and V an  Laar, 2012). Fee ling  em pow ered  

and the re fo re  in con tro l a t w o rk  is c lose ly  re la ted to fee lings  o f respect and to the 

im portance  o f his w o rk  (S pre itzer, 1995). The  degree  to  w h ich  the  em p loyee  has a 

fee ling  o f se lf-e fficacy, how  free  the  em p loyee  is to choose  how  w ill d e live r the  w ork  

as w ell as how  th e ir w o rk  m akes a pos itive  im pac t on the  o rgan isa tion , a ffec ts  

fe e lings  o f con tro l (S pre itzer, 1995). D ec is ion -m ak ing , o r the  ab ility  and oppo rtun ity  

to con tribu te  in the  dec is ion  m aking  p rocess o f the  job , o r  in the  b roade r 

o rgan isa tion , is key to  fee ling  tha t you  have  som e con tro l ove r y o u r w ork ing  

env ironm en t, and th is  im proves qua lity  o f w o rk  life  (E aston  and Van Laar, 2012). 

R ose and W rig h t (2005) a rgue th a t C ontro l a t W o rk  is a key de te rm inan t o f Job 

S a tis fac tion  and a ffec ts  Q ua lity  o f W ork life , in tha t m uch o f the  C on tac t C en tre  

agen ts  w o rk  is ex trem e ly  c lose ly  con tro lled . C on tac t C en tre  agen ts  are g iven  w o rk
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schedu les  w here  they  have to adhere  to them  very  s tric tly  and th is  adhe rence  is 

con tro lled  th rough so ftw a re  m on ito ring  devices, any unp lanned  dev ia tions  are 

recorded nega tive ly  aga ins t the  agent. R easons fo r  dev ia tions  o f C on tac t C entre  

agen ts ’ schedu le s  be ing frow ned  upon by the  o rgan isa tion  is eas ily  understandab le , 

due to  the con tinuous  a ttem p ts  by the  W o rk  Force M anagem en t team  to  accu ra te ly  

m ee t cu s to m e r requ irem ent, o r w ork load , w ith  schedu led  C on tac t C entre  agen ts  

(R eyno lds, 2003). M oreover, m ost o f the  in te rac tions  o f ca lle rs  are supposed ly  

s im ila r in nature, o r request from  the o rgan isa tion  s im ila r th ings, and o rgan isa tions  

the re fo re  tend  to  sc rip t the  answ ers  tha t C on tac t C en tre  agen ts  need to  supp ly  to 

custom ers, w ith  very little  va ria tion  in answ ers  a llow ed (R ose and W righ t, 2005). 

O rgan isa tion s  the re fo re  need to take  into cogn isance  th a t w h ile  it is necessa ry  fo r  

the  C on tac t C en tre  e nv ironm en t to be a con tro lled  one, the  level o f pe rce ived  C ontro l 

a t W o rk  o f its em p loyees  w ill im pact Q ua lity  o f W ork life .

2.7.1.4.5 Working Conditions (WCS)
W ork ing  cond ition s  in the V an  Laa r e t al. (2007) m odel deal w ith  the  "level o f 

sa tis faction  w ith  the  physica l w o rk ing  env ironm en t and cond ition s” o f the  jo b  and 

w h e th e r o r no t em p loyee ’s "have  the righ t too ls  and equ ipm en t to ge t the  jo b  done ” 

(E aston  e t al., 2013 :138). V an  Laar e t a l. ’s  (2007) W ork ing  C ond itions  d im ension  

does not on ly co n s id e r the  tang ib le  physica l cond ition s  such as e rgonom ics  o f the  

w o rk  env ironm en t, but a lso  inc ludes issues such as fundam en ta l health  o f sa fe ty 

conce rns  and a rgues tha t th is  a ffec ts  the w ay the em p loyee  pe rce ives  h is  Q ua lity  of 

W ork life  (Easton and V an  Laar, 2012). W ith  up to fo u r  pe rcen t o f the  g loba l G D P  and 

app rox im a te ly  270  m illion  recorded acc iden ts  a t w o rk  a y e a r both em p loyees and 

em p loye rs  are jus tified  to be concerned  abou t the  hea lth  and sa fe ty  cond ition  o f the 

w o rk  p lace (S ieberhagen, R othm ann, P ienaar, 2009). S ieberhagen  e t al. (2009) 

a rgue th a t a lthough these  figu res  are high a lo t o f the  health issues, pa rticu la rly  

perta in ing  to psycho log ica l p rob lem s derived  from  stress  are poss ib ly  overlooked . 

S ieberhagen  e t al. (2009) pos it tha t the  unders tand ing  o f hea lth  and safety, 

pa rticu la rly  in S outh A frica , does not adequa te ly  ca te r fo r  psycho log ica l p rob lem s 

tha t m ay arise  from  the  w o rk  p lace. O rgan isa tion s  w ith  good gove rnance  m ay fo llow  

leg is la tu re  to the  letter, bu t if health  issues, such as psycho log ica l p rob lem s, fo r  

exam p le  depress ion  and stress, are le ft ou t o f the  eva lua ting  equation , em p loyers  

m ay be exc lud ing  a v ita l a rea o f w e llness  (S ieberhagen  e t al., 2009). So
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no tw iths tand ing  the  im portance  o f o rgan isa tions  app ly ing  a tten tion  to the  phys ica l o r 

tang ib le  aspects  o f th e ir em p loyee ’s w o rk ing  cond itions, m enta l w e llness  is a lso  an 

im portant, and o ften ignored, cons ide ra tion  w hen  d iscuss ing  w ork ing  cond ition s  of 

em p loyees (S ieberhagen  e t al., 2009).

2.7.1.4.6 Stress at Work (SAW)
S tress a t w o rk  is a m a jo r prob lem  in South  A frica , accord ing  to m ed ica l aid 

com pan ies, s tress  re la ted illnesses are one o f the  lead ing causes fo r m edica l 

cond itions  and m edica l c la im s (S ieberhagen  e t al., 2009). C us tom ers  can a ffec t o r 

put p ressure  on C u s to m e r S erv ice  em p loyees  th rough th e ir in te rac tions  w ith  them  

and the w o rk  con tex t call fo r  s ign ifican t Em otiona l Labou r (D o lla rd , D orm ann, Boyd, 

W ine fie ld  and W ine fie ld , 2003). E m otiona l d issonan ce  and stress a ffec ted  by 

cus tom er in te rac tions  are tw o  d im ens ions  tha t are p reva len t in any w o rk  tha t 

necess ita tes  the  need fo r  em p loyees and cus tom ers  to engage  (D olla rd  e t al., 2003). 

C on tac t C en tre  agen ts  in particu lar, are pa rticu la rly  vu lne rab le  to stress a t work, 

W egge, V o g t and W e ck in g ’s (2007) s tudy  o f cu s to m e r induced s tress  o f fron tline  

te lepho ny  em p loyees illus tra ted  tha t s tress increases w hen  exposed  o r dea ling  w ith  

cus tom ers  w hom  d isp lay  leve ls o f anger. G iven th a t the  con tex t o f th is  research is 

w ith in  the  cu s to m e r se rv ice  fron tline  env ironm en t, m any o f the  ca lls  are from  

custom ers  w hom  are rude (W egge  e t al., 2007) o r are gene ra lly  upse t w ith  

som eth ing ; these  fee lings  trans la te  into how  they  deal w ith  the  cus tom er serv ice  

agen t on the o the r end o f the  rece iver. S tress  a t w o rk  in the C on tac t C entre  

env ironm en t the re fo re  becom es a ve ry  im portan t fa c to r o f Q ua lity  o f W ork life .

A s illus tra ted  in Tab le  2.2, each o f these  m ode ls  describe  Q ua lity  o f W ork life  using a 

se t o f fac to rs  o r d im ensions.

2.7.2 Quality of Worklife Model Comparative Analysis

A  prev ious section  in th is  p ape r argued fo r the  app rop ria teness  o f the  V an  Laar e t al. 

(2007) ins trum ent. W h a t fo llow s  in th is  section  o f the  ch a p te r is a d iscuss ion  o f the 

com m ona lities  and d iffe rences o f the  theo re tica l m ode ls  in re la tion  to th e ir d im ension  

structure , as illus tra ted  in the tab le  below , w ith  the  aim  o f fu rth e r argu ing  fo r the 

app rop ria teness  o f the  V an  Laa r e t al. (2007) m odel fo r  th is  study.
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Table: 2.2 Quality of Worklife Models and their Corresponding Dimensions

Di mensi ons 1 2 3 4 5 6 7 8

Walton (1974)
Adequate and 
Fair
Compensation

Safe and Healthy 
Environment

Development of 
Human Capabilities

Growth and 
Security

Social
Integration Constitutionalism

Total Life 
Space

Social
Relevance

Warr et al., (1979) Work
involvement

Intrinsic job 
motivation

Higher order need 
strength

Perceived 
in trinsic Job 
characteristics

Job
satisfaction Life satisfaction Happiness

Self-rated
anxiety

Mirvis and Lawler (1984) Equitable
remuneration

Safe working 
environment

Equal Employment 
Opportunities

Career
advancement
opportunities

Nadler and Lawler (1983) Safe work 
environment

Equitable
Employment
Opportunities Equal Wages

Opportunities
fo r
Advancement

Efraty and Sirgy (1998) Organisational
Identification Job Satisfaction

Effort and
Performance
Effectiveness

Personal
Alienation

Baba and Jamal (1991)
Job Satisfaction

Work Role 
Ambiguity Work Role Conflict

Job
Involvement Job Stress

Work Role 
Overl oad

Organizational
Commitment

Turn-over
intentions

May et a l (1999)
Job security

Employee
Growth
Opportunities Rewards

Employee
satisfaction

Sirgy et al., (2001)
Work
Environment

Job
Requirements

Supervisor
Behaviour

Ancillary
Programs

Brooks and Anderson 
(2005)

Work and 
Home life Work Design Work Context Work World

Van Laar et al., (2007)
General W ell­
Being

Home-Work
Interface

Job-Career
Satisfaction Control at Work

Working
Conditions Stress at Work

Source: Developed from literature by Author

Tab le  2 .2  illus tra tes  the  va rious  m ode ls  and th e ir assoc ia ted  d im ensions, w h ich  are 

p roposed by th e ir  respective  authors. C lo se r inspection  revea ls  tha t w h ile  com m on 

d im ens ions  o r them es em erge, severa l d iffe rences are a lso  noted. Tab le  2.3 

p roposes a fe w  log ica l g roup ings o f the  d im ensions. The  d im ens ions  w ere  grouped 

into jo b  sa tis faction , w o rk ing  cond itions, stress, w e llbe ing  and hom e-w ork  ba lance 

d im ensions.
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Table: 2.3 Quality of Worklife Models and their Corresponding Dimensions
Job Satisfaction Working conditions Stress Wellbeing Home Work Balance General Well Being

Warr e t al., (1979) Walton (1974) Baba and Jamal (199 Walton (1974) Walton (1974) Walton (1974)

Efratv and Sirgy (1988) Warr e t al., (1979) Warr e t al., (1979) Warr e t al., (1979) Warr e t al., (1979) Warr e t al., (1979)

Baba and Jamal (1991), Mirvis and Lawler (1984) Van Laar e t al., (200 Brooks and Anderson (2005) Mirvis and Lawler (1984) Van Laar e t al., (2007)
May e t al., (1999) Nadler and Lawler (1983) Van Laar e t al., (2007) Efraty and Sirgy (1988)
Van Laar e t al., (2007) Efraty and Sirgy (1988) Brooks and Anderson (2005)

Baba and Jamal (1991), Van Laar e t al., (2007)
May e t al., (1999)
Sirgy e t al., (2001)
Brooks and Anderson (2005)
Van Laar e t al., (2007)

Source: Developed from literature by Author

2.7.2.1 Job - Career Satisfaction
Job - C a re e r S a tis fac tion  is a d im ens ion  th a t is m en tioned  in severa l m odels. The 

Jo b -C a re e r S a tis fac tion  d im ens ion  o f the  V an  Laa r e t al. (2007) has c lose ly  a ligned 

to the  W a rr e t al. (1979), E fra ty  and S irgy  (1988), Baba and Jam al (1991), M ay e t al. 

(1999) and V an  Laar e t al. (2007) Q ua lity  o f W ork life  m ode ls  in th a t all o f them  have 

Job sa tis fac tion  as a d im ens ion  o f Q ua lity  o f W ork life .

2.7.2.2 Working conditions
Sub d im ens ions th a t show ed c lose  theo re tica l a lignm en t w ith  the w ork ing  cond itions  

d im ens ion  o f Q ua lity  o f W ork life  inc luded the  fo llow ing :

•  Health and sa fe ty  (W alton, 1974; M irv is  and Law ler, 1984; N ad le r and Law ler, 

1983; D anna and G riffin , 1999; V an  Laar e t al., 2007),

•  D eve lopm ent, oppo rtun ities  and perfo rm ance  (W alton, 1974; W a rr e t al., 

1979; M irv is and Law ler,1984; E fra ty and S irgy, 1988; V an  Laa r e t al., 2007)

•  Fa ir tre a tm e n t (W alton, 1974; M irv is and Law ler, 1984; N ad le r and Law ler, 

1983).

•  Job D esign and task  c la rity  (W arr e t al., 1979; Baba and Jam al, 1991; M ay et 

al., 1999; S irgy e t al., 2001; B rooks and A nderson , 2005; Van Laa r e t al., 

2007).

•  Em ployee, assoc ia tes  w ith  th e ir  peers, supe rv iso rs  and th e ir  o rgan isa tion  as 

an en tity  (W alton, 1974; W a rr e t a l.,1979 ; M irv is  and Law ler, 1984; E fra ty  and 

S irgy, 1988; S irgy  e t al., 2001)
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2.7.2.3 Home- work Balance
In the  Q ua lity  o f W ork life  m ode ls  o f W a lton  (1974), W a rr e t al. (1979), B rooks and 

A nde rson  (2005) M irv is  and Law le r (1984), E fra ty and S irgy  (1988) and V an Laa r et 

al. (2007), all have ba lance  o f life and w o rk  them es as d im ens ions  o f Q ua lity  of 

W ork life .

2.7.2.4 Stress at Work
Baba and Jam al (1991), W a rr e t al. (1979) and Van Laar e t al. (2007) have the 

e lem en t o f s tress  a t w o rk  as d im ens ions  o f th e ir  Q ua lity  o f W ork life  m odels.

2.7.2.5 General Well-Being
In the  Q ua lity  o f W ork life  m ode ls  o f W a lton  (1974), W a rr e t al. (1979) and V an  Laar 

e t al. (2007) all have e lem en ts  o f G enera l W e ll-be ing  them es as d im ens ions  of 

Q ua lity  o f W ork life .

2.7.2.6 Aggregation Model and Model Selection
A fte r rev iew ing  the d im ens ion  s truc tu re  o f each o f the  m ode ls  and the  resu lting  

them es w h ich  em erge, it is in te resting  to  note tha t on ly  tw o Q ua lity  o f W ork life  

m ode ls  are p resented  in all five  d im ensions, the  V an  Laar e t al. (2007) and W a rr e t 

al. (1979) m odels. It is the re fo re  in te resting  to  note  how  these  m ode ls  have 

in fluenced each o th e r and how  V an  Laa r e t a l. (2007), in particu la r, have 

theo re tica lly  bu ilt on p rev ious unde rs tan d ings  o f Q ua lity  o f W ork life . A n  a rgum en t 

cou ld  be m ade the re fo re  tha t the  V an  Laa r e t a l. (2007) is an agg rega te  m odel o f 

Q ua lity  o f W ork life . H ow ever, the  d im ens ion  o f C ontro l a t W ork, as an independen t 

ind iv idua l d im ension , is m iss ing from  all o f the  o th e r m odels. The  add ition  o f C ontro l 

a t W o rk  as ind iv idua l fac to rs  im proves the m ode l’s re la tedness to the con tex t o f th is  

research, as it is a rgued  to be a pe rtinen t and a re levan t fa c to r fo r  the  stressfu l 

C on tac t C en tre  cu s to m e r se rv ice  fron tline  env ironm en t. T he  na tu re  o f the  C on tac t 

C entre  is one  w ith  little  contro l o ve r m any e lem en ts  o f the jo b  due to its panop ticon  

design  (Fern ie  and M etca lf, 1998), scrip ted  p rocesses (R ose and W right, 2005) and 

a large portion  o f the  query reso lu tion  fa lling  ou ts ide  o f the  fron tline  se rv ice  agen t’s 

im m ed ia te  locus o f contro l.

The se lection  o f the  Van Laar e t al. (2007) becom es the re fo re  an in fo rm ed and 

app rop ria te  cho ice  as the m odel co rrec tly  theo re tica lly  a ligned to  both o the r
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p redom ina n t sem ina l theore tica l Q ua lity  o f W ork life  w orks, as w ell as p roving 

appropria te  fo r  the  context.

2.8 Conclusion

Th is  ch a p te r investiga ted  and c la rified  the co ns truc t o f Q ua lity  o f W ork life , its 

re la tionsh ip  w ith  leadersh ip  and the  im portance  o f it w ith in  the C on tac t C entre  

context. Q ua lity  o f W o rk  Life theo ry  w as  loca ted  w ith in  the b roade r fie ld  o f Need and 

Spill O ve r theo ry  and w as  d iffe ren tia ted  from  o the r s im ila r theories, such as Q ua lity  

o f Life, E m ployee S a tis faction , W e llness  and E m p loyee  W e ll-B e ing .

The ch a p te r a lso  a rgued  tha t it is im portan t fo r  o rgan isa tions  to  be pa rticu la rly  aw are 

o f the  Q ua lity  o f W ork life  pe rcep tions  o f th e ir  em p loyees  shou ld  they  w a n t to address  

these  leve ls and bene fit from  the pos itive  consequ ences  o f h ighe r leve ls o f Q ua lity  of 

W ork life . These  bene fits  inc luded o rgan iza tiona l com m itm ent, jo b  em beddedness, 

jo b  invo lvem ent, increased perfo rm ance, h ig h e r p ro fit fo r  o rgan isa tions, reduction  of 

in ten tion  to leave, im proved  learn ing  o rgan isa tio ns  and o rgan isa tiona l trust. The 

ch a p te r a lso  argued th a t tha t it is pa rticu la rly  im portan t fo r  o rgan isa tio ns  w ith  C on tac t 

C en tres  to be v ig ilan t o f Q ua lity  o f W ork life  levels, as it is argued th a t in th is  context, 

the  p robab ility  is h igh tha t a de fic it Q ua lity  o f W ork life  exists.

To th is  end, num erous va riab les  are reported  to p lay an an tecedent, m oderating , 

m ed ia ting  o r consequen tia l ro le in re la tion  to  the  Q ua lity  o f W ork life  cons truc t w ith in  

the de fic it C on tac t C en tre  context. A  concep tua l sys tem s m odel o f Q ua lity  o f W ork life  

w as  proposed, w h ich  pos itions  the va rious  va riab les  o f the  m odel and illus tra tes  

severa l in te r-re la tionsh ips  o f these  variab les, w h ich  a ffec t and are a ffected  by Q ua lity  

o f W ork life . The  cha p te r argued tha t leadersh ip  is an im portan t an teced en t to  Q ua lity  

o f W ork life ; it is a lso  p roposed how ever, th a t it is not ju s t any leadersh ip  th a t w ill 

su ffice, pa rticu la rly  w ith in  a con tex t such as th is  study. The  ch a p te r o ffe rs  a position  

tha t it is ce rta in  qua lities  o f leaders th a t have m ore in fluence  on Q ua lity  o f W ork life . 

Q ua lity  o f W o rk life  m easu rem en t ins trum en ts  w ere  deba ted  and a rgum en ts  on th e ir 

su itab ility  w e re  tab led. The  a rgum en t fo r  the  se lec tion  o f the  V an  Laar e t al. (2007) 

ins trum ent w as  p resented . Th is  ch a p te r conc luded  w ith  an investiga tion  o f a 

se lection  o f Q ua lity  o f W ork life  m odels, and d iffe ren tia ted  them  in accordance  w ith



99

th e ir theore tica l d im ens ion  s truc tu re  and ove r-a rch ing  them es, link ing va rious  

com m on d im ens ions  and noting d iffe rences. The V an  Laar e t al. (2007) m odel w as 

argued as an app rop ria te  m odel to  use fo r  th is  research  w ith  respect to  both its 

theore tica l robustness as a m odel, as w ell as its su itab ility  o f the  context.

A s  p rev ious ly  m entioned , leadersh ip  w as  pos itioned as an a n teced en t o f Q ua lity  of 

W ork life , and it is the  an teced en t o f in te res t fo r  th is  study. The  ch a p te r a lso 

in troduced  the  poss ib ility  o f trus t p lay ing a m ed ia ting  ro le  be tw een leadersh ip  and 

Q ua lity  o f W ork life , a lthough th is  w ill be fu rth e r debated  in the next chapter. The 

p re fe rred  leadersh ip  approach , its su itab ility  fo r  the  con text, as w ell as its re la tionsh ip  

w ith  trus t w ill be fu rth e r d iscussed  in the next chapter.
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Chapter 3 -  Servant Leadership

3.1 Introduction

The m ain goal o f th is  research  thes is  is to  exam ine  the e ffec ts  o f leadersh ip  

behav io u r on the  Q ua lity  o f W ork life  o f th e ir fo llow ers . The  research  a lso  p roposes 

tha t tru s t p lays a m ed ia ting  ro le  in the re la tionsh ip  be tw een leadersh ip  and Q ua lity  of 

W ork life . Q ua lity  o f W ork life  w as pos itioned  as an im portan t co ns truc t in the  con tex t 

o f the  C on tac t C en tre  e nv ironm en t in the p rev ious chapter, pa rticu la rly  because of 

the  potentia l pos itive  e ffec ts  o f h ighe r leve ls  o f Q ua lity  o f W ork life  fo r  both the 

o rgan isa tion  and the peop le  w o rk ing  w ith in  tha t env ironm en t. Th is  cha p te r rev iew s 

the lite ra tu re  on leadersh ip  as an an teced en t to Q ua lity  o f W ork life , as w e ll as trus t 

as a m ed ia ting  variab le .

Firstly, it is p roposed tha t a pa rticu la r type  o f leade rsh ip  is requ ired, nam ely  one tha t 

is caring and re la tiona lly  focused . D ue to  the “unpred ic tab le , dynam ic  and ve ry  

peop le -ce n tred ” con tex t o f the  fron tline  se rv ice  re la ted env iro n m e n t (Chen, Zhu and 

Zhou, 2014 :511), it is argued th a t a peop le  cen tric  leadersh ip  style, w ith  a focus  on 

re la tionsh ips  and caring, is needed. A s  a rgued  in the p rev ious chapters, due to the 

ex trem e ly  p rescrip tive  na tu re  o f w o rk  in the C on tac t C entre, em p loyees  begin to fee l 

a liena ted  and d issa tis fied . T he  question  the re fo re  a rises  as to w ha t the  leade r’s role 

in th is  con tex t shou ld  be, in o rd e r to  crea te  a m ore caring, nurtu ring  and re la tionsh ip  

focused  env ironm en t, so as to help em p loyees  cope w ith in  th is  cha lleng ing  context. 

Th is  ch a p te r w ill a rgue  th a t the  leadersh ip  approach  th a t is needed fo r  the  con tex t 

described  in th is  research  pape r is one th a t is heav ily  d riven by re la tionsh ips  and 

d isp lays  a va lue  o f care. T ha t is, leadersh ip  needs to be a re la tionsh ip  focused, 

caring, and va lues based approach , w h ich  a ttends to the  needs and w e llness  o f 

fo llow ers . Th is  approach  is co ns is ten t w ith  a noted sh ift in the  con tem po ra ry  

leadersh ip  and m anagem e n t lite ra ture . T he  sh ift re flec ts  a m ove in leadersh ip  

ph ilosophy from  a pure ly  com pe titivene ss  o rien ta ted  leadersh ip  approach , to an 

approach  th a t is m ore responsib le , w ith  extra  em phas is  on e th ics  and w h ich  is driven 

by a se t o f va lues (C ope land , 2014). C onsequen tly , va lues based leadersh ip  sty les 

such as S e rvan t leadersh ip  have em erged (C ope land , 2014).
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Second ly, the  ch a p te r p roposes th a t S e rvan t leadersh ip  is a leadersh ip  construc t 

tha t va lues  caring, is p rim arily  focused  on le a d e r-fo llo w e r re la tionsh ips, and is 

the re fo re  w ell su ited  fo r  th is  s tudy ’s context. It w ill be a rgued  tha t S e rvan t leadersh ip  

focuses  on fo llo w e r need sa tis faction , re la tionsh ip  bu ild ing and se rv ing  ph ilosoph ies  

(G reen lea f, 1970; Spears, 1995; Laub, 1999; R usse ll and S tone, 2002; Patterson, 

2003; V an  D ierendonck, 2011). Thus, the  p rinc ipa l ob jec tive  o f th is  cha p te r is to 

a rgue tha t S e rvan t Leade rsh ip  theo ry  is a theo ry  w h ich  is re la tiona l and d isp lays 

va lues o f caring fo r  peop le  and th a t it is an app rop ria te  theo re tica l co ns truc t to ac t as 

a n teced en t to Q ua lity  o f W ork life  in the fron tline  C on tac t C en tre  con tex t o f th is 

research  thesis. S e rvan t Leade rsh ip  is reported  to  have a re la tionsh ip  w ith  severa l 

behaviou ra l cons truc ts  (P arris  and Peachey, 2013), how ever, a s ign ifican t gap in the 

lite ra tu re  ex is ts  w ith  respect to  investiga ting  the  re la tionsh ip  be tw een S e rvan t 

leadersh ip  and Q ua lity  o f W ork life ; and th is  research  a im s to con tribu te  to  the body 

o f know ledge  by em p irica lly  investiga ting  the re la tionsh ip  be tw een these  tw o 

constructs . The  ch a p te r fu rth e r a rgues tha t V an  D ie rendonck ’s (2011) theore tica l 

m odel o f S e rvan t Leade rsh ip  and its m easure  o f the  construct, the  S e rvan t 

Leade rsh ip  S urvey (Van D ie rendonck  and Nuijten, 2011), is the  m ost appropria te  

ins trum en t fo r  the  m easu rem en t o f S e rvan t Leade rsh ip  in the fron tline  cus tom er 

serv ice  context.

Th ird ly , the  ch a p te r loca tes S e rvan t Leade rsh ip  w ith in  the b roade r fie ld  o f leadersh ip  

theory, and d iffe ren tia te s  it from  o the r s im ila r con tem pora ry  theories. The  rev iew  o f 

S e rvan t Leade rsh ip  lite ra tu re  is p receded by a sum m ary  o f the  b roade r concep ts  of 

leadersh ip  and leade rsh ip  theory; w h ich  is then  fo llow ed  by a synops is  and 

com parison  o f re la ted leadersh ip  theo ries  and S e rvan t Leade rsh ip  theories. W h ile  

illus tra ting  the  d iffe ren tia ted  S e rvan t Leade rsh ip  co ns truc t and its re la tionsh ip  w ith  

o th e r behaviou ra l constructs , as w e ll as the  va rious  m easu rem en t ins trum ents  tha t 

m easure  the  construct, the  lite ra tu re  rev iew  dem onstra te s  its p roposed re levance  to 

the con tex t o f th is  research thesis.

Fourth ly, the  cha p te r exp la ins  how  th is  research  in tends to advance  the deve lop m e n t 

o f S e rvan t Leade rsh ip  theory. Th is  w ill be ach ieved  th rough  the tes ting  o f V an 

D ie rendonck and N u ijten ’s (2011) S e rvan t Leade rsh ip  theo ry  in a con tex t and 

o rgan isa tiona l se tting  w h ich  has neve r been tes ted  be fo re , as w ell as tes ting  its
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re la tionsh ip  w ith  Q ua lity  o f W ork life , a lso  w h ich  has a lso  neve r been tes ted  before. 

F inally, trus t is in troduced  as a m ed ia to r o f the  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W ork life .

The next section , se rves to iden tify  con tem pora ry  leadersh ip  theories, w h ich  d isp lay  

a va lue  o f caring and have a re la tiona l fo llo w e r cen tric  prem ise. Th is  type  of 

leadersh ip  is argued to be re levan t to the  con tex t tha t th is  research  is s itua ted  w ith in .

3.2 Relational, Caring and Trustworthy Leadership

W ith in  the o rgan isa tiona l context, leaders  are u ltim a te ly  m easured  on th e ir ab ility  to 

lead o the rs  (Setley, D ion and M iller, 2013). C on tem po ra ry  leadersh ip  lite ra tu re  

acknow ledges  tha t leadersh ip  is pa rticu la rly  a ffec ted  by the nature  o f the 

re la tionsh ips  be tw een the fo llo w e r and the le a d e r (W ood and D ibben, 2015). G iven 

th is  acknow ledgem ent, it is p laus ib le  tha t o rgan isa tio ns  w ish ing  to im prove  th e ir 

leadersh ip  e ffec tiveness  shou ld  seek to focus  on the  deve lop m e n t and hea lth  o f the 

re la tionsh ips  be tw een leaders and th e ir  fo llow ers . A s  such, m any s tud ies  have 

argued tha t re la tiona lly  focused  leadersh ip  s ty les prove to  be assoc ia ted  w ith  

pos itive ly  ou tcom es in an a rray  o f cha lleng ing  w o rk  con texts . C um m ings, 

M acG regor, Davey, Lee, W ong, Lo, M uise and S ta ffo rd ’s (2009) com prehens ive  

rev iew  o f the  leadersh ip  literature, a lbe it in the  hea lthca re  nurs ing context, illustra ted  

tha t task  com p le tion  s ty les  o f leadersh ip  w ere  inadequa te  on th e ir own. S tud ies  

show ed tha t leadersh ip  w h ich  em phas ised  re la tiona l e lem en ts  p roduced substan tia l 

pos itive  em p loyee  and o rgan isa tiona l ou tcom es in the  busy, som ew ha t s tress fu l and 

often unders ta ffed  con tex t o f the  fron tline  nurse  (C um m ings e t al., 2009). S im ilarly, 

research  papers have argued tha t in the  C on tac t C en tre  context, re la tiona l 

leadersh ip  s ty les  are a lso  h igh ly  app rop ria te  as they  too  p roduce  substan tia l pos itive  

em p loyee  and o rgan isa tiona l ou tcom es in th is  o ften stressfu l and ve ry  busy 

env ironm en t (B artram  and C asim ir, 2006; C onne ll and Hannif, 2008; G rant, 2012; 

R uggieri and A bbate , 2013). T heo ries  tha t aim  to  help exp la in  the re la tionsh ip  

be tw een the  leade r and fo llo w e r are S ocia l Exchange theo ry  and Leade r M em ber 

Exchange theory. Both are d iscussed  next.
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3.2.1 Social Exchange and Leader Member Exchange Theories
Leadersh ip  and fo llo w e r re la tions  in the  w o rk  con tex t can be understood  th rough 

Socia l E xchange theo ry  (C ropanzano  and M itchell, 2005). C ropanzan o  and M itchell 

(2005 :874) a rgue tha t Socia l E xchange  theo ry  can be described  as "a se ries  o f 

in te rac tions  tha t genera te  o b liga tio ns ” ; w h ich  are “ in te rdepe nden t and con tinge n t on 

the ac tions  o f ano the r pe rson” , and “have the po ten tia l to genera te  h igh -qua lity  

re la tionsh ip s .” In the  C on tac t C en tre  context, acco rd ing  to S ocia l E xchange theo ry  in 

in the  w o rk  setting  (C ropanzano  and M itchell, 2005) supe rv iso rs  and agen ts  are ab le  

to fo rm  un ique  rec ip roca ting  re la tionsh ips. The  va lue  o f these  re la tionsh ips  is 

dec ided  th rough  a m ix  o f socia l exchange  and e conom ic  exchange  transac tions  

(C ropanzano  and M itchell, 2005). C ropanzano  and M itchell (2005) a rgue tha t socia l 

and e conom ic  transaction  exchang es  a ffec t the  type o f socia l and econom ic  

re la tionsh ips  experienced.

In the C on tac t C en tre  context, socia l transac tions  re fe r to the soc ia l e lem en ts  o f the 

re la tionsh ip . T rus t betw een a su p e rv iso r and a C on tac t C en tre  se rv ice  agen t tha t 

deve lops from  a caring and se rv ing  leade rsh ip  a ttitude  w ou ld  be a positive  

consequence  o f a good socia l transaction  (C ropanzano  and M itchell, 2005). 

E conom ic  transaction  exchange  deno tes  a con trac tua l m one ta ry  exchange  

transaction , such as rem unera tion  fo r  se rv ices  rendered  (C ropanzano  and M itchell, 

2005). O r put d iffe ren tly , socia l in te rac tions  are in te rac tions  tha t can be described  as 

a d isp lay  o f leadersh ip  tha t cares fo r  and se rves em p loyees. On the o the r hand, the  

econom ic  transac tions  o f leaders and em p loyees  are cha rac te rised  by transac tions  

tha t are pu re ly  quid pro quo in nature, de riv ing  an e conom ic  bene fit fo r  e ffo rts  

exerted  in re la tion  to requ irem en ts  o f the  job.

It is argued tha t an increase  in socia l in te rac tions  w ith  em p loyees  can im prove  the 

qua lity  o f the  socia l re la tionsh ip  be tw een the em p loyee  and the  supe rv iso r 

(C ropanzano  and M itchell, 2005). In re la tion  to the  C on tac t C en tre  context, an 

increase  in in te rac tions  tha t are m ore re la tiona l in nature, such as the  socia l 

in te ractions, w ill a ffec t the  socia l exchange  re la tionsh ip  be tw een the  su p e rv iso r and 

agent. If the  socia l exchange  in te rac tions  ou tw e igh  the e conom ic  transactions , th is  

w ou ld  su g g e s t tha t the  supe rv iso rs  in the  C on tac t C en tre  have a m ore caring and 

re la tiona lly  focussed  leadersh ip  a ttitude  tow a rds  th e ir  subord ina tes . A s  argued 

previously, th is  is the  type  o f leadersh ip  th a t is app rop ria te  fo r  the  C on tac t C entre
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context. S ad ly  though , th is  is con tra ry  to w h a t is poss ib ly  the  norm  in the C on tac t 

C en tre  con tex t due to  the au tocra tic , h igh ly  m on ito red  and scrip ted  context, as 

p rev ious ly  described, w here  econom ic  transac tions  in an econom ic  re la tionsh ip  are 

m ore like ly  to  be preva lent. The  type  o f leade rsh ip  th a t is research  has advoca ted  

for, is one w h ich  is firs t and fo re m o s t concerned  w ith  caring fo r the  e m p loyees ’ 

w e llbe ing , above  any e conom ic  bene fits  tha t they  m ay bring to the  organ isa tion .

Leade r M em ber E xchange  (LM X) is an o th e r socia l theory, w h ich  he lps to exp la in  the 

s treng th  o f re la tionsh ip  be tw een leade r and the fo llo w e rs  (G raen and U hl-B ien, 

1995). LM X  m oves from  the unders tand ing  tha t leade rsh ip  is m ore  than  a one way, 

le a d e r-to -fo llo w e r-ins truc tion -g iv ing -re la tiona l-p rocess  (S te iner, 1988). LM X  theo ry  

p roposes th a t re la tionsh ips  in leadersh ip  a t the  one  to one level are dyad ic  in nature 

(G raen and U hl-B ien, 1995). Leade rsh ip  is in fluenced  by re la tiona l aspects  in the 

socia l exchange  p rocess o f both the  le a d e r and the  fo llo w e r (G raen and Uhl-B ien, 

1995). LM X theo ry  p roposes th a t good leadersh ip  be h a v io u r is ca tego rised  by 

le ade r-fo llo w e r exchanges  in w he re  the  leade r’s w illingness  to  “show  m ore  in fluence  

and suppo rt beyond w ha t is expected  in th e ir  e m p loym en t con trac t” s ign ifican tly  

im proves re la tionsh ips  (S te iner, 1988:612).

S e tley  e t al. (2013) a rgue  th a t if fo llow e rs  are led th rough  re la tionsh ip -re la ted  styles, 

coup led  w ith  a task-o rien ta tio n  em phasis , the  fo llo w e r w ill perce ive  tha t they  

expe rience  better, o r have h ighe r qua lity  LM X  re la tionsh ips  w ith  th e ir leaders. Th is 

find ing  is s ign ifican t in th a t it supposes  th a t leade rsh ip  s ty les  th a t are re la tiona lly  

focussed , pos itive ly  im pac t the  le ade r-fo llo w e r re la tionsh ip . It is argued th a t in the 

cha lleng ing  con tex t o f the  C on tac t C entre , a re la tionsh ip  focussed  leadersh ip  

approach  w ill bene fit the  qua lity  o f the  em p loyee ’s life as w ell as produce pos itive  

o rgan isa tiona l consequences. W h ile  it is acknow ledged  tha t the re  is a rguab ly  a 

lim ited am oun t o f lite ra tu re  th a t m easu res  w h ich  re la tiona lly  focussed  sty les 

s tim u la te  the  h ighes t qua lity  o f the  em p loyee  w o rk  life; B arbu to  and H ayden (2011) 

did te s t the  re la tionsh ip  be tw een  S e rvan t Leade rsh ip  and Leade r M em ber Exchange. 

The find ings  o f th is  s tudy d id p ropose  tha t the  S e rvan t Leade rsh ip  sty le  o f lead ing 

peop le  proved to  have a pos itive  and s ign ifican t re la tionsh ip  w ith  LMX.
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3.2.2 The Value of Caring
The notion  tha t leadersh ip  and those  w ho  asp ire  to leade rsh ip  pos itions  shou ld  be o f 

a m ora l nature  and nurtu ring  tow ards  fo llow ers , is ga in ing  m om entum  w ith in  the 

lite ra tu re  (T om kins  and S im pson, 2015). Harte l and Brown (2011 :733) pos it tha t 

o rgan isa tions  need to  acknow ledge  the  im portance  o f “putting  hum an cap ita l fron t 

and cen te r” , w ith  a pa rticu la r em phas is  on caring fo r the  em ployee. The va lue  o f 

caring in the C on tac t C en tre  con tex t canno t be denied . It is p roposed th a t in the  ve ry  

task  o rien ta ted  and m on ito red  e nv ironm en t o f the  C on tac t C entre, leadersh ip  tha t 

dem onstra te s  th a t it va lues  caring  fo r its hum an cap ita l w ill s treng then  re la tionsh ips  

be tw een its leaders  and fo llow ers. The  va lue  o f caring in a cha lleng ing  o rgan isa tiona l 

con tex t is o f in te res t to th is  study, as the s tudy p roposed th a t a caring and 

re la tionsh ip  focused  leadersh ip  sty le  is w e ll su ited fo r  the  C on tac t C en tre  context. 

Leade rsh ip  app roach es  tha t va lue  caring as th e ir p rim ary  fo cu s  are the re fo re  

im portan t fo r  th is  research. V a lues  and caring are in trins ica lly  linked, in tha t “va lues- 

based leadersh ip  can in fluence  and help to susta in  a cu ltu re  o f ca ring ” (Faith, 

2013:6 ). It is the re fo re  p roposed th a t it is a va lues-based  leadersh ip  approach  th a t is 

needed fo r  the  con tex t o f th is  study. The re  are severa l leadersh ip  theo ries  th a t have 

deve loped  from  a va lues  based prem ise, w h ich  w ill be d iscussed  in som e deta il la te r 

in the  chapter. But it is im portan t to  note at th is  s tage  o f the  thesis, tha t S e rvan t 

Leade rsh ip  is a va lues based, caring and re la tiona lly  focussed  leadersh ip  construct, 

and is the re fo re  positioned, am ongs t o thers, to be a leadersh ip  co ns truc t w h ich  is 

theo re tica lly  app rop ria te  fo r  th is  study.

3.2.3 The Role of Trust in Leaders
Leadersh ip  p lays a s ign ifican t ro le  in the e nhan cem en t o f trus t o f em p loyees  (Bass, 

2002). A s  p roposed earlier, leade rsh ip  and fo llo w e r re la tions  in the  w o rk  con tex t can 

be understood  th rough  S ocia l E xchange theory, in th a t tru s t be tw een a su p e rv iso r 

and an em p loyee  m ay deve lop  as a p roduc t o f good socia l transac tions  (C ropanzano  

and M itchell, 2005). E m p loyees w ill thus  assoc ia te  pos itive  socia l exchanges  w ith  a 

trus ting  re la tionsh ip  w ith  the le a d e r (B row n and T rev ino , 2006).

T rus t is deve loped  th rough  the  behav iou rs  o f the  le a d e r (Zeffane, 2010), and the 

behav io u r o f a leade r in fluences the  level o f trus t o f a leade r (Joseph and W inston,
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2005). If the  leade r p roduces pos itive  socia l transactions , w h ich  d isp lay  

cha rac te ris tics  th a t subo rd ina tes  deem  as trus tw o rthy  and benevo lent, em p loyees 

are m ore like ly  to tru s t these  leaders (Zeffane, 2010), and deve lop  m ore m ean ing fu l 

em otiona l bonds (M cA llis te r, 1995). Put d iffe ren tly , the  ro le o f tru s t in leadersh ip  is to 

ensure  tha t the  the re  is a m utua lly  dya d ic  trus ting  re la tionsh ips  be tw een the 

supe rv iso r and th e ir subord ina tes. C ook and W all (1980) a ttribu te  an increase  in 

subo rd ina te  tru s t in the  leade r to the leade r’s in tentions. If these  are deem ed to  be 

trus tw orthy , and if subo rd ina tes  deve lop  con fidence  in the ac tions  o f a leader, trus t 

w ill m an ifes t (C ook and W all, 1980).

S ubo rd ina te  tru s t in a leade r is a pa rticu la rly  fo re m o s t and cen tra l e lem en t of 

leadersh ip , shou ld  a le a d e r w a n t to be e ffec tive  (Burke, S im s, Lazzara  and Salas, 

2007). If a break dow n in trus t o f the  leade r deve lops, any o rgan isa tiona l o r team  

e ffec tiveness becom es ve ry  cha lleng ing  (B urke  e t al., 2007). The  role o f tru s t in 

leadersh ip  and the  ro le  it p lays in fo rm ing  pos itive  re la tionsh ips  w ith  subo rd ina tes  is 

one w h ich  canno t be underestim a ted , hence the focus  it has ach ieved  w ith in  the 

lite ra tu re  (B urke  e t al., 2007).

P ositive  re la tionsh ips  aside, tru s t in leaders a lso  can resu lt “ in g rea te r focus  on 

p roductive  tasks, o rgan iza tiona l com m itm ent, in ten tion  to  stay, com p liance  w ith  

co rpora te  s tra tegy  dec is ions  and p ro fitab ility  and the re fo re  lead to  a com pe titive  

advan ta ge ” (F u lm e r and O stro ff, 2017: 648). M oreover, h igh tru s t in leaders  is a lso 

reported  to  be pos itive ly  assoc ia ted  w ith  em p loyee  sa tis fac tion  (P odsako ff e t al., 

1990), “ increased  com m un ica tion , coopera tion , and in fo rm ation  sharing, perce ived  

e ffec tivene ss  o f the  leade r increased  d isc re tiona ry  behaviours , decreased  turnover, 

im proved team  and o rgan iza tiona l pe rfo rm ance  and s ta b ility ” (B urke e t al., 

2007:607). W h ile  these  consequ ences  are ex trem e ly  no tew orthy  and im portan t 

w ith in  the  o rgan isa tiona l context, as p rev ious ly  m entioned , the  leadersh ip  cons truc t 

w h ich  has been p roposed as theo re tica lly  app rop ria te  fo r  th is  s tudy  and con tex t is 

one w h ich  is ca ring  and re la tionsh ip  based. W h ile  th is  w ill be d iscussed  in m ore 

deta il la te r on in th is  chapter, it is im po rtan t to  note  tha t S e rvan t Leade rsh ip  has 

often been pos itioned  w ith in  the  lite ra tu re  as a leadersh ip  approach  tha t is caring 

and re la tionsh ip  based (G reen lea f, 1977). It is a lso  an approach  w h ich  in fluences, 

and is a n teced en t to a ttitudes o f trus t o f the  leade r (C han and Mak, 2014, S e to  and 

Sarros, 2016; Joseph  and W ins ton , 2005).
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3.2.4 Summary
It is argued tha t a caring, trus ting  and re la tionsh ip  focussed  leade rsh ip  approach  is 

an appropria te , if no t necessary  approach  g iven the C on tac t C entre  opera tiona l 

context, and tha t the  need fo r  high qua lity  leade r-m em be r-exch ange  leadersh ip  

re la tionsh ips  is an im pera tive  one. V a lues  based leadersh ip  s ty les  such as S e rvan t 

Leade rsh ip  are re la tionsh ip , trus ting  and ca ring  orien ta ted . T he  construc tion  and 

app rop ria tes  o f S e rvan t Leadersh ip  is d iscussed in m ore deta il in a la te r section  o f 

the  chapter, w ith  pa rticu la r re fe rence  g iven to the  de linea tion  o f the  construct, the 

exam ina tion  o f va rious  p reva len t m ode ls  as w ell as m easu rem en t m ethods o f 

S e rvan t leadersh ip . W h a t fo llo w s  is a d iscuss ion  on the  ea rlie r scho la rly  concep tions  

o f leadersh ip  s ty les  and how  these  re la te  to the ca ring  and va lues based leadersh ip  

approach  th a t is a rgued  to be requ ired  in the con tex t o f th is  study.

3.3 Conceptions of Leadership

The con tem po ra ry  bus iness  w orld  is cons tan tly  chang ing . D aft (1999:9) a rgues tha t 

the  s ta te  o f change  today  is m ore  pro found than any tim e “s ince  the daw n o f the 

m odern  age” . The  com para tive  s tab ility  o f the  industria l age is vas tly  d iffe ren t to the 

unce rta in ty  and cons tan t change  o f the  post-industria l era, o r in fo rm ation  age  (D a ft 

1999). The  industria l age  w as cha rac te rised  by the  cons tan t search  fo r  s tab ility ; and 

w ith  it contro l. C om pe tition  w as  abou t w inn ing  and losing and industria lis ts  w ere  

fixa ted  on un ifo rm ity  w ith  little  em phas is  g iven  to  re la tionsh ip  bu ild ing  o r ca ring  fo r 

subord ina tes . Leade rsh ip  ab ility  w as  de fined  and iden tified  by the  socia l, physica l 

and persona l tra its  o f leaders (H e llriege l, S locum , S taude, A m os, K lopper, Louw, and 

O osthu izen , 2013). The  dom inan t leadersh ip  theo ry  o f the  tim e  w as tha t o f Trait 

Theory.
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3.3.1 Trait Models
R esearch  on leadersh ip  tra its  w as  the p redom inan t research  o f leadersh ip  in the 

early  1900’s, p rio r to  1940 (Paul, C ostley, Howell, D orfm an, 2002), and is 

cha rac te rized  as the firs t phase  o f m odern leade rsh ip  deve lopm ent. M unsun (1921), 

B ow den (1926), B ingham  (1927), and M oore ’s (1927) a rgum en ts  postu la ted  th a t the  

assertion  o f au tho rity  th rough  streng th  o f persona lity , ch a ra c te r and physica l 

prow ess, a rticu la ted  w h a t it m ean t to  be a leader. T hese  early  m ode ls  w e re  p rim arily  

based on a G rea t M an  ideo logy. W e b e r (1968) p roposed  th a t a leade r’s position 

w ith in  the o rgan isa tion , th rough  a bu reaucra tic  nature, in fluences and iden tifies  

leadersh ip  tra its  o f power. La te r research  on tra it theo ry  (S togd ill, 1974) did show  

tha t o th e r tra its  such as assertive , dom inant, e ne rge tic  and se lf-con fiden t appea red  

m ore frequen tly  in leaders; how eve r the research  p roved inconc lus ive , as a 

cons is ten t se t o f leade r tra its  w as  se ldom  ev iden t and ev idence  o f absence  o f tra its  

did no t co rre la te  w ith  the absence  o f leadersh ip . The re  w as not m uch in the w ay  of 

re la tiona l o r caring focussed  leade rsh ip  lite ra ture . La te r scrip ts  how ever, m ake m ore 

de libe ra te  m en tions  o f these  tra its. In h is s tudy on behavioura l taxonom ies  on 

e ffec tive  leadersh ip , Y uk l (2012 :69 ) argued th a t one  o f the  behavioura l e lem en ts  tha t 

are s ign ifican t to ensure  successfu l leadersh ip  is the  ab ility  to be “ re la tionsh ip - 

o rien ta ted ” . The  m ore  con tem pora ry  v iew  o f leadersh ip  w ou ld  the re fo re  sugges t tha t 

good leaders have the  inna te  ability , o r tra it, to  build re la tionsh ips  w ith  m em bers  

(Yukl, 2012). Leaders, w ho  show  a ttribu tes  o f lis ten ing, and genu in e ly  ca ring  fo r 

m em bers  m ake w o rthy  leaders  (Yukl, 2012). M oreover, a long w ith  the  ab ility  to 

show  suppo rtive  charac te ris tics , leaders  m ust be ab le  to dem onstra te  tha t they  have 

the ab ility  to  be ab le  to  g row  and em p o w e r subo rd ina tes  (Yukl, 2012). Y uk l (2012) 

the re fo re  a rgues th a t the  m ore  con tem po ra ry  v iew  o f leadersh ip  is one  tha t 

cons ide rs  fo rm ing  re la tionsh ips  and is o f a caring nature  to be an im portan t e lem en t 

o f leadersh ip .

3.3.2 Behavioural Models
G iven the inconc lus iveness  o f the  early  T ra it theo ry  research  results, researchers  

tended  to a rgue tow ards  a notion tha t pe rhaps ce rta in  behav iou rs  d isp layed  by 

peop le  cou ld  be c lose ly  co rre la ted  to  leadersh ip . T he  behav iou rs  o f the  B eh a v io u ra l 

M ode ls  suggested  in th is  phase o f leadersh ip  research, m uch em phas is  w as
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positioned  a t the  behav io u r o r ac tions  o f leaders in re la tion  to  how  they  de lega te , 

w h a t fre q u e n cy  and m edium  o f com m un ica tion  channe ls , and so fo rth  (H e llriege l e t 

a l,  2013).

The B e h a v io u ra l M o d e l ph ilosophy is described  as the  T heo ry  X  and T heo ry  Y  m odel 

(M cG regor, 1960). The  assum ption  is tha t the  T heo ry  X  leade r has to resort to 

p ressure  tac tics  in o rd e r fo r  fo llow e rs  to  produce. Th is  is due to the assum ption  tha t 

all em p loyees  possess a genera l nega tive  o r apa the tic  a ttitude  tow ards  th e ir jobs. 

M cG rego r’s (1960) Y  theo ry  sugges ts  th a t em p loyees  are respons ive  to the 

o rgan isa tiona l ob jectives, they  are the re fo re  engaged, and the re fo re  buy into w ha t 

the  o rgan isa tio n ’s v is ions, va lues  and be lie fs  are. T hese  em p loyees are typ ified  as 

the types  w ho are e a g e r to accep t and pursue  fu lfilm e n t o f tasks  th rough  increased 

respons ib ility  in th e ir jobs.

It cou ld be argued tha t the  w orks  o f B lake and M outon ’s (1964) research  w as 

p ionee ring  in the deve lop m e n t o f leadersh ip  as re la tiona l and caring as they  posit 

tha t leadersh ip  can be c lass ified  u nde r tw o key assum ptions, the  firs t is tha t leade r’s 

show  d isp ropo rtio na te  concern  fo r  people ; and a t the  o th e r end is tha t they  show  

m ore concern  fo r  production . The  M anageria l G rid  m odel (B lake and M outon, 1964) 

illus tra ted  th a t the  po la r oppos ite  o f the  re la tiona l, ca ring  and concern  fo r  peop le  

style, dubbed a coun try -c lub -s ty le , w as the  s ing le  m inded concern  fo r  p roduction , 

nam ed the p roduce -o r-pe rish -s ty le . A  high concern  fo r  both peop le  and p roduction  

w as  w ha t p roduced  e ffec tive  leadersh ip , o r team -sty le . An im p lic it Team  S tyle  

assum ption  is th a t leadersh ip  res ides as an en tity  w ith in  the  team  and no t pu re ly  in 

the ind iv idua l leade r (Foster, 1989) and the re fo re  is in s ta rk  con tras t to the industria l 

era parad igm  o f T ra it Theory.

G raen and U h l-B ien ’s (1995) w o rk  on the Leade r-M em b er E xchange m odel (LM X) 

a rgues tha t the re  is un iqueness in the one -on -one  le ade r-fo llo w e r re la tionsh ip . O n 

the one end, it is cha rac te rised  as h igh ly  e ffec tive  and m ean ing fu l, w h ile  a t the  o the r 

end o f the  con tinuum , it is superfic ia l and con trac tua l. P e rfo rm ance  and a m ean ing fu l 

le ade r-fo llo w e r re la tionsh ip  are pos itive ly  re la ted (G e rs tn e r and Day, 1997), so it is 

advoca ted  tha t a la rge am oun t o f s ign ificance  shou ld  be p laced on re la tionsh ip  

bu ild ing  and m a in tenance  w ith in  the  team  be tw een leaders  and team  m em bers.
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3.3.3 Contingency Models
A cco rd ing  to H e llriege l e t al. (2013), C on tinge ncy  M ode ls  o f leadersh ip  are h igh ly 

contextua l, in tha t the  con tex t de te rm ines  the p reem inen t s ty le  o f leadersh ip  

requ ired. S ta ted d iffe rently , C on tinge ncy  M ode ls  a rgue tha t leadersh ip  e ffec tiveness 

re lies  on the re la tionsh ip  betw een s itua tiona l va riab les  and leadersh ip  behav iou rs  

(H e llriege l e t al., 2013). To recogn ise  the app licab ility  o f th is  theory, a tho rough 

exam ina tion  o f the  leadersh ip  sty le  and the cu rren t s itua tion , o r context, is 

necessary. M oreover, the  in te rp re ta tion  o f th is  type o f theo ry  fo r  leadersh ip  

e ffec tiveness, p roposes to m atch the leadersh ip  sty le  requ ired  to  the su itab le  

s itua tion . S om e m ode ls  p resuppose  fle x ib ility  o f leadersh ip  style, w h ile  o the rs  he lp  a 

leade r to iden tify  the  type  o f con tex t tha t best su its  his o r he r approach .

F ied le r (1967) w as  one o f the  firs t resea rche rs  to  assoc ia te  s itua tiona l aspects  w ith  

leadersh ip  style. F ie lde r’s (1967) cen tra l a rgum en t in his C on tingency  M odel is 

postu la ted  from  the notion tha t leaders  are e ithe r task  o r re la tions  orien ta ted . F ie lde r 

(1967) illus tra ted  leadersh ip  e ffec tiveness  can be p red ic ted  w hen  a m anage r fo llow s 

a process o f firs tly  describ ing  a co lleague  w h ich  fit the  m anagers  least p re fe rred  co­

w o rke r m ould, based on cha rac te ris tics  th a t the  co -w o rke r o r subo rd ina te  d isp layed  

w hen  a t w ork. Based on th is  ca tegorisa tion , the  m anage r w as  labe lled  e ith e r as pro 

task  o r re la tionsh ip  (F ie lder, 1967). F ied le r then  de fined  th ree  variab les; leader- 

m em ber re la tions, task  s truc tu re  and pos ition  power, to ass is t in p red ic ting  e ffec tive  

leadersh ip  behav io u r and argued tha t certa in  leadersh ip  s ty les  w ou ld  be m ore 

e ffec tive  in ce rta in  s itua tions  (H e llriege l e t al., 2013). Fo r exam ple , the  m ost e ffec tive  

leadersh ip  s ty le  in a s itua tion  w here  leade r-m em be r exchange  is good, the  task  

s truc tu re  com ponen t o f the  m odel is high and position  pow er is strong, w ou ld  

sugges t a task  o rien ta ted  leadersh ip  style, how eve r in o th e r s itua tions  d iffe ren t 

com b ina tion s  o f the  va riab le  w ou ld  be op tim a l (F ied ler, 1986). Leaders the re fo re  

needed to recogn ise  the  con tex t w he re  th e ir typ ica l s ty le  w as  suited.

On the o th e r hand, H ouse ’s P a th -G oa l-M ode l (N orthouse, 2013) a rgues th a t d iffe ring  

s itua tions  call fo r  the  leade r to adop t d iffe ring  leadersh ip  sty les. H ouse (1996) 

suggested  fo u r leadersh ip  sty les; these  are supportive , ach ievem en t orien ta ted , 

pa rtic ipa tive  and d irective . H ouse (1996) p roposed tha t leaders  m ust use the
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approp ria te  style, as and w hen  needed, to best m eet the  cu rren t and spec ific  

m otiva tiona l requ irem en ts  o f th e ir  fo llow e rs  in o rd e r to rea lise  spec ific  p rede te rm ined  

goals. W h ile  th is  m odel is one o f the  firs t to acknow ledge  the im portance  and e ffec t 

o f m otiva tion , it appea rs  to be fa ir ly  s im p lis tic  in tha t it im p lies leadersh ip  to be a one 

w ay, leade r to fo llow er, p rocess and no t a tw o w ay  re la tionsh ip  process.

Leade rsh ip  th a t is in fluenced  by env ironm en t is indeed w orth  unde rs tand ing  w ith in  

th is  resea rch ’s context. It is argued tha t due to  the h igh ly  a u tocra tic  s truc tu re  o f the 

C on tac t C en tre  w o rk  env ironm ent, w h ich  as p rev ious ly  m entioned before, is 

governed  by s tric t ru les and sc rip ted  tasks, w ill bene fit from  a re la tiona lly  b iased 

leadersh ip  sty le  tha t va lues caring. O ne body o f leadersh ip  lite ra tu re  th a t does focus  

on a type  o f leadersh ip  tha t is focussed  on re la tionsh ips  and w h ich  has va lues  w h ich  

are core  to the  construct, such as caring, is va lues based leadersh ip . V a lues  based 

theo ry  and the  con tem po ra ry  m ode ls  th a t have em erged  from  it are d iscussed  in the 

next section  o f the  chapter.

3.4 Contemporary Values Based Leadership

It has been p rev ious ly  a rgued  tha t the  con tex t tha t th is  s tudy  is se t in is an 

env ironm en t w he re  a de fic it Q ua lity  o f W ork life  env ironm en t ex ists. P reviously, 

leadersh ip  w as  argued to be the  an teced en t o f Q ua lity  o f W ork life  and the 

a n teced en t o f in te res t fo r  th is  study. H ow ever, not any leadersh ip  sty le  w as  argued 

to su ffice. To im prove  Q ua lity  o f W ork life  in the C on tac t C en tre  context, a re la tiona l, 

caring leadersh ip  w as proposed. Th is  re la tiona l, caring leadersh ip  approach  can be 

found  in the va lues  based leadersh ip  body o f literature.

The idea o f having va lues drive  a leadersh ip  approach  is a fa ir ly  con tem po ra ry  ideal. 

The industria l era parad igm  w as tra d itio n a lly  based on the p rem ise tha t the  m ain 

focus  o f an o rgan isa tion  w as  the  accum u la tion  o f capita l, and th is  w as  to be 

accom p lished  th rough  the s tra teg ic  m ode lling  and pos ition ing  o f resources (B artle tt 

and G hosha l, 1994). The m ain purpose  o r func tion  o f leadersh ip  w as to  ensure  

stra teg ies, s truc tu re  and sys tem s trans la ted  into o rgan isa tiona l com petitive  

advantage, w ith  seem ing ly  little  care  o f re la tionsh ip  bu ild ing. The  em p loyee ’s portion
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o f th is  con trac t w as to ensure , th rough  obed ience  o f s tra tegy im p lem enta tion , jo b  

security  w ou ld  be secured  (B a rtle tt and G hosha l, 1994). Industria l era leadersh ip  

fa iled  to recogn ise  and app ly  the  fu ll capab ilitie s  o f the  o rgan isa tio ns  m ost va luab le  

resource, the  H um an R esource  (B a rtle tt and G hosha l, 1994). The  ve ry  recen t past 

has a rguab ly  not been too d iss im ila r, and has been described  by som e as an 

e nv ironm en t in w h ich  o rgan isa tions  are ch ie fly  focused  on s tra teg ic  leadersh ip , in a 

ques t fo r  the  e ve r e lud ing  a llu re  o f sus ta inab le  "above average  re tu rns” (Rowe, 

2001:81). A s  a consequence , the  recen t s tra teg ic  bus iness  practice  p rem ise  has 

been ove rw he lm ing ly  focussed  on the  accum u la tion  o f capita l, and a w in -a t-a ll-cos ts  

ph ilosophy (C ope land , 2014). The  cons ide ra tion  tha t the  hum an resource  shou ld  be 

the m ost va luab le  resource  has the re fo re  in turn, seem ing ly  still been la rge ly 

ignored. S e n io r leade rsh ip ’s fixa tion  on "above average re tu rns” (Rowe, 2001 :81) at 

all costs  leadersh ip  culture, pe rm eates  th rough  the  o rgan isa tion  on to  low e r leve ls o f 

the  o rgan isa tio ns  structu re . T ask  o rien ta ted  env ironm en ts  like the  C on tac t C en tre  

com b ined  w ith  a low er-leve l leadersh ip  fixa tion  on p roductiv ity , due to  p ressures  

from  the  top, is argued to in fluence  how  the o rd ina ry  w o rke r is trea ted  in these  

cha lleng ing  env ironm en ts.

U nfortuna te ly , a negative  consequence  o f the  focus  on above average  returns, 

finance  and w ea lth  accum u la tion  has led to num erous docum en ted  occu rrences 

w here  th is  type  o f leadersh ip  focus  has led to  fa ir ly  s ign ifican t and unw anted  and d ire  

consequences, fo r  both leaders and m anagers  o f o rgan isa tions. In the ques t fo r 

increased  p roductiv ity  and w ea lth  accum u la tion , som e leaders  have fe lt com pe lled  to 

increase  and acqu ire  cap ita l, as w e ll as increase  sh a re h o ld e r va lue  by any and all 

m eans poss ib le  (C ope land , 2014). A ll too  often, the  en d e a vo u r to accom p lish  "above 

average  re tu rns” (Row e, 2001 :81 ) a t all cos ts  has com prom ised  the e th ics  o f leaders 

a t all o rgan isa tiona l leve ls  (C ope land , 2014). Leade rsh ip ’s prim e focus  o f 

increas ing  sh a re h o ld e r va lue  a t all costs, w h ich  is som e tim es a t the  expense  o f the ir 

em p loyees, has seve re ly  tested  m any leade rs ’ e th ica l and m ora l founda tions , and 

severa l leaders  have o ften been found  w an ting  w hen  being held to a ccoun t fo r  

uneth ica l p ractices in the recen t bus iness  w orld  (C opeland , 2014). C onsequen tly , 

there  has been a sh ift in th is  parad igm . M anagem ent lite ra tu re  now  re flec ts  a m ove 

in leadersh ip  ph ilosophy w h ich  p roposes a m ove from  the pure ly  com petitive , task  

o rien ta ted  leadersh ip  approach , to an approach  th a t is m ore responsib le , w ith  extra
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em phas is  on eth ics, deve lops re la tionsh ips  and w h ich  is d riven by a se t o f va lues 

(C ope land , 2014), ca ring  fo r  one ’s em p loyees  be ing one o f them . Th is  sh ift in 

th ink ing  has g iven  rise to the concep t o f a V a lu e s  Based Leade rsh ip  approach  

(C ope land , 2014).

C ope land  (2014) a rgues tha t V a lues  Based Leade rsh ip  is p rim arily  concerned  w ith  

address ing  im prov ing  the m ora l code and e th ica l p rinc ip les  o f leadersh ip . B adaracco  

(1998) a rgues tha t w hen  con fron ted  w ith  d ifficu lt s itua tions, va lues  becom e the key 

driver, w h ich  de te rm ines  the response  o r reaction  to  the s itua tion , p rob lem  o r 

context. Th is  is s ign ifican t fo r  the  C on tac t C en tre  context, w he re  d ifficu lt s itua tions  

are fre q u e n t and abound, and the idea tha t in d ifficu lt c ircum stances  o r 

env ironm en ts , leade rsh ip  th a t va lues  caring w ill com e to  the fo re  and is assured  to 

pos itive ly  im pac t fron tline  em p loyees, and in tu rn  im pact on th e ir Q ua lity  o f W ork life .

From the  V a lu e ’s Based Leade rsh ip  prem ise, severa l leadersh ip  theo ries  have 

em erged and are cu rren tly  be ing deve loped  w ith in  the  lite ra tu re  (C ope land , 2014). It 

is im portan t in the  con tex t o f th is  research  d isse rta tion  to be cogn isan t o f these  

theories, but m ore  im portan tly , to  understand  w h ich  o f these  are a ligned  w ith  the 

re la tiona l and ca ring  a ttribu tes  tha t are a rgued  to be app rop ria te  w ith in  the C on tac t 

C en tre  context.

C ope land  (2014) pos its  tha t A u th e n tic  T rans fo rm a tiona l Leade rsh ip  (B ass and 

S te id lm e ie r, 1999), E th ical leadersh ip  (T revino, and Brown, 2004), A u th e n tic  

leadersh ip  (A vo lio  and G ardner, 2005), S p iritua l Leade rsh ip  (Fry, 2003), S e lf- 

S acrific ing  Leade rsh ip  (Van K n ippenberg  and Van Kn ippenberg , 2005), S tew ardsh ip  

(B lock, 1993), C onnec tive  leadersh ip  (L ipm an-B lum en , 1997), Shared  leadersh ip  

(P earce  and C onger, 2003) and S e rvan t Leade rsh ip  (G reen lea f, 1970) are all 

em erg ing  leadersh ip  theo ries  th a t have deve loped  from  the V a lu e s  Based leadersh ip  

construct. In add ition  to these  leadersh ip  theories, V an  D ie rendonck  (2011) posits  

tha t T rans fo rm a tiona l leadersh ip  (B ass and Avo lio , 1994), Level 5 leadersh ip  

(Collins, 2001) and E m pow ering  leadersh ip  (M artin , L iao and C am pbell, 2013) a lso  

have m uch in com m on as they  too  are em bedded  in ph ilosophy o f strong va lues. 

T hese  leadersh ip  cons truc ts  are rooted in m oral, e th ica l, re la tiona l and m em ber 

focussed  va lues. W h ile  all o f these  leade rsh ip  theo ries  have a s trong  re la tiona l and
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va lues em phasis , they  d iffe r in th e ir p rinc ip le  o r d om inan t va lue. W h a t fo llow s  is a 

sho rt sum m ary  o f these  theo ries  fo llow ed  by the  d iffe ren tia tion  o f each o f them  

accord ing  to  th e ir dom inan t va lue  structure .

3.4.1 Transformational Leadership and Authentic Transformational 
Leadership

The p rinc ip le  tha t the  fo llo w e r can ach ieve  m ore  than w h a t they  in itia lly  though t they  

could, o r even m ore than  w h a t they  in itia lly  in tended to  ach ieve  th rough  a tten tive  

gu idance  and m otiva tion  o f the  leader, is the  founda tion  o f T rans fo rm a tiona l 

leadersh ip  (K rishnan, 2005). T rans fo rm a tiona l leade rsh ip  re la tes to  and is pos itive ly  

assoc ia ted  w ith  both the  fo llo w e r’s needs and ou tcom es, as w ell as w ith  the  needs 

and ou tcom es o f the  o rgan isa tion  (Jorg and S chyns, 2004). T ransfo rm a tiona l 

leadersh ip  theo ry  is em bedded  in the va lue  and be lie fs  o f the  fo llow e rs  and ign ites 

g re a te r aw areness  o f the  o rgan isa tiona l needs w ith in  fo llow e rs  (K uhne rt and Lewis, 

1987). C ong ruen t o rgan isa tiona l and fo llo w e r needs ou tcom es such as jo b  

sa tis faction  (B rym an, 1992; Em ery and Barker, 2007), tru s t (P odsakoff, M ackenzie, 

M oorm an and Fetter, 1990) and em pow erm en t (M asi and C ooke, 2000), are 

pa rticu la rly  im portan t in th is  fo rm  o f leadersh ip . T rans fo rm a tiona l leaders  are leaders 

w ho  are ab le  to change  fo llo w e rs ’ v is ions  and goa ls  th rough  app lica tion  o f th e ir 

in fluence  in an honou rab le  m anne r (K uhne rt and Lew is, 1987). Bass and A vo lio  

(1994) a rgue th a t trans fo rm a tiona l leadersh ip  cons is ts  o f fo u r separa te  factors: 

Idea lised In fluence , Insp ira tiona l m otiva tion , In te llec tua l s tim u la tion  and 

Ind iv idua lised  C onside ra tion . Idea lised  In fluence, a lso  know n as charism a, is 

leadersh ip  behav io u r tha t is trus tw o rthy  and deve lops respect o f the  fo llow ers  

th rough  the d isp lay ing  o f va lues tha t are cong ruen t w ith  ro le m odel behav io u r (Bass 

and Avo lio , 1994). Insp ira tiona l m o tiva tions  is re fe rred  to as leadersh ip  w h ich  

ensu res  th a t the  v is ion  th a t has been deve loped  by the  o rgan isa tion , pa in ts  a c le a r 

p ic ture  o f the  fu tu re  p roposed sta te  and is ve ry  c lea rly  a rticu la ted  (Kotter, 2007) so 

tha t fo llow e rs  are m otiva ted  by it (Bass and Avo lio , 1994). In te llectua l s tim u la tion  is a 

fa c to r o f trans fo rm a tiona l leade rsh ip  w h ich  speaks to  the encouragem ent, c rea tiv ity  

and w e lcom es con tinuous  cha lleng ing  o f the  s ta tus  quo th rough  fo llo w e r in itia tive  

(Bass and A vo lio , 1994). The  Ind iv idua lised  C ons ide ra tion  d im ens ion  of 

T rans fo rm a tiona l leade rsh ip  is leade rsh ip  tha t pays pa rticu la r a tten tion  to the
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fo llo w e r as an ind iv idua l in respect o f th e ir pe rsona l grow th, and one w h ich  

con tinuo us ly  m en to rs  and coaches the  fo llow er.

H ow ever, Bass and S te id lm e ie r (1999) a rgue  tha t T rans fo rm a tiona l leadersh ip  re lies 

heav ily  on the  cha rism a  o f the  leader, and acknow led ges  tha t no t all leaders have 

the ab ility  to  in fluence  peop le  w ith  charism a. To com pensa te  fo r  the  lack o f innate 

ch a rism a tic  ability, som e leaders have to p lay-ac t th is  ab ility . A lb e it th a t th is  p lay­

acting  m ay often be e ffective , it does not em ana te  from  genu ine  T rans fo rm a tiona l 

leadersh ip  ability , and the re fo re  canno t be c lass ified  as A u th e n tic  T rans fo rm a tiona l 

leadersh ip  (Bass and S te id lm e ie r, 1999). S os ic  and C am eron  (2010 :254) sugges t 

tha t A u th e n tic  T rans fo rm a tiona l leade rsh ip  is T rans fo rm a tiona l leadersh ip ; but the 

key d iffe re n tia to r is th a t it is leadersh ip  tha t is conducted  "in a w a y  tha t is true  to  the 

se lf and o the rs ” . A u th e n tic  T rans fo rm a tiona l leade rsh ip  is leadersh ip  w h ich  is 

enhanced  by au then tic  va lues, and d isp lays  enhanced  senses o f se lf-aw arene ss  and 

au then tic  re la tionsh ip  deve lop m e n ts  w ith  m em bers  (S os ic  and C am eron, 2010).

3.4.2 Ethical leadership
A cco rd ing  to  T rev ino , and Brown (2004:120), e th ica l leadersh ip  is de fined  as "the 

dem onstra tion  o f no rm a tive ly  app rop ria te  conduc t th rough  persona l ac tions  and 

in te rpersona l re la tionsh ips, and the  p rom otion  o f such conduc t to fo llow e rs  th rough  

tw o -w ay  com m un ica tion , re in fo rcem ent, and dec is ion -m ak ing ” . B road ly  speaking , 

T rev ino  and B rown (2004) a rgue tha t the  fa ir  tre a tm e n t by the leade rs  to all 

s takeho lde rs  ea rns le ade r-fo llo w e r trust; and th is  is the  founda tion  o f e ffec tive  e th ica l 

leadersh ip .

It is to be noted tha t w hen  describ ing  the  "m ora l pe rson ” (B row n and T revino, 

2006 :597 ) in B row n ’s and T re v in o ’s (2006) de fin ition  o f E th ical leadersh ip , these  

cha rac te ris tics  are those  tha t are re la ted to e th ica l leadersh ip . Leade rsh ip  tha t 

m akes dec is ions  w ith  re fe rence  and concern  fo r  all s takeho lde rs  dem onstra tes  the 

ch a ra c te r o f leadersh ip . The  ch a ra c te r tha t em ana tes  from  leaders is a ttrac tive  to its 

fo llow ers , and s tands ou t as a beacon o f v irtuous gove rnan ce  fo r fo llow e rs  to fo llow  

(B row n and T rev ino , 2006). M oreover, E th ica l Leade rsh ip  assum es the position  o f a 

role m odel pu re ly  by the  m ora l ac tions  o f the  leader, both in th e ir p ro fess iona l as well
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as in th e ir  persona l capac ities  (B row n and T rev ino , 2006 :597). S ocia l learn ing  theo ry  

a rgues tha t leaders can change  o r enhance  th e ir fo llo w e r’s v iew po in ts  on m ora l o r 

e th ica l behav io u r and the re fo re  engra in  the  m ante l o f role m odel on to  an e th ica l 

leade r (Zhu, 2008).

D ecis ions m ade w ith in  the o rgan isa tion  tha t are m ade by w ha t fo llow e rs  co n s id e r as 

leaders  w hom  d isp lay  e th ica l leadersh ip  cha rac te ris tics  are dec is ions  tha t w ill tend  to 

be trus ted  m ore, the re fo re  ins truc tions  tend  to be fo llow ed  m ore accepting ly , w ith  

m ore e ffo rt p laced on the perfo rm ance  o f the  ac tiv ity  ra the r than  the obed ience  o f the 

ins truc tion  (T rev ino  and Brown, 2004).

3.4.3 Authentic leadership
The unequ ivoca l sense  o f tru ly  know ing  onese lf and having com prehens ive , rea lis tic  

v iew s o f one ’s se lf- iden tity  is the  basis o f A u th e n tic  Leadersh ip , o r as described  by 

G reek P h ilosophe rs  "To th ine  own se lf be true ” (A vo lio  and G ardner, 2005: 319). 

A vo lio  and G a rd n e r (2005) a rgue th a t the  term  s incerity  m ust not be con fused  w ith  

the term  au then tic ity , and in the con tex t o f A u th e n tic  Leade rsh ip  the tw o  concep ts  

need to be d iffe ren tia ted . A u then tic ity  is an accu ra te  and true  unders tand ing  o f one ’s 

own self, s ince rity  how ever, is how  o thers  perce ive  the  true  and tru th fu l im age and 

ac tions  o f an o th e r (A vo lio  and G ardner, 2005). A u th e n tic  leadersh ip  is w itnessed  in 

con tex ts  w he re  fo llow e rs  have a u then tic  re la tionsh ips  w ith  leaders, and the  fo llow e rs  

fo llo w  those  sam e leaders  fo r  reasons tha t are deem ed to be au then tic  in nature 

(S ham ir and Eilam , 2005).

Avo lio , G ardner, W a lum bw a, Lu thans and M ay (2004) postu la ted  th a t A u then tic  

Leade rsh ip  has fo u r facto rs , se lf-aw areness, re la tiona l transparency, in te rna lized  

m ora l pe rspective  and ab ilities  to ba lance  in fo rm ation . S e lf-aw a rene ss  is a fra n k  and 

rea lis tic  in terna l unders tand ing  and sum m ation  th a t the  leade r has o f h im se lf w ith  

respect to  both flaw s  and ab ilities  equa lly  (A vo lio  e t al., 2004). R e lationa l 

transpa ren cy  invo lves tru th fu l rep resen ta tion  o f the  leade r’s em o tions  and em otiona l 

s ta te  w hen  dea ling  w ith  fo llow e rs  (A vo lio  e t al., 2004) and a fac tua l d isp lay  o f 

em otions  th a t w a rran ts  the s itua tiona l context. The inna te  se t o f capab ilitie s  tha t 

a llude  to a sta te  w he re  all ac tions  o f an ind iv idua l are d irected  by sound m ora l
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ju d g e m e n t is w h a t A vo lio  e t al. (2004) re fe r to as In te rna lized  M oral Perspective . The 

ab ility  to Ba lance  In fo rm ation  is the  las t o f A vo lio  e t al. ’s  (2004) facto rs , and th is 

fa c to r encom passes  the ab ility  to d iges t and ana lyse  com p lex  in fo rm ation  and 

a rticu la te  it so the  fo llow e rs  are ab le  to  eas ily  understand .

3.4.4 Spiritual leadership

Fry’s (2003: 711) assoc ia tes  S p iritua l leade rsh ip  w ith  a "ca lling  and m em bersh ip ” in 

o rde r to insp ire  and in fluence  fo llow e rs  and is a sem ina l s ta tem en t describ ing  

Sp iritua l leadersh ip  theory. M aking a real d iffe rence  th rough  serv ing, is the  bas is  o f 

w ha t Fry (2003) te rm s as a ca lling . A  genu ine, concerned  and loving o rgan isa tiona l 

cu ltu re  is deem ed the  term  m em bersh ip  (Fry, 2003). Fry (2003) a rgues tha t a 

leadersh ip  ana logy  w h ich  is akin to a ca lling , in an a tm osphere  o f love and 

m em bersh ip , dep ic ts  and de fines  the co n s tru c t o f S p iritua l Leadersh ip .

Fry (2003: 717) a rgues th a t the  core  o f Sp iritua l leadersh ip  is tha t it in fluences, 

d irec ts  and encou rages  the  re la tionsh ips  o f fo llow e rs  in trins ica lly  "th rough vis ion, 

hope/fa ith , and a ltru is tic  love, task  invo lvem ent, and goal iden tifica tio n ” . The  v is ion 

and goal iden tifica tion  o f an o rgan isa tion  is som e tim es  re fe rred  to as a Big H airy 

A udac iou s  G oal, a BH AG  (Louw  and V enter, 2006). The  BH AG  in con junction  w ith  a 

rich and viv id  dep ic tion  o f w ha t w ou ld  happen, o r w h a t it w ou ld  be like w hen  th is  goal 

is ach ieved , can be understood  as the  v is ion  (Louw  and V en te r, 2006). The  "hope o r 

fa ith ” e lem en t o f F ry’s (2003: 717) de fin ition  is assoc ia ted  w ith  an expecta tion , as 

w ell as tru s t o f reward, shou ld  the pe rseve rance  o f an ideal be m ain ta ined . A ltru ism  

in Fry’s (2003: 717) de fin ition  can be described, ve ry  basica lly , as peop le  w ho  help 

peop le  w ith o u t the  expecta tion  o f resu ltan t rew ard (W arneken  and Tom ase llo , 2009). 

T ask  invo lved  people, as to w h ich  Fry (2003) re fe rs  are in trins ica lly  m otiva ted  to 

com p le te  and ge t invo lved  w ith  ce rta in  tasks, so m uch so th a t they  becom e m asters  

o f these  tasks, and are c lass ified  as expe rts  o f these  jo b s  (R yan and Deci, 1989).

Fry (2003) posits  tha t Sp iritua l leadersh ip  can be found  in o rgan isa tions  w here  both 

the leaders and the fo llow e rs  d isp lay  a sense  o f real concern  fo r  one another. An 

o rgan isa tion  w here  fo llo w e rs  expe rience  the  va lue  o f connec tedness  w ith  one 

an o th e r o th e r and the  fe llow sh ip  o f be long ing  w h ich  can on ly be described  as a



118

system  o f sp iritua l leadersh ip . A  sense  o f be long ing  is though t o f by som e to  be one 

o f hum anness and o f m ost innate  psycho log ica l des ires  (Thau, A qu ino , and 

Poortv lie t, 2007). R eave (2005) a rgues  th a t the  m ost im portan t va lue  o f a sp iritua l 

leade r is va lues  based, nam ely  in tegrity . A cco rd ing  to  R eave (2005), it is cruc ia l fo r 

the sp iritua l leade r to  be c lass ified  as the em bod im en t o f in tegrity . Fo llow ers do not 

on ly reac t to  how  leaders  act, fo llow e rs  fo llo w  the  w ho le  real person (Reave, 2005). 

Sp iritua l leaders  are those  w ith  unquestionab le  in tegrity.

3.4.5 Self-Sacrificing

The sacrifice  o f one ’s se lf fo r  the  bene fit o f a g rea te r cause  can be described  as S e lf- 

S acrific ing  Leade rsh ip  (Van K n ippenberg  and V an  Kn ippenberg , 2005). The  va lue  

p laced on the g roup o ve r the ind iv idua l is inhe ren t to S e lf-sacrific ing  Leadersh ip  

behav io u r (Van K n ippenberg  and V an  K n ippenberg , 2005). Choi and M ai-D a lton, 

(1998) a rgue tha t fo rego ing  a p redom inan tly  se lf-se rv ing  m ethodo logy, o r m ind-set, 

tow ards  bus iness fo r  priva te  ga in  is illus tra tive  o f S e lf S acrific ing  Leadersh ip . Se lf- 

S acrific ing  Leade rsh ip  p roposes a m ore nob le  p rim ary purpose  o f ex is tence, w h ich  is 

o f the  bene fit to the en tire  o rgan isa tion ; se lf-en richm en t becom es a v is ib ly  low er 

p rio rity  (Choi and M ai-D a lton, 1998). Choi and M a i-D a lton  (1998) a rgue tha t the  

en tire  o rgan isa tion  benefits , th rough  im proved perfo rm ance  (Van K n ippenberg  and 

V an  K n ippenberg , 2005), if leaders are ab le  to behave  in th is  fash ion , as w e ll as 

in fluence  th e ir  fo llow e rs  to a lso  behave  in a se lf-sacrific ia l m anner. De C re m e r 

(2006) sugges ts  tha t fo llo w e rs  g rav ita te  to  acts  o f leade r se lf-sacrifice ; and acts  o f 

se lf-sacrifice  ign ites sp rits  and im proves fe llow sh ip .

B ass ’s (1985) in itia l w o rks  on trans fo rm a tiona l leadersh ip  reasoned tha t se lf-sacrifice  

can be used as a m otiva tiona l techn ique  to in fluence  fo llow ers , m any o the r au thors  

how eve r have expanded  th is  a rgum en t to  inco rpo ra te  the  benefic ia l consequences  

fo r  se lf-sacrific ing  leadersh ip  behav io u r (Van K n ippenberg  and V an  K n ippenberg, 

2005). S e lf-S acrific ing  leadersh ip  is argued, am ongs t o the rs  benefits , to increase  the 

p ropens ity  o f fo llow e rs  to fo llow , o r w o rk  w ith, leaders m ore in ten tly  and th is  can 

in fluence  can d irec tly  be assoc ia ted  w ith  an increase  in fo llo w e r m otiva tion  (De 

C rem er, 2006).
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3.4.6 Stewardship Leadership

S le tte  (1999), in rev iew  o f B lock ’s (1993) sem ina l w o rks  on the S tew ardsh ip  theory, 

pos itions  th a t S tew ardsh ip  is the  leaders  ab ility  to re linqu ish  all ideo log ies  o f s tric t 

em p loyee  con tro l o r the  expecta tion  o f subse rv ien t com p liance  from  m em bers, 

how eve r the reduction  o f contro l does not im ply re linqu ishm en t o f accountab ility , 

S tew ard -lead e rs  assum e fu ll accoun tab ility  fo r  all fo r  o rgan isa tiona l goals. A  

S tew ard -lead e rs  fundam en ta l conv ic tion  s tem s from  the p rem ise  tha t leadersh ip  

m ust cons is t o f a "d is tribu tion  o f pow er” (B lock  1993; S le tte , 1999:6), in tha t all tie rs 

o f the  o rgan isa tion  are em pow ered  th rough  the p rocess o f be ing g iven op tions  to 

choose  how  they  w ill perform , o r in te rac t w ith  custom ers. B lock (1993) pos its  th a t a 

co llec tiv is t app roach  to o rgan isa tiona l gove rnance  is favou red  ove r the  trad itiona l 

leade r-sub o rd ina te  locus o f contro l, w h ich  is usua lly  found  in h ie ra rch ica l 

o rgan isa tiona l s tructu res. B lock (1993) sugges ts  tha t S tew a rdsh ip -le ade rs  advoca te  

fo r  pa rtne rsh ip  re la tionsh ips  w ith in  o rgan isa tions  as opposed  to a re la tionsh ips  tha t 

can be described  as con tro lling  o r pa ren ta l-ch ild like . A  partne rsh ip  v iew  o f leadersh ip  

in a stew ard  parad igm  is pa rticu la rly  pe rtinen t w hen  issues o f dependency are being 

cons idered . B lock (1993) a rgues tha t pa rtne rsh ips  assum e m em bers  are 

em pow ered , can m ake dec is ions  independen tly  and do not re ly on the  constan t 

ins truction  o f leaders. S tew ardsh ip  can be posited as the re la tionsh ip  betw een 

leaders  and m em bers  o f the  o rgan isa tion  w ork ing  in pa rtnersh ip , w ith  ba lanced 

contro l, in o rd e r to fu lfil the  long term  in te res ts  o f the  organ isa tion .

3.4.7 Connective Leadership

A t the core  o f C onnective  leadersh ip  is the  oppos ing  concep ts  o f in te rdependency  

and d ive rs ity  (L ipm an-B lum en , 1997). In te rdependency  a rgues th a t every th ing  and 

everyone  is connected , and is ge tting  increas ing ly  m ore  connected. A n  increas ing  

connec tiv ity  con tex t is due to severa l reasons such as increas ing  seem ing ly  

un lim ited  g row th  o f the  g lobal v illage  com b ined  w ith  e ve r deve lop ing  techno log ica l 

advancem en ts  (L ipm an-B lum en , 1997). D ive rs ity  how eve r posits  tha t the  concep t of 

ind iv idua lity  is a lso  ga in ing  m om entum . M ore and m ore g roups o f peop le  o r 

ind iv idua ls  are dem and ing  to be c lass ified  as, and respected  as un ique  en tities  w ith  

th e ir own indepe nden t vo ices  and v iew po in ts  (L ipm an-B lum en , 1997). L ipm an- 

B lum en (1997) a rgues tha t the  type  o f leadersh ip  needed to deal w ith  these
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con tras ting  ph ilosoph ica l v iew po in ts , is C onnective  leadersh ip , and th is  is pa rticu la rly  

re levan t in lead ing  o rgan isa tions  in the  con tem po ra ry  and connec tive  era.

The C onnec tive  leade rsh ip  behavioura l m odel cons is ts  o f th ree  behaviou ra l sty les, a 

d irec t style, a re la tiona l s ty le  and an ins trum enta l s ty le  (L ipm an-B lum en , 1997, 

R ob inson and L ipm an-B lum en, 2003). D irect behav iou rs  are assoc ia ted  w ith  

com pe titive  action, leaders w ho  w a n t to succeed and beat com pe tito rs  (L ipm an- 

B lum en, 1997). The  re la tionsh ip  sty le  re fers to leadersh ip  behav io u r tha t re lishes in 

the m ento ring  and then  consequen tia l accom p lishm en ts  o f m em bers  (L ipm an- 

B lum en, 1997). The  ins trum enta l s ty le  w h ich  L ipm an-B lum en (1997) m akes 

re fe rence  to  is the  ab ility  o f leaders to use m em bers  in savvy  w ays  in o rd e r to 

ach ieve  ce rta in  o rgan isa tiona l goals. W h ile  it is acknow ledged  th a t som e leaders 

m ay express  ce rta in  s ty les m ore  p reva len tly  o r natura lly , the  in ten tion  o f the 

C onnective  leaders  shou ld  be to find  a ba lanced use o f all th ree  styles.

3.4.8 Shared Leadership

S hared  leadersh ip , described  by P earce and C onge r (2003), advances the leade r -  

m em ber in fluence  ideo logy. P earce and C o n g e r (2003) a rgue tha t leadersh ip  does 

not on ly  m an ifes t itse lf in the  in fluence  re la tionsh ip  be tw een the leade r and the 

m em ber but is a lso  found  in groups, o r m ore spec ifica lly , the  in fluence  o f g roups on 

m em bers  as w e ll as in fluence  on o th e r g roups in the a tta inm en t o f o rgan isa tiona l 

goals. Th is  leadersh ip  sty le  is a fundam en ta l m ove fo r the  trad itiona l leadersh ip  

approach  in w he re  m anagers  in fluence  em p loyees  th rough  h ie ra rch ica l s truc tu res  in 

a one -on -one  o r one -on -m an y env ironm en t (Pearce, Hoch, Jeppesen  and W egge, 

2010), is it sa id to  be "leadersh ip  from  the ins ide ” (G ocke l and W erth , 2010 :172). In 

a S hared  Leade rsh ip  o rgan isa tiona l env ironm en t, dec is ion  m aking  is not done by 

on ly  the  leader, and in re fe rence  to h is own v is ion, S hared  leadersh ip  im p lies 

co llec tive  v iew po in ts  are cons ide red  and jo in t dec is ion  m aking  is p re fe rred  (Pearce 

and C onger, 2003). S hared  leade rsh ip  is thus a m ove from  the popu la r trad itiona l 

w ritings  o f w here  scho la rs  po rtray  the leadersh ip  co n s tru c t to be a one o f in fluence  

on m em bers  in o rd e r to fu lfil o rgan isa tiona l goals. G ocke l and W erth  (2010) argue 

tha t con tex tua l in fluences p lay a s ign ifican t ro le  in S hared  leadersh ip ; O sborn, Hunt,
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and Jauch  (2002) sugges t tha t con tex tua l in fluences in a leade rsh ip  con tex t w ill 

change  from  tim e  to  tim e  to su it con tex t requ irem ents, s im ila rly  the  m em bers  in 

team s are a lso  a ffected  and sw ayed  by con tex t in S hared  leadersh ip  (G ocke l and 

W erth , 2010). In o th e r w o rds  S hared  leadersh ip  can be a rticu la ted  as leadersh ip  tha t 

is based on m utual in fluence  theo ry  and in fluenced  by context.

3.4.9 Level 5 leadership

C o llins  (2001 :75 ) a rgues tha t unde r the  s tew ardsh ip  o f level 5 leaders, o rgan isa tions  

have the  capab ilitie s  o f m oving from  "good to g rea t” . C o llins  (2001 :75 ) describes  

"Level 5” leade rsh ip  as the "h ighest level o f execu tive  capab ilitie s ” tha t are ab le  to 

produce "sus ta ined  exce llence ” and susta ined  o rgan isa tiona l success.

Level 5 leaders  are ex trem e ly  unassum ing , hum ble  ind iv idua ls , w ho are s trong  on 

va lues and have in tense  in terna l d rive  (C ollins, 2001). Th is  is the  type  o f leade r w ho  

takes  the  o rgan isa tion  to he igh ts  th a t are g re a te r than  expected , and sus ta ins  it 

there. T he  key d iffe re n tia to r in th is  leadersh ip  sty le  is tha t w hen  c red it is g iven, Level 

5 leaders  have the  hum ility  to  recogn ise  all a round them  firs t, and w ill ensure  tha t 

they are last in line to rece ive  any cred it. The  level 5 leade r’s acknow ledges  

ach ievem en ts  and d ive rts  persona l c red it to all a round them .

To understand  the  cons truc t better, C o llins  (2001) a rgues tha t the  capab ilitie s  o f 

leaders can be a rranged  in d iffe ren t levels. Level 1 ind ica tes a h igh ly  capab le  

ind iv idua l w ho  cons is ten tly  p roduces th rough  the app lica tion  o f ta len t and 

know ledge. A  level 2 ind iv idua l m akes s ign ifican t con tribu tions  th rough  w ork ing  

e ffec tive ly  in a team  setting . A  Level 3 ind iv idua l, w h ich  C o llins  (2001) re fe rs  to as a 

C om pe ten t M anager, con tro ls  and o rgan ises  resources and is ab le  to e ffec tive ly  

ach ieve  p rede te rm ined  o rgan isa tiona l ob jectives. Level 4 is cha rac te rised  by leaders 

in w h ich  C o llins  (2001) re fe rs  to  as E ffective  Leaders. T hese  e ffective  leaders are 

leaders  w hom  ach ieve  high perfo rm ance  th rough  the  unders tand ing  and re len tless 

pe rus ing  o f the  o rgan isa tio ns  v is ion. The  Level 5 leade r is described  as the 

"pa radoxica l com b ina tion  o f hum ility  and w ill” (C o llins, 2001 :70) tha t sus ta ins  the
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organ isa tion  a t grea tness. T hese  leaders  ensure , th rough  a brand o f hum ble  

leadersh ip  and ex trao rd ina ry  w ill th a t th e ir o rgan isa tio ns  becom e great.

A  ve ry  good ana logy o f Level 5 leadersh ip  is described  by C o llins  in the "w indow  and 

the m irro r exam p le ” (2001:74). C o llins  exp la ins  tha t level 5 leaders  w ill a lw ays look 

to g ive  c red it to o thers. C o llins  suggests, m e taphorica lly , th a t Level 5 leaders  are 

con tinuo us ly  "look ing  out o f the  w in d o w ” w hen  c red it is due, but w hen  th ings  go 

w rong, are ex trem e ly  tough  on th em se lves  and take  persona l respons ib ility  fo r  it, in a 

sense  they  are describe  as "look ing  in the  m irro r” during  cha lleng ing  periods. Level 5 

leaders  w ill the re fo re  neve r reso rt to sharing  the  b lam e and take  accoun ta b ility  fo r 

the  o rgan isa tion  in its en tire ty  ve ry  seriously. Level 5 leaders  show  trem endous  

p ro fess iona l w ill and se t ex trem e ly  high s tanda rds  (Collins, 2001), they  dem onstra te  

a d ogm a tic  approach  to do "w ha t it ta kes” to m ake it happen, to p roduce  results.

A cco rd ing  to C o llins  (2001), fo llow e rs  are draw n to  the com b ina tion  o f fie rce  

de te rm ina tion , hum ility  and the com p le te  absence  o f any narc iss ism  tha t Level 5 

leaders d isp lay. In the  con tem pora ry , m a te ria lis tica lly  d riven w orld , w he re  m uch 

em phas is  is put on se lf-s ta tus  and se lf-im portance , Level 5 leadersh ip  is the re fo re  an 

a ttrac tive  a lte rna tive .

3.4.10 Empowering Leadership

M artin  e t al. (2013: 1375) de fine  em pow ering  leade rsh ip  as a form  o f leadersh ip  in 

w h ich  "leaders  share  pow er w ith  em p loyees  by p rov id ing  add itiona l respons ib ility  

and dec is ion -m ak ing  au tho rity  o ve r w o rk  and resources as w ell as the  suppo rt 

needed to hand le  the add itiona l respons ib ility  e ffec tive ly ” .

V an  D ie rendonck and D ijkstra  (2012) a rgue  tha t the  co ns truc t o f em pow erm en t in 

the w o rkp lace  s tem s from  theo ries  o f con tro l a t w o rk  (Van Laar e t al., 2007) and 

pa rtic ipa tive  em p loyee  invo lvem ent. E m pow ering  Leade rsh ip  is pe rce ived  to be a 

position  in w he re  em pow ered  leaders p roduce  an e nv ironm en t w he re  em p loyees 

fee l and ac t em pow ered  (Van D ie rendonck  and D ijkstra , 2012). The  notion  tha t 

em p loyee  m otiva tion  has becom e som eth ing  o f an in trin s ic  cha rac te ris tic  and
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the re fo re  the re  is little  need fo r them  to  be m anaged  th rough  typ ica l line o r d irective  

func tions , is ind ica tive  o f an em pow ered  em p loyee  and in fers tha t they  have been 

sub jected  to a leade r w ho is em pow ering  (P earce  and S im m s, 2002). Van 

D ie rendonck and D ijkstra  (2012) exp la in  tha t E m pow ering  Leadersh ip  is 

cha rac te rised  by th ree  face ts : i) de lega tion  o f au thority : the  practice  o f leaders g iv ing 

fo llow e rs  th e ir pow er in o rd e r to  opera te  m ore e ffec tive ly  (Burke, 1986); ii) 

accoun tab ility : the  ab ility  and w illingness  to an sw e r and a ccoun t fo r  every th ing  tha t 

the  em p loyee  does encapsu la tes  the co n ce p t o f accoun ta b ility  (Burke, 2005) and 

iii) fac ilita tion : by so lic iting  the know ledge  and sk ills  o f all o f the  em p loyees  to  use 

co llective ly , m oreover, ensuring  tha t o th e r know ledge  and tra in ing  is ava ilab le  

shared  to  enab le  m ore  en ligh tened  and e ffec tive  w o rk fo rce  (Van D ie rendonck and 

D ijkstra , 2012). E m pow ering  Leade rsh ip  is argued to  increase  the  p roactive  

inc lina tions  o f a w o rk  fo rce  (M artin  e t al., 2013) and se lf-leadersh ip , w h ich  in turn 

leads to increases in pe rfo rm ance  leve ls (Lorinkova , P earsa ll and S im s, 2013).

3.4.11 Servant Leadership

The p rospe rous con tem pora ry  o rgan isa tion  is typ ified  as an o rgan isa tion  tha t 

accom p lishes  be tte r re tu rns and is a m ore com pe titive  en tity  th rough  its focus  on 

em p loyee  w e llness  and innova tion  (Van D ie rendonck, 2011). S e rvan t Leadersh ip  

p rov ides fo llow e rs  w ith  a leade r th a t endo rses  a pa rtic ipa tive  cu ltu re  and prom otes  

the idea ls  o f p rom oting  em pow erm en t am ongs t em p loyees  (M e lcha r and Bosco, 

2010). T he  ve ry  core  o f S e rvan t Leade rsh ip  is tha t it is d iffe ren tia ted  from  the 

in fluence -b ias  th ink ing  o f gene ric  leadersh ip , as it p rom u lga tes  the notion th a t above 

all, the  good o f the  m em bers  m ust supe rsede  any se lf-re la ted  in te res ts  o f the  leade r 

(Laub, 1999). A  caring fo llow e r-se rv ice  cen tric  cu ltu re , w ith in  the  co llec tive  

leadersh ip  o f an o rgan isa tion , is resu ltan t o f leaders w ho  are m otiva ted  to  serve 

o the rs  first, and th rough  such serv ice , ach ieve  o rgan isa tiona l goa ls (G reen leaf, 

1977; Spears, 1995).

A s  o rgan isa tions  s ta rt to  red irec t th e ir energ ies  from  an au to c ra tic  approach , and 

s ta rt focus ing  ene rg ies  tow ards  m anag ing  the  w e llness  o f th e ir hum an resources 

th rough  se rv ice  (D o lan  and G arcia , 2002), the  S e rvan t leade rsh ip  co ns truc t beg ins to 

m anifest. S e rvan t leadersh ip  is m ore  than a construct, w h ich  is m ade up o f m any 

va ry ing  abs trac t p rinc ip les; S e rvan t Leade rsh ip  is leade rsh ip  tha t m an ifes ts  and is
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articu la ted  by the  se rv ice  ac tions  tha t leaders  portray, it is there fo re , leadersh ip  

th rough  practice  (P arris  and Peachey, 2013).

H ow ever, w ha t is o f in te res t to th is  research is the  p rinc ip le  va lues tha t are dom inan t 

and w h ich  resona te  from  the  lite ra tu re  w ith  respec t to  the S e rvan t leadersh ip  

construct. It "is s trong ly  based in e th ica l and ca ring  behav io u r and enhances the 

grow th  o f w o rke rs  w h ile  im prov ing  the ca ring  and qua lity  o f o rgan iza tiona l life ” 

(Spears, 2010:25); as w ell as a leade rsh ip  approach  w h ich  engenders  trus t in 

fo llow e rs  (G reen lea f, 1977). A s  m entioned before, th is  thes is  p roposes tha t it is a 

leadersh ip  style, w h ich  has ca ring  and trusting  as key va lue  p ropositions, is 

app rop ria te  fo r  the  con tex t o f th is  study.

3.4.12 Principle Value Differentiation

G iven the sum m ary  o f the  leadersh ip  theo ries  above, the  tab le  be low  illus tra tes  the 

dom inan t va lue, w h ich  is a rgued  to  resona te  from  each o f the  leadersh ip  theories. 

W h a t fo llow s  is a sho rt descrip tion  o f the  leadersh ip  theo ries  and th e ir p roposed 

princ ip le  va lues.

It is argued tha t A u th e n tic  T rans fo rm a tiona l leade rsh ip ’s core  va lue  is th a t o f 

au then tic  ch a rism a tic  behav io u r w h ich  is ab le  to  in fluence . S im ila rly , A u th e n tic  

leade rsh ip ’s core  va lue  is tha t o f au then tic ity . E th ical leade rsh ip ’s p rinc ip le  va lue  is to 

be eth ical, o r d iffe ren tly  put, has e th ics as its d om inan t va lue. S p iritua lity  is S p iritua l 

leade rsh ip ’s core  va lue  and S e lf-S acrific ing  leadersh ip  va lues se lf-sacrifice  as its 

p rinc ip le  va lue. S tew ardsh ip  leadersh ip  va lues s tew ard -like  behaviour, w h ile  

C onnective  leade rsh ip ’s core  va lu e ’s is to  bring peop le  o r o rgan isa tions  to g e th e r to 

find  com m on ground in a m utua lly  co llabo ra tive  m anner. Th is  m akes C onnective  

leadersh ip  va lue  m utua l co llabo ra tion  ve ry  h ighly. S hared  leadersh ip  p rinc ipa lly  

va lues sharing  power, o r equa lity  w ith in  the w o rk  env ironm en t and Level 5 

leadersh ip  va lues pass iona te  and hum ble  leaders, the  va lues  o f passion and hum ility  

are ve ry  dom inan t w ith  Level 5 leadersh ip . E m pow ering  leadersh ip  cen tres  on 

en trus ting  em p loyees  w ith  the  respons ib ilitie s  and accoun tab ilities , va lu ing  trus t 

p redom inantly . S e rvan t leadersh ip  is a leadersh ip  theo ry  tha t is based on the 

p rinc ip le  o f caring  and serv ing  y o u r em p loyees  so tha t they  in tu rn  grow.
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It has been posited  th ro u g h o u t th is  thes is  th a t the  leade rsh ip  sty le  o f in terest, and 

tha t is p roposed to be the m ost con tex tua lly  appropria te , is one w h ich  is re la tiona l 

and caring. From  the  ana lys is  o f p rinc ip le  va lues pe r leadersh ip  theo ry  based on all 

o f the  va lues based theo ries  above, S e rvan t Leadersh ip  is the  on ly  theo ry  tha t 

va lues ca ring  exp lic itly . Th is  is not to  say th a t the  o th e r theo ries  are uncaring, it is 

m ore th a t the  S e rvan t Leadersh ip  co ns truc t is one w here  the  va lue  o f caring seem s 

to be m ore dom inant. Th is  is s ign ifican t in re la tion  to th is  research  as it pos itions 

S e rvan t Leade rsh ip  to be the leadersh ip  cons truc t o f in te res t fo r  th is  s tudy and it 

p roposes th a t it is the  leadersh ip  co ns truc t w h ich  is m ostly  theo re tica lly  a ligned to 

the con tex t and Q ua lity  o f W o rk life  requ irem ents  o f th is  study.

Table 3.1 Principle/Dominant Value per Leadership Theory

L e a d e rsh ip  T h e o ry A u th o r P rin c ip le /D o m in a n t V a lu e s

A u t h e n t ic  T r a n s f o r m a t io n a l  L e a d e r s h ip B a ss a n d  A v o lio  (1994) A u t h e n t ic  c h a r is m a t ic  in f lu e n c e

E th ic a l le a d e r s h ip Trevino, a n d  B ro w n  (2004) E th ic s

A u t h e n t ic  le a d e r s h ip A v o lio  a n d  G a rd n e r (2005) A u t h e n t ic i t y

S p ir it u a l  L e a d e r s h ip Fry  (2003) S p ir i t u a l i t y

S e l f - S a c r i f ic in g  L e a d e r s h ip V an K n ip p e n b e rg  a n d  V a n  K n ip p e n b e rg  (2005) S e lf - S a c r i f ic in g

S t e w a r d s h ip B lo ck  (1993) S t e w a r d ly

C o n n e c t iv e  le a d e r s h ip L ip m a n -B lu m e n  (1997) M u tu a l C o l la b o r a t io n

S h a r e d  le a d e r s h ip P e a rce  a n d  C o n g e r  (2003) E q u a lit y

L e v e l 5 le a d e r s h ip Collins (2001) P a s s io n , H u m il it y

E m p o w e r in g  le a d e r s h ip M a rtin , L iao a n d  C a m p b e ll (2013) T r u s t

S e r v a n t  le a d e r s h ip G re e n le a f (1970) C a r in g , E th ic s

Source: Author’s construction

3.4.13 Servant Leadership Differentiated

From the va lues  ana lys is  above, S e rvan t leadersh ip  is pos itioned as the  possib le  

co ns truc t o f in te res t fo r  th is  s tudy  as its p rinc ip le  va lue  w as  argued to be th a t o f 

caring. S e rvan t leadersh ip , and o th e r con tem po ra ry  theo ries  m en tioned  p rev ious ly  in 

chapter, have th e ir o rig ins in V a lues  Based leadersh ip  (C ope land , 2014) and also, 

accord ing  to V an  D ie rendonck  (2011), have s im ila ritie s  w ith  S e rvan t leadersh ip . The 

next section  how ever, serves to a rgue tha t ove r and above the  p rinc ip le  va lue  focus, 

the  S e rvan t leadersh ip  cons truc t is indeed a d is tinc t and d iffe ren tia ted  one.
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W hen  re la ting  S e rvan t Leade rsh ip  to T rans fo rm a tiona l leadersh ip , it is qu ite  c le a r 

tha t S e rvan t leade rsh ip  is leadersh ip  th a t is a co n s tru c t w h ich  is focused  on serv ice  

as w ell as the  needs o f the  fo llow ers , w h ile  T rans fo rm a tiona l Leade rsh ip  has its 

p rio rities  m ostly  a ligned w ith in  the o rgan isa tion  and sh a re h o ld e r space  (Van 

D ierendonck, 2011). A u th e n tic  leadersh ip  theo ry  how ever, pos itions  tha t the  leade r 

po rtrays a u then tic  behav io u r due  to h is /he r pos ition  o r s ta tion  w ith in  the  o rgan isa tion  

and the  au then tic  behav io u r is o rgan isa tio na lly  focussed . S e rvan t Leade rsh ip  theo ry  

a lso  a ttribu tes  au then tic  behav io u r as an in tegra l charac te ris tic , how eve r m ore 

spec ifica lly  in the  form  o f serv ing  and fo r  the  g row th  o f fo llow ers  (Van D ierendonck, 

2011). M oreover, even A u th e n tic  T rans fo rm a tiona l leadersh ip  d iffe rs  in w he re  the 

S e rvan t le a d e r asp ira tions  and au then tic  behav io u r are no t so le ly  a ligned  w ith  

in fluence  o f fo llow e rs  fo r  o rgan isa tiona l ga in  but ra the r to  serve, g row  and deve lop .

E th ica l Leade rsh ip  theo ry  focuses  on w h a t is the  righ t th ing to do, o r w h a t the  leade r 

is supposed  to  do, both from  a p rocedura l com p liance  and m oral po in t o f view, put 

d iffe rently , E th ica l leadersh ip  is "m ora l m anagem e n t” (B row n and T revino, 

2006:598). S e rvan t leade rsh ip  d iffe ren tia tes  itse lf from  th is  in th a t the  focus  o f the 

leade r is on the needs o f the  m em bers, and has em phas is  on deve lop ing  them  to a 

po in t w he re  m em bers  app rec ia te  the bene fits  o f ach ievem en t th rough  e th ica l m eans, 

th is  is con tras ting  to obey ing  o rgan isa tiona l d irec tives  th a t are e th ica lly  based (Van 

D ierendonck, 2011).

S p iritua lity  a t the  w orkp lace , as described  in S p iritua l leadersh ip , does not have the 

sam e m ean ing  to all. S om e describe  it as a co ns truc t tha t evokes fee lings  o f 

connec tedness  th rough  va lue  com m ona litie s  (Van D ierendonck, 2011), w h ile  som e 

argue tha t it is a ca lling , usua lly  connected  to  se rv ice  to o the rs  o r God (B row n and 

T revino, 2006), V an  D ie rendonck (2011) pos its  tha t Sp iritua l leadersh ip  is im m ersed 

in the iden tity  and assoc ia tion  o f o rgan isa tiona l cu ltu re . S p iritua l leade rsh ip  how ever, 

om its  to focus  on the  m ore p rim ary  re la tionsh ip  aspects  o f leadersh ip . A  re la tionsh ip  

focussed  v iew po in t is ve ry  p rom inen t in S e rvan t leadersh ip  behav io u r (Van 

D ierendonck, 2011).

A cco rd ing  to Van D ie rendonck (2011), S e lf-S acrific ing  leadersh ip  is p rim arily  

o rgan isa tio na lly  focussed , w ith  an increase  in sh a re h o ld e r va lue  driv ing  the 

behaviour. T h is  v iew  is supported  by C hoi and M a i-D a lton  (1998), w ho  a rgue tha t
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S e lf-S acrific ing  leaders w ill sacrifice  them se lves  fo r  the  bene fit o f o rgan isa tiona l and 

w h ile  se lf-en richm en t does becom e low e r priority, the  o rgan isa tion  is the  key priority. 

S e rvan t leade rsh ip  how ever, is m em ber centric, so any se lf-sacrifice  w ill be done 

pure ly  fo r  the  fu rth e r deve lop m e n t o f o rgan isa tiona l m em bers  (Van D ierendonck, 

2011).

S tew ard  leaders  are d iffe ren tia ted  from  S e rvan t Leaders in th a t S tew ard  leaders 

assoc ia te  leadersh ip  as a co llec tiv is t parad igm  w ith  em phas is  on partne rsh ips  

be tw een leaders  and m em bers, sharing  accoun ta b ility  (B lock, 1993); the  S e rvan t 

leader, se rves m em bers  so th a t they  grow, and in so doing, becom e se rvan ts  

them se lves  (G reen lea f, 1970).

A t the  ve ry  essence  o f C onnective  leadersh ip  is the  oppos ing  concep ts  of 

in te rdepe ndency  and d ivers ity , as w ell as the ba lance  o f d irect style, re la tiona l and 

an ins trum enta l s ty les  (L ipm an-B lum en , 1997). W h ile  the re la tionsh ip  em phas is  o f 

C onnective  leadersh ip  does in fe r the  im portance  o f leade r-m em be r re la tionsh ips, 

m en to rsh ip  is suggested  as its key output. S e rvan t Leade rsh ip  a lso  supposes a 

heavy re la tionsh ip  focus, ye t aga in  how ever, tha t the  em phas is  o f em p loyee  grow th 

th rough  a se rv ice  d iffe ren tia tes  the tw o constructs .

S e rvan t leadersh ip  behav io u r sugges ts  to fo llow e rs  th a t they  are "in -g roup ” (C hen et 

al., 2014: 512) m em bers  as opposed  to the trad itiona l boss-like  figu re  o f m ore 

au to c ra tic  leadersh ip  type  sty les, w ho  see th e ir  ro le as an su p e rio r task  g iv ing one; 

th is  is adm itted ly  ve ry  s im ila r to S hared  leadersh ip . S hared  leadersh ip  how eve r is 

said to be the in fluence  o f g roups on fo llow e rs  and in fluence  o f g roups on o the r 

groups, and leade rsh ip  tha t p laces m uch em phas is  on the group dec is ion  m aking 

p rocess fo r  the  a tta inm en t o f o rgan isa tiona l goa ls  (P earce  and C onger, 2003). 

S e rvan t leade rsh ip  d iffe rs  in tha t the  leade r does not re linqu ish  the trad itiona l 

leadersh ip  role, the  le a d e r is still the  leade r in the trad itiona l sense, how eve r S e rvan t 

leadersh ip  advoca tes  fo r  serv ice , needs fu lfilm en t, hum ility, au then tic  behaviour, 

em p loyee  em pow erm en t and em p loyee  deve lop m e n t as key them es (Van 

D ierendonck, 2011).

W h ile  both S e rvan t Leade rsh ip  and Level 5 leadersh ip  s trong ly  fo cu s  on d ive rting  the 

adm ira tion  o r recogn ition  fo r  accom p lishm en ts  aw ay from  th em se lves  and tow ards 

th e ir team s, Level 5 Leade rsh ip ’s p rim ary  m otive  is one  o f increas ing  sh a reho ld e r
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va lue  w h ile  the  S e rvan t Leade r’s in trins ic  m otiva tion  is tha t o f em ployee 

deve lop m e n t (Van D ierendonck, 2011).

E m pow ering  leade rsh ip  and S e rvan t Leade rsh ip  both have th e ir roots in the 

deve lop m e n t o f peop le  in o rd e r to be accoun tab le  fo r  functions, S e rvan t Leadersh ip  

is argued to be a m ore encom pass ing  leadersh ip  theory, as it a lso  inc ludes o the r 

equa lly  im portan t fac to rs  (Van D ierendonck, 2011). T hese  w ill be exp la ined  in 

re la tion  to the S e rvan t leadersh ip  construct, in m ore deta il in the  next section  o f th is 

chapter.

O ve r and above the d iffe rences  in va lues o f con tem po ra ry  leadersh ip  theo ries  tha t 

are portrayed  in the  ana lys is  above, o the r critica l e lem en ts  o f S e rvan t leadersh ip  

em erge, w h ich  he lp to h igh ligh t and c la rify  the  un ique  va lue  and con tribu tion  o f 

S e rvan t leadersh ip . It is ev iden t from  the  lite ra tu re  th a t S e rvan t leadersh ip  is e th ica l 

and peop le  cen tred , it has its roo ts  in V a lu e s  Based leadersh ip  and is gu ided  by a 

s tric t m oral code w ith  em p loyees  needs as a core  focus  (Van D ie rendonck and 

Nuijten, 2011). A cco rd ing  to V an  D ie rendonck  and N uijten (2011), the  b iggest 

d iffe re n tia to r o f S e rvan t leadersh ip  res ides in a des ire  to care, serve  and deve lop  

fo llow ers.

3.5 Servant Leadership

Th is  section  in the ch a p te r se rves to de fine  and c la rify  the  S e rvan t leadersh ip  

construct.

3.5.1 Servant leadership Construct Clarification

There  is no consensu s  in the  lite ra tu re  on a de fin ition  fo r  the  S e rvan t leadersh ip  

cons truc t (P arris  and Peachey, 2013), and th is  has m uch to do w ith  the cons truc t 

be ing a ve ry  com p lica ted  and m u ltid im ens iona l one (Van D ie rendonck, 2011). 

Furtherm ore , S e rvan t leadersh ip  is a re la tive ly  new  fie ld  o f leadersh ip  research  (Van 

D ierendonck, 2011). H ow ever, the  concep t o f S e rvan t leadersh ip  has been 

m entioned in the  lite ra tu re  s ince  the  1970 ’s (G reen lea f, 1970). Due to his sem ina l
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w orks  on the  construct, G reen lea f (1970) has been dubbed  the fa th e r o f S ervan t 

leadersh ip . G reen lea f’s (1970) de fin ition  o f S e rvan t leadersh ip  is still ve ry  re levan t 

and app licab le , as it reads "it beg ins w ith  the natura l fee ling  th a t one w an ts  to  serve, 

to serve  first. Then consc ious  cho ice  b rings one to asp ire  to lead. The  d iffe rence  

m an ifes ts  itse lf in the  care  taken  by the  se rvan t firs t to m ake sure  th a t o the r peop le ’s 

h ighes t p rio rity  needs are be ing served. The best te s t is: Do those  served  g row  as 

persons; do they, w h ile  be ing served, becom e hea lth ie r, w iser, freer, m ore 

au tonom ous, m ore  like ly  them se lves  to becom e se rva n ts? ”

S ince  the  sem ina l w o rks  o f G reen lea f (1970) in the  early  1970 ’s, the re  has been a 

fa ir  am oun t o f ag reem en t w ith in  the lite ra tu re , w h ich  a rgues  tha t core  to the  S e rvan t 

leadersh ip  co ns truc t is the  ph ilosoph ica l ideal o f putting  the  needs o f team  m em bers 

o r fo llow e rs  firs t, in o rd e r to  crea te  the c lim a te  and cond itions  needed fo r  them  to be 

the best they  can be (G reen lea f, 1977; V an  D ierendonck, 2011; Van D ie rendonck 

and Nuijten, 2011). M oreover, trus ting  peop le  by g iv ing them  the capac ity  and room  

to g row  in o rd e r to let them  p rospe r is a lso  an im portan t role o f the  S e rvan t leade r 

(Van D ie rendonck, 2011).

3.5.2 Servant Leadership, its Relationship with Behavioural Constructs

The co ns truc t o f S e rvan t leadersh ip  is noted to  still be an em erg ing  leade rsh ip  theo ry  

(P arris  and Peachey, 2013), and is a co ns truc t w h ich  is still in need o f cons ide rab ly  

m ore research  to deve lop  the theo ry  to  a level w h ich  en joys  scho la rly  ag reem en t 

w ith in  the  lite ra ture . A s  p rev ious ly  m entioned , S e rvan t Leade rsh ip  has em erged from  

a V a lu e s  Based leadersh ip  p rem ise  (C opeland , 2014), how ever, a lbe it fa ir ly  sparse, 

research  o f the  S e rvan t leade rsh ip  and its re la tionsh ips  w ith  o the r behavioura l 

cons truc ts  has a lso  started to em erge  w ith in  the literature. P rio r S e rvan t leadersh ip  

research  s tud ies  conducted  w h ich  investiga te  the re la tionsh ip  be tw een  the S ervan t 

leadersh ip  and behaviou ra l cons truc ts  and w h ich  have pa rticu la rly  s ign ifican t 

re levance  to th is  thes is  are those  s tud ies  w h ich  have them es re la ted to the focus  on 

S e rvan t leadersh ip  and behaviou ra l e lem en ts  assoc ia ted  w ith  em p loyee  w e llness  o r 

Q ua lity  o f W o rk life  o f em p loyees. T hese  behaviou ra l Q ua lity  o f W ork life  re la ted 

them es inc lude  research  w orks  th a t investiga te  the re la tionsh ip  o f S e rvan t leadersh ip  

and its resu lting  behaviou ra l consequ ences  such as jo b  sa tis faction , fos te ring  a
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pos itive  w o rk  c lim ate , low e r jo b  stress, and encou rag em en t o f he lp ing  behaviours, 

needs fu lfilm e n t and im proved  w e llbe ing  (P arris  and Peachey, 2013).

Van Laar e t a l.’s (2007) sem ina l w o rks  describe  the Q ua lity  o f W ork life  co ns truc t as 

constitu ting  o f s ix  d im ens ions  o r facto rs , Job  and C a re e r S a tis faction , G enera l W e ll­

Being, H om e-W ork  Interface, S tress  a t W ork, C ontro l a t W o rk  and W ork ing  

C ond itions. S irgy  e t al. (2001: 241) argue th a t Q ua lity  o f W ork life  is "a cons truc t 

w h ich  dea ls w ith  the w e llbe ing  o f em p loyees” . S irgy  e t al. (2001) a rgue tha t Q ua lity  

o f W ork life  has its roots in need sa tis fac tion  theory, and in M ayer, B ardes and 

P icco lo ’s (2008) s tudy o f the  re la tionsh ip  betw een S e rvan t leadersh ip  and the 

sa tis fac tion  o f fo llo w e r’s needs, ev idence  w as  found  tha t a s ign ifican t positive  

re la tionsh ip  w as  found  betw een S e rvan t leadersh ip  and need sa tis faction . M aye r et 

al. (2008) found  th a t need sa tis fac tion  p layed an im po rtan t m ed ia to r to the 

re la tionsh ip  be tw een S e rvan t leade rsh ip  and jo b  sa tis faction .

S ta n d e r and R othm an (2008) pos it th a t the  leadersh ip  co ns truc t is a p red ic to r o f 

em p loyee  sa tis faction . P rev ious research has pos itive ly  assoc ia ted  o the r em ployee 

w e llness  fac to rs , such as s ta ff sa tis fac tion  (B arbu to  and W hee le r, 2006; Bartram  and 

C asim ir, 2006) and jo b  sa tis fac tion  (E hrhart, 2004) w ith  S e rvan t Leadersh ip  

behaviours . M oreover, a rev iew  o f the  lite ra tu re  on S e rvan t Leade rsh ip  (B arbu to  and 

W heeler, 2006; Ehrhart, 2004; Laub, 1999) revea ls  th a t em p loyee  satis faction , 

genera l w e ll-be ing , and com m itm en t to th e ir jo b s  increases w hen  exposed  to 

leadersh ip  behav iou rs  assoc ia ted  w ith  S e rvan t Leadersh ip .

In a research  s tudy  con tex t tha t w as  iden tified  as a se tting  th a t inc luded a high 

p ressure  env ironm ent, s im ila r to  th a t o f the  C on tac t C en tre  context, Jenk ins  and 

S tew art (2010) found  tha t S e rvan t leadersh ip  behav io u r by leaders  increased 

ind iv idua l s ta ff sa tis faction . Th is  find ing  is suppo rted  by C hung, Jung, Kyle and 

P etrick  (2010) in th e ir  s tudy  o f the  e ffec ts  o f S e rvan t leadersh ip  and procedura l 

ju s tice  on jo b  sa tis fac tion . In th is  study, s tructu ra l equation  m ode lling  revea led  

s ign ifican t re la tionsh ip s  be tw een se rvan t leade rsh ip  d im ens ions  and s ta ff sa tis faction  

(C hung e t al., 2010).

Jaram illo , G risa ffe , C honko, and R oberts  (2009) found  tha t by c rea ting  a positive  

w o rk  c lim a te  th rough  S e rvan t leade rsh ip  behaviour, th is  had a s ign ifican t ind irect 

co rre la tion  w ith  jo b  stress, w h ich  in tu rn  had an ind irec t re la tionsh ip  w ith  job
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sa tis faction . Ja ram illo  e t al., (2009) argued the re fo re  th a t increas ing  leve ls o f S e rvan t 

leadersh ip  behav io u r m odera tes  s tress  in the w o rk  p lace and supports  be tte r 

w o rk ing  cond itions.

R ieke, H am m erm e is te r and C hase  (2008) s tudy in the sporting  con tex t revea led  tha t 

in add ition  to S e rvan t leadersh ip  be ing an teced en t to s ta ff sa tis faction , m otiva tion  

and increased task  o rien ta tion  increased th rough  an increased  focus  on w e llbe ing  

th rough  S e rvan t leadersh ip  behaviour.

A  s tudy o f the  lite ra tu re  does how eve r he lp  to  conc lude  tha t w h ile  the re  is ev idence  

o f the  research  be tw een S e rvan t leadersh ip  behav io u r on re la ted Q ua lity  o f W ork life  

them es, as described  above, the re  ex is ts  a s ign ifican t gap in the lite ra tu re  w ith  

respect to the consequen tia l e ffec ts  o f S e rvan t leadersh ip  on the Q ua lity  o f W ork life  

co ns truc t itself. P rev ious chap te rs  have argued th a t the  Q ua lity  o f W ork life  construc t 

is a pa rticu la rly  im portan t construct, pa rticu la rly  in the  cha lleng ing  con tex t o f the 

C on tac t C entre . It is the re fo re  becom es o f scho la rly  and app lied  in te res t to c lose  th is 

gap in the  literature.

R esearch  has show n tha t T rans fo rm a tiona l Leadersh ip  (B rad ley, Brown, L ingard, 

Tow nsend  and Bailey, 2009) and S p iritua l Leade rsh ip  (Bardm ili, S iada t and 

M oham m ad isad r, 2013) have a s ign ifican t re la tionsh ips  w ith  Q ua lity  o f W o rk life  but 

the re  is how ever, no ev idence  in the lite ra tu re  investiga ting  the re la tionsh ip  w ith  

S e rvan t Leade rsh ip  and Q ua lity  o f W ork life , and m ore  spec ifica lly  in the  fron tline  

cu s to m e r se rv ice  C on tac t C entre  context.

Th is  d isse rta tion  p roposes to help bridge th is  know ledge  gap in the lite ra tu re  by 

s tudy ing  the  S e rvan t leadersh ip  behaviours , in a cus tom er se rv ice  fron tline  setting, 

re la ted to  the im p rovem en t o f the  va rious  d im ens ions  o f th e ir Q ua lity  o f W ork life . The 

research  p roposes th a t the  un ique  dem ands p laced on cu s to m e r serv ice  fron tline  

em p loyees  (M enday, 1996), has im p lica tions  fo r  the  w ay  in w h ich  they  shou ld  be led 

in o rd e r to  p roduce  a pos itive  e ffec t on th e ir  pe rce ived  Q ua lity  o f W ork life  

d im ensions. Put d iffe rently , th is  research  exam ines  w h e th e r S e rvan t Leadersh ip  

behav io r in the  C on tac t C en tre  context, is an tecenden t, and has a pos itive  and 

causa l re la tionsh ip  w ith  Q ua lity  o f W ork life . The  C entra l H ypo thes is  o f th is  thes is  is 

tha t S e rvan t leadersh ip  behav io u r has a s ign ifican t, pos itive  and causa l re la tionsh ip  

w ith  Q ua lity  o f W o rk  Life.
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Up until now  how ever, the  co ns truc t o f S e rvan t leadersh ip  has been de fined  in ve ry  

genera l term s. Van D ie rendonck and N uijten  (2011) a rgue tha t scho la rs  such as 

S pea rs  (1995), Laub (1999), R ussell and S tone  (2002), and Patte rson  (2003) have 

all m ade va luab le  con tribu tion s  c la rify ing  the  theore tica l unders tand ing  o f S ervan t 

leadersh ip  and are, accord ing  to  V an  D ie rendonck  (2011), the  m ost in fluen tia l p ieces 

o f S e rvan t Leadersh ip  literature.

W h a t fo llow s  is firs tly  a d iscuss ion  on the  m easu rem en t o f S e rvan t Leadersh ip  and 

its su itab ility  to the con tex t o f th is  research as w ell as a d iscuss ion  on each o f the 

theore tica l m ode ls  to  fu rth e r c la rify  the  co ns truc t by unders tand ing  the con tribu tions  

o f the  va rious  p rom inen t S e rvan t Leade rsh ip  scho lars. T he  d iffe ren t S ervan t 

Leade rsh ip  m ode ls  w ill be a lso  be d iffe ren tia ted  and an a rgum en t fo r  the  m odel tha t 

w ill f it  the  C on tac t C en tre  fron tline  con tex t the  best is m ade.

3.5.3 Servant Leadership Measurement Instruments, Contexts of Studies and 
Results

Th is  section  add resses  the to p ic  o f S e rvan t leade rsh ip  m easu rem en t w ith  re fe rence  

to how  S e rvan t leadersh ip  has been researched  before, and the level a t w h ich  it has 

been app lied  in o rgan isa tions . The re  are severa l d iffe ren t S e rvan t Leadersh ip  

conceptua l m ode ls  and o th e r S e rvan t Leade rsh ip  m ode ls  w h ich  have a lso  been 

tested em p irica lly  w ith in  the lite ra ture . The  a u th o r the re fo re  had to  m ake a cho ice  o f 

the  S e rvan t Leade rsh ip  m odel and ins trum en t best su ited fo r  th is  study. Th is  cho ice  

w as  la rge ly  in fo rm ed by the  qua lity  o f the  instrum ent, and the o rgan isa tiona l level to 

w h ich  the ins trum en t has been used before. It is argued th a t the  use o f Van 

D ie rendonck and N u ijten ’s (2011) S e rvan t Leade rsh ip  M odel and its assoc ia ted  

S e rvan t Leade rsh ip  S urvey M u ltid im ens iona l M easure  is a qua lity  instrum ent, is 

va lid , w e ll su ited  fo r  th is  s tudy and re levan t fo r  the  m idd le  m anagem e n t level.

Servant leadership measurement

W hile  the M u ltifac to r Leade rsh ip  Q ues tionn a ire  (M LQ ) has gene ra lly  been the  su rvey 

ins trum en t w h ich  has been the  m ost w ide ly  used to conduc t leadersh ip  assessm en t 

(G reen, R odriguez, W hee le r, B aggerly -H ino josa , 2015), the  deve lop m e n t o f a 

S e rvan t Leade rsh ip  m easure  is re la tive ly  still in its in fancy. An im portan t aspec t to 

take  cogn isance  o f is tha t severa l d iffe ren t S e rvan t leadersh ip  m easu rem en ts  are in
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existence. Th is  is no t surpris ing , w hen  dea ling  w ith  the m easu rem en t o f a 

m u ltid im ens iona l co ns truc t such as S e rvan t leadersh ip , w hen  the  ex trem e ly  

com p lica ted  nature  o f the  cons truc t itse lf is cons idered , and w hen  the re  is lim ited 

ag reem en t in the  lite ra tu re  as to its theo re tica l com pos ition  in te rm s o f charac te ris tics  

o r fac to rs  (Van D ie rendonck and N u ijten ’s, 2011).

No m e ta -ana lys is  o f S e rvan t leadersh ip  cu rren tly  ex is ts , and va rious  ins trum ents  

have been used to m easure  S e rvan t Leade rsh ip  in va rious  con tex ts  (G reen e t al., 

2015; Parris  and Peachey, 2013). The  U nited S ta tes o f A m erica  is the  coun try  w ith  

the lead ing am oun t o f S e rvan t leadersh ip  research  papers  pub lished to da te  (P arris  

and Peachey, 2013). Education , business, nurs ing persona l se lling  and sa les 

m anagem ent, parks and recrea tion  adm in is tra tion , se rv ices  m arke ting , and sports, 

are the key a reas in w h ich  the co ns truc t has been researched  to da te  (P arris  and 

Peachey, 2013). The  educa tiona l se tting  is the  p redom ina n t o rgan isa tiona l context, 

w ith  fo rty  fo u r pe rcen t o f all em p irica l research  pub lica tions  derived  from  it (P arris  

and Peachey, 2013). A  Q uan tita tive  approach  is the  p re fe rred  research  m e thodo logy 

used w hen  research ing  S e rvan t leadersh ip , in th a t s ix ty  nine pe rcen t o f s tud ies  have 

used th is  m e thodo log ica l approach  (P arris  and Peachey, 2013). W h ile  

acknow ledg ing  tha t the  educa tiona l se tting  has en joyed m ost o f the  research  to  date, 

it is argued by P arris  and P eachey (2013) th a t S e rvan t Leade rsh ip  shou ld  be fu rth e r 

enhanced  th rough  s tudy ing  the co ns truc t in a va rie ty  o f contexts, and pa rticu la rly  in 

the  bus iness context.

Parris  and P eachey (2013) posit tha t s tud ies  re la ted to  the consequ ences  o f S ervan t 

Leade rsh ip  are pa rticu la rly  pe rtinen t and are an im portan t e lem en t o f ass is ting  the 

a dvance m e n t o f S e rvan t Leade rsh ip  theory. There fo re , s tud ies  w h ich  cons ide r 

e lem en ts  tha t are re la ted to em p loyee  w e llness, o r s im ila r consequ ences  o f S e rvan t 

Leade rsh ip  behaviour, such as th is  s tudy  p roposes to accom plish , w ill con tribu te  to 

c los ing  a gap  in the  lite ra tu re  and w ill help to advance  the deve lop m e n t o f S e rvan t 

leadersh ip  theo ry  (P arris  and Peachey, 2013). A s  p rev ious ly  d iscussed, them es such 

as the  re la tionsh ip  be tw een S e rvan t leade r behav iou rs  and fo llo w e r w e llbe ing , job  

sa tis fac tion  and crea ting  a pos itive  w o rk  c lim ate , have  been researched  and 

pub lished (P arris  and Peachey, 2013), how ever, the re  is no pub lished  research 

ev idence  investiga ting  the re la tionsh ip  be tw een Q ua lity  o f W ork life  and S e rvan t 

Leadersh ip . Furtherm ore , the re  are ve ry  little quan tita tive  s tud ies  o f S e rvan t
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Leadersh ip  in South  A frican  o rgan isa tions , and none have been conducted  in the 

Call o r C on tac t C en tre  context, o r been focused  spec ifica lly  on the supe rv iso ry  level. 

Th is  research  the re fo re  w ill add to  the  con tribu tion  o f know ledge  w ith  respect to the 

con tex t and level to w h ich  S e rvan t leade rsh ip  has p rev ious ly  been stud ied.

Parris and P eachey (2013) exp la in  th a t the  m ost p rom inen t ins trum en ts  used by 

researchers  to m easure  S e rvan t Leade rsh ip  em p irica lly  are Laub ’s (1999) O LA  

instrum ent, E hrhart’s (2004) S e rvan t Leade rsh ip  M easurem ent ins trum ent, Barbuto  

and W h e e le r’s (2006) five  fa c to r ins trum ent, and Liden, W ayne, Zhao, H enderson ’s 

(2008) m u ltid im ens iona l m easure. G reen e t al. (2015) sugges t th a t Laub ’s (1999) 

O LA  ins trum en t m ay be the  m ost es tab lished  o f the  ins trum en ts  w h ile  E h rha rt’s 

(2004), B arbu to  and W h e e le r’s (2006) and L iden e t a l. ’s  (2008) ins trum ents  m ake up 

m ost o f the  recen tly  con tem po ra ry  and em erg ing  ins trum en ts  (G reen e t al., 2015). 

G reen e t al. (2015) argue th a t V an  D ie rendonck  and N u ijten ’s (2011) 

m u ltid im ens iona l m easure  is an ins trum en t tha t shou ld  be inc luded into th is  g roup o f 

em erg ing  lis t o f qua lity  S e rvan t Leadersh ip  m easures. W h a t fo llow s  is a b rie f 

descrip tion  o f the  con tex ts  in w h ich  each o f these  m easures  w ere  app lied , to g e th e r 

w ith  a b rie f sum m ary  o f the  V an  D ie rendonck  and N u ijten ’s (2011) m u ltid im ens iona l 

m easure, the reby  advoca ting  fo r  the  qua lity  o f the  ins trum en t and its re levance  to  the 

a con tex t o f th is  research.

Laub’s (1999) Measure

Laub’s (1999) O LA  m easure  w as  deve loped  from  an em p irica l s tudy  m easuring  

S e rvan t Leade rsh ip  from  a sam p le  o f 1624 peop le  from  41 d iffe ren t o rgan iza tions. 

O u t o f the  1624, a to ta l o f 828 usab le  responses w ere  used in the  ana lys is . The 

responden ts  w ere  from  d iffe ren t parts  o f the  U nited S ta tes  o f A m erica , but 

add itiona lly  inc luded one o rgan isa tion  w h ich  w as based in the N etherlands. The 

responden ts  inc luded em p loyees  o f re lig ious, bus iness  and educationa l 

o rgan isa tions, w ith  the  vas t m a jo rity  o f the  responden ts  from  re lig ious o rgan isa tions  

(Laub, 1999). The  b iog raph ic  in fo rm ation  o f the  responden ts  show ed both the m ale 

and fem a les  w ere  rep resen ted  fa ir ly  equa lly  (Laub, 1999). M ost responden ts  had 

un ive rs ity  degrees. T w en ty  fo u r pe rcen t o f the  responden ts  w e re  supe rv iso rs  o r 

m anagers.
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F acto r ana lys is  o f the  60 item ques tion na ire  con firm ed  6 facto rs , nam ely: d isp lays  

au then tic ity , sha res  leadersh ip , va lues people, p rov ides leadersh ip , bu ilds 

com m un ity  and deve lops peop le  (Laub, 1999). The  ins trum en t p roduced a s tandard  

dev ia tion  o f 48 .78  and C ronbach -A lp ha  re liab ility  ana lys is  o f 0.98. Item -to -tes t 

co rre la tions  p roduced resu lts  w h ich  con firm ed  all o f the  item s had strong 

re la tionsh ips  w ith  the  ins trum en t as a w hole .

Ehrhart’s (2004) Servant Leadership Instrument

In his s tudy o f o rgan isa tiona l c itizen  behav io u r and  se rvan t leadersh ip , E hrhart 

(2004) deve loped  a new  m easure  o f se rvan t leadersh ip . The  responden ts  of 

E hrhart’s (2004) research  su rvey from  the deve lop m e n t o f the  se rvan t leadersh ip  

m easure  cons is ted  o f app rox im a te ly  254  em ployees. T hese  em p loyees  w ere  

em p loyed  in the  reta il industry, m ore particu la rly , g roce ry  stores. A ll o f the 

em p loyees  w ere  un ive rs ity  s tuden ts  and all had at least th ree  yea rs ’ w o rk  

experience . A ll em p loyees  w ere  geog rap h ica lly  s itua ted  a long the easte rn  part o f the 

U nited S ta tes  o f A m erica  (Ehrhart, 2004). A lm o s t tw o th irds  o f the  responden ts  w ere  

w om en (Ehrhart, 2004). E rhart (2004) gave  th ree  ins trum en ts  to respondents , tw o 

gene ric  leadersh ip  assessm en t ins trum ents, in the  LM X-7 and the M LQ -5x, as well 

as the S e rvan t leadersh ip  sca le  w h ich  he had deve loped . A na lys is  o f the 

responden ts  show ed tha t the  S e rvan t leadersh ip  sca le  d id indeed m easure  a 

separa te  co ns truc t to  th a t o f the  LMX-7 and the MLQ-5X scales. Fourteen  item s w h ich  

w ere  deve loped  from  a rev iew  o f the  lite ra tu re  w ere  con firm ed  th rough  con firm a to ry  

fa c to r ana lys is  to fo rm  the va lida ted  S e rvan t Leade rsh ip  S ca le  (Ehrhart, 2004).

Barbuto and Wheeler’s (2006) five factor instrument

R esponden ts  to B arbu to  and W h e e le r’s (2006) five  fa c to r ins trum en t inc luded 80 

leaders and 388 subo rd ina te  em p loyees o f bus iness o rgan isa tio ns  based in the 

M idw estern  U nited S ta tes  o f A m erica . W ith  respect to  the  leaders, tw o  th irds  o f the 

responden ts  w e re  w om en  w ith  the  average  age being 51 years old and ha lf o f them  

had un ive rs ity  deg rees  (B arbu to  and W hee le r, 2006). The  subo rd ina tes  w ere  o f an 

average  age o f 46 years  and fe w e r (42% ) had un ive rs ity  degrees (B arbu to  and 

W heeler, 2006).
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B arbu to  and W h e e le r’s (2006) lite ra tu re  rev iew  o f S e rvan t Leade rsh ip  suggested  tha t 

there  is po ten tia lly  11 d im ens ions  o r cha rac te ris tics  assoc ia ted  w ith  S e rvan t 

Leadersh ip . E xp lo ra to ry  fa c to r ana lys is  reduced  these  11 d im ens ions to five. The 

ins trum ent cons is ted  o f 23 item s, exp lo ra to ry  ana lyses revea led  five  facto rs , these  

w ere, a ltru is tic  ca lling, em otiona l healing , w isdom , pe rsuas ive  m app ing  and 

o rgan isa tiona l s tew ardsh ip  (B arbu to  and W hee le r, 2006). C on firm a to ry  fa c to r 

ana lys is  con firm ed  the five  fa c to r m odel (x2 = 1,410.69, d f = 220, CFI = .96, RFI = 

.95, R M S E A  = .10)

Liden e t a l . ’s, (2008) multidimensional measure

Liden e t a l. ’s, (2008) m u ltid im ens iona l m easure  o f se rvan t leadersh ip  w as  in itia lly  

tested on 298 un ive rs ity  s tuden ts  and la te r 182 em p loyees  o f a U nited S ta tes  o f 

A m erica  M idw este rn  p roduction  and d is tribu tion  bus iness o rgan isa tion . N inety 

pe rcen t o f the  responden ts  in the  bus iness o rgan isa tion  w ere  subord ina te  

em p loyees and the ba lance  w ere  leaders  (L iden e t al., 2008). A  large percen tage  of 

the  responden ts  from  the bus iness o rgan isa tion  did not have a un ive rs ity  degree  

(69% ) and m ost o f the  responden ts  w e re  m a les (73% ) (L iden e t al., 2008).

The ins trum en t w as  va lida ted  using con firm a to ry  fa c to r ana lys is  and cons is ts  o f a 28 

item  questionna ire  w h ich  has seven fac to rs  (L iden e t al., 2008). The  fac to rs  o f the 

Liden e t al. (2008) ins trum en t include: em otiona l healing ; c rea ting  va lue  fo r the 

com m unity ; concep tua l skills; em pow ering ; he lp ing subo rd ina tes  g row  and succeed; 

putting  subo rd ina tes  firs t and behaving  e th ica lly  (L iden e t al., 2008). The 

con firm a to ry  fa c to r ana lys is  p roduced accep tab le  m odel f it  ind ices (C FI=.98; 

R M S E A =.06 ; S R M R =.05).

Van Dierendonck and Nuijten’s Multidimensional Servant Leadership Survey 

Measure (2011)

The concep tion  o f V an  D ie rendonck and N u ijten ’s S e rvan t Leadersh ip  

M u ltid im ens iona l M easure  (2011) w as  the resu lt o f fo u r indepe nden t s tud ies
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conducted  in the  U nited K ingdom  and the  N e therlands (Van D ie rendonck and 

Nuijten, 2011).

The deve lop m e n t o f the  V an  D ie rendonck and N u ijten ’s S e rvan t Leadersh ip  

M u ltid im ens iona l M easure  (2011) w as  researched  th rough  a th ree  phase 

deve lop m e n t process. The  firs t phase w as ca lled the  “D eve lopm en t o f the  S ervan t 

Leade rsh ip  S u rvey” (Van D ie rendonck  and N u ijten ’s, 2011:250). Th is  phase 

cons is ted  o f a lite ra tu re  review , and a subsequ en t theore tica l p re lim ina ry  m odel w as 

in itia lly  as a consequ ence  p roposed (Van D ie rendonck  and H eeren, 2006). The  in itia l 

m odel th a t w as to be em p irica lly  tes ted  inc luded E m pow erm ent, A ccoun tab ility , 

S tand ing  back, Hum ility, A u then tic ity , C ourage, In te rpersona l accep tance  and 

S tew ardsh ip  as fac to rs  o f S e rvan t Leade rsh ip  (Van D ie rendonck  and N u ijten ’s, 

2011). The  em pirica l s tudy  th a t tested  the  in itia l S e rvan t Leade rsh ip  m odel inc luded 

resu lts  from  a su rvey w h ich  w as  adm in is te red  to 789  responden ts  w h ich  con ta ined  

99 item s. The responden ts  w e re  from  a w ide  range o f voca tions, tw en ty  five  pe rcen t 

cons is ted  o f rep lies from  the em p loyees in the finance , educa tion  and civil serv ices; 

tw en ty  pe rcen t w ere  teachers; tw e lve  pe rcen t w e re  em p loyees  o f a fire  b rigade and 

the ba lance  w ere  responden ts  o f an on line  su rvey  (Van D ie rendonck  and N u ijten ’s, 

2011). E xp lo ra to ry  fa c to r ana lys is  w as conducted  and due to the  fa c to r loading 

structu re , a num be r o f item s w ere  e lim ina ted , and o the rs  had no t loaded as in itia lly  

expected , the  n um be r o f item s had reduced from  99 to  39, and the fa c to r o f 

In te rpersona l accep tance  had been rep laced by Forg iveness.

The second  s tudy cons is ted  o f 263  responden ts  w ho  w ere  all from  a civil se rvan t 

background  (Van D ie rendonck  and N u ijten ’s, 2011). The  39 item ins trum en t w h ich 

w as  p roduced as a resu lt o f exp lo ra to ry  fa c to r ana lys is  w as adm in is te red . R esu lts  o f 

w h ich  w ere  va lida ted  though  a process o f con firm a to ry  fa c to r ana lys is . To im prove  

the m ode ls  fit, 9 item s w ere  rem oved from  the ins trum en t w h ich  im proved  the 

m ode l’s f it  (x2 = 623.5, d f = 377, CFI = .93, TLI = .92, SR M R  = .05, R M S E A  = .05).

The th ird  s tudy show ed the resu lt o f 236  responden ts  o f w h ich  fifty  seven percen t 

w e re  from  serv ice  s ta tions  (petro l and d iese l) and the  rest from  va rious  m angers  o f 

bus iness  o rgan isa tio ns  (Van D ie rendonck and N u ijten ’s, 2011). The  fac to ria l va lid ity  

o f the  30 item , 8 fa c to r ins trum en t w as con firm ed  (x2= 600.1, d f = 397, CFI = .94, TLI 

= .93, SR M R  = .06, R M S E A  = .05).
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The last s tudy  w as  an on line  s tudy and 384 responden ts  rep lied  on line  (Van 

D ie rendonck and N u ijten ’s, 2011). F ifty tw o percen t o f the  to ta l responden ts  w ere  

w om en (Van D ie rendonck  and N u ijten ’s, 2011). The  e igh t fa c to r m odel w as again 

con firm ed  (x2= 1197.7, d f = 377, CFI = .93,TLI = .92,S R M R  = .07, R M S E A  = .05).

T he re fo re  th rough  a com b ina tion  o f exp lo ra to ry  and con firm a to ry  fa c to r ana lys is , an 

ins trum en t con ta in ing  a se t o f e igh t fac to rs  and 30 item s w as  com prehen s ive ly  

va lida ted  and w as  to  be te rm ed the  V an  D ie rendonck  and N u ijten ’s S e rvan t 

Leade rsh ip  S u rvey  M u ltid im ens iona l M easure  (Van D ie rendonck  and N u ijten ’s, 

2011).

The e igh t fac to rs  are: s tand ing  back, fo rg iveness, courage, em pow erm ent, 

accoun tab ility , au then tic ity , hum ility, and s tew ardsh ip  (Van D ie rendonck and 

N u ijten ’s, 2011). The  fac to rs  and item s as pe r the  va lida ted  ins trum en t are d isp layed  

in tab le  3.2 below.

Table 3.2: Van Dierendonck and Nuijten’s SLS Measure (2011) 

Empowerment
1. M y m a n a g e r g ives m e the in fo rm ation  I need to do m y w o rk  well.
2. M y m a n a g e r encou rages  m e to use m y ta lents.
3. M y m a n a g e r he lps me to  fu rth e r deve lop  m yself.
4. M y m a n a g e r encou rages  h is /he r s ta ff to com e up w ith  new  ideas.
12. My m a n a g e r g ives  m e the au tho rity  to take  dec is ions  w h ich  m ake w o rk
ea s ie r fo r  me.___________________________________________________________________
20. My m a n a g e r enab les  m e to so lve  p rob lem s m yse lf instead o f ju s t te lling  me
w ha t to do.______________________________________________________________________
27. My m anage r o ffe rs  m e abund an t oppo rtun ities  to  learn new  skills.
S tand ing  back
5. My m a n a g e r keeps h im se lf/he rse lf in the  background  and g ives c red its  to
others. ._________________________________________________________________________
13. My m anage r is not chas ing  recogn ition  o r rew ards  fo r  the  th ings  he/she does
fo r others._______________________________________________________________________
21. My m a n a g e r appea rs  to en joy  h is /he r co lleagu es ’ success m ore than h is /he r
own.____________________________________________________________________________
Accountability
6. M y m a n a g e r ho lds me respons ib le  fo r  the  w o rk  I ca rry  out.
14. I am held accoun tab le  fo r  m y perfo rm ance  by m y m anager.
22. My m anage r ho lds m e and m y co lleagu es  respons ib le  fo r  the  w ay  w e  hand le
a job.____________________________________________________________________________
Forgiveness
7. My m anage r keeps c ritic iz ing  peop le  fo r  the  m is takes they  have m ade in th e ir 
work.
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15. M y m anage r m a in ta ins  a hard a ttitude  tow ards  peop le  w ho  have o ffended
h im /he r a t work._________________________________________________________________
23. My m anage r finds  it d ifficu lt to  fo rg e t th ings  tha t w e n t w rong  in the  past. 
Courage
8. My m a n a g e r takes  risks even w hen  he /she  is not ce rta in  o f the  suppo rt from
h is /he r own m anager.___________________________________________________________
16. My m anage r takes risks and does w h a t needs to be done  in h is /he r view . 
Authenticity
9. M y m a n a g e r is open abou t h is /he r lim ita tions  and w eaknesses.
17. My m a n a g e r is o ften touched  by the  th ings  he/she  sees happen ing  around
him /her._________________________________________________________________________
24. My m anage r is p repared  to express  h is /he r fe e lin g s  even if th is  m igh t have
undes irab le  consequences.______________________________________________________
28. My m anage r show s h is /he r true  fe e lings  to h is /he r staff.
Humility
10. My m anage r learns from  critic ism .
18. My m a n a g e r tries  to learn from  the  critic ism  he /she  gets from  h is /he r
superior.________________________________________________________________________
25. My m anage r adm its  h is /he r m is takes to h is /he r superior.
29. My m anage r learns from  the d iffe ren t v iew s and op in ions  o f others.
30. If peop le  express  critic ism , m y m anage r tries  to  learn from  it.
Stewardship
11. My m anage r em phas izes  the im portance  o f focus ing  on the  good o f the
w hole.___________________________________________________________________________
19. My m anage r has a long-te rm  vis ion.
26. My m anage r em phas izes  the  soc ie ta l respons ib ility  o f o u r work.

Source: Van Dierendonck and Nuijten’s (2011)

B esides Liden e t al. (2008), the  V an  D ie rendon ck  and N uijten (2011) S e rvan t 

Leade rsh ip  S urvey (SLS) is the  on ly  o the r m easu rem en t ins trum ent to  have been 

deduced  th rough  psychom e tric  ana lys is  s im ila r to  th is  rigou r and m e thodo logy (Van 

D ie rendonck and Nuijten, 2011). It m ust be m entioned  how ever, th a t a lthough the 

Liden e t al. (2008) m odel used fo r  the  exp lo ra to ry  and con firm a to ry  fa c to r ana lys is , 

the  m odel p roduced on ly  one d im ension , and on ly  th rough  one study, to va lida te  the 

m odel. It is argued th a t the  cons truc t o f S e rvan t Leadersh ip  is fa r  too  com p lica ted  a 

co ns truc t to be exp la ined  th rough  on ly  one  d im ens ion  (Van D ie rendonck  and Nuijten, 

2011).

The V an  D ie rendonck  and N u ijten ’s (2011) m easure  is the  m ost recent, ins trum en t of 

the  em erg ing  S e rvan t leadersh ip  m easures  (G reen e t al., 2015). G iven  the
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robustness o f the  ins trum en t deve lop m e n t process, as w e ll as the d ive rs ity  of 

env ironm en ts  and a sam p le  w h ich  inc luded d iffe ring  leve ls o f leade rsh ips  w h ich  tha t 

Van D ie rendon ck  and N u ijten ’s (2011) s tudy w as conducted  in, in o rde r to va lida te  

the instrum ent, m akes it an ex trem e ly  good cand ida te  fo r  the  con tex t o f th is  study. 

M oreover, the  30 item s tha t w ere  deve loped  are all ve ry  re levan t w hen  describ ing  

S e rvan t leade rsh ip  a t the  supe rv iso ry  o r en try  m anagem e n t level, as th is  s tudy is 

pos itioned  to  do, w h ich  m akes th is  ins trum en t va lid  fo r  the  con tex t o f th is  research 

study. Th is is suppo rted  by the  vas t va rie ty  o f superv is ion  and m anagem e n t secto rs  

tha t w e re  eva lua ted , inc lud ing  fron tline  respondents , during  the ins trum ent 

deve lopm ent. Th is  fu rth e r he lps to  suppo rt reasons fo r its cho ice  in the C us tom er 

S erv ice  fron tline  con tex t such as th is  research  p roposes (Van D ie rendonck  and 

N u ijten ’s, 2011).

M oreover, accord ing  to V an  D ie rendonck and N uijten (2011:251), the  SLS "p rim arily  

focuses  on the le a d e r- fo llo w e r re la tionsh ip  m easured  from  the perspective  o f the 

fo llow e r” . T h is  is an im portan t s ta tem en t as it d isp lays  d irec t cong ruence  w ith  the  key 

leadersh ip  re la tiona l concep t tha t th is  research  in itia lled  a im ed to  position  itse lf 

w ith in.

C onsequen tia lly , it has been dec ided  to use V an  D ie rendonck and N uijten  S e rvan t 

Leade rsh ip  S u rvey  M u ltid im ens iona l M easure  (Van D ie rendonck  and N u ijten ’s, 

2011) m easu rem en t ins trum en t to m easure  the S e rvan t leade rsh ip  behav io u r o f the 

supe rv iso rs  o f fron tline  C on tac t C en tre  em ployees. T h is  is due to the  a ligned prim ary 

focus  o f the  instrum ent, it’s robust deve lopm ent, as w ell as it be ing deve loped  from  

su rvey  resu lts  o f responden ts  from  a broad base o f d iverse  occupa tio ns  and 

o rgan isa tiona l levels, w ho  eva lua ted  th e ir  im m ed ia te  m anagers  o r supe rv iso rs  in a 

va rie ty  o f contexts, inc lud ing  fron tline  contexts.

3.5.4 Servant Leadership Theoretical models

The prev ious section  iden tified  severa l p rom inen t S e rvan t Leade rsh ip  ins trum ents  

and m ade an a rgum en t fo r  the  use o f the  V an  D ie rendonck and N uijten S e rvan t 

Leade rsh ip  S u rvey  M u ltid im ens iona l M easure  (Van D ie rendonck  and N u ijten ’s, 

2011) in th is  research  study. The  cho ice  o f the  ins trum en t p resupposes tha t th is



141

research  is a lso  a ligned w ith  the V an  D ie rendonck  (2011) theore tica l m odel o f 

S e rvan t Leadersh ip . G iven tha t the  V an  D ie rendonck (2011) m odel is no t the  on ly 

S e rvan t Leade rsh ip  theo re tica l m odel, the  next sec tion  o f the  ch a p te r describes  

som e o f the  m ost in fluen tia l S e rvan t Leade rsh ip  w orks. The  m ode ls  to be d iscussed  

inc lude the  S pears  (1995), Laub (1999), R ussell and S tone  (2002) and Patterson 

(2003) m odels, as w ell as the m ore recen t and con tem po ra ry  theore tica l 

deve lop m e n t o f the  construct, by V an  D ie rendonck  (2011). The  V an  D ie rendonck ’s 

(2011) S e rvan t Leade rsh ip  m odel is then d iffe ren tia ted  from  the o th e r p rom inen t 

w orks.

Spears (1995)

S pears  (1995) w as  the firs t au tho r to p ropose a theo re tica l m odel o f S ervan t 

Leadersh ip , and th is  m odel w as  m ostly  derived  from  and an ex tens ion  o f the  sem ina l 

w o rks  o f G re e n le a f (1970). S pea rs  (1995) suggested  tha t S e rvan t Leade rsh ip  can be 

c lass ified  into ten charac te ris tics . The  firs t o f these  cha rac te ris tics  is to  lead th rough 

lis ten ing . A cco rd ing  to S pears  (1995), ac tive ly  lis ten ing  is ex trem e ly  essentia l to 

S e rvan t Leade rsh ip  and p roposes th is  to  be the  m ode ls  firs t and lead ing 

characte ris tic . To ac tive ly  listen, as w e ll as ensure  th a t all fo llow e rs  are heard by 

encod ing  the m essage  then  tak ing  it in to cogn isance , the  m essage  is the reby  

trans la ted  as the w ill o f the  fo llow ers. T eam s respond w ell to  be ing lis tened to 

(Joseph and W ins ton , 2005) as it is trans la ted  by them  as a p rocess o f m ean ing fu l 

in fluence.

The second ch a ra c te ris tic  o f S pea r’s (1995) m odel is em pathy, w h ich  is the  in tu itive  

ab ility  to  understand  how  fo llow e rs  are fee ling , and m oreover, to deduce  how, due to 

certa in  happen ing  o r actions, they  w ill fee l in to  the fu tu re  (B adea  and Pana, 2010). 

E m pa the tic  leaders  are a lso  in tu itive ly  in fo rm ed as to how  fo llow e rs  w ill poss ib ly  

reac t w hen exposed  to d iffe ren t con tex ts  (B adea and Pana, 2010). Th ird ly, S e rvan t 

Leaders unders tand  the em o tions  o f them se lves  and o thers, th is  g ives them  the 

potentia l o f se rv ing  th e ir fo llow e rs  by h ea ling  w hen  and w here  requ ired  (Joseph and 

W inston , 2005). The  ch a rac te ris tic  o f a w areness  is a d im ens ion  o f S pea r’s (1995) 

S e rvan t Leade rsh ip  m odel and is described  by G o lem an (2000) as le a d e r se lf­

con fidence  and a rea lis tic  se lf-assessm en t o f the  leade r’s qua lities  and cha llenges,
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these  aw areness  d im ens ions  are p re -requ is ite  to leaders lead ing  fo r  resu lts  is the 

fou rth  characte ris tic .

S pea rs  (1995) sugges ts  tha t p ersuas ion  is an o th e r key ch a rac te ris tic  o f S e rvan t 

Leadersh ip . H aving a pe rsuas ive  de m e a n o u r in con tras t to an au tocra tic , in s truc tion ­

g iv ing com m and type  o f leade r is ch a ra c te ris tic  o f se rvan t leaders. S pea rs ’s (1995) 

sixth ch a rac te ris tic  is co n ce p tu a liza tio n . S e rvan t leaders  are ab le  to concep tua lise  to 

th e ir fo llow ers  ve ry  c learly, som e tim es  com p lica ted  in fo rm ation  o f fu tu re  s ta tes o r 

p lans o f the  o rgan isa tion , and d isp lay  the  excep tiona l ab ility  o f c la rify ing  these  

v is iona ry  ideas (Joseph and W ins ton , 2005). S pears (1995) p roposes tha t foresight, 

his seven th  charac te ris tic , is a critica l com ponen t o f S e rvan t Leadersh ip . Leaders 

w ho  are ab le  to fo re se e  like ly  fu tu re  even ts  m ake good leaders  (G ary, 2009). Acting  

as a s tew ard  by tak ing  respons ib ility  o f the  resources o f the  o rgan isa tion  in pa rticu la r 

the  hum an resources w ho w o rk  in it is pa ram oun t to  the  S e rvan t Leadersh ip  

cons truc t (Spears, 1995). The  last tw o ch a rac te ris tics  o f S pea rs ’s (1995) S e rvan t 

Leade rsh ip  m odel are, d isp lay ing  an unre len ting  sense  o f co m m itm e n t to  g row th  o f 

fo llow e rs  and deve lop ing  an o rgan isa tiona l c lim a te  o f be long ing, as w e ll as 

deve lop ing  and nurtu ring  a sense  o f co m m u n ity  w ith  the o rgan isa tion  (Joseph and 

W inston , 2005).

Laub (1999)

A fte r a rev iew  o f the  lite ra tu re  and the  deve lop m e n t o f an ins trum en t to m easure  the 

S e rvan t Leade rsh ip  construct, Laub (1999) in troduced  a S e rvan t Leadersh ip  m odel 

tha t both de fined  S e rvan t Leade rsh ip  and suggested  certa in  leadersh ip  

cha rac te ris tics  th a t are ev iden t in the  leadersh ip  m odel.

Laub (1999) a rgues tha t S e rvan t Leade rsh ip  can be cha rac te rised  by s ix  

d im ensions. The  firs t o f w h ich  is d isp lay ing  A uthen tic ity . S e rvan t Leade rs are leaders 

tha t d isp lay  openness  tow ards  all they  deal w ith , are answ erab le  and accoun tab le  fo r  

all o f th e ir activ ities. Laub (1999) a lso  cha rac te rises  se rvan t leaders as peop le  tha t 

are w illing  to learn, m o reove r these  leaders va lue  th e ir  peop le  by lis ten ing 

in tensive ly, trus ting  th e ir people , and are those  leaders  w ho  in trins ica lly  w an t to, as a 

priority, se rve  th e ir  peop le  (Laub, 1999). T he  S e rvan t Leade r va lu e ’s  his fo llow e rs  by 

serv ing  them  firs t (Laub, 1999). The  th ird  S e rvan t Leade rsh ip  d im ens ion  deve lops
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peop le  by bu ild ing  th e ir con fidence  and be lie f in them se lves  by pos itive  affirm ation; 

these  leaders  p rov ide  the resource  and veh ic les  th rough  w h ich  learn ing  is m ade 

poss ib le  (Laub, 1999). A cco rd ing  to  Laub (1999), the  se rvan t leade r bu ilds  

co m m u n ity  by concen tra ting  on re la tionsh ips  w ith in  the to ta l o rgan isa tion  and 

advoca tes  tha t w o rk ing  toge the r, as a team  or fa m ily  bu ilds a sense  o f be long ing  tha t 

fo llow e rs  fee l pa rt of. The  last tw o  d im ens ions  o f Laub ’s (1999) m odel inc lude  

p ro v id in g  lea de rsh ip  by c rea ting  the v is ion, purpose  and s tra teg ic  ob jec tives  o f the 

o rgan isa tion  and then, sha ring  th is  leadersh ip  ph ilosophy and ob jec tives  w ith  th e ir  

fo llow ers.

Patterson (2003)

In add ing  to the  orig ina l w o rks  on T rans fo rm a tiona l leadersh ip  o f Burns (1978), 

Patte rson  (2003) concep tua lised  a S e rvan t Leade rsh ip  m odel tha t had seven 

d im ensions. P aterson (2003) a rgued  tha t the  firs t d im ens ion  o f he r S e rvan t 

Leade rsh ip  theo re tica l m odel is, i) agapao  love. A cco rd ing  to  D enn is  and Bocarnea 

(2005) the love tha t P a tte rson  (2003) re fe rs  to is love w ith in  a socia l con tex t th a t is 

good, righ t and honest. It is the  love w h e re b y  leaders  co n s id e r o the rs  above 

them se lves  and va lue  peop le  not m ere ly  as a resource  but a w ho le  person (D enn is  

and B ocarnea, 2005).

A  leade r tha t acts  w ith  ii) h u m ility  is cons ide red  to be P a tte rson ’s (2003) second 

fa c to r fo r  S e rvan t Leadersh ip . T angey  (2000) a rgues tha t hum ility  m an ifes ts  w hen  a 

person tru ly  know s oneself, and is ab le  to co rrec tly  ju d g e  one ’s own pe rsona lity  and 

ch a ra c te r tra its . M oreover, hum ility  is the  ab ility  to acknow led ge  to  onese lf, and to 

o thers, persona l s treng ths  and w eakness.

The th ird  d im ens ion  o f P a tte rson ’s theo re tica l m odel is tha t o f iii) altru ism ; the  idea 

tha t a leade r w ill he lp  a fo llo w e r w ith o u t any p rospec t o f persona l gain to the leader, 

is deem ed as a ltru is tic  behav io u r in the  S e rvan t Leadersh ip  con tex t (D enn is  and 

B ocarnea, 2005). P a tte rson  a lso  p roposes tha t se rvan t leade rsh ip  is leadersh ip  tha t 

is iv) vis ionary. Ensuring  tha t the  co rrec t v is ion  is in p lace, as th is  pa in ts  a c le a r 

p ic tu re  o f the  fu tu re  p roposed s ta te  (Kotter, 2007) is an essentia l fa c to r in S e rvan t 

Leade rsh ip  accord ing  to P a tte rson  (2003). P a tte rson  (2003) postu la tes  tha t v) trus t 

w as  an equa lly  s ig n ifica n t facto r, in tha t it is a core  e lem en t o f all re la tionsh ips  and



144

the  basis o f leadersh ip  (D enn is  and Bocarnea, 2005). The  last tw o  d im ens ions 

inc lude  vi) em p ow e ring  fo llow e rs  in o rd e r fo r  them  to be ab le to fu lfil o rgan isa tiona l 

tasks  unaided, trus ting  enough to hand o ve r pow er to  fo llow ers  and vii) se rv in g .

Russell and Stone (2002)

Russell and S tone  (2002) a rgued  theo re tica lly , tha t S e rvan t Leade rsh ip  cons is ted  of 

a t least tw en ty  charac te ris tics : n ine func tiona l cha rac te ris tics  and e leven add itiona l 

a ttribu tes. The  func tiona l cha rac te ris tics  are p roposed  as address ing  opera tiona l 

ou tpu ts  and are sp e c ific  tow ards  the w o rkp lace  w h ile  the add itiona l a ttribu tes  suppo rt 

and are p re -requ is ites  to the func tiona l a ttribu tes  (R usse ll and S tone, 2002).

Russel and S tone  (2002) a rgue th a t the  func tiona l a ttribu tes  o f a se rvan t leade r 

inc lude v is ion  (fo res ight), h on e s ty  (tru th fu lness), in te g rity  (m ora lity), tru s t (be lie f and 

fa ith), se rv ice  (the core  o f the  construct, w h ich  is to serve o thers), m ode lling  (a blue 

prin t o f o rgan isa tiona l e th ics  and va lues), p io ne e rin g  (b rave innova tion), app rec ia tion  

o f  o the rs  (va lue  and ca ring  o f people ), and em p ow e rm en t (w iliness  and tru s t to  hand 

o ve r o f pow er to fo llow ers).

A cco rd ing  to R ussel and S tone  (2002), the  e leven add itiona l, supporting  a ttribu tes  

inc luded  com m un ica tion  (e ffec tive ly  sharing  v is ion  and though ts), c re d ib ility  (a 

com b ina tion  o f honesty  and in tegrity), co m pe tence  (com m itm ents , skill, know ledge  

and ab ility), s tew ardsh ip  (trus t to  m anage  fo r o thers), v is ib ility  (p rom inen t in action), 

in fluence  (non -m an ipu la tive  d irec tiona l gu idance), persua s io n  (change th rough  

do ing), lis te n ing  (ac tive ly  hearing  all), e n co u ra ge m e n t (pos itive  re in fo rcem ent), 

teach ing  (ensuring  a cons tan t s ta te  o f learn ing), and d e lega tion  (trans fe rring  

ow nersh ip ).

Van Dierendonck (2011) and Van Dierendonck and Nuijten (2011)

V an D ie rendonck  (2011) a rgues tha t the  w e llness  o f peop le  is a s ig n ifica n t goal of 

con tem pora ry  leadersh ip , and an em p loyee  cen tric  app roach  to  m anagem e n t is 

a n teced en t to sus ta inab le  o rgan isa tions . In the con tex t o f th is  research, S ervan t 

Leade rsh ip  is a rgued  to be an teced en t to Q ua lity  o f W ork life .
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V an D ie rendonck ’s (2011) in itia l theo re tica l m odel, w h ich  w as based on a 

com prehens ive  rev iew  o f the  lite ra ture , pos ited  th a t the re  are s ix  key S e rvan t 

Leade rsh ip  charac te ris tics . S e rvan t Leade rsh ip  ch a rac te ris tics  accord ing  to V an 

D ie rendonck (2011) inc luded em pow ering  and deve lop ing  people , hum ility, 

au then tic ity , in te rpersona l acceptance , p rov id ing  d irection  and stew ardsh ip . As 

described  earlier, a la te r em p irica l s tudy  by V an  D ie rendonck  and N uijten (2011) on 

the va lida tion  and deve lop m e n t o f a S e rvan t Leade rsh ip  Survey, p roduced a se rvan t 

leadersh ip  m odel w ith  e igh t d im ens iona l m easures, these  being, em pow erm ent, 

accoun tab ility , s tand ing  back, fo rg iveness, courage, au then tic ity , hum ility  and 

s tew ardsh ip  (Van D ie rendonck  and N u ijten ’s, 2011).

i) Empowerment:
Leadersh ip  th a t focuses  on g row ing  peop le  (G reen lea f, 1996) and app rec ia tes  the 

w orth  o f the  em p loyee  can be assoc ia ted  w ith  em pow ering  leadersh ip  (Van 

D ie rendonck and N u ijten ’s, 2011). The em p loyee  w ho  has the au tho rity  to m ake 

dec is ions  a u tono m o us ly  w ith in  boundaries  tha t have been pre-agreed  upon (S ingh 

and Dixit, 2011) is an em pow ered  em ployee. H ow ever, it is the  o rgan isa tions  

ob liga tion  to ensure  th a t the re  is a cu ltu re  tha t suppo rts  th is  em pow erm en t (S ingh 

and Dixit, 2011). C o n g e r (1989) a rgues  th a t c rea ting  the  righ t pos itive  a tm osphere  

w ith in  the w o rk  e nv ironm en t and con tinuo us ly  recogn is ing  and rew ard ing  are key to 

c rea ting  a cu ltu re  o f em pow erm ent. F requen tly  exp ress ing  con fidence  o f em p loyees 

in an open pub lic  fo rum  con firm s tha t they  have the ab ility  and au tho rity  to  m ake 

dec is ions  th a t a ffec t th e ir w o rk  (C onger, 1989). E m pow ering  leadersh ip  crea tes  and 

encourages pocke ts  o f ow nersh ip . Th is  is illus tra ted  w h e re b y  o rd ina ry  em p loyees 

are trea ted  like m anagers  o f th e ir sp e c ific  ou tpu ts  (C onger, 1989), the reby  

in troduc ing  e lem en ts  o f accountab ility , an essentia l d im ens ion  o f em pow erm en t (Van 

D ie rendonck and D ijkstra , 2012). In tu itive ly, a success fu lly  em pow ered  em p loyee  is 

one th a t has accum u la ted  deep  know ledge  o f th e ir spec ific  env ironm ent, and the 

em pow ering  leade r is one w hom  fac ilita tes  th is  (Van D ie rendonck and D ijkstra, 

2012).
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ii) Accountability
A cco rd ing  to V an  D ie rendonck  and D ijkstra  (2012), accoun ta b ility  is an ex trem e ly  

critica l fa c to r in the  se rvan t leadersh ip  m odel. A cco u n ta b ility  invo lves a rich 

unders tand ing  o f the  em p loyee  w ith  respect to w h a t is expected  o f h im /her, 

precise ly, both w h a t is w ith in  and ou t o f h is /he r locus o f con tro l (Van D ie rendonck 

and D ijkstra , 2012). M ore spec ifica lly , a ccoun ta b ility  in the  S e rvan t Leadersh ip  

con tex t re fers both to the legal and com p liance  sense. These  accoun ta b ly  e lem en ts  

have a s ta tu to ry  requ irem en t and in terna l con tro l aspects  o f w ha t tha t the  jo b  

requ ires, and a lso  o f those  issues tha t perta in  to and are spec ified  to  the fu lfilm e n t of 

m iss ion and v is ion  o f the  o rgan isa tion  (S tew art, 1984). H ow ever, ve ry  c le a r 

boundaries  o f opera tion  fo r  the  fu lfilm e n t o f both the legal and s ta tu to ry  requ irem en ts  

need to be robustly  understood  by the  em p loyee  so th a t the re  shou ld  be no 

am b igu ity  in know ing  w h a t w as needed to succeed  and fu lfil the  jo b  m ission. W ith  

boundaries  es tab lished, ho ld ing to  accoun t is m ore eas ily  ach ieved , and both the 

pra ise  o f an em p loyee  as w ell as the co rrec tion  o f unw anted  behav io u r can be 

conducted  m ore open ly  w ith  m ore ob jec tive  boundary  criteria .

iii) Standing back
S im ila r to hum ility  and au then tic  behaviour, s tand ing  back re fe rs  to the  leade r 

m oving aw ay from  the spo tligh t a fte r successfu l ach ievem en ts  have been 

accom p lished  by the  team  (Van D ie rendon ck  and D ijkstra , 2012). The idea th a t the 

team  bene fit from  cred its  ra the r than  the leade r tak ing  any o f the  cred it, is the 

fundam en ta l to  the ideal o f "s tand ing  back” .

iv) Humility
H um ility  in leade rsh ip  is cha rac te rised  by leaders  in tu itive ly  know ing  th e ir  capab ilitie s  

and unde rs tand ing  w h a t they  are good at and w h a t they  need help w ith  (Van 

D ie rendonck and D ijkstra, 2012). The  hum ble  leade r unde rs tands  tha t they  canno t 

do every th ing  and have no insecurities  o f m aking th is  know n to th e ir  fo llow ers, the 

hum ble  leade r is the re fo re  one w ho can pu t pe rspective  to th e ir ab ilities  and flaw s  

(Van D ie rendonck  and D ijkstra, 2012). The  hum ble  leade r con fiden tly  p reaches the 

doctrine  tha t no-one person can eve r be a ll-know ing , and the  know ledge  ga ined  from
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peers and subo rd ina tes  is cruc ia l to success (W inston, 2004). H um ble  leaders 

the re fo re  have no ego barrie rs  p reventing  them  from  va lu ing  inpu t from  th e ir 

subord ina tes , inpu t is encou raged  and used.

v) Authenticity
A vo lio  and G a rd n e r (2005) a rgue tha t m uch o f the  lite ra tu re  on leadersh ip  speaks o f 

se lf-aw areness  as a co rne r s tone  tra it o f good leadersh ip . A u th e n tic  leaders  are not 

those  w hom  m ould  th e ir  persona lities , va lues  o r m ora ls  to f it  d iffe ring  con tex ts  (Van 

D ie rendonck and D ijkstra , 2012); the  leade r is as m uch the  sam e person in his 

persona l capac ity  as he is in his p riva te  life. A u th e n tic  leaders  are leaders tha t are 

perce ived  by o thers, as having high m ora ls  and va lues  and are con fiden tly  aw are  of 

th e ir a ttribu tes  (A vo lio  e t al., 2004).

vi) Forgiveness
A fte r the  em p irica l testing , using fa c to r ana lyses, o f V an D ie rendonck ’s (2011) 

concep tua l m odel o f se rvan t leadersh ip , the  fa c to r o f in te rpersona l accep tance  w as 

am ended  s ligh tly . O n ly  the  item s w h ich  re la ted to fo rg iveness  w ere  va lida ted  and 

the re fo re  V an  D ie rendon ck  and N u ijten ’s (2011) nam ed th is  fa c to r fo rg iveness. 

F o rg iveness is a m easure  th a t d is tingu ishes  V an D ie rendonck and N u ijten ’s (2011) 

S e rvan t Leadersh ip  S urvey from  o the r se rvan t leadersh ip  instrum ents. Van 

D ie rendonck and N uijten (2011) a rgue tha t th is  e lem en t ensures  tha t the  leadersh ip  

in S e rvan t Leadersh ip  is be ing m anaged and th is  is said by V an  D ie rendonck and 

N uijten (2011) to be an essentia l fa c to r to  the cons truc t o f se rvan t leadersh ip .

A cco rd ing  to S tone  (2002), fo rg iveness  in the w o rkp lace  is to  res ign any rem in isce  of 

b lam e, and to  cons truc tive ly  use any w rongdo in g  o f em p loyees  as critica l learn ing 

ep isodes so as not to  dam pen /re s tric t fu tu re  c rea tive  and innova ted  behaviour. 

F o rg iveness a ids in the  reduction  o f tens ion  and a n g e r be tw een fo llo w e r and leade r 

and p rom otes  be tte r re la tions. R esen tm en t and hostility  due to p rev ious ind iscre tions  

c loud the  le ade r-fo llo w e r re la tionsh ip  and reduce the re la tiona l syne rg ies  needed fo r 

c rea tive  w o rk  (S tone, 2002).
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vii) Courage
C ourage  sugges ts  th a t leaders tru s t th e ir m ora l and va lue  o rien ta tion  enough to 

m ake dec is ions  th a t m ay not a lw ays be cons ide red  w ith in  the  norm s o f conven tiona l 

ope ra tions  o f the  o rgan isa tio n ’s practice . C ou rage  in leadersh ip  p roposes th a t those  

leaders  w ho have the conv ic tion  and con fidence  in th e ir own ab ility  to  m ake these  

decis ions, w h ich  m ay be aga ins t som e odds, are leaders  w ho  are de fined  as leaders 

w ith  cou rage  (Van D ie rendonck and D ijkstra , 2012). C ou rageo us  leaders  understand  

tha t cou rage  is a dec is ion  based on the leaders  m ora l s tandpo in t, and tha t 

cou rageous  dec is ions  need the  suppo rt o f fo llow e rs  in o rd e r to be e ffec tive  (H a rbou r 

and K isfa lvi, 2012). H a rbou r and K isfa lv i (2012) a rgue  th a t courage  is not an innate  

persona l ch a rac te ris tic  tha t on ly  a fe w  are born w ith, but th a t th rough  expe rience  

courage  can be lea rn t o ve r tim e  and m anagers  can ge t be tte r a t m aking  m ore 

cou rageous  decis ions.

viii) Stewardship
V an D ie rendonck and D ijkstra  (2012) pos it tha t s tew ardsh ip  is illus tra ted  by 

leadersh ip  th a t put the  te a m ’s in te res ts  be fo re  those  o f the  leader. S tew ardsh ip  is a 

co llec tiv is t o r socia l respons ib ility  ideal (Van D ie rendonck and D ijkstra , 2012) in tha t 

w h ich  leaders  th a t subscribe  to the notion o f va lues-based  leade rsh ip  (Karns, 2011) 

hold im portan t. It is an ideal w h ich  is in trins ic  to  leaders  w ho  be lieve  th e ir purpose  as 

a le a d e r supe rsedes  those  m anageria l line respons ib ilitie s  th a t are on ly focused  

tow ard  the  o rgan isa tiona l goals, and instead  adop t a peop le  cen tric  position. S e rvan t 

Leade rsh ip  behav io u r d isp layed  by leaders, is the  an teced en t to trus t betw een 

leaders  and fo llow e rs  in o rgan isa tions  (S end jaya  and Pekerti, 2010) and the  e lem en t 

o f s tew ardsh ip  "is c lose ly  re la ted to loya lty  and team  w o rk ” (Van D ierendonck, 

2012:1234).

Van Dierendonck and Nuijten’s (2011) Continued Contribution of Servant 
Leadership Theory

It is a rgued  tha t Van D ie rendonck and N uijten (2011) w o rk  adds s ign ifican t va lue  to 

the con tinu ing  deve lop m e n t and body o f S e rvan t leadersh ip  theo ry  as w e ll as
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extend ing  it th rough  the d eve lop m e n t o f S e rvan t Leade rsh ip  S urvey Van 

D ie rendonck and N uijten (2011). V an  D ie rendonck and N uijten (2011) are 

accom p lish ing  th is  th rough  focus ing  on leadersh ip  w ith in , w h ich  inc ludes low e r leve ls 

o f m anagem ent, and does not on ly  fo cu s  on senior, o r s tra teg ic  leadersh ip  levels. 

R e levance  to  the leade rsh ip  on the  m idd le  m anagem e n t level, w h ich  is w he re  th is  

research  is positioned, m akes the  V an  D ie rendonck and N uijten (2011) w o rk  su itab le  

fo r  th is  research thesis.

3.5.5 Differentiating the Van Dierendonck (2011) Servant Leadership theory

W hile  it w ou ld  seem  tha t the  p rinc ip le  ph ilosophy o f all o f the  S e rvan t Leadersh ip  

m ode ls  described  above having em p loyee  w e llness, serv ing, supporting , and being 

cogn isan t o f em p loyees  needs as genera l ph ilosoph ies, the  m ode l’s theore tica l 

approach  and construc tion  is som ew ha t d iffe ren tia ted  in the lite ra ture .

Laub ’s (1999) w o rks  focus  on a va lue  based leadersh ip  and an au then tic  leadersh ip  

ph ilosophy (Taylor, 2013). P a tte rson ’s (2003) ph ilosoph ica l app roach  is g rounded in 

a ltru ism  w h ile  R usse ll and S tone  (2002) seem  to cen tre  th e ir S e rvan t Leadersh ip  

m odel on the ph ilosophy o f trus t and in teg rity  (Taylor, 2013). S pea rs ’ (1995) w o rk  

focuses  on a ph ilosophy tha t the  s tew ardsh ip  o f resou rces  is pa ram oun t (Taylor, 

2013), w h ile  it is a rgued  th a t V an D ie rendonck and N u ijten ’s (2011) w o rk  is c lea rly  

cen tred  on the le ade r-fo llo w e r re la tionsh ips  and the  ph ilosophy o f a ca ring  and 

fo rg iv ing  env ironm en t w h ich  nurtu res the ideal o f g row ing  peop le  th rough  

em pow erm en t and serv ice , bu t a lso  ho ld ing them  accoun tab le  fo r  th e ir  actions. Th is 

pa rticu la r m odel o f S e rvan t Leade rsh ip  resona tes  w ith  the C on tac t C en tre  context, 

w here  it has been p rev ious ly  a rgues th a t a caring re la tiona l leadersh ip  is requ ired to 

im prove  the  Q ua lity  o f W ork life  o f the  fron tline  C on tac t C en tre  agents.

B e low  is a tab le  th a t ca tego rises  each o f the  S e rvan t Leade rsh ip  m ode ls accord ing  

to cong ruen t d im ens ion  structure.
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Table 3.3: Servant Leadership Models and their dimensions

V a n

D ie r e n d o n c k  

and  N u ijte n  

(2011) E m p o w e rm e n t , A c c o u n t a b ility

S ta n d in g

back;

H u m ility A u th e n t i c ity F o rg iv e n e s s C o u ra g e S te w a rd s h ip

S p e a rs  (1995)

G ro w th  o f

p e o p le ;

L is te n in g A w a re n e s s

E m p a th y ;

H e a lin g V is io n

S te w a rd s h ip ;

In flu e n c e ;

P e rs u a s io n ;

B u ild in g

Laub  (1999)

Sh a re

L e a d e rs h ip ; 

D e le g a t io n ; 

D e v e lo p  P e o p le ; 

V a lu e  P e o p le A u th e n t i c ity

P ro v id e

L e a d e rs h ip ;

S e rv ic e ;

V is ib i l it y ;

B u ild

C o m m u n ity

R u s s e ll and  

S to n e  (2002)

E m p o w e rm e n t; 

T ru st; T e a c h in g ; 

E n co u ra g e m e n t; 

C o m m u n ic a t io n ; 

C o m p e te n c e

H o n e sty ;

In te g rity ;

C r e d ib il ity

A p p r e c ia t io n  

o f o th e rs V is io n

S te w a rd s h ip ;

In flu e n c e ;

P e rs u a s io n ;

M o d e llin g ;

P io n e e r in g

P a tte rso n

(2003)

E m p o w e rin g ;

T ru s t in g ;

L is te n in g H u m ility

A ltru is t ic ;  

A g a p a o  lo ve V is io n a r y S e rv in g

Source: Adapted by researcher from the literature

A s  illus tra ted  in tab le  2.2 above, in add ition  to the va riances  o f the  key ph ilosoph ica l 

p rinc ip les o f each author, the  cong ruence  o f the  d im ens iona l cha rac te ris tics  o f Van 

D ie rendonck and N u ijten ’s (2011) w o rk  and the  o th e r theore tica l S e rvan t Leadersh ip  

m ode ls  are d iscussed. The key cong ruenc ies  o f the  m ode ls  are as fo llow s: The 

E m pow erm en t d im ens ion  is a S e rvan t Leade rsh ip  d im ens ion  o f Van D ie rendonck 

and N u ijten ’s (2011) as w e ll as P a tte rson ’s (2003) and Russel and S tone ’s (2002) 

m odel how ever, th is  can c lose ly  be assoc ia ted  w ith  teach ing , encou rag em en t (Laub, 

1999; R ussell and S tone, 2002) and grow th  o f people. The  hum ility  d im ens ion  o f V an 

D ie rendonck and N u ijten ’s (2011) m odel is a lso  a p rom inen t ch a rac te ris tic  in 

P a tte rson ’s (2003) w ork. Van D ie rendonck and N uijten  (2011), and S pea rs  (1995) 

both have s tew ardsh ip  as a d im ension ; and au then tic ity  is a key e lem en t in Laub ’s 

(1999) and Van D ie rendonck  and N u ijten ’s (2011) work.

H ow ever, the  d im ens ion  o f A ccoun tab ility  is a facto r, w h ich  d is tingu ishes  the Van 

D ie rendonck and N u ijten ’s (2011) S e rvan t Leadersh ip  M odel from  o the r S e rvan t 

leadersh ip  m odels. A cco u n ta b ility  is an im portan t d im ens ion  in the  C on tac t C entre
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fron tline  env ironm en t, and g iven  th a t th is  is such a con tro lled  and m on ito red  

env ironm en t, it is im portan t to  hold em p loyees  to a ccoun t fo r  th e ir  perfo rm ances. 

Th is  is unde rs tandab le  g iven tha t inbound w ork load  in the C on tac t C entre  

e nv ironm en t is fo recasted , and agen ts  are schedu led  accord ing  to the fo recas t 

requ irem en ts  (R eyno lds, 2003). So shou ld  som e agen ts  not be w ork ing  a t the  leve ls 

they  are requ ired to (i.e. be ing unava ilab le  to take  ca lls  a t tim es  w hen  they  are 

schedu led  to be ava ilab le ), th is  w o rk load  w ill have to be spread o ve r a sm a lle r g roup  

o f agents, m ean ing  they  w ill have to w o rk  harder, o r take  m ore calls. The  inc lus ion  o f 

A ccoun tab ility  as a spec ified  fa c to r w ith in  the  m odel m akes the Van D ie rendonck 

and N u ijten ’s (2011) S e rvan t Leade rsh ip  m odel a pa rticu la rly  re levan t m odel fo r  the 

C on tac t C en tre  fron tline  context.

V an  D ie rendonck and N u ijten ’s (2011) S e rvan t Leade rsh ip  S u rvey has been 

deve loped  in a robust m anner. It has a lso  been deve loped  from  su rvey  resu lts  o f 

responden ts  from  a broad base o f d ive rse  occupa tions  and o rgan isa tiona l levels, 

w hom  eva lua ted  th e ir  im m ed ia te  m anagers  o r supe rv iso rs  in a va rie ty  o f contexts, 

inc lud ing  fron tline  contexts. Fu rthe rm ore  the Van D ie rendonck and N u ijten ’s (2011) 

S e rvan t leadersh ip  theo re tica l m odel is appropria te . There fo re , th is  resea rche r has 

dec ided  to  use V an  D ie rendonck  and N uijten  S e rvan t Leade rsh ip  S urvey (Van 

D ie rendonck and N u ijten ’s, 2011) m easu rem en t ins trum en t and th e ir theore tica l 

m odel as the  S e rvan t Leade rsh ip  ins trum en t and m odel o f cho ice  fo r  th is  research 

thesis.

3.6 Trust as a mediator of Servant Leadership and Quality of 
Worklife

The re la tionsh ip  be tw een S e rvan t Leade rsh ip  and T rus t is well docum en ted  w ith in  

the lite ra tu re  (C han and Mak, 2014; Joseph and W inston , 2005). Joseph  and 

W ins ton  (2005) found  th a t leaders in o rgan isa tio ns  w ho d isp layed  S e rvan t 

Leade rsh ip  behav io u r w e re  trus ted  m ore  by th e ir subord ina tes , in tha t they  found  a 

strong  re la tionsh ip  be tw een S e rvan t Leadersh ip  and Trust. Joseph and W ins ton  

(2005) a rgue  tha t th is  find ing  suppo rt G re e n le a f’s (1977) asse rtions  tha t S e rvan t 

Leade rsh ip  is an teced en t to Trust. C han and M ak (2014) a lso  found  strong  suppo rt
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fo r  the  re la tionsh ip  be tw een S e rvan t Leade rsh ip  and T rus t in the  leader. C han and 

M ak (2014) a ttribu te  the s trong  re la tionsh ip  and pe rcep tions  o f increased 

tru s tw o rth iness  o f leaders  to the v iew  th a t se rvan t leaders  pay m ore a tten tion  to 

caring fo r  th e ir subord ina tes . S end jaya  and Pekerti (2010) a lso  found  S e rvan t 

Leade rsh ip  to be an teced en t to Trust. S end jaya  and Pekerti (2010) conc luded  tha t 

S e rvan t Leade rsh ip  w as a s ign ifican t p red ic to r o f T rust. M oreover, S e rvan t 

Leade rsh ip  and T rus t w as  a lso  deem ed to be s ign ifican tly  re la ted w ith in  the S outh 

A frican  con tex t (C hatbury, Beaty and Kriek, 2011). C ha tbu ry  e t al. (2011) found  

w ith in  the  low er level eche lons o f em ployees, a S e rvan t Leade rsh ip  approach  

increased  subo rd ina te  T rus t o f supe rv iso rs  (C ha tbu ry  e t al., 2011). C ha tbu ry  e t al. 

(2011) posited  th a t S e rvan t Leade rsh ip  had the potentia l to enhance  T rus t o f low er 

level em p loyees  in th e ir supe rv iso rs  in the South  A frican  context. Based on these  

stud ies, it is a lso  suggested  tha t in the  C on tac t C en tre  context, T rus t be tw een a 

su pe rv iso r and a se rv ice  agen t can be be tte r deve loped  th rough  a positive , caring 

and serv ing  leade rsh ip  attitude.

N an jund esw arasw am y and S w am y ’s (2015) research  illus tra ted  a dependen t 

re la tionsh ip  be tw een transac tiona l and trans fo rm a tiona l leadersh ip  s ty les and fac to rs  

o f Q ua lity  o f W ork life . The resu lts  o f N an jund esw arasw am y and S w am y (2015) 

show ed a h igh ly  co rre la ted  and s ign ifican t re la tionsh ip  be tw een trans fo rm a tiona l 

leadersh ip  and Q ua lity  o f W ork life , m ore so than  the  re la tionsh ip  be tw een 

transactiona l leade rsh ip  and Q ua lity  o f W ork life . The s tudy illus tra ted  tha t m anagers  

o r supe rv iso rs  th a t d isp layed  behaviou ra l tra its  conduc ive  to those  of 

trans fo rm a tiona l leaders  p roduced h ighe r leve ls o f Q ua lity  o f W ork life . It is argued 

tha t leadersh ip  w h ich  focuses  on trust, caring, re la tionsh ips, as w e ll as the needs 

and w e llness  o f the  ind iv idua ls  th a t they are lead ing  is app rop ria te  fo r  the  con tex t o f 

th is  research  and so it has been p rev ious ly  argued tha t the re  ex is ts  a potentia l 

re la tionsh ip  be tw een S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life

W h ile  the re  is not too  m uch m ention  o f the  re la tionsh ip  be tw een T rus t and Q ua lity  o f 

W ork life  in the  lite ra ture , T rus t has been argued to be pos itive ly  assoc ia ted  w ith  

Q ua lity  o f W ork life  and W e llbe ing  (C ook and W all, 1980; V an  d e r Berg and M artins, 

2013). C ook and W all (1980) and V an  d e r Berg and M artins (2013) con firm ed  tha t 

the re  ex is ts  a pos itive  re la tionsh ip  be tw een leadersh ip  p rac tices  w ith  T rus t and 

Q ua lity  o f W ork life . The re  is a lso  som e ev idence  o f the  re la tionsh ip  be tw een T rus t
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and the  in terna l d im ens ions  o f Q ua lity  o f W ork life . G uinot, C h iva  and R oca-P u ig  

(2014) posited th a t cu ltiva ting  a c lim a te  o f trus t im proves leve ls em p loyee  

sa tis faction  and w e ll-be ing  am ong th e ir  em ployees. G u ino t e t al. (2014) a lso  found  

tha t T rus t w as inve rse ly  re la ted to  jo b  s tress  in tha t as T rus t increased perce ived  

s tress  a t w o rk  decreased .

It is the re fo re  p laus ib le  to sugges t then th a t S e rvan t Leade rsh ip  p rom otes  T rus t 

be tw een a su pe rv iso r and a se rv ice  agent, w h ich  in tu rn  in fluences Q ua lity  o f 

W ork life  in the cu s to m e r se rv ice  fron tline  context. Said d iffe ren tly , the  re la tionsh ip  

be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  is posited to be m ed ia ted  by 

Trust.

3.7 Conclusion

Th is  ch a p te r p roposed tha t S e rvan t Leade rsh ip  is a va lues-based  leadersh ip  

co ns truc t th a t is p rim arily  focused  on caring and le ade r-fo llo w e r re la tionsh ips  and 

trust, and is w e ll su ited  fo r  the  fron tline  con tex t due to its focus  on fo llo w e r need 

satis faction , re la tionsh ip  bu ild ing and caring ph ilosoph ies  (G reen lea f, 1970; Spears, 

1995, Laub, 1999, R usse ll and S tone, 2002, Patterson, 2003, V an D ierendonck, 

2011). Thus, the  ch a p te r a rgued  tha t the  S e rvan t Leade rsh ip  theo ry  is a re la tiona l, 

va lues-based , caring fo r  peop le  and trus t focussed  theory. It is a rgued  tha t S e rvan t 

Leade rsh ip  is thus  app rop ria te  fo r  the  fron tline  C on tac t C en tre  con tex t o f th is 

research. Th is  v iew po in t w as  im portan t to  the deve lop m e n t o f postu la ting  th is  

th e s is ’s m ain  hypothesis.

It w as m entioned  tha t S e rvan t Leade rsh ip  is reported  to  have a re la tionsh ip  w ith  

severa l behaviou ra l cons truc ts  (P arris  and Peachey, 2013). H ow ever, a s ign ifican t 

gap in the lite ra tu re  ex is ts  w ith  respect to investiga ting  the re la tionsh ip  betw een 

S e rvan t Leadersh ip  and Q ua lity  o f W ork life ; and th is  research  a im s to s ign ifican tly  

con tribu te  to the  body o f know ledge  by em p irica lly  investiga ting  the re la tionsh ip  

be tw een these  tw o  constructs.

The cha p te r argued th a t the  V an  D ie rendonck ’s (2011) theore tica l m odel o f S ervan t 

Leade rsh ip  and its m easure  o f the  construct, nam ely  the  S e rvan t Leadersh ip  S urvey
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(Van D ie rendonck  and N u ijten ’s, 2011), are the m ost app rop ria te  m easu rem en t 

ins trum en t and theo re tica l m odel fo r  the  m easu rem en t o f S e rvan t Leade rsh ip  in the 

fron tline  cu s to m e r se rv ice  context, and consequ en tly  de fended  its position  on the 

use o f the  V an  D ie rendonck  and N u ijten ’s (2011) S e rvan t Leade rsh ip  S urvey 

instrum ent.

The ch a p te r a lso  rev iew ed the  S e rvan t Leade rsh ip  lite ra tu re  and loca ted  the S e rvan t 

Leade rsh ip  cons truc t w ith in  the b roade r fie ld  o f leadersh ip  theo ry  and d iffe ren tia ted  it 

from  o the r s im ila r va lues  based con tem po ra ry  theories. W h ile  illus tra ting  the 

d iffe ren tia ted  S e rvan t Leade rsh ip  cons truc t and its re la tionsh ip  w ith  o the r 

behaviou ra l constructs , as w e ll as the va rious  m easu rem en t ins trum ents  tha t 

m easure  the  construct, the  lite ra tu re  rev iew  dem onstra ted  its p roposed re levance to 

the con tex t o f th is  research  thesis. it a lso  pos itioned  itse lf to  add s ign ifican t va lue  to 

the advance m e n t o f S e rvan t Leade rsh ip  theo ry  by p roposing  the  tes ting  o f the  Van 

D ie rendonck and N u ijten ’s (2011) S e rvan t Leadersh ip  theo ry  as w e ll as tes ting  its 

re la tionsh ip  w ith  Q ua lity  o f W ork life , in a con tex t and o rgan isa tiona l se tting  w h ich  

has not to  da te  been tes ted  before.

The cha p te r a lso  p roposed the  poss ib le  hypo thes is  tha t S e rvan t Leade rsh ip  is 

pos itive ly  assoc ia ted  w ith  Trust, w h ich  in tu rn  in fluences Q ua lity  o f W ork life  in the 

cu s to m e r se rv ice  fron tline  context, o r put d iffe ren tly , tha t the  re la tionsh ip  be tw een 

S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  is poss ib ly  m ed ia ted  by Trust.

The  next ch a p te r a im s to deal w ith  th is  resea rch ’s m e thodo log ica l approach  and 

prov ides ju s tifica tio n s  fo r  the  m e thodo logy used.



155

Chapter 4 -  Description of Research Methodology

4.1 Introduction

Babbie  (2011 :66 ) sugges ts  tha t research  in its m ost bas ic  in te rp re ta tion  is “sc ien tific  

inqu iry  w h ich  com es from  m aking obse rva tions  and in te rp re ting  w h a t you have 

obse rved ” . Th is  ch a p te r dea ls  w ith  the m e thodo log ica l app roach  o f the  thes is  and 

p rov ides ju s tifica tio n s  fo r  the  m e thodo logy  used. R esearch  m ust fo llo w  a 

m e thodo log ica l p rocess so tha t the  obse rva tions  w h ich  are recorded and the resu lts  

w h ich  are p roposed are accep ted  as “ag reem en t rea lity ” (Babbie, 2011:4 ); tha t they  

m eet the log ica l as w e ll as the theore tica l and, or, em pirica l research  requ irem ents. 

In a sense, socia l research  is hum an inqu iry  tha t a ttem p ts  to  unders tand  hum an 

behav io u r (Babbie, 2011). G ood research  deno tes  the  p red ic tab ility  o f hum an 

behav io u r and endea vou rs  to use th is  unde rs tand ing  to exam ine  the  causa lity  a nd /o r 

p robab ility  o f it (Babbie, 2011).

S ocia l sc ience  know ledge  is an aggrega tion  o f p red ic tab ility  and causa lity  o f hum an 

behav io u r w ith in  a pa rticu la r context, so tha t it is be tte r exp la ined  o r fu rth e r 

understood  o r s tud ied  d iffe ren tly , by the fo rm u la tion  o r fu rth e r deve lop m e n t o f 

theore tica l fram ew orks  tha t deve lop  th is  know ledge  (R em enyi, W illiam s, M oney and 

Sw artz, 1998). N o tw iths tand ing  how ever, th a t know ledge  is som e tim es  som ew ha t 

lim ited due to the  cons tan tly  chang ing  con tex t and na tu re  o f the  w orld  w e live in, as 

well o u r con tinuous  chang ing  cogn ition  o f o u r env ironm en t (Babbie, 2011). 

R esearch, be it em pirica l o r theore tica l, is the re fo re  pu rposed to p roduce  know ledge, 

but it can on ly  do th is  if care fu l cons ide ra tion  is g iven  to  m e thodo log ica l r igou r tha t 

ho lds up to a cadem ic  pee r rev iew ed  scru tiny. The  rigo r o f the  research  m e thodo logy 

shou ld  the re fo re  be ev iden t in the  research  p resented ; illus tra ting  tha t it m eets  the 

requ irem en ts  o f scho la rly  research. M oreover, it shou ld  a lso  ind ica te  to  the reade r 

the resea rche r’s unde rs tand ing  o f each o f the  e lem en ts  o f the  process 

(G um m ersonn , 2000).

In p rev ious th ree  chapters , the  C on tex t o f the  research  w as  p resented  and the 

cons truc ts  o f Q ua lity  o f W ork life , S e rvan t Leadersh ip , and T rus t w ere  d iscussed. A s 

described  in C h a p te r One, the  m ain goal o f th is  research  thes is  is to deve lop  and 

te s t a m odel tha t deno tes the  re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity
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o f W ork life , as w e ll as te s t w h e th e r T rus t m ed ia tes  th is  re la tionsh ip  in the  C on tac t 

C en tre  opera tiona l env ironm en t. C h a p te r F our d iscusses the  quan tita tive  

m e thodo log ica l m easu rem en ts  jus tify ing  the re la tionsh ip  be tw een the dependen t 

va riab le  Q ua lity  o f W ork life , and indepe nden t va riab le  S e rvan t Leade rsh ip  and 

w h e th e r th is  re la tionsh ip  is m ed ia ted  by T rust. The  ch a p te r then  deno tes  how  each 

o f these  construc ts  is em p irica lly  m easured  in re la tion  to C h a p te r O ne ’s research  

p rob lem  s ta tem en t and subsequ en t hypotheses.

The ch a p te r beg ins  w ith  a descrip tion  o f the  goa ls o f th is  research thes is , fo llow ed  by 

an exp lana tion  o f the  ph ilosoph ica l assum p tions  w h ich  underp in  them . The ch a p te r 

a rgues tha t the  ph ilosoph ica l parad igm  position  o f the  research  is a post-pos itiv is t 

parad igm  and the  on to log ica l v iew po in t is th a t o f a critica l rea list. The  ch a p te r fu rth e r 

exp la ins  reasons fo r the  ep is tem o logy  o f the  w o rk  to  be v iew ed  th rough  the 

ob jec tiv is t parad igm .

R esearch  needs to be rigo rous and re levan t (R em enyi and M oney, 2006), r igou r 

shou ld  be ev iden t by the  a tten tion  to deta il in the  m ethod ica l design o f a research 

p ape r and the re levance  o f the  research  shou ld  answ e r con tem po ra ry  prob lem s. The 

des ign  o f th is  research  is described  by c la rify ing  the  quan tita tive  m ethodo log ica l 

approach  used, w h ich  inc ludes sam pling , da ta  co llec tion  and hand ling , da ta  ana lys is , 

hypo thes is  tes ting  and in te rp re ta tion  o f resu lts. The  cha p te r c loses w ith  a sum m ary  

o f the  m e thodo log ica l p rocess fo llow ed.
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4.2 Objectives of the Research

The cen tra l hypo thes is  and p rim a ry  ob jec tive  o f the  s tudy how eve r is to  te s t w h e th e r 

S e rvan t Leade rsh ip  behav io u r has a s ign ifican t and pos itive  causa l re la tionsh ip  w ith  

Q ua lity  o f W ork life  in the C on tac t C en tre  fron tline  context. The  research  is conducted  

in e igh t o rgan isa tions  s itua ted  in va rious  geograph ica l reg ions across  S outh A frica .

Th is research  p ro jec t a lso  inc luded s ix  seconda ry  goa ls  th a t it w ished  to  ach ieve  

w h ich  included:

i) To va lida te  the  SLS  and  W R Q W L in s tru m e n ts  th a t m easure  both  S ervan t 

Lea d ersh ip  a n d  Q ua lity  o f W ork life  in  the  South  A frica n  C o n ta c t C en tre  

fron tline  context.

ii) To use S truc tu ra l E qu a tion  M o d e llin g  to m easu re  the  re la tionsh ips  be tw een  

S ervan t Leadersh ip , T rust a n d  Q ua lity  o f  W orklife .

iii) To assess  w h e th e r T rus t p la ye d  a m e d ia tin g  ro le  in  the  re la tion sh ip  be tw een  

S ervan t Lea d e rsh ip  and  Q ua lity  o f  W orklife .

iv) To m easure  i f  the re  w ere a n y  d iffe re n ces  in  S e rvan t Leadersh ip , T rust and  
Q ua lity  o f  W orklife .

v) To id e n tify  p o te n tia l p ro b le m s  th a t co u ld  re su lt due  to de fic ien c ie s  fou n d  in  

S ervan t Lea d e rsh ip  b e h a v io u r th a t m a y  le a d  to  a lo w e r Q ua lity  o f  W orklife .

vi) To m ake  reco m m e nd a tion s  to the o rgan isa tions  to  a ss is t fron tline  le a de rs  to  

im p rove  the  w ork ing  live s  o f  C on tac t C entre  agents.

To ach ieve  these  research  aim s, the  resea rche r needed to fo llo w  a precise, 

m ethod ica l and rigo rous sc ie n tific  p rocess th a t adhered  to the p rinc ip les  o f em pirica l 

research.
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4.3 Research Paradigms

A ca d e m ic  research  e ith e r fo llow s  a theo re tica l o r em pirica l approach  (R em enyi e t al., 

1998). Both the theore tica l o r em pirica l app roaches  are conducted  by researchers  

w ho see  the w orld  d iffe ren tly . P rio r to the  s ta rt o f any research  process, it is o f critica l 

im portance  th a t the  resea rche r’s ph ilosoph ica l s tandpo in ts  are sta ted. Th is 

ph ilosoph ica l s tandpo in t not on ly  underp ins  the resea rche r’s v iew po in t, bu t a lso 

gu ides th e ir  research  m e thodo log ica l approach .

The w ay  in w h ich  resea rche rs  v iew  the  w orld , and in tu rn  th e ir research, is defined 

as th e ir parad igm  (Kuhn, 1962). Kuhn (1962) firs t used the exp ress ion  "pa rad igm ” to 

a rticu la te  the co llec tive  and d iffe ring  v iew s o r assum ptions  o f d iffe ren t g roup ing s  o f 

researchers, and how  these  assum ptions  in fluenced  th e ir  research  approaches. 

A cco rd ing  to Kuhn (1962), these  assum ptions, o r parad igm s, w e re  based on how  

researchers  in te rp re t o r v iew  the  w orld  tha t they  live in. P a rad igm s provide to  the 

researcher, as w ell as announce  to the reader, the  lens th rough  w h ich  the 

resea rche r see ’s the  w orld , o r put d iffe ren tly , the  resea rche r’s "w ay o f look ing ” at the  

w orld  (Babbie, 2011:32). A cco rd ing  to G uba and L inco ln  (1994:107), pa rad igm s 

define  the "na tu re  o f the  w o rld ” w e  live in, how  w e re flec t on o u r "ind iv idua l p lace ” in 

the w orld , and w h a t m anne r o f re la tionsh ips  and in te rre la tionsh ips  ex is t w ith in  it. 

P arad igm s are va ried  and num erous and not a lw ays ve ry  eas ily  identified . H owever, 

pa rad igm s are gene ra lly  understood  fo r  "how  th ings  a re ” in the  w orld  (Babbie, 

2011:34). It is how ever, the  ab ility  to  recogn ise  a parad igm  in the firs t p lace tha t 

enab les  see ing  rea lity  from  d iffe ren t ang les  o r v iew po in ts . So sc ien tis ts  w ho  are ab le  

to recogn ise  th e ir  parad igm s, are be tte r ab le  to unders tand  va rious  research w orks  

and learn from  them  (B abbie, 2011).

Som e socia l sc ien tis ts  m ake the m is take  o f exc lus ive ly  exp la in ing , in g rea t deta il, the 

sc ien tific  m e thods o f th e ir research  approach  w ith o u t fu lly  cons ide ring  o r even 

m ention ing  the ph ilosoph ica l founda tions  tha t underp in  it (H um phrey, 2013). 

R ecogn is ing  the absence  o f a c le a r pa rad igm a tic  v iew po in t, o r s tance, is a potentia l 

and som ew ha t critica l fla w  and it is fo r  th is  reason there fo re , th a t th is  d isse rta tion  

goes to som e leng th  to c lea rly  a rticu la te  the parad igm  it has adopted.
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The parad igm  se lected  fo r th is  d isse rta tion  is w ith  re fe rence  to the  com b ined  

answ ers o f questions  tha t are o f an onto log ica l, ep is tem o log ica l and m ethod ica l 

nature. The on to log ica l question  tha t needs to be answ ered  in te rm s o f the  parad igm  

se lected  is sp e c ific  to the natu re  o f the  "th ings, be ings and p rocesses” (H um phrey, 

2013 :4 ) th a t are pe rtinen t to answ ering  the questions  posed in th is  research  paper. 

The  ep is tem o log ica l question  how ever, is one w here  the  an sw e r w ill be derived  from  

a sense  o f know ing. In o th e r w ords, the  ep is tem o log ica l question  to  be answ ered  

from  the d isse rta tion  is w h e th e r the  know ledge  deve loped  from  the research  is 

derived  from  a "re flection  o f rea lity ” (H um phrey, 2013 :4 ) and a p roduc t o f fo llow ing  a 

robust and spec ific  sc ien tific  m ethodo logy. W ith  re fe rence  to the  m ethodo log ica l 

question , G uba  and L inco ln  (1994 :108) postu la te  th a t "m ethods m ust be fitted  to  a 

p rede te rm ined  m e thodo logy” and the  answ ers  o f the  on to log ica l and ep is tem o log ica l 

w ill de te rm ine  w h e th e r the research  answ ers  w ill be found  th rough  an app lica tion  of 

a qua lita tive  o r quan tita tive  m e thodo log ica l approach .

R ecently, and inc reas ing ly  so, an abundance  o f d iffe ren t pa rad igm a tic  v iew s o r 

s tandpo in ts  have been described  in the  lite ra tu re  (H um phrey, 2013). H ow ever, tw o 

opposing  m e thodo log ica l p rocesses are p rim arily  used in socia l research  th a t is 

governed  by th e ir pa rad igm a tic  v iew po in ts , nam ely  Q ua lita tive  and Q uan tita tive  

m ethodo log ies  (G ray, 2014).

4.3.1. Paradigms associated with Quantitative Methodology

P ositiv ism  and P ost-pos itiv ism  are pa rad igm s tha t are c lose ly  assoc ia ted  w ith  

quan tita tive  research  (Babbie, 2011). P ost-pos itiv ism , an extens ion  o f Positiv ism , 

pos its  tha t research  is an ob jec tive  process, w h ich  a ttem p ts  to link theo ry  w ith  

p ractice  (H enderson , 2011). The  post-pos itiv ism  parad igm  s tud ies  the cause  and 

e ffec t re la tionsh ip  o f va riab les  (C resw ell, 2003). P ositiv ism  is som etim es com m on ly  

re fe rred  to as the "sc ien tific  o r em p iric  m e thod ” (C resw ell, 2003:6 ). The  P ost­

positiv ism  parad igm  evo lved  from  P ositiv ism , o f w h ich  em ana ted  from  the sem ina l 

w o rks  o f D urkhe im , (C resw ell, 2003; H um phrey, 2013) and is c lose ly  assoc ia ted  w ith  

quan tita tive  research  app lica tion  (C resw ell, 2003). Th is  parad igm  w as a ve ry  popu la r 

and w ide ly  used parad igm  fo r  ea rly  socia l sc ien tis ts  o f the  19th cen tu ry  (C resw ell, 

2003). The  P os itiv is tic  approach  to  research  v iew s the  w orld , and science, as a
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rea lity  tha t can be observed  and sensed, and the re fo re  m easured  and stud ied, 

th rough  ob jec tive  observa tion  (G uba and L inco ln, 1994). The  researcher, in P ost­

positiv ism  research, is an ex te rna l w itness  o f th is  rea lity  (G uba and Lincoln, 1994). 

The  on to logy  d irec tly  re la ted from , o r as a consequence  o f pos t-pos itiv ism  research, 

is an ob jec tive  na rra tion  o f a ca re fu lly  conducted  expe rim en t and the  em pirica l 

observa tion  p rocess (C resw ell, 2003). P ost-pos itiv ism  inc ludes the p rocess o f using 

hypo theses tha t te s t a pa rticu la r "rea lity ” in the  w orld  (C resw ell, 2003). P ost­

pos itiv is ts  agree  tha t an au tono m o us rea lity  ex is ts  w h ich  is an im pe rfec t observa tion , 

and th is  needs to be recogn ised  in the  research  process, w here  hypo theses need to 

be fa ls ified  th rough  rigo rous sc ien tific  testing  (G uba and Lincoln, 1994:112). 

M oreover, P ost-pos itiv ism  subscribes  to the notion  th a t all hum an socia l phenom ena 

can be s tud ied  in a s im ila r sc ien tific  process, not un like  how  sc ien tis ts  w ou ld  s tudy 

any va ria tion  o f o th e r non-liv ing  th ings, such as chem is try  o r natura l sc ience  

research (H um phrey, 2013).

4.3.2. Paradigms associated with Qualitative Research

In te rp re tiv ism  is a parad igm  tha t is c lose ly  assoc ia ted  w ith  qua lita tive  research  

(Babbie, 2011). In te rp re tiv ism  has its roots in pheno m e no logy  (H um phrey, 2013). 

In te rp re tiv ism  is som etim es  re fe rred  to as the  "construc tiv ism  o r p h eno m e no log ica l” 

parad igm , and is o ften used w hen  the  resea rche r chooses a qua lita tive  approach  to 

th e ir research  (H enderson , 2011). A cco rd ing  to H um phrey (2013:8), eve ry  ind iv idua l 

hum an being has an indepe nden t v ie w  o r rea lity  o f the  w orld , and the  c rea tion  of 

know ledge  theo ry  is sub jec t to the  in terna l "construc tion  o f o u r ind iv idua l concep ts  

and o u r w orld  v iew s” . In te rp re tiv ism  is m ore  hum an is tic  than  its po la r-oppos ite  

positiv ism . The In te rp re tiv is t parad igm  a rgues tha t the  re se a rch e r canno t ex is t 

ou ts ide  o f the  real w orld  and is not indepe nden t from  the rea lity  they are s tudy ing  

(G ray, 2014). R esea rche rs  crea te  d iffe ren t m ean ings o f rea lity  in d iffe ren t w ays, 

based on an inc lus ive  observa tion  o f rea lity  (G ray, 2014). G ray  (2014) posits  tha t 

cons is ten t w ith  the In te rp re tiv is t pa rad igm a tic  v iew po in t, socia l research  canno t be 

conducted  in the  sam e fash ion  as w ou ld  a re se a rch e r conduc t sc ie n tific  research  in 

the natura l w orld . The  natura l w orld  and the  socia l w o rk  are tw o rea lities  th a t are 

en tire ly  d iffe ren t and the re fo re  requ ire  d iffe re n t research  approaches. D eductive  

s tud ies  such as those  s tud ies  conducted  th rough  the lens o f a P os itiv is tic  parad igm
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are "nom o the tic ” in nature, in th a t they  s tudy  the  s ta tis tica l e ffec ts  o f num bers, 

In te rp re tiv is ts  how eve r are m ore concerned  w ith  the " ideog raph ic ” , the  s tudy  o f the 

ind iv idua l (G ray, 2014:24).

4.3.3. Key Difference between Qualitative and Quantitative Research 
associated Paradigms

A cco rd ing  to G ray  (2014), the  key d iffe rence  betw een a pa rad igm s assoc ia ted  w ith  

quan tita tive  research  such as P ost-pos itiv ism  and qua lita tive  research  pa rad igm s 

such as In te rp re tiv ism  w ith  respec t to th e ir  bas ic  be lie f s truc tu re  is based on how  

they  v iew  rea lity. P ost P os itiv is ts  v iew  the  research  p rocess as exte rna l and 

ob jective , w he reas  In te rp re tis t’s v iew  the w orld , and th e ir research, as a sub jec tive  

and soc ia l entity. The  resea rche r rem a ins  d isconnec ted  from  the research  as a Post 

Positiv is t, bu t fo rm s  an in tegra l socia l pa rt o f the  research  in the In te rp re tis t’s 

v iew po in t (G ray, 2014). In fo rm ation  is ga ined  th rough  socia l engag em en t and theo ry  

is derived  from  these  engagem ents .

4.3.4. The Paradigm for this Research Paper
The parad igm  adopted  fo r  th is  research  is pos t-pos itiv ism  (G uba and Lincoln, 1994) 

w ith  the on to log ica l v iew  o f a critica l rea list. W ith  a post pos itiv is t research  approach , 

the  re se a rch e r unde rs tands tha t w h a t is observed  m ay be in fluenced by bias, 

upbring ing  and va lues. H ow ever, and im portan tly , the  re se a rch e r still m e thod ica lly  

con fo rm s to rigo rous eva lua tion  and log ica l reason ing  (G uba and L incoln, 1994).

The on to logy  o f a critica l rea lis t describes  a v iew  tha t rea lity  ex is ts  and can be 

described  o r de fined  by w ha t is observed ; ra the r than  the v iew  tha t it ex is ts  

independen tly  o f observa tion  (G uba and Lincoln, 1994). The  critica l rea lis t the re fo re  

s ta tes  th a t the  rea lity  is th a t w h ich  is observed . Babb ie  (2011) a rgues tha t 

ep is tem o log y  invo lves know ing. The  ep is tem o log ica l v iew  o f th is  parad igm , as 

exp la ined  above, w ill be tha t o f ob jectiv ism , w here  know ledge  is ga ined  th rough 

ob jec tive  reason gu ided  by quan tita tive  research  m e thodo logy  techn iqu es  (G uba and 

Lincoln, 1994).
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4.4 Methodology

C ons is ten t w ith  the  post-pos itiv ism  parad igm  adopted , a deduc tive  research 

approach  w as adop ted  (G ray, 2014) in th a t quan tita tive  s ta tis tica l da ta  techn iqu es  

are  to  be used to  te s t theo ry  by re jecting  o r not re jecting  the  null hypo theses (G uba 

and Lincoln, 1994). T he  post-pos itiv ism  parad igm  assum es th a t in a s ing le  po in t in 

tim e, a rea lity  ex is ts  in the  w orld , and th is  rea lity  can be ob jec tive ly  m easured  

th rough  the  use o f an ins trum en t (G uba and Linco ln, 1994). C onsequen tly , th is  s tudy  

fo llow s  a su rvey  research  approach . Data used in th is  research  pape r w as co llected  

th rough  the  com p le tion  o f an e lec tron ic  survey, w h ich  w as posted v ia  e lec tron ic  m ail 

to  the  to ta l popu la tion . The  resea rche r acted as an obse rve r to  the  s tudy and did not 

pa rtic ipa te  o r in fluence  any part o f it.

F igure 4.1 illus tra tes the  m e thodo lo gy  o f th is  research paper, represen ting  the  

sys tem a tic  and ch rono log ica l approach  to  the  research  a im , onto logy, ep is tem o logy, 

research  m ethod, da ta  co llec tion  and ana lys is , and in te rp re ta tion  o f results.

F igure  4.1 R esearch  M e thodo logy

R esearch  G oal
"S e rv a n t le a d e rs h ip  a n te c e d e n t  

to  Q W L "

P arad ig m  
Post P o s itiv ism

O n to lo g y : C ritica l R ea lism  
E p is tem o lo g y : O b je c tiv is t

Q u a n t ita t iv e  M e th o d o lo g y

In s tru m e n ts :
Q u e s tio n n a ire s

S ta tis tica l A n alyses

In te rp re ta t io n  o f  R esults

Source: Developed by Author from Guba and Lincoln (1994); Gray (2014)
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4.5 Population and Sample

The sam p le  s ize needs to be su ffic ien t enough, so th a t it rep resen ts  the popula tion, 

m aking  the sam p le  a subse t from  the popu la tion  (G ray 2014). In th is  research, a 

P urpos ive  N on-P robab ility  S am p ling  m ethod w as  used, in th a t the  en tire  popu la tion  

g roup (i.e. all o f the  F ron tline  C on tac t C en tre  em p loyees  fo r all e igh t o rgan isa tions) 

w e re  used. The to ta l ta rge ted  popu la tion  p a ram e te r fo r  th is  research  en ta iled  

C on tac t C en tre  em p loyees  s itua ted  a t C on tac t C en tre  s ites o f the  e igh t separa te  

o rgan isa tions.

4.6 Data Collection

The su rvey  questionna ire  w as d is tribu ted  to all fron tline  C on tac t C en tre  s ta ff 

m em bers  v ia  em ail. R espond en ts  w e re  requested , in the  em ail, to  com p le te  the 

questionna ire  during  schedu led  o ff-phone  periods. T h is  tim e  is usua lly  used fo r 

persona l adm in is tra tion  o r deve lopm ent, and even though  the ques tionna ire  did not 

take  long to com ple te ; the  tim e  spen t on the  questionna ire  w as  approved  th rough  

m anagem e n t negotia tion .

The ques tion na ire  w as  com p le ted  by c lick ing  on a link  on the em ail, w h ich  d irected  

the responden ts  to a s ing le  page on line  su rvey  G oog le  D rive an sw e r sheet. O n ly  a 

b rie f exp lana tion  o f w h a t the  research  w as  abou t and the questions  to be com p le ted  

w as  on th is  page. The s im p lic ity  o f the  p rocess and schedu led  tim e  o ff norm al w o rk  

ac tiv ities  w as expected  to increase  the  response  rate and im prove  

rep resen ta tiveness  (B abbie, 2011).

4.7 The Instrument

The ins trum en t used in th is  research  w as  com posed  o f th ree  m easu rem en t sections. 

The  firs t section  m easured  S e rvan t Leadersh ip , the  second m easured  Q ua lity  o f 

W ork life , and the last m easured  T rus t in the  leader. The  ins trum en t inco rpora ted  a 

com b ina tion  o f the  S e rvan t Leade rsh ip  S urvey - SLS  (Van D ie rendonck and Nuijten, 

2011) ins trum en t in the  firs t section , the  W ork-R e la ted  Q ua lity  o f Life Sca le  - 

W R Q oLS  (Van Laar e t al., 2007) ins trum en t to m easure  Q ua lity  o f W ork life  (Q W L) in 

the second section  and T rus t in leade r sca le  (C ook and W a ll (1980) adapted  by
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Bartram  and C a s im ir (2006)) to m easure  T rus t in the  last section. The  ins trum ents  

w e re  s ligh tly  m od ified  by the resea rche r in tha t they  w ere  m erged to fo rm  one 

seam less  ins trum en t tha t the  responden ts  com p le ted  e lec tron ica lly  in one sitting. 

The  S e rvan t Leadersh ip  S u rvey  - SLS  (Van D ie rendonck  and Nuijten, 2011) 

ins trum en t o rig ina lly  cons is ted  o f 30  item s, the W ork-R e la ted  Q ua lity  o f Life S ca le  - 

W R Q oLS  (Van Laar e t al., 2007) ins trum en t cons is ted  o f 22 item s, and one item 

m easuring  overa ll Q ua lity  o f W ork life , and the T rus t sca le  cons is ted  o f 3 item s (C ook 

and W a ll (1980) adapted  by Bartram  and C a s im ir (2006)). Baring the b iog raph ica l 

in fo rm ation  requested , the  com b ined  ins trum en t con ta ined  55 item s. The ins trum ent 

the re fo re  inc luded a L ik e rt S ca le  fo rm a t type o f questionna ire , cons is ting  o f 30 

S e rvan t Leade rsh ip  item s, 23 Q ua lity  o f W ork life  item s and th ree  T ru s t item s, w h ich 

w ere  p receded  by ten b iog raph ic  questions.

The ques tion na ire ’s L ike rt-type  sca le  o f the  ins trum en t w as am ended  by the 

researcher, and the re fo re  w as not iden tica l to  w h a t can be found  in the lite ra ture , as 

p e r the  orig ina l the  S e rvan t Leade rsh ip  S u rvey  - SLS  (Van D ie rendonck  and Nuijten, 

2011) and the W ork-R e la ted  Q ua lity  o f Life Sca le  - W R Q oLS  (Van Laa r e t al., 2007) 

ins trum ents  and T rus t sca le  (C ook and W a ll (1980) adapted  by Bartram  and C as im ir 

(2006)). The  orig ina l sca le  o f the  S e rvan t Leade rsh ip  S urvey - SLS (Van 

D ie rendonck and Nuijten, 2011), W ork-R e la ted  Q ua lity  o f Life S ca le  - W R Q oLS  (Van 

Laar e t al., 2007) and the  T rus t ins trum en ts  ranged from  1 to 5. H ow ever, th is  w as 

am ended  and the  com b ined  am ended ins trum en t w as  changed  to  a ra ting  sca le  tha t 

ranges from  1 to 7. P rev ious research  (Pearse, 2011 ) sugges ts  th a t responden ts  find  

increased sca le  g ranu la rity  o f item s in ques tion na ires  usefu l as it a llow s fo r  m ore 

se lection  options; h ighe r sca le  g ranu la rity  is a lso  o f s ta tis tica l bene fit to  researchers 

w hen  ana lys ing  the data. P earse (2011: 161) a rgues th a t increased sca le  g ranu la rity  

can ass is t the  resea rche r w ith  the  fo llow ing :

•  "to ensure  m ore  prec ise  da ta  is co llected,

•  to increase  the  re liab ility  and va lid ity  o f the  data, and

•  to ensure  tha t m ore usefu l data  is ga the red ” .

G iven the com p lex ity  o f the  p roposed S tructu ra l Equation  M odel in th is  research, it 

w as  hoped tha t increased sca le  g ranu la rity  w ou ld  ensure  be tte r re liab ility  and va lid ity  

o f the  d iffe ren t sca les  and the re fo re  ass is t in the  s ta tis tica l p rocess. H ow ever, th is
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inc rease  in the sca le  g ranu la rity  m ay have changed  the orig ina l s truc tu re  o f the 

instrum ents, in th a t the  p rev ious 5 -po in t L ikert sca les  p roduced  a high w e igh ting  o f 

ag reem en t cho ices  and it is poss ib le  tha t the  w id e r range o f cho ices  on the  7 -po in t 

sca le  adopted  cou ld  in fluence  the leve ls  o f agreem ent.

The am ended  ins trum en t ins tructed  the responden ts  to  se lec t 1 if they  s trong ly  

d isagreed  w ith  the s ta tem ent; 2 if they  som ew ha t d isagreed ; 3 if they  d isagreed ; 4 if 

they  w ere  neutra l; 5 if they som ew ha t agreed; 6 if they  agreed; and 7 if they  s trong ly  

agreed w ith  the  sta tem ent.

4.7.1 Van Dierendonck and Nuijten’s Servant Leadership Survey (2011)

A s p rev ious ly  m entioned , the  firs t 30 item s o f the  ques tionna ire  w ere  derived  from  

V an  D ie rendonck and N u ijten ’s S e rvan t Leade rsh ip  S u rvey  (2011). Th is su rvey is the  

resu lt o f fo u r indepe nden t s tud ies  conducted  in the U nited K ingdom  and the 

N e therlands (Van D ie rendonck and Nuijten, 2011). The  firs t o f the  s tud ies  are resu lts  

from  789 responden ts  from  a range o f voca tions. T w en ty  five  pe rcen t cons is ted  o f 

rep lies  from  the em p loyees  in the  finance , educa tion  and civ il serv ices; 20%  w ere  

teachers; 12%  w ere  em p loyees o f a fire  b rigade and the ba lance  w ere  responden ts  

o f an on line  su rvey  (Van D ie rendonck  and Nuijten, 2011). T he  second  s tudy 

cons is ted  o f 263  responden ts  w ho  w ere  all from  a civil se rvan t background  (Van 

D ie rendonck and Nuijten, 2011). The  th ird  s tudy show ed the  resu lt o f 236 

responden ts  o f w h ich  57%  w ere  from  serv ice  s ta tions  (petro l and d iese l) and the  rest 

from  various  m angers o f bus iness  o rgan isa tio ns  (Van D ie rendonck  and Nuijten, 

2011). The  last s tudy  w as  an on line  s tudy and 384 responden ts  rep lied  on line  (Van 

D ie rendonck and Nuijten, 2011). F ifty tw o  percen t o f the  to ta l responden ts  w ere  

w om en  (Van D ie rendonck and Nuijten, 2011). A  com b ina tion  o f exp lo ra to ry  and 

con firm a to ry  fa c to r ana lyses con firm ed  a se t o f e igh t fac to rs  from  30 item s (Van 

D ie rendonck and Nuijten, 2011). The  e igh t fac to rs  in the  V an  D ie rendonck and 

N u ijten ’s S e rvan t Leadersh ip  M u ltid im ens iona l M easure (2011) inc lude S tand ing  

Back, Forg iveness, C ourage, E m pow erm ent, A ccoun tab ility , A u then tic ity , Hum ility, 

and S tew ardsh ip  (Van D ie rendonck and Nuijten, 2011).
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4.7.2 Van Laar, Edwards and Easton WRQoL (2007)

The V an  Laar e t a l. ’s  W R Q oL  (2007) m odel firs t o rig ina ted  from  a s tudy o f 

hea lthca re  w o rke rs  in England. The pu rpose  w as to  deve lop  a va lid  and re liab le  

ins trum en t th a t w ou ld  m easure  Q ua lity  o f W ork life . The  s tudy  sam p le  inc luded a 

large pool o f 953 respondents , o f w h ich  a s ign ifican t pe rcen tage  w as  fe m a le s  (86% ). 

M ost em p loyees w ere  be tw een the ages o f 18 and 44  (52% ) and w ere  re la tive ly  new  

in the o rgan isa tion , be tw een one and five  yea rs ’ experience . The V an  Laa r e t al. 

(2007) s tudy p roduced  a 23 item , s ix  fa c to r m odel using fa c to r ana lys is . T he  s ix  

fac to rs  inc luded Job  and C a re e r S a tis fac tion , G enera l W e ll-B e ing , S tress  a t W ork, 

C ontro l a t W o rk  and W ork ing  C ond itions. R e liab ility  o f the  ins trum en t p roved to be 

exce llen t w ith  an overa ll C ro n b a ch ’s A lpha  score  o f 0.91. The  ins trum en t a lso  

p roduced ve ry  accep tab le  C on firm a to ry  F ac to r ana lys is  ind ices (CFI = 0.94, GFI = 

0.93, NFI = 0.92 and R M S E A  = 0.05), ind ica ting  a good m odel f it  and suggesting  it to 

be a re liab le  and va lid  instrum ent.

S ince  th is  in itia l study, the  W R Q o L  m odel has been used in a va rie ty  o f contexts. 

Edw ards, Van Laar, Easton and K inm an (2009) va lida ted  the ins trum en t once  again, 

th is  tim e  using H ighe r Education  em p loyees  w he re  a s ign ifican t sam ple, n = 5900 

proved the  ins trum en t to be va lid  and re liab le  in th is  con tex t too. The  ins trum en t w as 

a lso  used by a s tudy by Easton, V an  Laa r and M arlow -V ardy  (2013) o f a Q ua lity  o f 

W ork life  s tudy o f po lice o ffice rs . F ive hundred  and th irty  th ree  responden ts  con firm ed  

the va lid ity  and re liab ility  o f the  s ix  fa c to r W R Q o L  m odel. In th is  s tudy  (E aston  e t al., 

2013) a benchm ark  score, based on p rev ious research, pe r fa c to r w as  in troduced . In 

ve ry  recen t s tud ies, the  ins trum en t has a lso  p roved to  be va lid  and re liab le  in a m ix  

o f o rgan isa tions , coun tries  and con texts . Dunyan, Aytac, A k ild iz  and V an  Laar’s 

(2013) s tudy o f 288  em p loyees  from  d iffe ren t o rgan isa tio ns  and jo b s  in Turkey, 

p roved tha t the  ins trum en t could be used in a cross  cu ltu ra l context. Chen, Haniff, 

S iau, Seet, Loh, Jam il, S a ’a t and B aha rum ’s (2014) s tudy o f 229  academ ics  

m easured  Q ua lity  o f W ork life  and bu rnou t in a cadem ic  ins titu tions  in M alaysia.

Th is  s tudy  m ade use o f the  W R Q o L  scale. H ow ever, it exc luded  one o f the  item s 

(item  2). Item two, "I fee l ab le  to  vo ice  op in ions  and in fluence  changes in m y area o f 

w o rk ” , o f the  W R Q oLS  w as om itted  due  to it be ing deem ed by the  resea rche r as 

s ligh tly  con fus ing  and overly  com p lica ted  in its w o rd ing  fo r th is  context. M oreover,
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the re  is ev idence  in the lite ra tu re , tha t th is  item  has been om itted  from  the ins trum ent 

be fo re  (Duyan, A ytac, A ky ild iz , and V an  Laar, 2014: 110). In a p rev ious study, and in 

consu lta tion  w ith  the orig ina l authors, item 2 w as  a lso  om itted due to it “d is rup ting  

the m odel s truc tu re ” , and hence w as om itted  from  the  study. Barring  the om itted  item 

how ever, the  o the r 22 item s w ere  loaded into S ta ta  (V15.0) pe r fa c to r as o rig ina lly  

pub lished. M oreover, it m ust a lso  be noted tha t as is pub lished  in the lite ra tu re  (Van 

Laar, E dw ards and Easton, 2007), the  item w h ich  m easures  w h e th e r responden ts  

are sa tis fied  w ith  the  overa ll qua lity  o f th e ir w o rk ing  life, w as  not in itia lly  inc luded  in 

the C F A  m odel, as it does not fo rm  part o f any fa c to r s truc tu re  w ith in  the C FA  m odel. 

Th is  item w ill be inc luded in the  structu ra l equa tion  m odel a t a la te r stage.

4.7.3 The Trust Scale
The T rus t sca le  used in th is  s tudy  o rig ina tes  from  the w o rks  o f C ook  and W a ll (1980) 

w h ich  w as  la te r adapted  by Bartram  and C a s im ir (2006) fo r  use in the C on tac t 

C en tre  context. C ook and W a ll’s (1980) in fluen tia l w o rks  on the m easu rem en t o f 

T rus t w as a consequence  o f tw o  s tud ies  w ith  a com b ined  sam p le  s ize  o f 650, and 

w h ich  w as conducted  in a b lue -co lla r w o rke r context. The  p rim ary  focus  o f the  study 

w as  to  deve lop  th ree  m easures, one o f w h ich  w as to m easure  in te rpersona l T rus t at 

w ork. The  in te rpersona l T rus t sca le  m easured  both T rus t o f the  le a d e r as w e ll as 

T rus t in co lleagues. Bartram  and C as im ir (2006) m ade use o f the  T ru s t-in -le a d e r 

com ponen t o f the  ins trum en t w hen  they  s tud ied  how  trans fo rm a tiona l leadersh ip  can 

im prove  the pe rfo rm ance  o f fo llow e rs  by em pow ering  them  and by deve lop ing  T rus t 

in the  leade r in a C on tac t C en tre  context. In th is  study, T rus t w as pos itioned as a 

m ed ia ting  va riab le  be tw een trans fo rm a tiona l leadersh ip  and em p loyee  perfo rm ance  

(B artram  and C asim ir, 2006). The  m easure  w as  a lso  s ligh tly  adapted  by B artram  and 

C a s im ir (2006) and m anaged to  p roduce  good in terna l re liab ility  resu lts  (a = 0.78). 

Th is research  w ill use the th ree  C ook and W all (1980) item s o f the  adapted  Bartram  

and C a s im ir (2006) fou r-item  T rus t sca le  w h ich  inc ludes the  fo llow ing  (B artram  and 

C asim ir, 2006:9):

1) I can T rus t m y m anage r to  m ake sens ib le  dec is ions  fo r  the  fu tu re  o f the 

com pany;

2) I fee l qu ite  con fiden t th a t m y m anager w ill a lw ays  try  to  trea t m e fa irly;

3) My m a n a g e r can be re lied on to  upho ld  m y best in terests.
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Bartram  and C a s im ir (2006) report th a t con firm a to ry  fa c to r ana lyses w ere  conducted  

on the T rus t sca le  un i-d im ens iona lity . The  T rus t item s loaded s trong ly  and the fit 

ind ices w ere  deem ed sa tis fac to ry  (GFI = 0.93, CFI = 0.91, S R M R  = 0 .035) fo r  a 

s ing le  fa c to r rep resen ta tion  o f the  scale.

The sca le  w as adopted  fo r th is  s tudy due  to its un i-d im ens iona lity  and 

app rop ria teness  to the con tex t o f the  study.

4.8 Data Analysis

The co llec ted  data  in fo rm ation  w as sto red  in a data  base repos ito ry  (Turban e t al., 

2006) in G oog le  Drive. The  Data w as then  extracted  by the re se a rch e r and ana lysed  

in MS Excel (vers ion 2010) and S ta ta  (V 15 .0 ) w ith  the  fo llow ing  s ta tis tica l ob jec tives  

in m ind:

•  To tes t the  re liab ility  o f the  S e rvan t Leadersh ip , Q ua lity  o f W ork life  and T rus t 

data  us ing C ronbach ’s A lpha;

•  To ana lyse  the d im ens iona l s truc tu re  o f the  S e rvan t Leade rsh ip  and Q ua lity  of 

W ork life  m ode ls  in the C on tac t C en tre  fron tline  con tex t using the  m u ltiva ria te  

techn ique , C on firm a to ry  F ac to r Ana lys is ;

•  To te s t the  C ons truc t V a lid ity  o f the  ins trum en t using C onve rgen t and 

D iscrim inan t va lid ity  ana lys is .

•  To tes t the  causa l path betw een S e rvan t Leadersh ip , T rus t and Q ua lity  of 

W ork life  using S tructu ra l E quation M odelling.

•  To te s t the  m ed ia ting  re la tionsh ip  o f T rus t be tw een S e rvan t Leade rsh ip  and 

Q ua lity  o f W ork life .

•  To describe  (s ta tis tica lly ) the  cu rren t leve ls  o f S e rvan t Leade rsh ip  in each site;

•  To describe  (s ta tis tica lly ) the  cu rren t leve ls  o f Q ua lity  o f W ork life  in each site;

•  Iden tify  any s ign ifican t d iffe rences in va rious  b iog raph ica l data.
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4.9 Reliability

Testing  fo r  re liab ility  in socia l research  is an im portan t part o f any socia l research 

pro ject, pa rticu la rly  because  the  re se a rch e r is dea ling  w ith  abs trac t theore tica l 

cons truc ts  ra th e r than  physica l va riab les  (K im berlin  and W in te rs te in , 2008). T o  tes t 

the  re liab ility  o f an instrum ent, the  re se a rch e r a im s to check the cons is tency  and 

re liab ility  o f the  in fo rm ation  supp lied  by the  responden ts  as to w h e th e r they  w ou ld  

y ie ld  s im ila r resu lts  if tes ted  repea ted ly  (K im berlin  and W in te rs te in , 2008). An 

In terna l cons is tency  tes ting  techn ique , ca lled  C ro n b a ch ’s co -e ffic ien t A lpha  is used 

fo r th is  reason (C a rm ines and Ze lle r, 1979).

4.9.1 Cronbach’s Alpha (Cronbach, 1951)
A cco rd ing  to C a rm ines  and Z e lle r (1979), it is im pera tive  to ensure  the in terna l 

re liab ility  o f data  th a t w as p rocessed  from  a L ike rt-type  questionna ire . H ow ever, 

C ronbach ’s A lpha  (C ronbach, 1951) shou ld  not be con fused  w ith  tests  o f 

un id im ens iona lity  (P anayides, 2013); it is the  m easure  o f in terna l re liab ility  o f tes t 

scores. The  C ronbach ’s A lpha  (C ronbach, 1951) m easu rem en t es tim a tes  the 

p roportion  o f va riance  o f the  to ta l num be r o f tes t sco res  in re la tion  to  how  cons is ten t 

the actua l va riance  is. A  C ronbach ’s A lpha  te s t w ill illus tra te  the re liab ility  o f the 

answ ers  supp lied  by the  responden ts  and is one o f the  m ost w id e ly  used tes ts  o f 

re liab ility  in socia l sc ience  (H ogan, Ben jam in  and B rezinksi, 2000).

K line (2016) a rgues tha t any C ro n b a ch ’s A lpha  score  tha t is u nde r 0.7 is 

ques tionab le  and scores  above 0.9 are described  as exce llen t, how eve r som e 

au tho rs  a rgue  th a t sco res  too high cou ld  ind ica te  a level o f redundancy in item s, in 

tha t s im ila r questions  are asked repea ted ly  and the re fo re  m ay propose erro rs  of 

co ns truc t va lid ity  (S tre iner, 2003).

4.10 Multivariate Analyses: Confirmatory Factor Analysis

C on firm a to ry  F ac to r A na lys is  is a techn ique  used to  confirm  a hypo thes ized  

theore tica l m odel; it does th is  by ve rify ing  the  fa c to r s truc tu re  o f observed  va riab les  

(Thom pson, 2004). T h rough  C on firm a to ry  F acto r A na lys is , the  resea rche r is ab le  to
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te s t re la tionsh ips  o f va riab les  w ith in  theo re tica l m odels, and to m easure  w h e th e r th is  

theore tica l fa c to r m odel, w h ich  are unobse rved  la ten t facto rs , fits  the  da ta  set, w h ich  

are the va riab les  tha t have been observed  (B row n 2006; Thom pson , 2004). In 

con tras t w ith  E xp lo ra to ry  F ac to r A na lys is , the  la ten t fac to rs  in C o n firm a to ry  F ac to r 

A na lys is  are know n upfront, and the C o n firm a to ry  F acto r A na lys is  p rocedure  tes ts  

w h e th e r the observed  da ta  se t fits  the  la ten t fa c to r structu re . In e ffect, C on firm a to ry  

F ac to r A na lys is  is a theo ry  tes ting  p rocedure  (Thom pson, 2004). A  key d iffe rence  

be tw een E xp lo ra to ry  and C on firm a to ry  F ac to r A na lys is  is tha t E xp lo ra to ry  F acto r 

A na lys is  (EFA) is a m u ltiva ria te  s ta tis tica l p rocedure  th a t is p rim arily  used to 

understand  the d im ens iona lity  o f the  instrum ent, as well as ind ica te  to the  resea rche r 

the n um be r o f poss ib le  fac to rs  due to th e ir re la tionsh ips  w ith  the item s (C oste llo  and 

O sborne, 2005; Furr, 2011). S im ila rly , C o n firm a to ry  F ac to r A na lys is  (C FA) a lso 

ana lyses the item s in re la tion  to  th e ir fac to rs  but does so th rough  spec ifica tion  o f the 

re la tionsh ips  by the resea rche r (Furr, 2011, K line, 2011). So it can be said tha t as 

s ta tis tica l p rocedures, both EFA  and C F A  are p rim arily  concerned  w ith  the 

re la tionsh ips  be tw een observed  item s and la ten t va riab les  w ith  respect to  the 

am oun t o f va riance  and cova riance  each o f these  re la tionsh ips  exp la in  (Furr, 2011, 

K line, 2011). C on firm a to ry  F ac to r A na lys is  how ever, assum es, tha t th rough  a study 

o f the  re levan t lite ra tu re  and hypo thes is  deve lopm ent, the  re la tionsh ip  pa tte rns 

be tw een the  la ten t and observed  va riab les  a re  deve loped  a priori (K line, 2011). W ith  

respect to  th is  research , it is ve ry  c le a r w h a t fa c to r s truc tu re  the  sam p le  shou ld  

d isp lay  fo r  both the  SLS and W R Q oLS . M oreover, due to the SLS  and W R Q oLS  

fa c to r s tructu re  o f the  ins trum en t be ing se lec ted  from  ins trum en ts  a lready in the 

lite ra ture , the  num be r o f fac to rs  tha t shou ld  be observed , as w e ll as the s truc tu re  of 

the  co rrespond ing  item s to be loaded can be a ligned.

In EFA  the num ber o f fac to rs  se lected  from  the observed  va riab le  s im p ly  depends on 

the in te rp re ta tion  o f the  scree  p lo t o r num be r o f E igen va lues  th a t are g rea te r than 

one. H ow ever, C F A  requ ires m ore  than th is  as c lea r paths be tw een la ten t and 

observed  va riab les  a lso  need to be prescribed.

A ll va riab les  are s tandard ized  in the E FA  process, w h ile  C F A  com pu tes  both 

s tanda rd ized  and unstanda rd ized  va riance  as w ell as cova riance  ou tpu ts  (Furr, 

2011, K line, 2011). M easu rem en t e rro r co rre la tion  s ta tis tics  in E FA  are unspecified  

w h ile  m easu rem en t e rro rs  in C F A  are spec ified  a priori and can be m ode lled
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accord ing  to theo re tica l p red ic tions  (Furr, 2011, K line, 2011). C on firm a to ry  F acto r 

A na lys is  a lso  a llow s fo r the  fa c to r load ings to  be constra ined , o r equal to  one 

depend ing  on the  resea rche r’s m odel ou tpu t data, w h ile  EFA  does not do th is  (Furr, 

2011). EFA  a lso  a llow s item s w ith  low e r fa c to r load ings to cross  load on to  fac to rs  

w h ich  are no t spec ified  in the literature.

C F A  a lso  a llow s fo r  the  data  and m odel to be com pared  to o th e r m odels, and m ake 

am endm en ts  o f the  m odel to im prove  data  fit, th is  is beyond the  scope o f w h a t is 

poss ib le  w ith  EFA. M oreover, key to  th is  research  is th a t C F A  a llow s fo r  the  ana lys is  

and tes ting  o f h ighe r o rd e r fa c to r m ode ls  (K line, 2011). Each o f the  SLS and 

W R Q oLS  sections  o f the  ins trum en t have S e rvan t Leade rsh ip  and Q ua lity  o f 

W ork life  as h ighe r o rd e r facto rs , and each o f them  have severa l low e r o rd e r fac to rs  

w h ich  describe  these  h ighe r o rd e r facto rs . M oreover, C FA  a llow s fo r  the  com parison  

o f the  fa c to r s tructu re  o f SLS and the  W R Q oLS  fa c to r structu re . The  lite ra tu re  

sugges ts  C on firm a to ry  F acto r A na lys is  to  be an a lte rna tive  m e thodo logy o f fa c to r 

exam ina tion  and p roposes an a lte rna te  m ethod to E FA  o f con firm ing  fa c to r va lid ity  

(Furr, 2011). Fo r th is  and reasons supp lied  above, C FA  w as se lected  as the 

p re fe rred  s ta tis tica l process.

4.10.1 Observed and Latent Variables
Im portantly , and righ t from  the onse t o f the  C on firm a to ry  F acto r A na lys is  process, 

the  re se a rch e r needs to understand  and d iffe ren tia te  be tw een observed  and la ten t 

va riab les  (K line, 2011). K line (2011:8) pos its  tha t observed  va riab les  can be 

“ca tegorica l, o rd ina l, o r con tinuo us” , but sugges t tha t la ten t va riab les  can on ly  be 

con tinuous. O bserved  o r m easured  va riab les  are the va riab les  th a t w ere  ac tua lly  

m easured  in the study, fo r  exam ple , all o f the  item s on the su rvey  o f th is  research  

p ape r can be described  as observed  variab les, as all o f these  va riab les  w ere  

m easured  th rough  the  p rocess o f responden ts  se lec ting  sco res  on each item  (K line, 

2011). In a C on firm a to ry  F ac to r A na lys is  m odel, observed  va riab les  w ill a lw ays be 

illus tra tive ly  dep ic ted  as va riab les  in so lid  line boxes (K line, 2011). In con tras t 

how ever, la ten t va riab les  are those  in tang ib le  va riab les  tha t are p roposed in the 

theore tica l m ode ls  as cons truc ts  o r fa c to rs  o f the  m odel. La ten t va riab les  are 

denoted  in e llipses, o r c irc les, though  a lso  w ith  so lid  lines (K line, 2011). For 

exam ple , as illus tra ted  in the m odel p resented  in F igure  4.2, it can be noted tha t the
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S ervan t Leade rsh ip  fa c to r is illus tra ted  to  have observed  V a riab les , w h ich  are  the  

m easured  item s dep ic ted  as squa re  figures, and la ten t va riab les , w h ich  are  the  

H um ility  facto r, and the  S e rvan t Leade rsh ip  C ons truc t in c irc le  and e llipses shape. 

C on firm a to ry  Facto r A na lys is  m ode ls  are  described  as m easu rem en t m ode ls  (Furr, 

2011). M easu rem en t m ode ls  can e ithe r be m u ltifac to r but s ing le  level m odels, such 

as in the  case  o f F igure  4.2, w he re  th e  observed  va riab le  described  the  la tent 

va riab le  H um ility; o r they  can m u ltid im ens iona l and inc lude  both low er o rde r fac to rs  

and h igher o rde r facto rs .

F igure  4 .2  S ection  o f S e rvan t Leade rsh ip  S ing le  Level C FA  M odel

Source: Author's Construction based on Van Dierendonck and Nuijten’s Servant Leadership Survey

(2011)

A s  is illustra ted in F igure  4.3, w he re  the  H um ility  and S tew ardsh ip  la ten t va riab les  

are  the  low er o rder fac to rs  and these  describe  th e  h igher o rde r fa c to r w h ich  is 

S e rvan t Leade rsh ip  (Furr, 2011).

The a rrow  lines deno te  the  p red ic tion  o f the  observed  va riab le  from  the  la ten t 

va riab le  (K line, 2011). A fte r the  m odel estim a tion  p rocess has been conducted , a 

da ta  w e ig h t o f the  re la tionsh ip  is deduced  (K line, 2011). Th is  regress ion  w e igh t 

deno tes  the  s treng th  o f the  re la tionsh ip  betw een th e  la ten t and its observed  

va riab les  in an unstanda rd ised  or s tanda rd ised  notation .
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Figure 4.3 Section of Servant Leadership Higher Order CFA Model

Source: Author's Construction Based on Van Dierendonck and Nuijten’s Servant Leadership Survey

(2011)

C on firm a to ry  Facto r A n a lys is  tes ts  w h e th e r a hypo thes ized  theory, as s tipu la ted  in 

the  lite ra ture , w h ich  is dep ic ted  as observed  va riab les  o r m easured  va riab les  and 

th e ir co rrespond ing  la ten t facto rs , w hen  loaded into a co m p u te r so ftw a re  package, 

such as S tata, supports  the  hypo thes ized  theory. T he  so ftw a re  com putes  the  

s ta tis tica l ana lys is , and the  resea rche r is then  requ ired to  assess the  resu lts  w ith  an 

a rray  o f goodness  o f fit m easures  (K line, 2016).

C on firm a to ry  Facto r A na lys is  can be described  as an ex tens ion  o f s im ila r 

m u ltiva ria te  techn iques, such as regress ion  and fa c to r ana lys is  (Hair, B lack, Babin, 

A nde rson  and T a tham , 2006). C on firm a to ry  Facto r A na lys is  is a techn iqu e  used to  

confirm  a hypo thes ized  theo re tica l m odel, and it does th is  by ve rify ing  the  fa c to r
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s truc tu re  o f observed  va riab les  (Thom pson , 2004). T h rough  C on firm a to ry  F acto r 

A na lys is , the  resea rche r is ab le  to te s t re la tionsh ips  o f va riab les  w ith in  a theore tica l 

m odel. M oreover, C on firm a to ry  F ac to r A na lys is  enab les  the re se a rch e r to m easure  

w h e th e r a theo re tica l fa c to r m odel, w h ich  is m ade up o f unobse rved  la ten t fac to rs  

and observed  item s, fits  the  data  se t (Thom pson, 2004; B rown 2006).

4.10.2 Confirmatory Factor Analysis of the Servant Leadership and Quality of 
Worklife Models

The prim ary func tion  o f the  C on firm a to ry  F ac to r A na lys is  m ode ls  w as  used to tes t 

the re la tionsh ips  be tw een the observed  va riab les , low e r and h ighe r o rd e r fac to rs  as 

hypothes ized , and w h ich  have been argued  in the lite ra tu re  chapters, and investiga te  

if the  fa c to r s truc tu res  are as pred ic ted  in the lite ra tu re  (Furr, 2011). There fore , 

C on firm a to ry  F ac to r A na lys is  (C FA ) w as  used to va lida te  the S e rvan t Leadersh ip  

section  o f the  instrum ent, and the second section  o f the  instrum ent, Q ua lity  o f 

W ork life , as h ighe r o rd e r facto rs , w h ich  are described  by low e r o rd e r la ten t variab les.

The C FA  m ode ls  w ere  then  ana lyzed  using C F A  techn iques, cons is ten t w ith  

m ethod ica l con firm a to ry  fa c to r ana lys is  practice  (U llm an, 2006), to ascerta in  the 

m odel f it  fo r  th is  da ta  set. The  resu lts  o f the  m odel w ill be reported  using the 

fo llow ing  f it ind ices as suggested  by H ooper, C ough lan  and M ullen (2008) and K line 

(2016):

•  ch i-square , deg rees  o f freedom  and p value;

•  ch i-square  re la tive  to its degree  o f freedom ;

•  the  com para tive  f it index (CFI), and;

•  the  root m ean square  e rro r o f app rox im a tion  (R M SEA);

•  the  s tandard ized  root m ean squared  res idua l (SR M R ).

Furr (2011) p roposes tha t the  p rocess o f C on firm a to ry  F ac to r A na lys is  inc ludes fo u r 

d is tinc t steps: i) S pec ify ing  the m odel, ii) A na lys is , iii) In te rp re ting  and; iv) 

M od ifica tion  o f the  m odel. H ow ever, F u rr (2011 :94 ) a rgues tha t be fo re  conducting  

CFA, “co llec tion  o f responses” and sam p le  s ize  ana lyses are requ ired as p re lim inary  

steps. The  p rocess th a t w as fo llow ed  m irro rs  Furr’s (2011) suggested  C F A  process, 

w h ich  is illus tra ted  in F igure  4 .4  below .
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Figure 4.4 CFA Process Adopted

Source: Adopted from Furr (2011)

4.10.3 Confirmatory Factor Analysis Preliminary Steps

Furr (2011) a rgues th a t p rio r to  the  C on firm a to ry  Facto r A na lyses  p rocess can being 

s ta rted ; certa in  p re lim ina ry  s teps a re  requ ired , such  as the  som ew ha t se lf-ev iden t 

s tep o f co llec ting  the  data, and check ing  sam p le  size.
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4.10.3.1 Summarised Description of Collection of Data
The su rvey  questionna ire  w as d is tribu ted  to all fron tline  C on tac t C en tre  s ta ff 

m em bers  via em ail. R esponden ts  w e re  requested , by m ail, to  com p le te  the 

questionna ire  during  schedu led  o ff-phone  periods. T h is  tim e  is usua lly  used fo r 

persona l adm in is tra tion  o r deve lopm ent, and a lbe it tha t the  ques tion na ire  w ill not 

take  long to com p le te ; the  tim e  spen t on the ques tion na ire  w as  still approved  th rough  

m anagem e n t negotia tion .

The ques tion na ire  w as  com p le ted  by c lick ing  on a link on the  em ail w h ich  d irected  

the responden ts  to a one -page  on line  su rvey  answ e r shee t on G oog le  Drive. A  b rie f 

exp lana tion  o f w h a t the  research  w ill be abou t and the  questions  to be com p le ted  

w as  on th is  page.

4.10.3.2 Sample Size
C om rey and Lee (1992) a rgue tha t a good ru le  o f thum b w hen  dec id ing  adequa te  

sam p le  s ize  num bers  fo r  F ac to r A na lys is  is a range test, w he re  be low  50  is very 

poor; be tw een 100 and 200  is poor, above  200  is fa ir; above  300 is good; above 500 

is ve ry  good, and above  1,000 is exce llen t. Thom pson  (2004) pos its  tha t a da ta  se t 

o f 200  responden ts  is the  m in im um  n um ber fo r  F ac to r A na lys is , how ever, H a ir e t a l. 

(1995) sugges ts  tha t o ve r 100 is a lso  adequate .

On the  o th e r hand, M eyers, G a m st and G uarino  (2006) sugges t th a t sam ple  s ize  can 

be p roportioned  as a ratio o f the  num ber o f item s. T ha t is, 25 item s w ou ld  requ ire  a 

m in im um  o f 250 respondents , 90 item s w ou ld  requ ire  400, and 500 w ou ld  need ove r 

700 respondents , and so on. A  good rule o f thum b fo r de te rm in ing  the  m in im um  

sam p le  s ize  fo r  C F A  w ou ld  be a sam p le  s ize  tha t is five  tim es the num be r o f 

va riab les  (B e n tle r and Chou, 1987), w h ile  G a rve r and M en tze r (1999) argued tha t 

any sam p le  o ve r 200  is su ffic ien t. A lthough  the re  is not ag reem en t w ith in  the 

lite ra tu re  w ha t the  m in im um  sam p le  s ize  num ber shou ld  be to gu ide  researchers  

w ith o u t reserva tion , it is to note tha t the  sam p le  s ize  o f th is  s tudy m et T hom pson ’s 

(2004), M eye r e t al. (2006) and H a ir e t a l.’s (1995) recom m ended  m in im um  sam ple  

am ounts.
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4.10.3.3 CFA Step One, Model Specification and Identification
A s p rev ious ly  m entioned , F u rr (2011) sugges ts  tha t the  p rocess o f C on firm a to ry  

F ac to r A na lys is  inc lude  fo u r d is tinc t steps: i) S pec ify ing  the m odel, ii) A na lys is , iii) 

In te rp re ting  and; iv) M od ifica tion  o f the  m odel. W h a t fo llow s  is a d iscuss ion  o f each 

step.

4.10.3.3.1 Model 1 Specification
In p rev ious chap te rs  the concep tua l fra m e w o rk  fo r  th is  research  w as deve loped, the 

SLS  m easu rem en t m odel (Van D ie rendonck and Nuijten, 2010) is hypo thes ised  to 

m easure  the  h ighe r o rd e r fa c to r o f S e rvan t Leadersh ip . F igure  4 .5  illus tra tes  how  

the e igh t low e r o rd e r fac to rs  o f H um ility  (H um ), E m pow erm en t (Em p), A ccoun tab ility  

(Acc), Fo rg iveness (For), S tand ing  B ack (Stn), S tew ardsh ip  (S tew ), C ourage  (C our) 

and A u th e n tic ity  (A uth) m easure  the h ighe r o rd e r fa c to r S e rvan t Leadersh ip . F igure 

4.6, illus tra tes  the Q W L m odel (Van Laar, E dw ards and Easton, 2007), w h ich 

m easures  how  Q ua lity  o f W ork life  is m easured  th rough  s ix  low e r o rd e r fac to rs  o f 

G enera l W ell Being (G W B), Job C a re e r S a tis fac tion  (JCS), H om e W o rk  In terface 

(HW I), S tress a t W o rk  (S A W ) and C ontro l a t W o rk  (C A W ) and W ork ing  C ond itions  

(W C). Furr (2011) a rgues tha t key to m odel spec ifica tion  is the  iden tifica tion  o f the 

n um be r o f fac to rs  in the  m odel; the  assoc ia tion s  be tw een item s and fac to rs  and the 

assoc ia tions  be tw een factors.

F igure  4 .5  illus tra tes  how  the  e igh t low e r o rd e r fac to rs  load onto  the h ighe r o rd e r 

S e rvan t Leade rsh ip  factor.
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Figure 4.5: SLS CFA Model

Source: SLS (Van Dierendonck and Nuijten, 2010)

F igure 4 .6  illus tra tes how  the  s ix  low er o rde r fac to rs  load on to  the  h igher o rde r 

Q ua lity  o f W ork life  factor.

F igure  4.6: W R Q oLS  C F A  M odel

Source: Quality of Life Scale - QWL (Van Laar, Edwards and Easton, 2007)
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Item s w h ich  w ere  hypo thes ised  to  load onto  each o f the  S e rvan t Leade rsh ip  factors, 

are illus tra ted  in Tab le  4.1 below :

Table 4.1 SLS Items per Factor
SLS Factors E m p o w e rm e n t S ta n d in g  back A cco u n ta b ility F o rg ive n e ss Courage A u th e n tic ity H u m ility  Ste w a rd sh ip

1 5 6 7 8 9 10 11

2 13 14 15 16 17 18 19
3 21 22 23 24 25 26

Item  no. 4 28 29
12 30
20

27

Source: Van Dierendonck and Nuijten's Servant Leadership Survey (2011).

Item s w h ich  w ere  hypo thes ised  to load onto  each o f the  Q ua lity  o f W ork life  factors, 

are illus tra ted  Tab le  4.2 below:

Table 4.2 QWL Items per Factor
Q W L Factors Jo b  C a re e r  S a t is fa c t io n C o n tro l at W o rk G e n e ra l W e ll B e in g H o m e -W o rk  In te rfa  S tre s s  a t  W o rk  W o rk in g  C o n d it io n s

1 12 4 5 7 13

3 23 9 6 19 16

8 10 14 22

Ite m  no. 11 15

18 17

20 21

Source: Quality of Life Scale - WRQoLS (Van Laar et al., 2007)

4.10.3.3.2 Model 1 Identification

A cco rd ing  to W eston  and G ore  (2006), to  de te rm ine  w h e th e r the M odel is 

app rop ria te  fo r  C on firm a to ry  F ac to r A na lys is  and S truc tu ra l Equation  M ode lling  w ith  

respects  to  e lem en ts  o f M odel Iden tifica tion  is a fa ir ly  s im p le  process. N ot un like 

o th e r p re requ is ite  crite ria , M odel Iden tifica tion  is a p re requ is ite  fo r  C FA  and SEM  

(W eston  and G ore, 2006) in tha t m odel iden tifica tion  is a cond ition  tha t m ust be m et 

p rio r to the  process o f e ithe r C F A  o r SEM . K line (2011 :93 ) a rgues tha t a C FA  o r 

SEM  m odel is on ly said to be Identified , w hen  it can be ca lcu la ted  tha t it is 

theo re tica lly  poss ib le  to com pu te  an "es tim a te  fo r  every  pa ram e te r” . A  C F A  m odel 

can e ith e r be over-iden tified , unde r-iden tified  o r ju s t-iden tified  (K line, 2011). The 

p rocess o f de te rm in ing  w h e th e r a m odel is over-iden tified , unde r-iden tified  o r ju s t- 

iden tified  is by exam in ing  the p roposed  m ode l’s deg rees  o f freedom . In a ju s t-
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iden tified  m odel w e  have 0 degrees o f freedom , in an ove r-iden tified  m odel the 

degrees o f freedom  equa te  to figu re  o f g rea te r than  zero  and under-iden tified  

ca lcu la te  to less than  ze ro  (W eston  and G ore, 2006). R esearchers  ca lcu la te  the 

n um be r o f degrees o f freedom  in a m odel by sub trac ting  the n um be r o f pa ram ete rs  

to be es tim a ted  from  the n um be r o f know n e lem en ts  (va riances and cova riance ’s) in 

the  co rre la tion  m atrix  (W eston  and G ore, 2006 :732). T he  fo rm u la  fo r  ca lcu la ting  all 

the  va riances  and cova riance ’s in any C F A  fo r the  purposes o f iden tifica tion  is as 

fo llow s  {k x  (k+1)} /  2 p ieces o f in fo rm ation  if the re  is k observed  va riab les  in the 

m odel. A s  p rev ious ly  m entioned , K line (2011) sugges t th a t a resu lt tha t is g rea te r 

than  zero  w ill s ta te  the  m odel is ove r-iden tified  and the re se a rch e r w ill be ab le  to 

con tinue  the  C FA  process. If the  resu lts  in th is  research p roduced a nega tive  result, 

th is  w ou ld  have suggested  a m odel th a t is under-iden tified . To ca lcu la te  if the  m odel 

is identified , the  re se a rch e r sub trac ted  the pa ram ete rs  to  be es tim a ted  from  the 

n um be r o f know n e lem en ts  in the  co rre la tion  m a trix  (K line, 2011). A  nega tive  resu lt 

w ou ld  m ean th a t the  resea rche r w ou ld  have  to go back to the  M odel S pec ifica tion  

step o f the  p rocess (K line, 2011).

4.10.3.4 CFA Step Two, Model Analyses
A cco rd ing  to F u rr (2011:97), "A fte r spec ify ing  the hypo thes ised  m odel, researchers  

subm it th e ir spec ifica tion s  and th e ir sca le ’s da ta  fo r  ana lys is , and the  so ftw a re  goes 

to w o rk .” The  m odel ana lys is  s tep inc ludes tha t a fte r the  data  is en te red  into the 

s ta tis tica l so ftw a re  package  the  m odel ou tpu t is then  ana lysed . M odel ana lys is  is a 

fo u r phase process accord ing  to F u rr (2011), f irs tly  to "com pute  the item s ’ actua l 

va riances  and the actua l cova riance ’s am ong the item s” ; second ly  the  so ftw are  

es tim a tes  the  param ete rs  and tes ts  the  fa c to r load ings; th ird ly  the  "so ftw are  uses the 

es tim a ted  pa ram ete rs  to crea te  " im p lied ” item  va riances  and cova riance ’s” . In o the r 

w o rds  the  so ftw a re  a ttem p ts  to m atch the  actua l va riances  and cova riance ’s o f the 

m odel w ith  w h a t has been hypothes ised ; and lastly  the  so ftw a re  ca lcu la tes, th rough  

the use o f f it  indices, w h e th e r the hypo thes ised  m odel is a good fit o r not. A cco rd ing  

to W es ton  and G ore  (2006), resea rche rs  w ill in te rp re t resu lts  accord ing  to the 

s ign ificance  o f the  tested  re la tionsh ips  and the  am oun t o f exp la ined  va riance  

perta in ing  to  each construct. The  s ign ificance  o f the  p a ram e te r es tim a tes  is 

pa rticu la rly  im portan t w hen  reporting  on a m odel, as the  m odel can on ly  be reported 

as va lid , if the  p a ram e te r es tim a tes  are s ign ifican t (W eston  and G ore, 2006). W ith
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respect to  th is  research, the  data  from  the responden ts  w as  en te red  into S ta ta  

(v15 .0 ) in a lig n m e n t w ith  th e ir item  and fa c to r structu re , w h ich  w as  in acco rdance  

w ith  the  lite ra tu re  and presen ted  as hypo thes ised  e a rlie r in th is  ch a p te r (Van Laar et 

al., 2007; V an  D ie rendonck  and N uijten  ,2011). C o n firm a to ry  m axim um  like lihood 

fa c to r ana lys is  w as  then  conducted  and the  resu lts  o f the  m odel es tim a tions  w ill be 

d iscussed  in the reporting  s tep o f the  C FA  p rocess in the next chapter.

For the  purpose  o f assess ing  w h e th e r the hypo thes ised  m odel fits  the  data, the 

fo llow ing  hypo thes is  w as  used:

H62: The data  fits  the  m odel and the m odel converges.

H6a: The data  does not f it  the  m odel and the  m odel does not converge.

The resu lt o f th is  hypo thes is  is p resented  in C h a p te r F ive and the  m odel es tim a tes  

w ill be d iscussed  in re la tion  to  the  m odel f it  fo r  th is  da ta  set. The  resu lts  o f the  m odel 

are reported  using the  ch i-square , deg rees  o f freedom  and p va lue, ch i-square  

re la tive  to its degree  o f freedom , the com para tive  f it index (CFI), the  s tandard ized  

roo t m ean squared  res idua l (S R M R ) and the  roo t m ean square  e rro r o f 

app rox im a tion  (R M S E A ) as suggested  by H ooper e t al. (2008) and K line (2016). 

M odel f it  and its re la ted ind ices are d iscussed  below .

4.10.3.5 CFA Step Three, Interpreting and Reporting
S tep  th ree  o f the  C FA  p rocess is re la ted to  reporting  the  m odel ou tpu t in re la tion  to 

the in te rp re ta tion  o f the  m odel f it  indices, in o rd e r to  ascerta in  w h e th e r the  m odel fits  

the  sam p le  data  se t as hypo thes ised  (Furr, 2011).

4.10.3.5.1 Model Fit

M any scho la rs  sugges t a range o f ind ices m easures  to ascerta in  w h e th e r the  sam ple  

da ta  fits  the  m odel, w h ich  has been hypo thes ised  in theo ry  (H a ir e t al., 2006; Hu and 

Bentler, 1999; Brown, 2006; K line, 2011). It is in the  s tage  o f the  C on firm a to ry  F acto r 

A na lys is  p rocess tha t resea rche rs  w ill de te rm ine  w h e th e r the theo re tica l m odel can 

be em p irica lly  substan tia ted . T hese  scho la rs  a lso  su g g e s t tha t resea rche rs  shou ld  

not on ly  use one m easure, but a com b ina tion  o f a fe w  m easures  to de te rm ine  m odel 

fit. K line (2016) sugges ts  a com b ina tion  o f a few  m easures, w h ich  are v iew ed  by
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scho la rs  as the m ost in fo rm ative  f it m easures  to use to m easure  good m odel fit, as 

m en tioned  above, these  m easures  inc lude ch i-square , degrees o f freedom  and p 

va lue, ch i-squa re  re la tive  to  its degree  o f freedom , the com para tive  f it index (CFI), 

the  s tanda rd ized  roo t m ean squared  res idua l (S R M R ) and the  roo t m ean square 

e rro r o f app rox im a tion  (R M S E A ). K line (2016 :269) pos its  these  ind ices to be an 

e ffec tive  g roup ing  o f ind ices to  adequ a te ly  m easure  m ode l fit, as they cons is t o f "a 

m odel te s t s ta tis tic  and th ree  app rox im a te  f it  indexes” .

4.10.3.5.2 Chi-Square
The C h i-squa re  s ta tis tic  c 2 is som e tim es  re ferred as te s t o f bad f it (H oope r e t al., 

2008). It is an abso lu te  f it index  as it tes ts  w h e th e r the sam p le  data  fits  the  m odel 

(W eston  and G ore, 2006). S ign ificance  in the c 2 s ta tis tic  is a tes t o f w h e th e r the 

m odel fits  o r not (W eston  and G ore, 2006). If the  c 2 is s ign ifican t, the  m odel is said 

not to fit the  sam p le  data  w ell, how eve r non -s ign ifica n t resu lts  illus tra te  be tte r fitting  

m ode ls  (W eston  and G ore, 2006). A cco rd ing  to B en tle r and B onne t (1980), the  ch i- 

square  te s t is a lso  ve ry  sens itive  to sam p le  size, and the h ighe r the  sam ple  

popu la tion , the  h ig h e r the chance  o f the  tes t p roving to be s ign ifican t. W hen  the chi 

squared  is d iv ided  by the degrees o f freedom  how ever, as suggested  by 

S chum acke r and Lom ax (2004), (c2 /df), the  re la tive  chi squared  becom es less 

a ffected  by the sam p le  size, and any resu lt th a t is equal to, o r be low  3 is de te rm ined  

as a good fit index (H oope r e t al., 2008). H ow ever, it is a lso sta ted  w ith in  the 

lite ra tu re  tha t less than  five  is a lso  som ew ha t accep tab le  (W heaton, M uthen, A lw in  

and Sum m ers, 1977).

4.10.3.5.3 Comparative Fit Index (CFI)

The C om para tive  Fit index (C FI) is an increm enta l f it  index (W estern  and G ore). The 

CFI is o ften used to de te rm ine  m odel f it  by resea rches (K line, 2011) how ever, due to 

its sens itiv ity  w ith  respec t to sam p le  size, th a t h ig h e r sco res  are m ore accep tab le  

(H ooper e t al., 2008). M any resea rche rs  in socia l sc ience  research  p resen t th is  as 

ev idence  o f m odel fit, bu t fe w  resea rche rs  so le ly  depend on on ly the CFI resu lt 

(H oope r e t al., 2008). The  CFI index  com pares  the p resen ted  m odel w ith  the 

base line  m odel, w he re  the base line  m odel assum es no co rre la tions  be tw een the 

la ten t va riab les  (K line, 2011). R esu lts  resu lts  above 0.9 ind ica te  good fitting  m ode ls
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(K line, 2011), how eve r Bollen (1989) a rgues tha t m arg ina lly  lo w e r sco res  are still 

accep tab le  if they  are illus tra tive  o f p rogress  in a research fie ld , Hu and B en tle r 

(1999) a lso  ind ica te  resu lts  s ligh tly  be low  0.9 can a lso  be described  adequa te  fitting  

m odels.

4.10.3.5.4 Root Mean Square Error of Approximation (RMSEA)
N ot un like  the Chi S quared  m easure, the  R oo t M ean S quare  E rro r o f A pp rox im a tion  

(R M S E A ), is "m easure  o f non -cen tra lity  re la tive  to sam p le  size and degrees of 

fre e d o m ” (U llm an, 2006:44), w h ich  m easures  the goodness  o f f it  o f a m odel from  the 

po in t o f zero; ze ro  be ing a pe rfec t f it  (K line, 2016). K line (2016) a rgues th a t is 

im portan t to a lso  inc lude  the  R M SEA, and resu lts  u nde r 0 .06 rep resen t a good fit. 

Hu and B en tle r (1999) a lso  sugges ts  a R M S E A  resu lt c lose  to 0 .06 as a cut-o ff, 

w h ile  S te ige r (2007) posits  th a t va lues less than  0 .07  rep resen t an adequa te  m odel 

fit.

4.10.3.5.5 Standardized root mean squared residual (SRMR)
The h ig h e r the  S R M R  value, the  p o o re r the  m odel f it  (K line  2016). K line (2016:277) 

suggests  tha t the  S R M R  is the  "It is a s tanda rd ized  ve rs ion  o f the  roo t m ean square  

res idual (RM R), w h ich  is a m easure  o f the  m ean abso lu te  cova riance  res idua l” . 

V a lues exceed ing  1 gene ra lly  ind ica te  a poo r m odel f it  (K line  2016) and those  be low  

0.08 rep resen t a good m odel f it  (Hu and Bentler, 1999).

A fte r m odel fit, the  last o f the  C F A  steps as suggested  by Furr (2011) is M odel 

M od ifica tion  w h ich  is d icussed  next.

4.10.3.6 CFA Step Four, Model Modification

Shou ld  the  m odel ind ices not g ive  the requ ired  resu lts, the  resea rche r m ay tes t 

a lte rna tive  m ode ls  tha t f it  w ith in  the theo re tica l parad igm  o f the  cen tra l hypotheses, 

and w h ich  changes  to the  m odel w ill be deem ed to be theo re tica lly  ju s tifie d  (K line, 

2011). A cco rd ing  the W eston  and G ore  (2006), it on ly  on ve ry  rare occas ions tha t 

the  firs t m odel th a t is p roposed fits  adequate ly , o r is the  best fit, and m od ifica tions  

are consequ en tly  needed. M odel m od ifica tion  how ever, shou ld  not on ly  be done on
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the  basis o f im proved s ta tis tica l f it  but every  m od ifica tion  o f the  m odel needs to be 

theo re tica lly  sound as w ell (W eston  and G ore, 2006; Furr, 2011).

Furr, (2011 :102) a rgues tha t resea rche rs  w an ting  to im prove  m odel f it  shou ld  

"exam ine  m od ifica tion  ind ices to  iden tify  po ten tia lly  usefu l rev is ions to  a 

m easu rem en t m ode l” . Furr (2011) sugges ts  tha t w here  param ete rs  have la rge r 

m od ifica tion  ind ices, th a t it is in these  param ete rs , w he re  the  poss ib ility  o f m odel 

im p rovem en t exist. H ow ever, as p rev ious ly  m entioned , m od ifica tions  need to be 

m ade w ith  care  and on ly  w hen  the re  is p laus ib le  theo re tica l ju s tifica tio n  (Furr, 2011, 

K line, 2011).

4.11 Validity

A n ins trum en t can on ly  be said to  be a su itab le  sc ien tific  tool if it m easures  tha t 

w h ich  it is in tended to  m easure, in o the r w ords, w h e th e r it is va lid  (H a ir e t al. 1998; 

K im berlin  and W in te rs te in , 2008). A cco rd ing  to Babb ie  (2011:132), "va lid ity  is a term  

describ ing  a m easure  tha t accu ra te ly  re flects  the concep ts  it is in tended to m easu re ” . 

V a lid ity  is the  ce rta in ty  o r accu racy  assu rance  tha t the  re se a rch e r gets from  the 

resu lts  o f an ins trum en t and the re fo re  is ab le  to m ake the  assum ption  th a t the re  are 

lim ited research e rro rs  perta in ing  to  co ns truc t iden tifica tion  (K im berlin  and 

W in te rs te in , 2008). A cco rd ing  to  K im berlin  and W in te rs te in  (2008:2278), "va lid ity  

requ ires th a t an ins trum en t is re liab le , but an ins trum en t can be re liab le  w ithou t 

be ing va lid ” . In o th e r w ords, a lthough  the re  m ay be e lem en ts  o f re liab ility  in 

responden t’s answ ers, th is  does no t necessa rily  m ean the item s are re la ting  to  an 

in tended and sp e c ific  theore tica l construct. To ensure  a lignm en t o f w ha t is m easured  

is p rec ise ly  w h a t is in tended to be m easured ; the  resea rche r needs to pay pa rticu la r 

a tten tion  to the  va lid ity  o f the  ins trum en t (K im berlin  and W in te rs te in , 2008).

The m easure  o f co ns truc t va lid ity  of, and w ith in  ins trum ents, inc ludes va lid ity  

ev idence  from  e lem en ts  such as con ten t va lid ity  and crite rion  re la ted va lid ity  

(K im berlin  and W in te rs te in , 2008). C on ten t va lid ity  supposes tha t the  con ten t o f a 

construct, in o the r w ord  the  item s tha t m ake up the construct, do indeed fit th is 

construct. C on ten t V a lid ity  is a theo re tica lly  d riven va lid ity  m easure  th a t has been 

proposed and accep ted  in lite ra tu re  (K im berlin  and W in te rs te in , 2008). A  s im ila r
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va lid ity  type  w h ich  m easures  w h e th e r the  ins trum en t is m easuring  "on its fa ce ” w ha t 

it is in tended to  m easure  is tha t o f face  va lid ity  (Babbie, 2011 :132). H ow ever, 

c rite rion  va lid ity  is a p rocess o f eva lua ting  re la tionsh ips  be tw een item s and is s tud ied 

though  a va rie ty  o f d iffe ren t s ta tis tica l tests, tha t te s t co rre la tions  w h e th e r item s fit 

construc ts  as hypo thes ised  in lite ra tu re  (K im berlin  and W in te rs te in , 2008). A  s im ila r 

va lid ity  type  to th a t o f crite rion  is cons truc t va lid ity , and it is de te rm ined  th rough  

m easu rem en ts  o f conve rgen t and d ive rgen t va lid ity  (Forne ll and Larcker, 1981; H a ir 

e t al., 2006). C ons truc t va lid ity  de te rm ines  "the degree  to  w h ich  a m easure  re la tes to 

o the r va riab les  as expected  w ith in  a system  o f theore tica l re la tionsh ip s” (B abbie, 

2011:133). A  b lend o f face  and co ns truc t va lid ity  ev idence  is needed to a rgue va lid ity  

o f a m easure  and th is  is d iscussed  below.

4.11.1 Face Validity

Face va lid ity  is a type  o f c rite rion  va lid ity  and is the  m easure  o f va lid ity  o f an 

ins trum en t th a t looks, on face  va lue, to be m easuring  w h a t it is supposed  to 

m easure. Face va lid ity  is the  sub jec tive  con fo rm a tion  tha t the  ins trum en t is 

m easuring  w h a t it is in tended to be m easuring , and is de fined  as "the ex ten t to  w h ich 

the ind ica to r se t is sub jec tive ly  v iew ed  as covering  the  concep t it pu rports  to 

m easure ” (Leem ans, Deliens, F rancke, V a n d e r S tiche le , V an  den B lock and Cohen, 

2015:75). It can the re fo re  be said tha t in th is  research, the  face  va lue  o f the 

ins trum en t w ou ld  be to  ensure  th a t the  ins trum en t m easures  w h a t it is in tended to 

m easure. T h a t is, does the ins trum en t o f th is  research  m easure  S e rvan t Leadersh ip  

behav io u r and the  fac to rs  assoc ia ted  w ith  it, as w e ll as the  level o f Q ua lity  o f 

W ork life  and its assoc ia ted  fac to rs?  A s d iscussed  in the p rev ious lite ra tu re  sections, 

g iven th a t both the  S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  sec tions  o f the 

ins trum en t have been robustly  tested  w ith in  the lite ra tu re , both m e thodo log ica lly  as 

w ell as from  a con ten t perspective , it is the re fo re  conc luded  tha t the  crite ria  fo r  face  

va lid ity  has been m et fo r  th is  instrum ent.
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4.11.2 Convergent Validity
C onve rgen t va lid ity  is a fo rm  o f cons truc t va lid ity  and m easures  the share  o f portion 

o f va riance  tha t each item shares in a pa rticu la r facto r, in o th e r w ords, to w ha t 

degree  each pa rticu la r item shares a portion o f va riance  w ith  the  o th e r item s in the 

sam e fa c to r (H a ir e t al., 2006). C onve rgen t va lid ity  w ou ld  the re fo re  m easure  the 

degree  to  w h ich  item s o f theo re tica l s im ila rity  w ou ld  converge  on each other. For 

exam ple , the  low e r o rd e r fa c to r o f F o rg iveness has th ree  item s, nam ely: "m y 

su pe rv iso r keeps c ritic iz ing  peop le  fo r  the  m is takes they  have m ade in th e ir  w ork; m y 

su pe rv iso r m a in ta ins  a hard a ttitude  tow ards  peop le  w ho  have o ffended  h im /he r at 

w ork; and, m y m anage r finds  it d ifficu lt to  fo rg e t th ings  tha t w e n t w rong  in the past” 

(E aston  and Van Laar, 2012:34). C onve rgen t va lid ity  w ou ld  m easure  w h a t portion  of 

va riance  is shared  by each item , ind ica ting  to  w h a t degree  they  shou ld  be sim ilar. 

C onve rgen t va lid ity  is m easured  using the average  va riance  extracted  (AVE) m ethod 

(Forne ll and Larcker, 1981; H a ir e t al., 2006). A V E  is ca lcu la ted  as the sum  o f the 

s tanda rd ised  load ings ove r (the sum  o f the  s tanda rd ised  laod ings less the sum  o f the 

ind ica to r m easu rem en t error) (Forne ll and Larcker, 1981; H a ir e t al., 2006). H a ir e t 

al., (2006) a rgue tha t the  th resho ld  fo r  A V E  is tha t the  average  va riance  extracted  

m ust be g rea te r than  0.5. Each o f the  S e rvan t Leade rsh ip  facto rs , as w ell as each of 

the  Q ua lity  o f W ork life  fac to rs  w ere  tested  using th is  techn ique  to ensure  tha t 

conve rgen t va lid ity  w a s  ach ieved.

4.11.3 Discriminant Validity

D iscrim inan t va lid ity  is a lso a form  o f co ns truc t va lid ity  and tes ts  w h e th e r fac to rs  

w h ich  are supposed  to be unre la ted  and independent, o r tha t they  d isc rim ina te  from  

each other, are in fa c t d iffe rent. In th is  research , ca lcu la tion s  o f d isc rim inan t va lid ity  

aim  to show  tha t the  fac to rs  o f S e rvan t Leade rsh ip  and Q ua lity  o f W o rk life  are in fa c t 

indepe nden t from  one another.

H a ir e t al., (2006: 778) posit th a t to de te rm ine  co ns truc t va lid ity , it needs to  be 

ev iden t tha t "the  va riance  extracted  es tim a tes  shou ld  be g rea te r than the squared  

co rre la tion  es tim a te ” . U sing the average  va riance  ex trac tion  m ethod (Forne ll and 

Larcker, 1981), th is  research  illus tra ted  tha t the  A V E  estim a tes  fo r  any tw o  o f the 

fac to rs , w e re  g re a te r than  the  squared  co rre la tion  be tw een any tw o  o f the  second 

o rd e r fac to rs  in o rd e r to illus tra te  tha t d isc rim inan t va lid ity  has been ach ieved . The
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d isc rim inan t va lid ity  fo r  all low e r o rd e r fac to rs  o f both S e rvan t Leade rsh ip  and Q ua lity  

o f W ork life  w ere  tested.

4.12 Multivariate Analysis: Structural Equation Modelling

S tructu ra l Equation  M ode lling  is a m u ltiva ria te  da ta  ana ly tics  techn iqu e  (W eston  and 

G ore 2006) w ide ly  used to es tab lish  causa l re la tionsh ips  am ongs t variab les. The  key 

ob jec tive  o f S tructu ra l E quation M ode lling  is to s tudy the re la tionsh ip  be tw een 

observed  va riab les , and unobse rved  la ten t facto rs , in tha t it tes ts  hypo theses of 

re la tionsh ips  be tw een va riab les  (U llm an, 2006). S tructu ra l Equation  M ode lling  is a 

con firm a to ry  techn ique  gene ra lly  used to te s t theo ry  (W eston  and G ore 2006). 

V a riab les  in these  re la tionsh ips  can e ith e r ac t as indepe nden t o r dependen t 

va riab les  (U llm an, 2006) and one o f the  un ique  ab ilities  o f S tructu ra l E quation 

M ode lling  is th a t it is a m u ltiva ria te  p rocedure  tha t can te s t m u ltip le  s im u ltaneous  

re la tionsh ips  be tw een depen den t and indepe nden t va riab les  (U llm an, 1996). 

S tructu ra l Equation  M ode lling  is a lso  som etim es  re fe rred  to  as the "C ausa l M ode l” 

(U llm an, 2006:36), and th is  can be a ttribu ted  to S truc tu ra l Equation  M ode lling  often 

be ing used to tes t and exp la in  casua l re la tionsh ips  be tw een depen den t and 

independen t variab les. K line (2011) does how eve r cau tion  than resea rche rs  shou ld  

be ve ry  care fu l to  m ake s ta tem en ts  o f causa lity  pu re ly  from  the resu lts  o f a S tructu ra l 

E quation M ode lling  ana lys is , as s ta tis tica l co rre la tions  canno t p red ic t d irectiona l 

causa lity , so the s ta tis tica l ev idence  a lw ays needs to be accom pan ied  and 

substan tia ted  th rough  rigo rous lite ra tu re  con firm a tion  th a t suppo rts  the  C on ten t 

Va lid ity . The  S truc tu ra l E quation M ode lling  p rocess s ta rts  w ith  a hypo thes is  o f 

re la tionsh ips  be tw een va riab les  tha t is concep tu a lised  a fte r r igo rous s tudy of 

lite ra tu re  (U llm an, 2006). A fte r  the  re se a rch e r has co llec ted  a data  set, the  S tructu ra l 

Equation  M ode lling  p rocess tha t fo llo w s  is the  com pu ta tion  ana lys is  techn ique , w h ich  

m easures  how  w e ll the  data  fits  the  hypo thes ised  theo re tica l re la tionsh ips  o f 

va riab les  (K line, 2011). S tructu ra l Equation  M ode lling ’s key advan tage  as a data  

ana lys is  techn ique  is tha t it can s im u ltaneou s ly  tes t d iffe ren t s tructu ra l re la tionsh ips  

be tw een va riab les  (U llm an, 1996) and is som e tim es  described  to s tuden ts  o f 

S ta tis tics  as a com b ina tion  o f fa c to r ana lys is  and m u ltip le  regress ion  ana lys is , tha t 

es tim a te  co rre la tions  o f re la tionsh ips  be tw een va rious  va riab les  (K line, 2011). W h a t
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fo llow s  is a d iscuss ion  on the  s teps used in the S truc tu ra l Equation  M odelling  

process.

4.12.1 Steps in Structural Equation Modelling

A fte r a s tudy o f the  w o rks  o f in fluen tia l S tructu ra l Equation  M ode lling  au thors  such as 

H oyle (1995), Kap lan (2000), and S ch u m a ch e r and Lom ax (2004); W e s t and G ore 

(2006 :719) pos it th a t the re  are s ix  s teps to  co n s id e r w hen  do ing S tructu ra l E quation 

M odelling . W eston  and G ore (2006) reveal tha t experts  in the fie ld  o f S tructu ra l 

Equation  M ode lling  have agreed on the  p rem ise  tha t s ix  s teps are requ ired  fo r 

conducting  S tructu ra l E quation M odelling. W eston  and G ore, (2006 :729) a rgue  tha t 

the p rocess o f S truc tu ra l Equation  M ode lling  inc ludes the  fo llow ing  steps: "m odel 

spec ifica tion , iden tifica tion , data  co llec tion  and screen ing, es tim ation , eva lua tion , and 

m od ifica tion ” . K line (2016) s im ila rly  a rgues tha t the  p rocess o f S tructu ra l E quation 

M odelling  inc ludes the p rocess o f spec ify ing  the m odel, eva lua ting  m odel 

iden tifica tion , screen ing  the data, m odel es tim a tion  and eva lua ting  the m odel fit, and 

then e ithe r re -spec ify ing  o r reporting  the  m odel resu lts. Th is  research  thes is  

the re fo re  used the p rocess as dep ic ted  by K line (2016).

4.12.1.1 SEM Step1, Model Specification
The M odel S pec ifica tion  s tep  is the  firs t s tep in the  S tructu ra l Equation  M odelling  

p rocess and accord ing  to K line (2016), a rguab ly  the  m ost im portant. M odel 

S pec ifica tion  is concerned  w ith  the  p resen ta tion  o f genera tion  o f the hypo thes ised  

m odel th a t is to be tested  (W eston  and G ore, 2006). In o the r w ords, th is  is the  step 

w here  the  resea rche r p roposes the hypo thes ised  re la tionsh ips  be tw een the la ten t 

and observed  va riab les  a priori (W eston  and G ore, 2006). The  re la tionsh ips  in the 

m odel th a t are p roposed are deve loped  th rough  an ex tens ive  s tudy  o f the  lite ra tu re  

and are postu la ted  in a hypo thes ised  m odel.

A t a ve ry  high level, the  schem a tic  hypo thes ised  m odel fo r  th is  research  is illus tra ted  

below . F igure  4 .7  show s in a path d iagram  fo rm at, the  suggested  causa l re la tionsh ip  

be tw een the  la ten t va riab les  S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life  in a 

C on tac t C en tre  context.
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Figure 4.7 Model Specification Path Diagram

The key theoretical framework for this hypothesised causal relationships were 

developed in Chapters two and three of this researcher paper. In the context of this 

research model specification, the independent or exogenous variable, Servant 

Leadership, has a significant causal relationship with the dependent, or endogenous 

variable, Quality of Worklife and that Trust plays a mediating role between Servant 

Leadership and Quality of Worklife positively affecting Overall Quality of Worklife. 

The proposed principle hypotheses for this research, as developed in the previous 

literature chapters, are stated as follows:

Hypothesis 1:

Null Hypothesis (H10): There is no statistically significant causal relationship between 

Servant Leadership behaviour and Quality of Worklife in the frontline customer 

service context.

Alternative Hypothesis (H1a): Servant leadership behaviour has a statistically 

significant and positive causal relationship with Quality of Worklife in the frontline 

customer service context.
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Hypothesis 2

Null H ypo thes is  (H 2 0) : The re  is no s ta tis tica lly  s ign ifican t causa l re la tionsh ip  betw een 

S e rvan t Leade rsh ip  behav io u r and T rus t in the  fron tline  cu s to m e r se rv ice  context.

A lte rna tive  H ypo thes is  (H 2 a) : S e rvan t Leade rsh ip  behav io u r has a s ta tis tica lly  

s ign ifican t and pos itive  causa l re la tionsh ip  w ith  T ru s t in the  fron tline  cus tom er 

serv ice  context.

Hypothesis 3

Null H ypo thes is  (H 3 0) : The re  is no s ta tis tica lly  s ign ifican t causa l re la tionsh ip  betw een 

T rus t and Q ua lity  o f W ork life  in the fron tline  cu s to m e r se rv ice  context.

A lte rna tive  H ypo thes is  (H 3 a) : T rus t has a s ta tis tica lly  s ign ifican t and pos itive  causal 

re la tionsh ip  w ith  Q ua lity  o f W ork life  in the fron tline  cu s to m e r se rv ice  context.

4.12.1.2 SEM Step 2, Evaluate Model identification
A s in the p rocess o f C on firm a to ry  F ac to r A na lys is , K line (2011 :93 ) a rgues tha t a 

S tructu ra l E quation  m odel is on ly  sa id  to be identified , w hen  it can be ca lcu la ted  tha t 

it is theo re tica lly  poss ib le  to com pu te  an "estim a te  fo r  every  pa ram e te r” . A  S tructu ra l 

Equation  m odel can e ith e r be over-iden tified , under-iden tified  o r ju s t- id e n tifie d  (K line, 

2016). A s  exp la ined  e a rlie r in the  chapter, the  p rocess o f de te rm in ing  w h e th e r a 

m odel is over-iden tified , unde r-iden tified  o r ju s t- id e n tifie d  is based on the  proposed 

m ode l’s deg rees  o f freedom  (W eston  and G ore, 2006). K line (2016) sugges t th a t a 

resu lt th a t is equal to g rea te r than  zero, w ill s ta te  the  m odel is ove r-iden tified  and 

the re fo re  th is  m odel w ou ld  be c lass ified  as id e n tif ie d  and the  re se a rch e r w ill 

the re fo re  be ready to  con tinue  the  S tructu ra l Equation  M ode lling  process. If the 

resu lts  in th is  research  p roduced a nega tive  result, th is  w ou ld  have suggested  a 

m odel th a t is under-iden tified , w h ile  an equa l sum  o f the  pa ram ete rs  to be estim a ted  

from  the num be r o f know n e lem en ts  in the  co rre la tion  m atrix  w ill resu lt on a ju s t  

id e n tifie d  m odel and w ou ld  m ean tha t the  resea rche r w ou ld  have to go back to the 

M odel S pec ifica tion  process (K line, 2016).
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4.12.1.3 SEM Step 3, Collecting, preparing and screening the data

Like in m ost s ta tis tica l ana lyses p rocedures, the  adequacy  o f sam ple  s ize  fo r 

S tructu ra l Equation  M ode lling  is o f g rea t im portance . A s  p rev ious ly  s ta ted in CFA, 

sam p le  s ize  p lays an ex trem e ly  im po rtan t role in the  de te rm ina tion  o f w h e th e r the 

sam p le  data  th a t the  resea rche r is w o rk ing  w ith  is o f su ffic ien t s ize in o rd e r to 

conduct S truc tu ra l E quation  M odelling , w h ich  w ou ld  p roduce  m ean ing fu l resu lts  (H a ir 

e t al., 2006). B en tle r and C hou (1987) a rgue  tha t a good rule o f thum b fo r m in im um  

sam p le  s ize  w ou ld  be five  tim es  pe r variab le . In o the r w ords, shou ld  the m odel 

con ta in  10 variab les, the  m in im um  responden ts  needed w ou ld  be 50. W eston  and 

G ore suppo rt G a rve r and M entze r’s (1999) position  tha t any sam p le  o ve r 200  is 

su ffic ien t to conduc t S tructu ra l E quation  M odelling.

Using these  ind ica to rs  as a guide, the  sam p le  s ize fo r  S truc tu ra l Equation  M odelling  

fo r  th is  research  is deem ed adequa te  in th a t the  responden ts  to ta lled  555 and the 

fina l se t o f data  used con ta ined  56 item s.

A fte r the  data  is co llec ted , the  re se a rch e r m ust pay p a rticu la r a tten tion  to issues of 

m u lti-co llinea rity  and ou tlie rs  (W eston  and G ore, 2006). M u lti-co llinea rity  can cause 

dys function  in the  s ta tis tica l ope ra tion  o f S tructu ra l Equation  M ode lling  w hen  the 

va riab les  be ing m easured  are so h igh ly  co rre la ted  th a t they  becom e “essen tia lly  

redunda n t” (W eston  and G ore, 2006 :734). M oreover, ex trem e scores, as in 

unusua lly  ve ry  high o r ve ry  low, are an ind ica tion  o f ou tlie rs  and shou ld  be 

addressed  be fo re  conducting  S truc tu ra l Equation  M ode lling  (W eston  and G ore, 

2006). P rio r to conducting  S truc tu ra l E quation  M odelling , the  sam p le  da ta  m ust a lso  

be screened  fo r  m iss ing da ta  (K line, 2016). R esea rche rs  shou ld  e ith e r rem ove the 

partia l da ta  e lem en t com p le te ly  o r exp la in  how  it is to be de a lt w ith  w ith in  the 

research  (W eston  and G ore, 2006). To com ba t th is  issue in th is  research  thesis, the 

resea rche r inc luded a ru le on the responde n t’s e lec tron ic  ques tion na ire  tha t w ou ld  

not pe rm it the  responden t to e lec tron ica lly  subm it a ques tion na ire  w ith  any m issing 

da ta  e lem en ts  in it.

The  resea rche r m ust a lso  te s t fo r  no rm a lity  o f the  da ta  p rio r to conducting  S tructu ra l 

Equation  M odelling , as data  tha t is non -no rm a lly  d is tribu ted  cou ld  supp ly  inco rrec t 

m odel f it  and in te rp re ta tion  resu lts  (W eston  and G ore, 2006). K line (2016) pos its  tha t 

in o rd e r to te s t fo r  norm ality , the  re a d e r needs to investiga te  the skew ness and
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kurtos is  o f the  sam p le  data. A  S kew ness  ind ica to r g rea te r than  3 w ill ind ica te  

conce rns  w ith  no rm a lity  (i.e. tha t the  sam p le  data  is not norm a lly  d is tribu ted ) (Chou 

and Bentler, 1995 c ited  in  W eston  and G ore, 2006:735). A cco rd ing  to K line (2011), 

ku rtos is  ind ica to rs  shou ld  not read g rea te r than 10.

4.12.1.4 SEM Step 4, Model Estimation and Fit
Th is  resea rche r used S ta ta  (15.0) to conduc t the  structu ra l equation  m ode lling  

ana lys is . If the  m odel does not p roduce  a sa tis fac to ry  fit, the  resea rche r w ill need re­

ana lyse  the  m odel. H ow ever, shou ld  the  m odel f it  adequate ly , the  resea rche r can 

m ove on to  in te rp re ting  the estim ates. The  es tim a tes  o f th is  m odel are d iscussed  in 

the resu lts  ch a p te r (C h a p te r 5) and the  d iscuss ion  ch a p te r (C h a p te r 6).

By ana lys ing  the ou tpu t o f the  unstandard ized  es tim a tes  o f the  path coe ffic ien ts , the  

resea rche r is ab le  to  iden tify  w h ich  paths are s ign ifican t (W eston  and G ore, 2006). 

S ign ificance  is de te rm ined  th rough  the  ana lys is  o f the  critica l ratio (z score). The 

critica l ra tio  m ust be g rea te r o r equa l to 1.96 (p < 0.05). A fte r s ign ificance  o f the  

paths is de te rm ined , the  m odel f it  is exam ined.

S im ila rly  to  the case  w ith  C on firm a to ry  F ac to r A na lys is , the  m odel is then  ana lysed  

using SEM  techn iques, cons is ten t w ith  m ethod ica l C F A  and SEM  practice  (K line, 

2016; U llm an, 2006), to  ascerta in  the m odel f it  fo r  th is  da ta  set. The resu lts  o f the  

SEM  m odel w ere  reported  using the fo llow ing  fit ind ices as suggested  by Hooper, 

C ough lan  and M ullen (2008) and K line (2016):

•  ch i-square , deg rees  o f freedom  and p value;

•  ch i-square  re la tive  to its degree  o f freedom  (< 3);

•  the  com para tive  f it index (CFI) (> 0.9)

•  the  root m ean square  e rro r o f app rox im a tion  (R M S E A ) (< 0.07)

•  the  s tandard ized  root m ean squared  res idua l (S R M R ) (< 0.08).

4.12.1.5 SEM Step 5, Model Modification and Possible Alternative Models
A s w ith  C on firm a to ry  F ac to r A na lys is , m odel m od ifica tion  shou ld  no t on ly  be done on 

the basis o f im proved s ta tis tica l f it  but every  m od ifica tion  o f the  m odel needs to be 

theo re tica lly  sound as w ell (Furr, 2011; W eston  and G ore, 2006). P ossib le
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theo re tica lly  app rop ria te  a lte rna tive  paths and m ode ls  shou ld  a lso  be a lso 

cons ide red  to  inves tiga te  poss ib le  im provem en ts  to the  m odel and m odel f it  (K line, 

2016; W eston  and G ore, 2006). The  p rocess is com p le ted  w ith  the  resea rche r 

p resen ting  the  best fitting , m ost theo re tica lly  app rop ria te  m odel to the lite ra tu re  in 

o rd e r to s tim u la ted  d iscuss ions  on its find ings.

The next section  o f the  ch a p te r w ill d iscuss  the p rocedu re  fo r ana lys ing  the 

m ed ia ting  ro le  o f T rus t in the  SEM  m odel.

4.13 Mediation

Baron and K enny (1986) in itia lly  p roposed a th ree  s tep p rocess to  asce rta in ing  the 

m ed ia tion  o f variab les. Th is  p rocess inc luded tes ting  tha t p red ic to r va riab le  w as 

s ign ifican tly  re la ted to the m ed ia ting  variab le ; then  testing  w h e th e r the  m ed ia ting  

va riab le  w as  s ign ifican tly  re la ted  to ou tcom e variab le , and las tly  w h e th e r the 

re la tionsh ip  o f the  pred ic ting  va riab le  to the  ou tcom e va riab le  d im in ished  w hen  a 

m ed ia ting  va riab le  w a s  added to the m odel. To ascerta in  w h e th e r the  fu ll o r partia l 

m ed ia tion  exists, they  suggested  a s im ila r fo u r s tep process. The  fo u r s teps are 

sum m arised  as fo llow s:

1) P rove tha t the  p red ic to r va riab le  has a s ta tis tica lly  s ign ifican t re la tionsh ip  w ith  

the ou tcom e va riab le  (as illus tra ted  in F igure  4 .8  pa th  c);

2) P rove tha t the  p red ic to r has a s ta tis tica lly  s ig n ifica n t re la tionsh ip  w ith  the 

m ed ia to r (as illus tra ted  in F igure 4 .8  pa th  a);

3) P rove th a t the  m e d ia to r has a s ta tis tica lly  s ig n ifica n t re la tionsh ip  w ith  the 

ou tcom e va riab le  (as illus tra ted  in F igure 4 .8  pa th  b);
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F igure  4.8: S teps o f M ed ia tion  A na lys is

Source: A u tho rs  H ypothes is

A nd  lastly, s tep four:

4) P rove th a t the  p red ic to r va riab le  no longer has any e ffec t on the  ou tcom e 

va riab le  w hen  the  m ed ia to r has been con tro lled  (as illus tra ted  in F igure  4 .9  

p a th  c )

Figure 4.9: Mediation Step 4:

Source: Baron and K enny (1986)

The hypo theses fo r th is  research, w ith  respect to the  m ed ia ting  e ffec t o f T rus t on the  

re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W o rk life  as deve loped  in the  

prev ious lite ra tu re  chapters, is s ta ted  as fo llow s:
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Hypothesis 4

Null Hypothesis (H40): Trust does not mediate the relationship between Servant 

Leadership and Quality of Worklife in the frontline customer service context. 

Alternative Hypothesis (H4a): Trust is a statistically significant mediator of the 

relationship between Servant Leadership and Quality of Worklife in the frontline 

customer service context.

4.14 Statistical Description

Statistical description is the use of data and graphical techniques to convey special 

and relative information about a set of data, and to summarise findings that add 

informative value about the data set (Hanneman, Kposowa and Riddle, 2013; 

Radloff, 2012).

This section of the research design process describes, in statistical format, the 

current levels of the constructs researched, with reference to the total sample of 

Contact Centre agents with relation to their levels of Servant leadership behaviour 

experienced, perceived Trust in leader and present Quality of Worklife. The factors 

of each of the constructs are also statistically described.

Descriptive statistics contain measures of central tendency such as the Mean (u ) 

which indicates a point estimate of the sample data, and describes the average 

(Hanneman et al., 2013; Radloff, 2012). While understanding the average is 

important to the reader, variance from this average is also of useful information. A 

measure of variance within the data set that informs the reader about the dispersion 

of the sample population is the measure of standard deviation (Hanneman et al., 

2013; Radloff, 2012). Low standard deviation results imply that there are relatively 

uniform responses to items in a questionnaire, indicating that there are relatively 

small variances from the sample mean (Johnson and Wichern, 1998). Standard 

Deviation is different to Standard Error, as the Standard Error reflects the accuracy 

of the mean. Not unlike Standard Deviation however, a smaller Standard Error figure 

suggests that population is a good reflection of the mean (Hanneman et al., 2013; 

Radloff, 2012). Standard Error however, is sensitive to sample size, as a larger
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sam p le  s ize  w ill gene ra lly  g ive  sm a lle r S tandard  E rro r resu lts  (H annem an e t al., 

2013; R adloff, 2012).

The da ta  fo r  th is  research  is p resented  in C h a p te r F ive in tab le  and g raph ica l fo rm a t 

and is a im ed to  g ive  im portan t and re levan t in fo rm ation  abou t key e lem en ts  o f the 

da ta  se t to the reader.

4.14.1 Inferential Statistics - Analysis of Variance

H ypothes is  tes ting  invo lves tes ting  fo r  the  a lte rna tive  hypothes is , th is  invo lves e ith e r 

a one ta iled, g rea te r than  o r equa l test, o r a tw o ta iled , if the re  is a d iffe rence  in 

va lues te s t (H annem an e t al., 2013; R adloff, 2012).

The t-tes t is an app rop ria te  tes t fo r  de tec ting  d iffe rences in da ta  groups, but has a 

s ta tis tica l lim it o f tes ting  on ly  tw o g roups  a t a tim e  (H annem an e t al., 2013; Radloff, 

2012). The  A na lys is  o f V a riance  te s t is used to  tes t d iffe rences  in data  se ts  tha t can 

a lso inc lude  m ore than  tw o g roups (H annem an  e t al., 2013; R adloff, 2012), as is the 

case fo r  som e o f tes ts  in th is  research  thes is . The  resea rche r used the A nova  test, to 

tes t s ign ifican t d iffe rences  in m ean scores  o f certa in  b iog raph ica l ca tegories. The 

testing  o f d iffe rences in m ean scores is to con tribu te  to  the theo re tica l deba te  tha t 

the  resea rche r puts fo rw ard  w ith in  re la tion  to  the research  ob jectives, pa rticu la rly  to 

substan tia te  c la im s and fu rth e r d iscuss ions  o f genera lity .

4.15 Ethics

The research  proposa l fo r  th is  s tudy w as  p resen ted  to, and approved  by the  R hodes 

U n ive rs ity ’s F acu lty  o f C om m erce  H ighe r D egrees C om m ittee . The proposa l 

con ta ined  a descrip tion  o f the  key theo re tica l cons ide ra tio ns  and how  they  w ou ld  be 

dea lt w ith. In acco rdance  w ith  R hodes U n ive rs ity ’s e th ica l p ro toco ls, the  fo llow ing  

key e th ica l d im ens ions  w ere  cons idered :

•  In fo rm ation  to sub jects;

•  In form ed consen t o f sub jects;

•  R isks and bene fits  to  sub jects;

•  P rivacy o f sub jects ; and,

•  A nonym ity  o f sub jects.
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W ith  respect to the  in fo rm ation  supp lied  to sub jects, the  resea rche r iden tified  his 

assoc ia tion  w ith  R hodes U n ive rs ity  as PhD  s tuden t na tu re  o f the  research, its 

purpose  and poss ib le  use fu lness  to  the o rgan isa tion  to each o f the  o rgan isa tions  

researched . O n ly  a fte r express w ritten  consen t to pa rtic ipa te  in the research  w as 

ob ta ined  from  each o f the  o rgan isa tions  m anagem ent, d id the research  com m ence. 

A nonym ity  o f the  responden ts  w as p reserved  th rough  the anonym ous p rocess of 

su rvey com ple tion . Th is  w as  accom p lished  th rough  the com p le tion  o f an anonym ous 

su rvey th rough  goog le  drive. The  find ings  o f the  research  w ere  then  tho rough ly  

investiga ted  and tru ly  reported.

The re se a rch e r is a m anage r o f one o f the  o rgan isa tions  researched , a lbe it it no t in 

the C on tac t C en tre  depa rtm en t pe r se, h o w e ve r w as  aw are  o f issues perta in ing  to 

sub jec tiv ity  and b ias (B abbie, 2011) and put "persona l va lues and v iew s as ide  fo r  the 

dura tion  o f the  resea rch ” (Babb ie , 2011 :493). The  re se a rch e r w as  a lso  aw are  tha t 

em p loyees  are o ften bom barded  w ith  m any su rveys  and the  issue  o f su rvey fa tigue  

could be a concern . The  resea rche r did not use his m anagem e n t position  to p lace 

undue pressure  on responden ts  in o rd e r to increase  response  ra tes (Babbie, 2011) 

o r in fluence  results. The  fro n t page o f the  ques tion na ire  did exp la in  tha t pa rtic ipa tion  

in th is  research  is vo lun ta ry  and th a t the  responden ts  w ill be free  to op t ou t a t any 

s tage  if they  w an ted  to. R esearchers  are e th ica lly  ob liga ted  to th e ir  responden ts  

(B abb ie  and M outon, 2001); and B assey ’s (1999) respect fo r  persons, dem ocracy  

and tru th  w e re  a gu id ing  in fluence  fo r the  researcher.

4.16 Conclusion

The research  m e thodo logy exp la ined  th rough  th is  ch a p te r is done  in o rd e r tha t the  

research  find ings  tha t are proposed, is pu rposed to p roduce  know ledge  o f scho la rly  

va lue. The  re se a rch e r w ou ld  like to put fo rw ard  th a t th is  know ledge  is ach ieved  

th rough  the  care fu l cons ide ra tion  o f research m ethodo logy, as exp la ined  w ith in  and 

is p resen ted  in th is  chapter, w h ich  w ill hold up to a cadem ic  pe e r rev iew ed scrutiny.

The rigo r o f the  research  m e thodo logy dem onstra ted  shou ld  the re fo re  be ev iden t in 

the  research  p resented , so tha t it m eets  the  requ irem en ts  o f a cadem ic  research. 

M oreover, the  m e thodo log ica l p rocess fo llow ed  shou ld  a lso  ind ica te  to the reade r the
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resea rche r’s unders tand ing  o f each o f the  e lem en ts  o f the  p rocess (G um m ersonn, 

2000). T h is  research  m e thodo lo gy  cha p te r d iscussed  the crucia l issues o f re liab ility  

and va lid ity , exp la ined  the p rocess used fo r  the  m u ltiva ria te  con firm a to ry  fa c to r 

ana lys is , s tructu ra l equation  m ode lling  and m ed ia tion  ana lys is  p rocesses, as w ell as 

d iscussed  how  the  da ta  se t w ill be described  s ta tis tica lly  and hypo theses w ill be 

tested.

The next ch a p te r reports  the find ings  o f the  research.
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Chapter 5 -  Results

5.1 Introduction:

The cen tra l hypo thes is  and p rim a ry  ob jec tive  o f the  s tudy w as  to te s t w h e th e r 

S e rvan t Leade rsh ip  behav io u r has a s ign ifican t and pos itive  re la tionsh ip  w ith  Q ua lity  

o f W ork life , as w e ll as to  te s t w h e th e r th is  re la tionsh ip  is pa rtia lly  m ed ia ted  by T rus t 

in the  C on tac t C en tre  fron tline  context.

Th is research  thes is  w ished  to ach ieve  the fo llow ing :

I. To va lida te  the  S LS  and  Q W L in s tru m e n ts  th a t m ea su res  both  S ervan t 
Lea d ersh ip  a n d  Q ua lity  o f W ork life  in  the  South  A frica n  C o n ta c t C en tre  
fro n tline  context.

II. To use S truc tu ra l E qu a tion  M o d e llin g  to m easure  the  re la tion sh ip s  be tw een  
S ervan t Leadersh ip , T rust a n d  Q ua lity  o f  W orklife .

III. To assess  w h e th e r T rust p la ye d  a m ed ia ting  ro le  in  the  re la tionsh ip  
be tw een  S e rvan t Lea d e rsh ip  a n d  Q ua lity  o f  W ork life

IV. To m easure  i f  the re  w ere a n y  d iffe rences  in  S e rvan t Leadersh ip , T rust and  

Q ua lity  o f  W ork life  w ith re sp ec t to the  fo llow ing :

•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe re n ces  in  m ean  

sco res  p e r  o rgan isa tion ;

•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe re n ces  in  m ean  

sco res  in  age  o f  responden ts ;

•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe rences  in  m ean  

sco res  in  g e n d e r o f  responden ts ;

•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe rences  in  m ean  

sco res  in  age  o f  supe rv iso rs ;

•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe rences  in  m ean  

sco res  in  g e n d e r o f  supe rv iso r;
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•  W h ethe r the re  a re  s ta tis tica lly  s ig n ifica n t d iffe rences  in  m ean

sco res  o f  type  o f  jo b ;

These a na lyse s  in vo lve d  assess ing  a n d  co m p aring  S e rvan t Leadersh ip , 

Trust a nd  Q ua lity  o f  W ork life  leve ls  o f  the  fron tline  supe rv iso rs  o f  the  e igh t 

o rgan isa tions  w hich w ere researched .

V. To id e n tify  p o te n tia l p ro b le m s  th a t co u ld  re su lt due  to de fic ien c ie s  fou n d  in  

S ervan t Lea d e rsh ip  b e h a v io u r th a t m a y  le a d  to  a lo w e r Q ua lity  o f  W orklife .

VI. To m ake  reco m m e nd a tion s  to the o rgan isa tions  to  a ss is t fron tline  le a de rs  to  

im p rove  the  w ork ing  live s  o f  C on tac t C entre  agents.

In relation to the goals of the research, the proposed principle hypotheses for this 

research, as developed in the previous literature chapters, are stated as follows:

Hypothesis 1:

Null Hypothesis (H10): There is no statistically significant causal relationship between 

Servant Leadership behaviour and Quality of Worklife in the frontline customer 

service context.

Alternative Hypothesis (H1a): Servant leadership behaviour has a statistically 

significant and positive causal relationship with Quality of Worklife in the frontline 

customer service context.

Hypothesis 2

Null Hypothesis (H20): There is no statistically significant causal relationship between 

Servant Leadership behaviour and Trust in the frontline customer service context.

Alternative Hypothesis (H2a): Servant Leadership behaviour has a statistically 

significant and positive causal relationship with Trust in the frontline customer 

service context.



201

Hypothesis 3

Null Hypothesis (H30): There is no statistically significant causal relationship between 

Trust and Quality of Worklife in the frontline customer service context.

Alternative Hypothesis (H3a): Trust has a statistically significant and positive causal 

relationship with Quality of Worklife in the frontline customer service context.

Hypothesis 4

Null Hypothesis (H40): Trust does not mediate the relationship between Servant 

Leadership and Quality of Worklife in the frontline customer service context.

Alternative Hypothesis (H4a): Trust is a statistically significant mediator of the 

relationship between Servant Leadership and Quality of Worklife in the frontline 

customer service context.

Hypothesis 5:

Null Hypothesis (H50): There is no statistically significant difference in the level of 

Servant leadership, Quality of Worklife and Trust experienced by the frontline 

employees with respect to the following:

i) Between Organisations (Servant Leadership: H5.1, Quality of Worklife: 

H5.2, Trust: H5.3);

ii) Between Age of Respondents (Servant Leadership: H5.4, Quality of 

Worklife: H5.5, Trust: H5.6);

iii) Between Gender of Respondents (Servant Leadership: H5.7, Quality of 

Worklife: H5.8, Trust: H5.9);

iv) Between Age of Supervisor, (Servant Leadership: H5.10, Quality of 

Worklife: H5.11, Trust: H5.12);

v) Between Gender of Supervisor, (Servant Leadership: H5.13, Quality of 

Worklife: H5.14, Trust: H5.15);

vi) Between Type of Job, (Servant Leadership: H5.16, Quality of Worklife: 

H5.17, Trust: H5.18);
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Alternative Hypothesis (H5a): There is a statistically significant difference in the level 

of Servant leadership, Quality of Worklife and Trust experienced by the frontline 

employees with respect to the following:

i) Between Organisations (Servant Leadership: H5.1, Quality of Worklife: 

H5.2, Trust: H5.3);

ii) Between Age of Respondents (Servant Leadership: H5.4, Quality of 

Worklife: H5.5, Trust: H5.6);

iii) Between Gender of Respondents (Servant Leadership: H5.7, Quality of 

Worklife: H5.8, Trust: H5.9);

iv) Between Age of Supervisor, (Servant Leadership: H5.10, Quality of 

Worklife: H5.11, Trust: H5.12);

v) Between Gender of Supervisor, (Servant Leadership: H5.13, Quality of 

Worklife: H5.14, Trust: H5.15);

vi) Between Type of Job, (Servant Leadership: H5.16, Quality of Worklife: 

H5.17, Trust: H5.18);

To test these hypotheses, a survey questionnaire was administered to 555 Contact 

Centre employees in eight organisations. The first section (30 items) of the 

instrument measured Servant Leadership behaviour (Van Dierendonck and Nuijten, 

2011) the next 23 items measured Quality of Worklife (Van Laar, Edwards and 

Easton, 2007) and the last three items were used to measure employee Trust of their 

supervisor (Cook and Wall, 1980). The completed questionnaires were exported into 

to Micro Soft Excel (v. 10) and Stata (v. 15.0), in order to perform a series of 

statistical tests.

The statistical processes that followed included:

I. Reliability and Validity analyses for the different instruments using Cronbach’s 

Alpha, Exploratory Factor Analysis and Confirmatory Factor Analysis.

II. Structural Equation modelling to determine the causal relationships;

III. Mediation Analysis;

IV. A statistical description of the current levels of Servant Leadership, Quality of 

Worklife and Trust in each site;
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V. The iden tifica tion  o f any s ign ifican t d iffe rences  in the m ean scores  using 

A N O V A .

The resu lts  o f each o f these  tes ts  are now  d iscussed  in th is  ch a p te r below . H owever, 

the  ch a p te r beg ins  w ith  an ana lys is  o f the  b iog raph ica l in fo rm ation  o f the  sam ple  

popu la tion .

5.2 Biographical Information

The fo llow ing  tab les  and figu res  be low  illus tra te  the  b iog raph ic  da ta  o f the  sam ple  

popu la tion .

5.2.1 Sample per Organisation
Tab le  5.1 and F igure  5.1; illus tra te  the  num be r o f responden ts  tha t the 

ques tionna ires  w e re  sen t to a t the  e igh t research  sites, as w e ll as the response 

rates. A  to ta l num be r o f 555 (n = 555) useab le  com p le ted  ques tion na ires  w ere  

co llected.

The popu la tion  p a ram e te r inc luded  app rox im a te ly  1610 C on tac t C en tre  D epartm en t 

em p loyees  a t the  e ig h t o rgan isa tions  in seven d iffe ren t geog rap h ic  loca tions  across 

the country. T he  responden ts  w e re  all fron tline  cu s to m e r se rv ice  C on tac t C entre  

agents. O f the  555 respondents , O rgan isa tion  #  1 (w h ich is a p riva te ly  ow ned 

com pany) accoun ted  fo r 27%  o f the  respondents , O rgan isa tion  #  2 (w h ich  is the 

second p riva te ly  com pany) accoun ted  fo r  4%  o f the  re turns. O rgan isa tion  #  3 (the 

S ta te  O w ned Entity) accoun ted  fo r  tw en ty  one percent. O rgan isa tion  #  4 (The S ta te  

O w ned Entity  #  2) accoun ted  fo r  10%  o f the  respondents . O rgan isa tion  #  5 (The 

S ta te  O w ned Entity  #  3) accoun ted  fo r 9%  o f the  responden ts  and the  O rgan isa tion  # 

6 (The T e lecom m un ica tio ns  C om pany) equated  to 3%  o f the  to ta l respondents . 

O rgan isa tions  #  7 and #  8 (the O u tso u rce r and the Insurance  C om pany) m ade  up 

the rem a in ing  18%  and 7%.

The response  ra tes pe r o rgan isa tion  ranged from  22%  in O rgan isa tion  #  6, to 42%  in 

O rgan isa tion  #  5.
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Table 5.1 Total number of responses per Organisation

Questionaires sent Responded Percentage responded Percentage of total
Org # 1 400 148 37.00% 27%
Org # 2 65 21 32.31% 4%
Org # 3 390 117 30.00% 21%
Org # 4 158 57 36.08% 10%
Org # 5 123 52 42.28% 9%
Org # 6 85 19 22.35% 3%
Org # 7 300 102 34.00% 18%
Org # 8 89 39 43.82% 7%
Total 1610 555 34.47% 100%

Source: Respondents

Figure 5.1: Pie Chart of Organisation sample spread

Source: Respondents

5.2.2 Biographic Data of Agents
B abbie  (2011) a rgues th a t it is im portan t fo r the  resea rche r to  understand  the  

b iog raph ica l m akeup  o f the  ta rge ted  sam p le  as w e ll as the  responden ts  to  ensure  

th a t th e y  are  rep resen ta tive  o f the  to ta l popu la tion  in o rde r to  p resen t resu lts  th a t are  

rea lis tica lly  rep resen ta tive  o f the  to ta l popu la tion . T ab le  5.2 p resen ts  a sum m ary  o f 

the  b iog raph ic  resu lts.
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Table 5.2: Biographic data of agent responses

Agent Gender n % Age of Agent (years) n %
Female 391 70% Less than 25 104 19%
Male 164 30% 25 to 35 332 60%
Total 555 100% 36 to 45 79 14%

46 to 55 27 5%
56 to 65 13 2%
Total 555 100%

Qualifications of Agent n % Type of Agent work n %
Less than Grade 12 13 2% Inbound 135 24%
Grade 12 340 61% Outbound 267 48%
Diploma 132 24% Backoffice 59 11%
University Degree 51 9% Mix 94 17%
Post Graduate Degree 19 3% Total 555 100%
Total 555 100%

Race of Agent n % W ork Experience of Agent (ye; nrs) %
White 46 8% Less than 5 251 45%
Coloured 94 17% 5 to 10 196 35%
African 349 63% 11 to 15 46 8%
Indian 66 12% 16 to 20 24 4%
Total 555 100% 21 to 25 11 2%

Greater than 25 27 5%
Total 555 100%

Source: Respondents

5.2.3 Distribution of Gender of Agents

A s re flected  in Tab le  5.3 and F igure 5.2, o f the  555 ques tionna ires  responses 

received, 70%  (n = 391) w e re  fem a le  and 30%  (n = 164) w ere  m ale. The 

overw he lm ing  m a jo rity  o f fem a le  agen t em p loyees  ve rsus  m a le  em p loyees  are not 

uncom m on to the C on tac t C en tre  w o rk ing  env ironm en t (Belt, R ichardson and 

W ebster, 2000).
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Table 5.3: Biographic data of gender

Female 391
Male 164
Total 555

Source: Respondents

F igure  5.2: Pie C ha rt o f gende r

5.2.4 Distribution of Age of Agents
A s  re flected  in T ab le  5 .4 and F igu re  5.3, the  la rgest m a jo rity  o f the  responden ts  

(60% , n = 332) w ere  in the  25 to  35 age ca tegory. S econd m ost fre q u e n t w ere  the  

less than  2 5 ’s (19% , n = 104), then  36 -  45 (14% , n = 79). T he  m ino rity  o f the  

sam p le  inc luded agen ts  46 -  55 (5% , n = 27) and las tly  w as the  ca tego ry  56 -  65 

(2%, n = 13).

G iven th a t a C on tac t C en tre  S erv ice  A g e n t is usua lly  an en try  po in t in to  the  

o rgan isa tion , th is  fre q u e n cy  d is tribu tion  can be log ica lly  ju s tified  as illus tra tive  o f a 

typ ica l C on tac t C en tre  w o rk ing  env ironm en t.
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Table 5.4: Biographic data of Age of Agents

Age of Agent (years) n %
Less than 25 104 19%
25 to 35 332 60%
36 to 45 79 14%
46 to 55 27 5%
56 to 65 13 2%
Total 555 100%

Source: Respondents

Figure 5.3: Graph: Biographic data of Age of Agents

Age Distribution
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Less than 25 25 to 35 36 to 45 46 to 55 56 to 65

Source: Respondents

5.2.5 Distribution of Qualifications of Agents
A s  re flected in T ab le  5.5 and F igure  5.4, ve ry  fe w  agen ts  held less than  a m a tric  

qua lifica tion  (2% , n = 13), w ith  the  vas t m a jo rity  (61% , n = 340) ho ld ing a g rade  12 

certifica te . N ine pe rcen t o f the  agen ts  (n = 51) possessed  a un ive rs ity  unde rg radua te  

deg ree  and fo u r pe rcen t (n = 19) held a post g radua te  degree.
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Table 5.5: Biographic data of Qualifications of Agents

Qualifications of Agent n %
Less than Grade 12 13 2%
Grade 12 340 61%
Diploma 132 24%
University Degree 51 9%
Post Graduate Degree 19 3%
Total 555 100%

Source: Respondents

F igure  5.4 G raph: B iog raph ic  da ta  o f Q ua lifica tions  o f A gen ts

Source: Respondents

5.2.6 Race of Agents
The fo u r m a jo r race g roups o f South  A frica  w e re  inc luded. In South  A frica , race is 

c lass ified  as B lack, W hite , Ind ian o r C o loured . A s  re flected  in T ab le  5.6 and F igure  

5.5, the  m a jo rity  o f the  responden ts  w e re  B lack A frican  (63% , n = 349), fo llow ed  by 

C o loured  agen ts  (17% , n = 94), Indian (12% , n = 17) and W h ite  (8% , n = 46).
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Table 5.6: Biographic data of Qualifications of Agents

Race of Agent n %
White 46 8%
Coloured 94 17%
African 349 63%
Indian 66 12%
Total 555 100%

Source: Respondents

F igure  5.5: B iog raph ic  da ta  o f Race

Ethnicity Distribution

Indian
12% W hite

Coloured
17%

African
63%

Source: Respondents
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5.2.7 Distribution of Agents’ years of work experience
S im ila r to the  age  o f the  respondents , the  d is tribu tion  o f the  ye a rs ’ o f w o rk  

expe rience  a lso  illus tra tes a fre q u e n cy  d is tribu tion  o f a departm en t, w h ich  cou ld  be 

c lass ified  as an en try  po in t to  the  o rgan isa tion . A s  re flected  in T ab le  5.7 and F igure  

5.6, the  large m a jo rity  o f the  responden ts  (45% , n = 251) w e re  in the  less than  five  

years ca tegory. S econd  m ost fre q u e n t w e re  the  five  to 10 ye a r’s (35% , n = 196), 

then  the  e leven to  fifteen  (8% , n = 46). T he  m inority  o f the  sam p le  inc luded agen ts  

th a t had s ix teen  to tw e n ty  ye a rs ’ expe rience  or m ore.

Table 5.7: Biographic data of Years of Experience of Agents

W ork Experience of Agent (ye« n %
Less than 5 251 45%
5 to 10 196 35%
11 to 15 46 8%
16 to 20 24 4%
21 to 25 11 2%
Greater than 25 27 5%
Total 555 100%

Source: Respondents

Figure 5.6: Biographic data of Years of Experience

Years of Work Experince

Source: Respondents



211

5.2.8 Biographic Data of Agents’ Supervisors
Each responden t w as asked in the ques tionna ire  to g ive  b iog raph ic  de ta ils  o f th e ir 

im m ed ia te  superv iso rs , Tab le  5.8, illus tra tes  the resu lts  o f those  answ ers.

S ix ty -fo u r pe rcen t (57% , n = 317) o f the  responden ts  ind ica ted  tha t they  had fem a le  

supe rv iso rs  and 43%  (n = 238) ind ica ted  tha t th e ir supe rv iso rs  w ere  m ale. The 

m a jo rity  o f the  responden ts  ind ica ted  th a t they  had A frican  supe rv iso rs  (39% , n =  

216), fo llow ed  by Ind ian (29% , n = 160), and W h ite  (16% , n = 90) and C o loured  

(16% , n = 89).

Table 5.8: Biographic data of Agents’ Supervisors

A gents Supervisor G e n d er n % Su p ervisor Race n % A gents Su p ervisor A ge (years) n %
F e m a le 317 57% W h ite 90 16% Le ss  th a n  25 30 5%

M ale 238 43% C o lo u re d 89 16% 25 to  35 298 54%

T o ta l 555 100% A fr ic a n 216 39% 36 to  45 147 26%

In d ia n 160 29% 46 to  55 70 13%

T o ta l 555 100% 56 to  65 10 2%

T o ta l 555 100%

Source: Respondents
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5.3 Reliability

5.3.1 Cronbach’s coefficient Alpha

To te s t the  re liab ility  o f an instrum ent, the  resea rche r checked  the  cons is tency  and 

re liab ility  o f the  in fo rm ation  supp lied  by the  responden ts  as to w h e th e r they  w ou ld  

y ie ld  s im ila r resu lts  if tes ted  repea ted ly  (K im berlin  and W in te rs te in , 2008).

W ha t fo llow s  are C ronbach ’s A lpha  re liab ility  tes ts  fo r  both the S e rvan t Leadersh ip  

S urvey - SLS  section  (Van D ie rendonck and Nuijten, 2010), the  W ork-R e la ted  

Q ua lity  o f Life Sca le  -  Q W L section  (Van Laar, E dw ards and Easton, 2007) and the 

T rus t section  (C ook and W all, 1980) o f the  ins trum en t adm in is te red .

It m ust be noted a t th is  s tage  tha t all nega tive ly  phrased item s in the  SLS and Q W L 

sections  w ere  reversed  p rio r to  any ana lys is  conducted.

5.3.1.1 Cronbach’s Alpha of Servant Leadership Survey (SLS)

The se rvan t leadersh ip  section  o f the  ins trum en t used to ad m in is te r the  questions  

w as the  S e rvan t Leade rsh ip  S u rvey  (SLS) (Van D ie rendonck and Nuijten, 2011). A  

C ronbach ’s A lpha  te s t w as  conducted  to te s t the  re liab ility  o f responses.

Firstly, a C ronbach ’s A lpha  ana lys is  w as  conducted  fo r  the  SLS  section  o f the 

instrum ent. The  resu lts  o f the  SLS re liab ility  assessm en t (n = 555) w ere  ca lcu la ted  to 

0 .95 and the re fo re  can be described  as exce llen t re liab ility  resu lts  (K line, 2016).

Fo llow ing the C ro n b a ch ’s A lpha  ana lyses o f the  to ta l m odel, a C ronbach ’s A lpha  

ana lys is  w as  conducted  fo r the  ind iv idua l fac to rs  o f the  SLS.

The co rrespond ing  item s o f each S e rvan t Leade rsh ip  fa c to r w e re  g rouped  as 

illustra ted  in Tab le  5.9, w h ich  is accord ing  to  how  they  w ere  o rig ina lly  pub lished  (Van 

D ie rendonck and Nuijten, 2010). C ronbach ’s A lpha  scores pe r fa c to r w e re  then 

com puted.
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Table 5.9: SLS - Items per Factor

SLS Factors E m p o w e rm e n t S ta n d in g  back A cco u n ta b ility F o rg ive n e ss Courage A u th e n tic ity  H u m ility S te w a rd sh ip
1 5 6 7 8 9 10 11

2 13 14 15 16 17 18 19
3 21 22 23 24 25 26

Item  no. 4 28 29
12 30
20

27

Source: Van Dierendonck and Nuijten (2010)

Tab le  5.10 illus tra tes  the resu lts  o f the  C ronbach ’s A lpha  sco res  ca lcu la ted  fo r  each 

o f the  S e rvan t Leade rsh ip  factors.

Table 5.10: Cronbach’s Alpha of SLS Reliability Results

SLS
Empowerment 0.91
Standing back 0.73
Accountability 0.7
Forgiveness 0.72
Courage 0.69
Authenticity 0.65
Humility 0.9
Stewardship 0.83
Total 0.95

Source: Stata (v 15.0)

The fa c to r results, accord ing  to  the  C ronbach ’s A lpha  ca lcu la tion s  as illus tra ted  in 

Tab le  5.10, sugges t th a t E m pow erm ent, H um ility  and S tew ardsh ip  can be described  

as exce llen t re liab ility  resu lts, w h ile  S tand ing  Back, A ccoun tab ility  and Forg iveness 

can be described  as adequa te  resu lts  (K line  2016). C ourage  and A u then tic ity  can be 

described  as low e r but still sa tis fac to ry  in te rm s o f th e ir C ronbach ’s A lpha  scores  as 

they m easured  on ly  m arg ina lly  low e r than  0 .7  (K line  2016).
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5.3.1.2 Cronbach’s Alpha -  Quality of Work-Life (Q W L )

To m easure  Q ua lity  o f W ork life , the  W ork-R e la ted  Q ua lity  o f Life Sca le  (Q W L) (Van 

Laar, E dw ards and Easton, 2007) w as  used in the second  section  o f the  instrum ent. 

Tab le  5.11 illus tra tes  the C ronbach ’s A lpha  scores. A  C ronbach ’s A lpha  te s t w as 

conducted  to te s t the  re liab ility  o f responses.

Firstly, a C ronbach ’s A lpha  ana lys is  w as  conducted  fo r the  to ta l com b ined  item s of 

the  Q W L section  o f the  instrum ent. The  resu lts  o f the  Q W L re liab ility  assessm en t (n 

= 555) w ere  ca lcu la ted  to 0.91 and the re fo re  can be described  as exce llen t re liab ility  

resu lt (K line, 2016).

Fo llow ing the C ro n b a ch ’s A lpha  ana lyses o f the  to ta l m odel, a re liab ility  ana lyses 

w as  conducted  fo r  the  ind iv idua l fac to rs  o f the  Q W L section  o f the  ins trum en t as 

illustra ted  in Tab le  5.11.

Table 5.11: QWL Items per Factor
Source: Work-Related Quality of Life Scale -  QWL (Van Laar, Edwards and Easton, 2007)

Q W L Factors Jo b  C a re e r  S a t is fa c t io n C o n tro l at W o rk G e n e ra l W e ll B e in g H o m e -W o rk  In te rfa  S tre s s  a t  W o rk  W o rk in g  C o n d it io n s

1 12 4 5 7 13

3 23 9 6 19 16

8 10 14 22

Ite m  no. 11 15

18 17

20 21

Table 5.12 Cronbach’s Alpha of QWL Reliability Results

QWL
JCS 0.8
CAW 0.7
GWB 0.81
HWI 0.68
SAW 0.65
WC 0.72
Total 0.91

Source: Source: Stata (v 15.0)
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Tab le  5.12 p rov ides the  resu lts  o f the  Q W L re liab ility  assessm en t pe r factor. The 

fa c to r resu lts, accord ing  to the  C ronbach ’s A lpha  ca lcu la tions, sugges t tha t G enera l 

W ell Being and Job  C a re e r S a tis fac tion  can be described  as p roducing  a good 

re liab ility  resu lts, w h ile  C ontro l a t W o rk  and W ork ing  C ond itions  can be described  

adequa te  resu lts  (K line, 2016). H om e-W ork  In terface and S tress a t W o rk  can be 

described  as s ligh tly  lo w e r re liab ility  resu lts  a lbe it still sa tis fac to ry  as they m easured  

on ly m arg ina lly  low e r than 0 .7  (K line, 2016).

5.3.1.3 Trust
A  C ronbach ’s A lpha  ana lys is  w as conducted  fo r  the  T rus t section  (th ree item s in one 

fac to r) o f the  instrum ent. The resu lts  o f the  T rus t (C ook and W all, 1980) re liab ility  

assessm en t (n = 555) w as  ca lcu la ted  to be 0 .89 and the re fo re  can be described  as 

an exce llen t re liab ility  resu lt (K line, 2016).

5.3.1.4 Reliability Conclusion
It m ay be conc luded  tha t both the SLS, Q W L and T rus t sec tions  o f the  ins trum ent 

show  good re liab ility  resu lts  w hen  the  tota l item s are ana lysed  toge the r. Th is  is not a 

surp ris ing  find ing , in tha t it is w e ll docum en ted  in the  lite ra tu re  th a t h ighe r 

C ronbach ’s A lpha  figu res  are expected  w hen  the re  are h ighe r num bers o f item s 

g rouped to g e th e r (P anayides, 2013). H ow ever, and a lso  not too  su rp ris ing  is tha t 

w hen  each o f the  ins trum en t’s fac to rs  are ana lysed  on th e ir own, as ind iv idua l 

fac to rs  as p rescribed  in the lite ra ture , som e lower, but still accep tab le  C ro n b a ch ’s 

A lpha  re liab ility  resu lts  are com puted .

5.4 Multivariate Analyses - Confirmatory Factor Analysis

C on firm a to ry  F acto r A na lys is  (C FA) w as used to  p rim arily  te s t the  SLS (Van 

D ie rendonck and Nuijten, 2010) and Q W L (Van Laar, E dw ards and Easton, 2007) 

m ode ls  as described  in the lite ra tu re , but in the  S ou th  A frican  C on tac t C entre  

C ontext.

Both the  SLS  and the Q W L data  w as  ana lysed  w ith  the  a id o f the  s ta tis tica l p rogram  

S ta ta  (v15.0).
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5.4.1 Model 1 Specification
A s  d iscussed  ea rlie r in p rev ious chapter, Fu rr (2001) a rgues th a t the  firs t step in C FA  

p rocess is M odel S pec ifica tion  and Identifica tion . In p rev ious chap te rs  the  

concep tua l fra m e w o rk  fo r  th is  research  w as  deve loped, the  SLS  m e a su re m e n t 

m odel (Van D ie rendonck  and Nuijten, 2010) is hypo thes ised  to  m easu re  the  h igher 

o rde r fa c to r o f S e rvan t Leadersh ip . F igure  5.7 illus tra tes  how  the  e igh t low er o rde r 

fac to rs  o f H um ility , E m pow erm en t, A ccoun tab ility , Forg iveness, S tand ing  Back, 

S tew ardsh ip , C ou rage  and A u th e n tic ity  describe  the  h igher o rde r fa c to r S ervan t 

Leadersh ip .

F igure  5.7: SLS C FA

Source: SLS (Van Dierendonck and Nuijten, 2010)

F igure 5.8, illus tra tes th e  Q W L (Van Laar, E dw ards and Easton, 2007) m odel, w h ich  

m easures  Q ua lity  o f W ork life  is m easured  th rough  six low er o rde r fac to rs  o f G enera l 

W ell Being, Job C aree r S a tis faction , H om e W ork  In terface, S tress at W ork, C ontro l 

at W o rk  and W ork ing  C ond itions.
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Figure 5.8: QWL CFA Model

Source: Quality of Life Scale - QWL (Van Laar, Edwards and Easton, 2007)

5.4.1.1 Model Identification
It is to  be noted th a t both the  SLS  and Q W L m ode ls  are c lass ified  as o ve r-id en tifie d  

due  to  the re  being:

•  465  d is tinc t num ber o f sam p le  m om ents  (30(31)/2 ) and 60 pa ram ete rs  to  be 

es tim ated , the reby  leaving 405  deg rees o f freedom  fo r the  SLS  m odel; and,

•  253 d is tinc t num ber o f sam p le  m om ents  (22(23)/2 ) and 43  pa ram ete rs  to  be 

es tim ated , the reby  leaving 210 deg rees o f freedom  fo r the  Q W L m odel.
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5.4.2 SLS and QWL Model Analyses, Interpreting and Reporting Output

The da ta  from  the responden ts  w as en te red  into S ta ta  (v15.0) in a lig n m e n t w ith  th e ir 

item and fa c to r structu re , w h ich  w as  in acco rdance  w ith  the  lite ra tu re  (Van Laar et 

al., 2007; V an  D ie rendonck  and Nuijten, 2011) and p resented , as hypo thes ised  in 

section  5.4.1 o f th is  chapter. C on firm a to ry  fa c to r ana lys is  w as  then conducted  and 

the resu lts  o f both SLS  and Q W L m ode ls  and the  es tim a tions  are d iscussed  below .

5.4.2.1 SLS Confirmatory Factor Analysis Model

For the  purpose  o f assess ing  w h e th e r the hypo thes ised  m odel fits  the  data, the 

fo llow ing  hypo thes is  w as  used:

H60: The data  fits  the  SLS  m odel and the  m odel converges.

H6a: The data  does not f it  the  SLS m odel and the m odel does not converge .

The resu lts  fa iled  to re jec t the  null hypo thes is , as illus tra ted  in Fig 5.9, the  SLS 

m odel converged  a fte r 14 ite ra tions.
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Figure 5.9 CFA SLS Model

Source: Stata (v.15.0)
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The h ighe r o rd e r SLS C FA  m odel w as  then tes ted  in re la tion  to how  w e ll the  data  fit 

the  m odel. The  SLS  m odel p roduced a R M S E A  resu lt o f 0.062, dep ic ting  an 

accep tab le  fitting  m odel and a R M SR  resu lt o f 0 .051 , dep ic ting  a good fitting  m ode l. 

The SLS  m ode l’s CFI index  w as  com puted  to be 0.913, above  the  gene ra lly  

accep ted  th resho ld .

The s ign ifican t chi squared  how eve r suggested  conce rns  o f a flaw ed  m odel (Chi- 

square  = 1246, d f = 397, p  < .0001), o r rather, illus tra te  a bad fit (K line, 2011). 

H ow eve r accord ing  to  B en tle r and B onne t (1980), the  Chi squared  te s t is very 

sens itive  to sam p le  s ize  and the  h ighe r the  sam p le  popu la tion , the  h ighe r the chance 

o f the  te s t p roving to be s ign ifican t. W hen  the Chi squared  is d iv ided  by the  degrees 

o f freedom  how ever, as suggested  by (S chum acke r and Lom ax, 2004), the  re la tive  

Chi squared  (%2/d f) becom es less a ffected  by the  sam p le  size, any resu lt o f be low  3 

is de te rm ined  as a good fit index. The SLS  m odel p roduced a re la tive  chi squared  

resu lt o f 3.13, s ligh tly  above  the th resho ld  o f 3. The  re la tive  Chi squared  (%2/d f) resu lt 

the re fo re  did sugges t fu rth e r investiga tion  w as  w arran ted .

W h ile  overall, th is  m odel p roduced strong item  fa c to r load ings, tw o  item s seem ed to 

be d isrup ting  the fa c to r s truc tu re  and p roduced low e r loadings. Item  20 (i.e. "M y 

m anager enab les  m e to  so lve  p rob lem s m yse lf instead o f ju s t te lling  m e w h a t to do ” ) 

w ith  a load ing  o f 0 .53 does not su it the  h igh ly scrip ted  na tu re  o f a C on tac t C entre  

env ironm en t tha t w as described  in C h a p te r One. Item 24  (i.e. "M y m anage r is 

p repared to express  h is /he r fe e lings  even if th is  m igh t have undesirab le  

consequ ences” ) w ith  a load ing  o f 0 .24 does not seem  to  resona te  w ith  the  C on tac t 

C entre  context, w h ich  re lies upon the  em otiona l labou r o f the  agents. C onsequently , 

these  tw o item s w ere  rem oved.

The ins trum en t’s re liab ility  w as then re -tested  and the SEM  m odel w as re-run. W ith  

respect to  the re liab ility  o f the  instrum ent, it is in te res ting  to note  tha t sca le  re liab ility  

o f the  E m pow erm en t and A u then tic ity  fac to rs  im proved to  0 .92 and 0 .67 respective ly  

a fte r the  rem oval o f the tw o item s, h o w e ve r the overa ll SLS  re liab ility  rem a ined  at 

0.95. The  am ended  SEM  m odel is rep resen ted  in F igure  5 .10  and d iscussed  below.
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Figure 5.10 Amended CFA SLS Model

Source: Stata (v.15.0)

The am ended  S LS  C F A  m odel p roduced the  fo llow ing  fit results: T he  s ign ifican t chi 

squared  (C h i-squa re  = 1009.038, d f = 342, p  = < .0001) aga in  suggested  concerns  

o f a flaw ed m odel, o r rather, illus tra te  a bad fit (K line, 2011). T he  p -va lue  shou ld  read 

g rea te r than  o r equa l to  0 .05 (S che rm e lleh -E n ge l and M oosbrugger, 2003). T he  

lite ra tu re  sugges ts  th a t the  p -va lue  m igh t not be s ta tis tica lly  s ign ifican t fo r la rge r 

sam ples, such as those  g re a te r than  200, p rovided th a t the re  is an overa ll good
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m odel fit. T he  Q W L m odel p roduced a re la tive  chi squared  resu lt o f 2.95, suggesting  

a good fitting  m odel fit. The  R oot M ean S quared  E rro r o f A pp rox im a tion  com puta tion  

produced a R M S E A  resu lt o f 0 .059, suggesting  a good fitting  m odel f it  (K line, 2016). 

The C om para tive  Fit Index (CFI) w as com puted  to  be 0.93, w h ich  is above  the 

gene ra lly  accep ted  th resho ld  (Hu and Bentler, 1999) and the  S tanda rd ized  R oot 

M ean S quared  R esidua l (R M S R ) p roduced a resu lt o f 0 .045, dep ic ting  an exce llen t 

fitting  m odel.

W eston  and G ore  (2006) a rgue tha t m easures  o f the  s ign ificance  o f paths in 

con junction  w ith  f it  ind ices are rep resen ta tive  o f accep tab le  m odels. The next section  

ana lyses the  s ign ificance  o f the  pa ths o f the  m odel as spec ified  in an e a rlie r step.

Tab le  5 .13  illus tra tes  the s tanda rd ized  fa c to r loadings.

Table 5.13: SLS Model Standardized path estimates

Standardized Coef. Std. Err. z P>z
[95%
Conf. Interval]

Emp <- SL 0.91 0.011225 81.34 0.000 0.891022 0.935021

1
Stn <-SL 0.98 0.016295 60.24 0.000 0.949747 1.013624|

1
Acc <- SL 0.66 0.035231 18.65 0.000 0.588082 0.7261851

1
For <- SL 0.51 0.041355 12.21 0.000 0.423953 0.58606

1
Cour <- SL 0.60 0.039422 15.3 0.000 0.525701 0.680234|

1
Auth <- SL 0.95 0.02042 46.41 0.000 0.907737 0.987783

1
Hum <- SL 0.92 0.011193 82.6 0.000 0.902644 0.946521

1
Ste <- SL 0.97 0.010585 91.96 0.000 0.95265 0.99414

Source: Stata (v.15.0)
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Tab le  5 .14  illus tra tes  the unstanda rd ized  fa c to r loadings.

Table 5.14: SLS Model Un-Standardized path estimates

U n sta n d a rd ize d C o e f. S td . Err. z P>z

[95%

C o n f. In te rva l]

Em p <- SL

(co n stra i

1 n e d )

Stn  < -SL 1.021905 | 0 .065053 | 15.71 0.000 0.894404 | 1.149406

A cc  <- SL 0.530322 | 0 .047056 | 11.27 0.000 0.438093 | 0.622551

F o r < - SL 0.557788 | 0 .060468 | 9.22 0.000 0.439274 | 0.676302

C o u r < - SL 0.703584 | 0 .068533 | 10.27 0.000 0 .5 6 9 2 6 1 1 0.837907

A u th  < - SL 1.09359 | 0.065217| 16.77 0.000 0.965767 | 1.221414

Hum  <- SL 1.11291 10.062143| 17.91 0.000 0.991113 | 1.234707

S te  <- SL 1.074898 0.053758 20 0.000 0.969534 1.180261

Source: Stata (v.15.0)

By ana lys ing  the  ou tpu t o f the  unstandard ized  es tim a tes  o f the  path coe ffic ien ts , the 

resea rche r is ab le  to iden tify  w h ich  paths are s ign ifican t (W eston  and G ore, 2006). 

S ign ificance  is de te rm ined  th rough  the  ana lys is  o f the  critica l ratio (z score). The 

critica l ratio m ust be g rea te r o r equal to 1.96 (p < 0. 0001). On ana lys is  o f the 

unstandard ized  estim ates, as illus tra ted  in Tab le  5.14, all o f the  paths w ere  

de te rm ined  s ign ifican t, as all w ere  > 1.96 (p < 0.05). The  low est z sco re  o f the  paths, 

Fo r ^  SL, com puted  to  9 .22 (p < 0. 0001). It can the re fo re  be deduced  from  the 

unstanda rd ized  fa c to r load ings in the  SLS  C F A  m odel, th a t the  re la tionsh ip  o f the 

h ighe r o rd e r fa c to r S e rvan t Leadersh ip , w ith  all o f the  low e r o rd e r facto rs , w as 

s ign ifican t. On inspection , the  fa c to r load ings o f the  item s and the fa c to r d im ens ions 

show ed m ostly  ve ry  strong load ings. T he  fac to rs  load ings w ere  as fo llow s: 

S tew ardsh ip  (0.97, p < .0001), S tand ing  B ack (0.98, p < .0001), E m pow erm en t (0.91, 

p < .0001), H um ility  (0.92, p < .0001) A ccoun tab ility  (0.66, p < .0001), Fo rg iveness 

(0.51, p < .0001), C ou rage  (0.60, p < .0001) and A u then tic ity  (0.95, p < .0001). A s  is 

d isp layed  in the  Tab le  5.14, no negative  va lues  fo r  the  s tandard ized  path es tim a tes  

w ere  ob ta ined  and all o f the  p a ram e te r es tim a tes  are positive . The  path coe ffic ien ts
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from  each one o f the  ind iv idua l la ten t cons truc ts  to  each o f its co rrespond ing  

observed  va riab les  is s ign ifican t.

It is argued th a t from  the ana lyses and in te rp re ta tions  above, it can be conc luded  

tha t the  SLS  m odel is an accep tab le  fitting  and re liab le  m odel fo r  th is  data  set.

5.4.2.2 QWL CFA Model
For pu rpose  o f assess ing  w h e th e r the hypo thes ised  Q ua lity  o f W ork life  (Q W L) m odel 

fits  the  data  set, the  fo llow ing  hypo thes is  w as used:

H60: The data  fits  the  Q W L m odel and the  m odel converges.

H6a: The data  does not f it  the  Q W L m odel and the  m odel does not converge.

The resu lts  fa iled  to re jec t the  null hypo thes is , as illus tra ted  in Fig 5.11, the  Q W L 

m odel converged  a fte r 9 ite ra tions.
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Figure 5.11 CFA QWL Model

The Q W L C FA  m odel w as tes ted  and produced the  fo llow ing  fit results: The  

s ign ifican t chi squa red  (C h i-squa re  = 787.197, d f = 203, p  = < .0001) suggested  

conce rns  o f a flaw ed  m odel (K line, 2011). T he  Q W L m odel p roduced a %2/d f resu lt o f 

3.87, above  the  th resho ld  o f 3 w h ich  a lso  suggested  a poor fitting  m odel fit. The  R oot 

M ean S quared  E rro r o f A pp rox im a tion  com puta tion  p roduced  a resu lt o f 0 .072, 

m arg ina lly  ove r the  th resho ld .
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The C om para tive  Fit Index (C FI) w as  com puted  to  be 0.87 w h ich  is not above  the 

gene ra lly  accepted  th resho ld . The  S tandard ized  roo t m ean squared  res idua l (R M SR ) 

p roduced a resu lt o f 0.057, dep ic ted  an adequa te  fit.

From the ana lyses and in te rp re ta tion  above, it can be conc luded  tha t m ost o f the 

ind ices did not m ee t accep tab le  th resho ld  requ irem en ts  and the re fo re  the Q W L 

m odel m ay need am endm en t and m odifica tion .

On investiga ting  the  m odel fu rther, tw o  item s seem ed to be d is rup ting  the  fa c to r 

s truc tu re  and p roduced low e r load ings. Item 1 (i.e. "I have a c le a r se t o f goa ls  and 

a im s to enab le  m e to do m y jo b ” ) w h ich  p roduced a load ing o f 0.46, and item 9 (i.e. 

"R ecently , I have been fee ling  unhappy and dep ressed ”) w h ich  p roduced a loading 

o f 0.45, does not seem  to  resonate  w ith  the  C on tac t C en tre  con tex t and these  w ere  

rem oved. The ins trum en t’s re liab ility  w as  then re-tested  and the SEM  m odel w as  re­

run.

A fte r the  item s w ere  rem oved, the  re liab ility  w as  re -assed  and the sca le  re liab ility  o f 

the  Job  C a re e r S a tis fac tion  and G enera l W e llbe ing  fac to rs  im proved to  0 .80 and 

0.82 respective ly , w h ile  the  overa ll Q W L re liab ility  rem ained a t 0.91. The  am ended 

SEM  m odel is rep resen ted  in F igure 5.12 and d iscussed  below .
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Figure 5.12 Amended CFA QWL Model

The am ended  Q W L C F A  m odel p roduced  the  fo llow ing  fit resu lts: The  s ign ifican t chi 

squared  (C h i-squa re  = 592.93 , d f = 164, p  = < .0001) still suggested  conce rns  o f a 

bad fit (K line, 2005). The  Q W L m odel p roduced a %2/d f resu lt o f 3.6, above  the  

th resho ld  o f 3. The  R oo t M ean S quared  E rro r o f A pp rox im a tion  com puta tion  

p roduced a R M S E A  resu lt o f 0.069, a resu lt m arg ina lly  be low  th e  th resho ld .

The C om para tive  Fit Index (C FI) w as com puted  to  be 0 .89 w h ich  is s ligh tly  be low  the  

gene ra lly  accepted  th resho ld  and th e  S tandard ized  roo t m ean squared  res idua l 

(R M S R ) p roduced a resu lt o f 0.051, dep ic ted  an adequa te  fit.
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From the ana lyses and in te rp re ta tion  above, it can be conc luded  tha t som e o f the 

ind ices did not m ee t accep tab le  th resho ld  requ irem en ts  and the re fo re  the am ended 

Q W L m odel m ay need m odifica tion .

5.4.2.2.1 QWL CFA Model Modification

A cco rd ing  the  W eston  and G ore (2006), C F A  and SEM  m ode ls  o ften  need m odel 

m od ifica tions. M odel m od ifica tion  how ever, shou ld  no t on ly  be done on the  basis o f 

im proved s ta tis tica l f it  bu t every  m od ifica tion  o f the  m odel needs to be theo re tica lly  

sound as w ell (Furr, 2011; W eston  and G ore, 2006). The  Q W L m odel show ed 

poss ib le  a reas o f im p rovem en t th rough  m odel m od ifica tion  and are d iscussed  below.

A n exam ina tion  o f the  m od ifica tion  ind ices o f the  m odel and a cross  va lida tion  o f the 

theo ry  suggested  th a t poss ib le  m od ifica tions  to the m odel cou ld  be on the  fo llow ing :

Item 3 and 8

The m od ifica tion  Ind ices fo r  item  3 (i.e. "I have the  oppo rtun ity  to use m y ab ilities  at 

w o rk ” ) and item  8 (i.e. "W hen I have done a good jo b  it is acknow ledged  by m y line 

m anage r”) com puted  to 11.360. It is poss ib le  that, w hen  cons ide ring  jo b  ca ree r 

sa tis fac tion  in the scrip ted  e nv ironm en t o f the  C on tac t C entre , having oppo rtun ities  

to use th e ir  ab ilities  resu lts  in the k ind o f pe rfo rm ance  tha t the  e m p lo ye r requires. 

C onsequen tly , be ing acknow ledged  fo r using these  ab ilities  to do a good jo b  is likely. 

There fo re , responses to  these  tw o item s m ay not be too d iss im ila r from  one another, 

as they  are co -co rre la ted  in th is  context.

Item 3 and 20

The m od ifica tion  Ind ices fo r the  item  3 (i.e. "I have the  oppo rtun ity  to  use m y ab ilities  

a t w o rk ” ) and item 20 (i.e. "I am sa tis fied  w ith  the tra in ing  I rece ive  in o rd e r to 

perform  m y p resen t jo b ”) com puted  to  14.670. A  s im ila r a rgum en t as w as deve loped 

abou t item s 3 and 8 can be deve loped  here. H aving the  co rrec t tra in ing  enab les  an 

em p loyee  to do th e ir jo b  better, and the re fo re  the tw o item s could be cons ide red  as 

not too  d iss im ila r from  one an o th e r from  the pe rspective  o f jo b  ca re e r sa tis faction , 

and w ere  the re fo re  co -co rre la ted  in th is  context.
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Item 5 and 14

The m od ifica tion  Ind ices fo r  the  item 5 (i.e. "M y e m p lo ye r p rov ides adequa te  fac ilitie s  

and fle x ib ility  fo r  m e to  f it  w o rk  in around m y fa m ily  life ” ) and item  14 (i.e. "M y line 

supe rv iso r ac tive ly  p rom otes  fle x ib le  w o rk ing  hours o r p a tte rns”) com puted  to 

33.952. Both item s deal w ith  the fle x ib ility  o f w ork ing  hours, w h ich  is bu ilt into the 

routine  o f the  C on tac t C entre, and w h ich  is m anaged by the  superv isor. It is 

the re fo re  not su rp ris ing  in th is  context, th a t responden ts  cou ld  v iew  the  e m p loye r 

and the su pe rv iso r synonym ous ly . A s  a result, these  tw o item s could be co ­

corre la ted.

Item 10 and 15

The m od ifica tion  Ind ices fo r the  item  10 (i.e. "I am sa tis fied  w ith  m y life ”) and item  15 

(i.e. "In m ost w ays  m y life is c lose  to  idea l” ) com puted  to 23.391 . It is p laus ib le  that, 

fo r  con tac t cen tre  em ployees, be ing sa tis fied  w ith  life and fee ling  tha t life is c lose to 

be ing ideal, w e re  not cons ide red  to  be too d iss im ila r from  one another, and the re fo re  

they  cou ld  be co -co rre la ted  in th is  context.

Item 10 and 17

The m od ifica tion  Ind ices fo r the  item  10 (i.e. "I am sa tis fied  w ith  m y life ”) and item  17 

(i.e. "G enera lly  th ings  w o rk  ou t w e ll fo r  m e”) com puted  to  14.156. It is p laus ib le  tha t 

be ing sa tis fied  w ith  life and fee ling  tha t th ings  are w o rk ing  ou t well, are not 

cons ide red  too  d iss im ila r from  one an o th e r and the re fo re  an a rgum en t cou ld  be 

m ade tha t they  be co -co rre la ted  in th is  sam ple.

Item 4 and 15

The m od ifica tion  Ind ices fo r the  item  4 (i.e. "I fee l w e ll a t the  m om en t” ) and item 15 

(i.e. "In m ost w ays  m y life is c lose to idea l” ) com puted  to  15.867. A s  w ith  item s 

10m and 17, the  tw o  item s m ay not be cons ide red  as too  d iss im ila r from  one ano the r 

by the  responden ts  and the re fo re  an a rgum en t could be m ade tha t they  be co­

co rre la ted  in th is  study.

Item 13 and 22

The m od ifica tion  Ind ices fo r  the  item  13 (i.e. "M y e m p lo ye r p rov ides m e w ith  w ha t I 

need to do m y jo b  e ffec tive ly ”) and item  22 (i.e. "The w ork ing  cond ition s  are
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sa tis fac to ry ” ) com puted  to 17.725. A s  descrip tions  o f w ork ing  cond ition s  in a C on tac t 

C en tre  env ironm en t, w he re  em p loyees  typ ica lly  rece ive  industry -s tanda rd  

equ ipm ent, scrip ted  responses to  queries  and are w e ll-tra ined  p rio r to engag ing  w ith  

c lien ts, it is p laus ib le  tha t these  tw o item s w ere  cons ide red  by em p loyees to be not 

too  d iss im ila r from  each other. There fo re , an a rgum en t could be m ade th a t they  be 

co -co rre la ted  in th is  context.

The  m od ified  m odel w as  then  re-run in S ta ta  as illus tra ted  in F igure 5.13.
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Figure 5.13 Amended CFA QWL Model

Source: Stata (v.15.0)

The m od ified  Q W L C FA  m odel p roduced the  fo llow ing  fit resu lts: The  s ign ifican t chi 

squared  (C h i-squa re  = 469 .292, d f = 157, p  = < .0001) suggested  conce rns  o f a 

flaw ed  m odel. The  p -va lue  shou ld  read g rea te r than  or equa l to  0 .05 (S che rm e lleh -
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Engel and M oosbrugger, 2003). The  lite ra tu re  sugges ts  tha t the  p -va lue  m igh t no t be 

s ta tis tica lly  s ign ifican t fo r  la rge r sam ples, such as those  g rea te r than  200, prov ided  

tha t the re  is an overa ll good m odel fit. H ow eve r the  m odel p roduced a %2/d f o f 2.98, 

w h ich  suggested  a good fitting  m odel fit. The  R oot M ean S quared  E rro r o f 

A pp rox im a tion  com pu ta tion  p roduced a R M S E A  resu lt o f 0.06, suggesting  a good 

fitting  m odel f it  (K line, 2016). The  C om para tive  Fit Index (CFI) w as  com puted  to  be 

0.92, w h ich  is above  the  gene ra lly  accep ted  th resho ld  (Hu and Bentler, 1999). The  

S tandard ized  R oot M ean S quared  R esidua l (R M S R ) p roduced  a resu lt o f 0.044, 

dep ic ting  an exce llen t fit.

Table 5.15 illustrates the unstandardized factor loadings of the modified 

model.

Table 5.15: QWL Model Un-Standardized path estimates

U n sta n d a rd ize d C o e f. S td . Err. z P>z

[95%

C o n f. In te rv a l]

JC S  ->  Q W L C o n str. 1

C A W  ->  Q W L 1.081523 0.074185 14.58 0.000 0.936124 1.226923

G W B  ->  Q W L 0.916116 0.068578 13.36 0.000 0.781705 1.050527

HW I ->  Q W L 0.916187 0.070141 13.06 0.000 0.778715 1.05366

S A W  ->  Q W L 0.182605 0.065909 2.77 0.006 0.053426 0.311784

W C  ->  Q W L 0.859569 0.060527 14.2 L 0.000 0.740938 0.9782

Source: Stata (v.15.0)

On ana lys is  o f the  unstanda rd ized  es tim ates, as illus tra ted  in Tab le  5.16, all o f the 

pa ths w ere  de te rm ined  s ign ifican t, as all the  z sco res  w ere  > 1.96 (p < 0.05), the 

low est z score  o f the  paths, S A W  ^  Q W L, com puted  to 2 .77  (p < 0. 0006). It can 

the re fo re  be deduced  from  the unstanda rd ized  fa c to r load ings in the Q W L C FA  

m odel tha t the  re la tionsh ip  o f the  h ighe r o rd e r fa c to r Q ua lity  o f W ork life  w ith  all o f the 

low er o rd e r fac to rs  is s ign ificant.
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Table 5.16 illustrates the standardized factor loadings.

Table 5.16: QWL Model Standardized path estimates

Standardized Coef. Std. Err. z P>z
[95%
Conf. Interval]

JCS -> QWL 0.98 0.016608 59.19 0.000 0.95041 1.015513
CAW -> QWL 0.79 0.035365 22.4 0.000 0.722825 0.861452
GWB -> QWL 0.82 0.022228 37.05 0.000 0.780056 0.867186
HWI -> QWL 0.66 0.042127 15.6 0.000 0.574725 0.739862
SAW -> QWL 0.20 0.054421 3.64 0.000 0.091574 0.304901
WC -> QWL 0.81 0.031537 25.78 0.000 0.751092 0.874715

Source: Stata (v.15.0)

The re se a rch e r can deduce  from  the s tanda rd ized  fa c to r load ings in the Q W L C FA  

M odel, as illus tra ted  Tab le  5.16 and F igure  5.13, th a t the  h ighe r o rd e r fa c to r Q ua lity  

o f W o rk life ’s re la tionsh ip  w ith  all the  low e r o rd e r fac to rs  w as  s ign ifican t. The  

s tanda rd ized  fa c to r load ings o f the  Q ua lity  o f W ork life  life fac to rs  w e re  a lso  all 

s ign ifican t and deem ed sa tis facto ry : Job  C a re e r sa tis fac tion  (0.98, p <.0001), 

G enera l W e ll-B e ing  (0.82, p < .0001), S tress  a t W o rk  (0.20, p < .0001), H om e W o rk  

In te rface  (0.66, p < .0001), W ork ing  C ond itions  (0.81, p < .0001) and C ontro l a t W o rk  

(0.79, p <.0001).

5.4.3 Model Validation

A s p rev ious ly  m en tioned  in the R esearch  M ethodo logy chapter, to ensure  a lignm en t 

o f w h a t is m easured  is p rec ise ly  w h a t is in tended to  be m easured; the  resea rche r 

needs to pay p a rticu la r a tten tion  to  the  va lid ity  o f the  instrum ent. The resu lts  o f face  

and co ns truc t va lid ity  are d iscussed  below .

5.4.3.1 Face Validity

A s d iscussed  in the  p rev ious lite ra tu re  sections, and as described  in the  R esearch  

M e thodo logy chapter, face  va lid ity  is the  sub jec tive  con fo rm a tion  th a t the  ins trum ent 

is m easuring  w ha t it is in tended to be m easuring , and is de fined  as "the ex ten t to 

w h ich  the ind ica to r se t is sub jec tive ly  v iew ed  as cove ring  the concep t it pu rports  to 

m easure ” (Leem ans e t al., 2015:75). It is argued in the  lite ra tu re  chap te rs  both the 

SLS and Q W L sections  o f the  ins trum en t have been robustly  tested  both



234

m ethodo log ica lly  and from  a face  va lue  perspective . It is the re fo re  p laus ib le  to 

sugges t th a t the  crite ria  fo r  face  va lid ity  have a lready be ing argued to have been m et 

fo r  both the SLS  and Q W L sections  o f the  instrum ent.

5.4.3.2 Convergent Validity

C onve rgen t va lid ity  m easures  the share  o r portion o f va riance  th a t each item shares 

in a pa rticu la r factor.

Each o f the  S e rvan t Leade r facto rs , as w ell as each o f the  Q ua lity  o f W ork life  fac to rs  

w ere  tested  using th is  techn iqu e  to ensure  th a t conve rgen t va lid ity  w as ach ieved.

A s dep ic ted  earlier, the  S e rvan t Leade rsh ip  h ighe r o rd e r fa c to r cons is ts  o f e igh t 

low er o rd e r facto rs , Hum ility, A u then tic ity , E m pow erm ent, A ccoun tab ility , 

Forg iveness, S tand ing  Back, C ourage  and S tew ardsh ip .
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Table 5.17: AVE of SLS Factors

H u m i l i t y  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 1 0  < -H u m 0 .7 8 1 8 0 9 2 0 .0 1 8 5 6 7 2 0 .0 0 0

S 1 8  < -H u m 0 .8 0 1 1 4 3 4 0 .0 1 7 3 2 4 4 0 .0 0 0

S 2 5  < -H u m 0 .7 6 7 6 6 6 5 0 .0 1 9 3 7 9 4 0 .0 0 0

S 2 9  < -H u m 0 .8 4 1 4 2 5 5 0 .0 1 4 6 9 9 8 0 .0 0 0

S 3 0  < -H u m 0 .8 5 1 8 9 5 0 .0 1 4 1 0 6 9 0 .0 0 0 0 .8 0 8 7 8 8

F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 1  < -E m p 0 .8 1 0 6 5 7 4 0 .0 1 6 0 8 7 2 0 .0 0 0

S 2  < -E m p 0 .8 6 2 7 5 8 3 0 .0 1 2 5 8 1 9 0 .0 0 0

S 3  < -E m p 0 .8 8 2 2 3 8 5 0 .0 1 1 2 6 1 3 0 .0 0 0

S 4  < -E m p 0 .8 5 0 5 8 8 9 0 .0 1 3 3 2 6 6 0 .0 0 0

S 1 2  < -E m p 0 .7 1 8 3 9 3 8 0 .0 2 2 1 3 6 9 0 .0 0 0

S 2 7  < -E m p 0 .7 5 4 9 0 8 5 0 .0 1 9 7 8 3 8 0 .0 0 0 0 .8 1 3 2 5 8

S t a n d in g  B a c k  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 5  < -S t d 0 .6 5 7 7 7 5 9 0 .0 2 7 0 5 4 7 0 .0 0 0

S 1 3  < -S t d 0 .6 9 9 7 3 9 7 0 .0 2 5 2 2 5 2 0 .0 0 0

S 2 1  < -S t d 0 .7 0 5 8 5 1 5 0 .0 2 5 0 6 7 3 0 .0 0 0 0 .6 8 7 7 8 9

A c c o u n t a b i l i t y  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 6  < - A c c 0 .6 9 6 6 7 3 7 0 .0 3 2 9 5 1 4 0 .0 0 0

S 1 4  < -A c c 0 .6 5 0 8 7 1 7 0 .0 3 4 3 3 6 5 0 .0 0 0

S 2 2  < -A c c 0 .6 3 1 3 0 4 5 0 .0 3 5 0 0 0 5 0 .0 0 0 0 .6 5 9 6 1 7

F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 7  < - F o r 0 .7 2 7 0 8 7 4 0 .0 3 3 8 3 3 2 0 .0 0 0

S 1 5  < - F o r 0 .6 5 3 3 3 3 8 0 .0 3 4 9 2 3 1 0 .0 0 0

S 2 3  < - F o r 0 .6 5 0 7 2 7 2 0 .0 3 5 7 9 0 3 0 .0 0 0 0 .6 7 7 0 4 9

S t e w a r d s h ip  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 1 1  < -S t e 0 .8 2 0 9 0 2 8 0 .0 1 6 7 2 5 9 0 .0 0 0

S 1 9  < -S t e 0 .8 2 9 7 9 3 7 0 .0 1 5 8 6 4 9 0 .0 0 0

S 2 6  < -S t e 0 .7 2 7 3 0 5 7 0 .0 2 2 2 3 1 1 0 .0 0 0 0 .7 9 2 6 6 7

A u t h e n t i c i t y  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 9 < - A u t h 0 .7 6 0 2 2 7 9 0 .0 2 7 6 6 0 4 0 .0 0 0

S 1 7  < -A u t h 0 .6 1 4 3 2 4 7 0 .0 3 1 3 5 6 7 0 .0 0 0

S 2 8  < -A u t h 0 .6 0 7 6 9 3 9 0 .0 3 0 5 9 8 0 .0 0 0 0 .6 6 0 7 4 9

C o u r a g e  F a c t o r F L  S t a n d a r is e d E r r o r  E s t im a t e P > | z| A V E

S 8  < - C o u r 0 .7 2 9 0 9 6 3 0 .0 3 8 7 4 6 7 0 .0 0 0

S 1 6  < - C o u r 0 .7 0 2 2 2 6 0 .0 3 8 6 0 2 2 0 .0 0 0 0 .7 1 5 6 6 1

Source: Researchers Calculations

A nd  a lso  as dep ic ted  earlier, the  Q ua lity  o f W ork life  h ighe r o rd e r fa c to r cons is ts  of 

s ix  low er o rd e r fac to rs , G enera l W e ll Being, Job C a re e r S a tis faction , H om e W o rk  

Interface, S tress  a t W ork, C ontro l a t W o rk  and W ork ing  C ond itions.
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Table 5.18: AVE of QWL Factors

Job C a re e r S a tis fa c tio n  Facto r FL S tanda rised E rro r E stim ate P > |z | AVE

Q3 <-Jcs 0.7616056 0.0218195 0.000

Q 8 <-J cs 0.6397642 0.0286831 0.000

Q11 <-Jcs 0.6986451 0.0250444 0.000

Q 18 <-Jcs 0.6723254 0.0264153 0.000

Q 20 <-Jcs 0.642715 0.0285427 0.000 0.683011
G enera l W e ll Be ing  Factor FL S tanda rised E rro r E stim ate P > |z | AVE

Q 4 <-G w b 0.7372854 0.0238875 0.000

Q 10 <-G w b 0.5994195 0.031101 0.000

Q15 <-G w b 0.6285735 0.0306955 0.000

Q17 <-G w b 0.7187163 0.0244952 0.000

Q21 <-G w b 0.7980049 0.0199862 0.000 0.6964
Hom e W o rk  In te rfa c e  Factor FL S tanda rised E rro r E stim ate P > |z | AVE

Q5 < -H w i 0.9391332 0.0491236 0.000

Q 6 < -H w i 0.4851106 0.0399164 0.000

Q 14 <-H w i 0.7830464 0.0500079 0.000 0.735763
W o rk in g  C o n d itio n s  Factor FL S tanda rised E rro r E stim ate P > |z | AVE

Q13 <-Wcs 0.8455975 0.0316729 0.000

Q 16 <-Wcs 0.5440943 0.0343537 0.000

Q22 <-Wcs 0.7749245 0.0355777 0.000 0.721539
C o n tro l a t W o rk  Facto r FL S tanda rised E rro r E stim ate P > |z | AVE

Q12 <-Caw 0.8802757 0.0346905 0.000

Q22 <-Caw 0.5273344 0.0365806 0.000 0.703805
Stress a t W o rk  Fac to r FL S tanda rised E rro r E stim ate P > |z | AVE

Q19 <-Saw 0.6274178 0.1035648 0.000

Q 26 <-Saw 0.7817971 0.1260848 0.000 0.704607

Source: Researchers Calculations

It can the re fo re  be conc luded  tha t both the S e rvan t Leade rsh ip  and Q ua lity  o f 

m ode ls  m eet conve rgen t va lid ity  requ irem ents, s ince in all cases, as illus tra ted  in 

Tab le  5.17 and Tab le  5.18, the  average  va riance  ex trac ted  is g rea te r than  0.5 

(Fornell and Larcker, 1981).

5.4.3.3 Discriminant Validity

The use o f the  m u ltiva ria te  techn ique  o f con firm a to ry  fa c to r ana lys is  has been used 

in m any s tud ies  to es tab lish  d isc rim inan t va lid ity . Th is  s tudy used both con firm a to ry  

fa c to r ana lys is , as w e ll as H a ir e t a l. ’s  (2006) techn ique , to perform  d isc rim inan t 

va lid ity. D iscrim inan t va lid ity  is the  te s t to w h e th e r fac to rs  w h ich  are supposed  to be 

unre la ted  and indepe nden t are in fa c t show n to be so. In o th e r w ords, S ervan t 

Leade rsh ip  and Q ua lity  o f W o rk life  w h ich  have e igh t and s ix  fac to rs  be tw een them , 

ca lcu la tions  o f d isc rim inan t va lid ity  aim  to show  th a t each o f these  fac to rs  are 

indepe nden t from  one another.

H a ir e t al. (2006: 778) pos it tha t to  de te rm ine  d isc rim inan t va lid ity , it needs to be 

ev iden t tha t "the  va riance  extracted  es tim a tes  shou ld  be g re a te r than  the  squared  

co rre la tion  es tim a te ” . U sing the average  va riance  ex trac tion  m ethod (Forne ll and
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Larcker, 1981), to  illus tra te  tha t d isc rim inan t va lid ity  has been ach ieved  m eans tha t 

the  A V E  es tim a tes  fo r  any tw o  o f the  fac to rs  have to  be g rea te r than  the squared  

co rre la tion  be tw een any tw o  o f the  second  o rd e r facto rs . The d isc rim inan t va lid ity  fo r  

both SLS and Q W L are now  d iscussed

Tab le  5 .19  be low  illus tra tes  the squared  co rre la tion  estim ates.

Table 5.19: Squared correlation estimates and AVE
SLS Ave Empowerment Standing Back Accountability Forgiveness Courage Authenticity Humility Stewardship
Empowerment 0.81 1
Standing Back 0.69 0.61 1
Accountability 0.66 0.29 0.24 1
Forgiveness 0.68 0.15 0.14 0.01 1
Courage 0.72 0.22 0.16 0.05 0.01 1
Authenticity 0.66 0.43 0.37 0.19 0.04 0.25 1
Humility 0.81 0.60 0.54 0.19 0.18 0.21 0.50 1
Stewardship 0.79 0.70 0.58 0.27 0.18 0.20 0.49 0.85 1
QWL Ave JCS CAW GWB HWI SAW WCS
Job Career Satisfaction 0.68 1
Control at Work 0.704 0.466 1
General Well Being 0.70 0.44 0.27 1
Home Work Interface 0.74 0.25 0.21 0.19 1
Stress at Work 0.70 0.02 0.02 0.04 0.02 1
Working Conditions 0.72 0.39 0.24 0.31 0.32 0.01 1

Source: Researchers Calculations

Using H a ir e t a l. ’s  (2006) m ethod o f de te rm in ing  d isc rim inan t va lid ity  betw een 

E m pow erm en t and S tand ing  Back, the  average  va riance  ex trac ted  o f E m pow erm ent, 

as illus tra ted  in Tab le  5.19 ca lcu la tes  to  0.81, the  average  va riance  extracted  is 

the re fo re  g rea te r than  the squared  co rre la tion  m atrix  va lue  be tw een the tw o 

constructs , E m pow erm en t and S tand ing  Back, w h ich  is 0.61, see Tab le  5.19. Th is 

con firm s the d isc rim inan t va lid ity  be tw een them . It is to be noted in Tab le  5.19, tha t 

in fa c t all o f the  average  va riance  extracted  ca lcu la ted , w ere  g re a te r than the 

squared  co rre la tion  m atrix  va lue  be tw een any tw o cons truc ts  in the squared  

co rre la tion  m atrix. The resea rche r can the re fo re  repo rt tha t the re  is adequa te  

d isc rim inan t va lid ity  be tw een facto rs .

A fte r va lid ity  has been confirm ed, the resea rche r m oved on to m easuring  w h e th e r 

S e rvan t Leade rsh ip  can be cons ide red  as a causa l va riab le  to Q ua lity  o f W ork life  

and w h e th e r T rus t m ed ia tes  tha t re la tionsh ip . A  S truc tu ra l Equation  M odelling  

ana lys is  p rocess w as  used to de te rm ine  causa lity , w h ich  w as  then  fo llow ed  by 

m ed ia tion  ana lys is .
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5.4.4 Structural Equation Modelling
A s  described  in the  R esearch  M e thodo logy chapter, K line, (2016) a rgues th a t the  

p rocess o f S tructu ra l E quation  M ode lling  inc ludes the  p rocess o f spec ify ing  the  

m odel, eva lua ting  m odel iden tifica tion , screen ing  the  data, m odel estim a tion  and 

eva lua ting  the  m ode l fit, and then  e ith e r re -spec ify ing , m od ify ing  o r reporting  the  

m odel results.

Using th is  m ethodo logy, the  ana lys is  th a t fo llow s a ttem pted  to assess  w h e th e r the re  

is a causa l path betw een S e rvan t Leadersh ip , T rus t and Q ua lity  o f W o rk life  in a 

cus tom er se rv ice  context. T h is  w as tested  using S tructu ra l E quation  M ode lling  

m ethodo logy.

5.4.4.1 Model Specification and Identification:

5.4.4.1.1 Model Specification

A t a ve ry  high level, the  schem atic  hypo thes ised  m odel fo r th is  research  is illus tra ted  

below . F igure  5.14 show s in a path d iag ram  fo rm at, the  suggested  causa l 

re la tionsh ip  be tw een the  va riab les  S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life  

in a cus tom er se rv ice  context.

F igure  5.14: M odel S pec ifica tion  Path D iagram

Source: Authors Central Hypothesis
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The key theo re tica l fra m e w o rk  fo r  th is  hypo thes ised  causa l re la tionsh ip  w as 

deve loped  in C hap te rs  Tw o and T hree  o f th is  thesis. In the con tex t o f th is  research, 

m odel spec ifica tion , the  exogenous variab le , S e rvan t Leadersh ip , has a s ign ifican t 

causa l re la tionsh ip  w ith  Q ua lity  o f W ork life , both h ighe r o rd e r va ra iab les  w h ich  w ere  

va lida ted  in the p rev ious section  o f th is  chapter; and th a t T rus t p lays a m ed ia ting  role 

be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  pos itive ly  a ffecting  O vera ll 

Q ua lity  o f W ork life .

5.4.4.1.2 Model Identification
The resea rche r used the sam e m ethodo logy used to  ca lcu la te  w h e th e r the m odel is 

iden tified  as w ha t w as  exp la ined  e a rlie r in th is  chapter. A cco rd ing  to th is  crite rion , 

the  m odel is c lass ified  as o ve r iden tified  due to the re  be ing 1830 d is tinc t n um be r of 

sam p le  m om ents  (60 (61)/2 ) and 115 pa ram ete rs  to  be estim ated, the reby  leaving 

1715 degrees o f freedom .

5.4.4.2 Data Screening
A s in m ost s ta tis tica l ana lyses p rocedures, the  adequacy  o f sam ple  s ize  fo r 

S tructu ra l E quation  M ode lling  is o f s ign ifican t im portance . A s  p rev ious ly  s ta ted in 

C on firm a to ry  F a c to r A na lys is , sam p le  s ize  p lays an ex trem e ly  im portan t role in the 

de te rm ina tion  o f w h e th e r the sam p le  data  tha t the  resea rche r is w ork ing  w ith  is 

su ffic ien tly  s ized in o rd e r to  conduc t S truc tu ra l Equation  M odelling . Both G a rve r and 

M entze r’s (1999) and W eston  and G ore  (2006) pos it th a t any sam p le  o ve r 200  is 

su ffic ien t to  conduc t S tructu ra l Equation  M odelling . H ow ever, the re  are severa l "ru les 

o f thum b” portrayed in the  lite ra tu re  fo r  de te rm in ing  the m in im um  sam ple  s ize fo r  

SEM . B en tle r and C hou (1987) sugges t a sam p le  s ize  tha t is five  tim es the num ber 

o f variab les. T h is  is co rrobo ra ted  by F u rr (2011), reporting  adequa te  sam p le  s izes 

tha t are ca lcu la ted  th rough  the  ra tios o f responden ts  and num be r o f item s/variab les; 

ra tios  o f five  responden ts -to -one  va riab le  to tw en ty  responde n ts -to -one  va riab le  are 

suggested.

Using these  ind ica to rs  as a guide, the  sam p le  s ize fo r  S truc tu ra l Equation  M odelling  

fo r  th is  research  is deem ed adequa te  in th a t the  responden ts  to ta lled  555 and the 

fina l se t o f data  used con ta ined  52 item s.
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Due to a se tting  on the  e lec tron ic  questionna ire , w h ich  om itted  responden ts  from  

subm itting  th e ir ques tionna ires  w ith o u t every  item  being answ ered , the re  w as  no 

m iss ing data  fo r  the  resea rche r to con tend  w ith.

The resea rche r m ust a lso  te s t fo r  no rm a lity  o f the  da ta  p rio r to conducting  S tructu ra l 

Equation  M odelling , as data  tha t is non -no rm a lly  d is tribu ted  cou ld  supp ly  inco rrec t 

m odel f it  and in te rp re ta tion  resu lts  (W eston  and G ore, 2006). K line (2011) exp la ins  

tha t in o rd e r to  te s t fo r  norm ality , the  re ade r needs to investiga te  the  skew ness  and 

ku rtos is  o f the  sam p le  data.

Table 5.20: Kurtosis and Skewness SLS
SLS Em pow erm ent Standing Back A ccountability Forgiveness Courage Authenticity Hum ility Stew ardship
K u rto s is -0.403103252 -0 .376608074 1.414784558 -0 .604956837 -0.710357379 0.174286882 -0 .28027688 0.069480127

S k e w n e s s -0.693371054 -0.48614246 -1.150635801 -0.338711403 -0.206311289 -0.456636002 -0.519642795 -0.729373338

Source: Excel v 2010

Table 5.21: Kurtosis and Skewness QWL
Q W L JC S C A W GW B HW I S A W W CS

Ku rto sis -0.15321322 -0.536892649 -0.212356647 -0.222799122 -0.667176158 0.228375792
S k e w n e ss -0.632672021 -0.333258215 -0.471835706 -0.668516228 0.162421935 -0.787851993

Source: Excel v 2010

A  S kew ness  ind ica to r g rea te r than  th ree  w ill ind ica te  conce rns  abou t no rm a lity  (i.e. 

tha t the  sam p le  data  is not no rm a lly  d is tribu ted ) (C hou and Bentler, 1995 c ited  in  

W eston  and G ore, 2006 :735). A s  illus tra ted  in Tab les  5 .20  and 5.21 a lthough 

som ew ha t nega tive ly  skew ed, all va riab les  had a skew ness  ind ic to r o f less than 

three. A cco rd ing  to K line (2011), kurtos is  ind ica to rs  shou ld  not read g re a te r than  10. 

Tab les  5 .20  and 5.21 ind ica te  tha t the  kurtos is  th resho lds  w ere  a lso  m et (K line, 

2011), w h ich  leads to  the conc lus ion  th a t the  sam ple  popu la tion  is norm a lly  

d istribu ted .
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5.4.4.3 Model Estimation and Fit

Kline (2016) exp la ins  th a t the  es tim a tion  s tep  invo lves the trans fe rence  o f data  to the 

S tructu ra l Equation  M ode lling  so ftw are  to de te rm ine  w h e th e r the  m odel conve rges 

and fits  the  data  set. Th is  resea rche r used S ta ta  (v15 .0 ) to conduc t the  ana lys is . The 

s tructu ra l m odel converged  a fte r 17 ite ra tions, and the in itia l m odel p roduced a fa iry  

good fitting  m odel (c2/d f = 2.32; CFI = 0.897; R M S E A  = 0.049; R M SR  = 0.054). 

H ow ever, a fte r an investiga tion  o f the  m od ifica tion  ind ices, it w a s  found  tha t the 

m od ifica tion  p a ram e te r ind ices fo r  the  fac to rs  A u then tic ity  and H um ility  com puted  to 

39.360. A u th e n tic  leaders  are leaders tha t are perce ived  by others, as having high 

m ora ls  and va lues and are con fiden tly  aw are  o f th e ir a ttribu tes  (Avolio, G ardner, 

W a lum bw a, and May, 2004). T hey do not m ould th e ir persona lities , va lues o r m ora ls  

to f it  d iffe ring  con tex ts  (Van D ie rendonck and D ijkstra , 2012). On the o th e r hand, 

hum ble  leaders are cha rac te rised  as leaders  w ho  know  th e ir capab ilities , and 

understand  w h a t they  excel at, and w h a t they  need help w ith  (Van D ie rendonck and 

D ijkstra, 2012). T he re fo re  it can be a rgued  tha t having a hum b le  d e m eano u r could 

be cons ide red  as not to  d iss im ila r to d isp lay ing  leadersh ip  behav io u r tha t is deem ed 

to be authen tic , and the re fo re  be co -co rre la ted  in th is  context. A  new  m odel w as  then 

run tha t inc luded th is  co -co rre la tion . F igure 5 .15  show s the s tanda rd ized  resu lts  o f 

the  s tructu ra l m odel. The SEM  m odel p roduced the fo llow ing  fit indices: The 

s ign ifican t C h i-squared  s ta tis tic  o f the  SEM  m odel still suggested  conce rns  o f a 

flaw ed  m odel (C h i-squa re  = 2866.802, d f = 1249 p  < 0 .0001), how ever, the  SEM  

m odel p roduced a %2/d f resu lt o f 2.29, ve ry  m uch w ith in  the  accep ted  th resho ld . The 

SEM  m odel p roduced a R M S E A  of 0.048, dep ic ting  an exce llen t fit (Hu and Bentler, 

1999) and the  m ode l’s CFI index recorded a 0 .9  result, w h ich  is deem ed accep tab le  

(Bollen, 1989; Hu and Bentler, 1999). T he  S tanda rd ized  R oot M ean S quared  

R esidua l w as  com puted  to  be 0.054, ind ica ting  an exce llen t f it  (Hu and Bentler, 

1999; K line 2016).

The m odel w as  deem ed by the  re se a rch e r to  have an accep tab le  f it fo r  the  data  set.
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F igure  5.15: S L_T R U S T _Q W L SEM  M odel

Source: Stata V 15.0

The next section  tes ts  the  hypo theses th a t w e re  item ised  e a rlie r in th is  chapter. On 

ana lys is  o f the  unstandard ized  estim a tes, all o f the  pa ths w e re  de te rm ined  

s ign ifican t, as all w e re  > 1.96 (p < 0.05), the  low est z sco re  o f the  paths, S A W  ^  

Q W L, com puted  to  2 .5  (p < 0.05).
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The s tanda rd ized  pa ths illus tra te  to the  re se a rch e r w h ich  o f the  paths m ake the 

g rea tes t im pact (W eston  and G ore, 2006). Tab le  5.22 illus tra tes  the hypo thes ised  

s tanda rd ized  paths o f the  SEM  Model.

Table 5.22: Path Estimates of the SEM Model

C o e f. S td .  Err. z P > z

[9 5 %

C o n f. In t e r v a l]

E m p  < -  S L 0 .9 2 5 4 3 1 0 .0 1 0 3 0 9 8 9 .7 7 0 .0 0 0 0 .9 0 5 2 2 7 0 .9 4 5 6 3 6

S tn  < -S L 0 .9 7 4 5 5 3 0 .0 1 6 6 1 7 5 8 .6 5 0 .0 0 0 0 .9 4 1 9 8 4 1 .0 0 7 1 2 2

A c c  < -  S L 0 .6 6 4 6 4 8 0 .0 3 4 7 8 9 1 9 .1 1 0 .0 0 0 0 .5 9 6 4 6 4 0 .7 3 2 8 3 2

F o r < - S L 0 .5 0 8 9 1 7 0 .0 4 1 1 5 7 1 2 .3 7 0 .0 0 0 0 .4 2 8 2 5 1 0 .5 8 9 5 8 4

C o u r  < -  S L 0 .5 8 9 0 0 1 0 .0 3 9 9 8 5 1 4 .7 3 0 .0 0 0 0 .5 1 0 6 3 2 0 .6 6 7 3 7

A u t h  < - S L 0 .9 1 1 3 1 8 0 .0 2 2 3 2 6 4 0 .8 2 0 .0 0 0 0 .8 6 7 5 6 0 .9 5 5 0 7 6

H u m  < -  S L 0 .9 0 6 5 2 1 0 .0 1 2 2 2 4 7 4 .1 6 0 .0 0 0 0 .8 8 2 5 6 2 0 .9 3 0 4 7 9

S t e  < -  S L 0 .9 8 5 1 2 8 0 .0 0 9 9 8 2 9 8 .6 9 0 .0 0 0 0 .9 6 5 5 6 3 1 .0 0 4 6 9 2

J C S  < -  Q W L 0 .9 9 4 0 2 8 0 .0 1 4 1 2 4 7 0 .3 8 0 .0 0 0 0 .9 6 6 3 4 6 1 .0 2 1 7 0 9

C A W  < -  Q W L 0 .8 0 0 2 4 6 0 .0 3 3 9 6 3 2 3 .5 6 0 .0 0 0 0 .7 3 3 6 7 9 0 .8 6 6 8 1 3

G W B  < -  Q W L 0 .8 2 8 5 2 5 0 .0 2 1 0 4 5 3 9 .3 7 0 .0 0 0 0 .7 8 7 2 7 7 0 .8 6 9 7 7 3

H W I < -  Q W L 0 .6 4 3 1 3 6 0 .0 4 1 8 1 5 1 5 .3 8 0 .0 0 0 0 .5 6 1 1 8 0 .7 2 5 0 9 2

S A W  < - Q W L 0 .1 8 7 6 8 3 0 .0 5 4 4 6 1 3 .4 5 0 .0 0 1 0 .0 8 0 9 4 1 0 .2 9 4 4 2 5

W C  < -  Q W L 0 .7 9 8 6 9 1 0 .0 3 0 9 3 5 2 5 .8 2 0 .0 0 0 0 .7 3 8 0 6 0 .8 5 9 3 2 2

SL ->  Q W L 0.568954 0.048666 11.69 0.000 0.47357 0.664338

SL ->  Trust 0.6909 0.026427 26.14 0.000 0.639104 0.742695

Trust -> Q W L 0.17751 0.053105 3.34 0.001 0.073426 0.281595

Source: Stata V 15.0

It can the re fo re  be conc luded  th a t due to  the  path coe ffic ien ts  o f the  hypo thes ised  

m odel be ing s ta tis tica lly  s ign ifican t, and the goodness  o f f it  ind ices fa lling  w ith in  

accep tab le  th resho ld  va lues, th a t th is  SEM  m odel m ay the re fo re  be c lass ified  as a 

sa tis fac to ry  m odel fo r  th is  data  set.
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5.4.4.3.1 Possible Alternate models

A fte r a good fitting  m odel w as identified , poss ib le  a lte rna tive  m ode ls  w ere  

investiga ted . The fo llow ing  m ode ls  w e re  tested:

1. A s  hypothes ised , a s tructu ra l m odel in w h ich  S e rvan t Leadersh ip  had a d irec t 

e ffec t on Q ua lity  o f W ork life , and an ind irec t e ffec t on Q ua lity  o f W ork life  via 

T rus t (pa rtia lly  m ed ia ted  m odel),

2. A  structu ra l m odel in w h ich  S e rvan t Leade rsh ip  had a d irec t e ffec t on on ly  

Q ua lity  o f W ork life , w ith  the T rus t va riab le  om itted.

3. A  structu ra l m odel in w h ich  S e rvan t Leade rsh ip  had a d irec t e ffec t on Q ua lity  

o f W ork life  v ia  T rus t (fu lly  m ed ia ted  m odel).

Tab le  5 .23  illus tra tes  va rious  m odel op tions  and the re  co rrespond ing  fit indices: 

Table 5.23: Results of Model Comparisons

M o d e l c2/df R M S E A C FI S R M R

1 P a r t ia l ly  M e d ia t e d  m o d e l (a s  H y p o t h e s is e d ) 2 .29 0 .0 4 8 0 .9 0 .0 5 4

2 S L  to  Q W L 2 .3 7 0 .0 5 0 .8 9 7 0 .0 5 5

3 D ire c t  s t r a ig h t  lin e  p a th  f ro m  S L  t o  T r u s t  to  Q W L  ( F u l ly  M e d ia t e d  M o d e l) 2 .3 8 0 .0 5 0 .8 9 3 0 .0 8

Source: Stata V 15.0

The resu lts  o f the  tes ts  o f the  d iffe ren t m ode ls  ind ica te  tha t the  hypo thes ised  m odel, 

the  pa rtia lly  m ed ia ted  m odel, w ith  one m ed ia to r va riab le  (T rust) betw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W ork life , and a d irec t path from  S e rvan t Leadersh ip  to 

Q ua lity  o f W ork life  revea led  an accep tab le  f it to the  data  (%2/d f = 2.29, R M S E A  = 

0.048, CFI = 0.9, SR M R  = 0.054). The  s tandard ized  d irec t e ffec t be tw een S ervan t 

Leade rsh ip  and Q ua lity  o f W ork life  (p = 0.57, p < 0 .001) and be tw een S e rvan t 

Leade rsh ip  and T rus t (p = 0.69, p < 0 .001) w as s ign ifican t. The  re la tionsh ip  betw een 

T rus t and Q ua lity  o f W ork life  w as a lso  s ign ifican t (p = 0.18, p < 0.001).

By eva lua ting  the fit ind ices o f all o f the  m ode ls  tested, the  pa rtia lly  m ed ia ted  m odel 

c lea rly  pe rfo rm s best, as its f it  ind ices are all su p e rio r to  those  o f any o f the  a lte rna te  

m odels. The  find ings  and resu lts  o f the  pa rtia lly  m ed ia ted  m odel sugges t and 

suppo rt the  hypo thes is  th a t the re  is pos itive  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W o rk life  and Trust.
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5.4.4.4 Principle Hypothesis Servant Leadership and Quality of Worklife
W h a t fo llow s  is the  tes ting  o f the  princ ip le  hypotheses, as described  e a rlie r in the 

chapters , w h ich  re la te  to  S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life , and th e ir  

re la tionsh ip  w ith  each other. Th is p rinc ip le  hypo thes is  is th a t the re  is a re la tionsh ip  

be tw een S e rvan t leadersh ip , T rus t and Q ua lity  o f W ork life  in cus tom er se rv ice  

context. The  resu lts  o f the  S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life  partia lly  

m edia ted m odel, illus tra ted  tha t the  h ighe r o rd e r fa c to r o f S e rvan t Leadersh ip  

show ed a s ign ifican t re la tionsh ip  w ith  the  h ighe r o rd e r fa c to r o f Q ua lity  o f W o rk life  (p 

0.57, p < 0.001); and tha t S e rvan t Leade rsh ip  has a s ign ifican t re la tionsh ip  w ith  

T rus t (p 0.69, p < 0.001). T rus t in tu rn  has a s ign ifican t re la tionsh ip  w ith  Q ua lity  of 

W ork life  (p 0.18, p < 0.001). A  sum m ary  o f the  hypo theses resu lts  are described  as 

fo llow s:

Hypothesis 1:

Null H ypo thes is  (H 1 ): The re  is no s ta tis tica lly  s ign ifican t causa l re la tionsh ip  betw een 

S e rvan t Leade rsh ip  beh a v io u r and Q ua lity  o f W o rk life  in the  fron tline  cus tom er 

serv ice  context.

A lte rna tive  H ypo thes is  (H 1 ): S e rvan t leade rsh ip  behav io u r has a s ta tis tica lly  

s ign ifican t causa l re la tionsh ip  w ith  Q ua lity  o f W o rk life  in the  fron tline  cus tom er 

serv ice  context.

Result:

R e ject the  null hypo thes is  and conc lude  th a t the re  is s ta tis tica lly  s ign ifican t causa l 

re la tionsh ip  betw een S e rvan t leadersh ip  and Q ua lity  o f W ork life  in the  fron tline  

cu s to m e r se rv ice  context.

Hypothesis 2

Null H ypo thes is  (H 2 ): The re  is no s ta tis tica lly  s ign ifican t causa l re la tionsh ip  betw een 

S e rvan t Leade rsh ip  behav io u r and T rus t in the  fron tline  cu s to m e r se rv ice  context. 

A lte rna tive  H ypo thes is  (H 2 ): S e rvan t leadersh ip  behav io u r has a s ign ifican t and 

pos itive  causa l re la tionsh ip  w ith  T rus t in the  fron tline  cu s to m e r se rv ice  context.

Result:
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R eject the  null hypo thes is  and conc lude  th a t the re  is s ta tis tica lly  s ign ifican t causa l 

re la tionsh ip  be tw een S e rvan t leadersh ip  and T rus t in the  fron tline  cu s to m e r serv ice  

context.

Hypothesis 3

Null H ypo thes is  (H 3 ): The re  is no s ta tis tica lly  s ign ifican t causa l re la tionsh ip  betw een 

T rus t and Q ua lity  o f W ork life  in the fron tline  cu s to m e r se rv ice  context.

A lte rna tive  H ypo thes is  (H 3 ): T rus t has a s ign ifican t and pos itive  causa l re la tionsh ip  

w ith  Q ua lity  o f W ork life  in the fron tline  cu s to m e r serv ice  context.

Result:

R e ject the  null hypo thes is  and conc lude  th a t the re  is s ta tis tica lly  s ign ifican t causa l 

re la tionsh ip  be tw een T rus t and Q ua lity  o f W ork life  in the fron tline  cu s to m e r se rv ice  

context.

5.4.5 Mediation
Baron and K enny (1986) in itia lly  p roposed a th ree  s tep p rocess to  asce rta in ing  the 

m ed ia tion  o f variab les. Th is  p rocess inc luded tes ting  tha t p red ic to r va riab le  w as 

s ign ifican tly  re la ted to the m ed ia ting  variab le ; then  testing  w h e th e r the  m edia ting  

va riab le  w as  s ign ifican tly  re la ted  to ou tcom e variab le , and las tly  w h e th e r the 

re la tionsh ip  o f the  pred ic ting  va riab le  to the  ou tcom e va riab le  d im in ished  w hen  a 

m ed ia ting  va riab le  w a s  added to the m odel. To ascerta in  w h e th e r the  fu ll o r partia l 

m ed ia tion  exists, they  suggested  a s im ila r fo u r s tep process. The  fo u r s teps are 

sum m arised  as fo llow s:

1) P rove tha t the  p red ic to r va riab le  has a s ta tis tica lly  s ign ifican t re la tionsh ip  w ith  

the ou tcom e va riab le  (as illus tra ted  in F igure  5 .16 pa th  c);

2) P rove tha t the  p red ic to r has a s ta tis tica lly  s ig n ifica n t re la tionsh ip  w ith  the 

m ed ia to r (as illus tra ted  in F igure 5 .16  pa th  a);

3) P rove th a t the  m e d ia to r has a s ta tis tica lly  s ig n ifica n t re la tionsh ip  w ith  the 

ou tcom e va riab le  (as illus tra ted  in F igure 5.16 pa th  b);

4) P rove tha t the  p red ic to r va riab le  no longe r has any e ffec t on the ou tcom e 

va riab le  w hen  the m e d ia to r has been contro lled .
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Figure 5.16: M ed ia tion  A na lys is

Source: A u tho rs  H ypothes is

5.4.5.1 Mediation Analysis
A s  m entioned above, the  firs t s tep  o f m ed ia tion  ana lys is  in the  research  w ou ld  be to  

es tab lish ing  w h e th e r S e rvan t Leadersh ip , has a s ta tis tica lly  s ign ifican t re la tionsh ip  to  

Q ua lity  o f W ork life , as represen ted  in F igure  5.17. Th is  s tep  w ill ascerta in  w h e th e r 

the re  is a s ign ifican t re la tionsh ip  to  be m edia ted.

F igure  5.17: S tep  1 o f M ed ia tion  A na lys is

A  s truc tu ra l equa tion  m odel tes ting  the  re la tionsh ip  on ly  be tw een S e rvan t Leade rsh ip  

and Q ua lity  o f W o rk life  w ithou t the  m edia tor, p a th  c, w as tes ted . T he  results, as 

illus tra ted  in T ab le  5.24, show  tha t a s ign ifican t pos itive  re la tionsh ip  ex is ts  betw een 

S e rvan t Leade rsh ip  and Q ua lity  o f W o rk life  (0.69, p < .0001), con firm ing  th a t the re  is 

a re la tionsh ip  to  be m edia ted.
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Table 5.24: Mediation Step 1: SL_QWL Structural Model

Coef. Std. Err. z P>z
[95%
Conf. Interval]

SL --> QWL 0.690741 0.026494 26.07 0.0000 0.638813 0.7426691

Source: S ta ta  V 15 .0

N e x t, an o th e r s truc tu ra l equa tion  m ode l as  te s te d , th is  tim e  the  re la tionsh ip  be tw een 

S e rvan t Leade rsh ip  and the m ed ia to r T rus t only, pa th  a, w as  tested. The resu lts  o f 

th is  m odel, Tab le  5.25, show  tha t a s ign ifican t pos itive  re la tionsh ip  ex is ts  betw een 

S e rvan t Leade rsh ip  and T rus t (0.69, p < .0001), con firm ing  s tep tw o  o f Baron and 

K enny ’s (1986) process, w h ich  is th a t the  p re d ic to r has a s ta tis tica lly  s ign ifican t 

re la tionsh ip  w ith  the m ediator.

Tab le  5.25: M ed ia tion  S tep  2: S L_T rus t S tructu ra l M odel

Coef. Std. Err. z P>z Conf. Interval]

SL --> Trust 0.690778 0.026442 26.12

^ ------------

0.000 0.638953 0.742603

Source: S ta ta  V 15 .0

P ath  b w as  then tested  w ith  the  aid o f an o th e r s tructu ra l equa tion  m odel, th is  tim e 

tes ting  w h e th e r T rus t to Q ua lity  o f W ork life  w as  a s ign ifican t path in the  m odel. The  

resu lts  o f th is  m odel show  th a t a s ign ifican t pos itive  re la tionsh ip  ex is ts  be tw een T rus t 

and Q ua lity  o f W ork life  (0.56, p < .0001), as illus tra ted  in Tab le  5 .26  con firm ing  step 

th ree  o f Baron and K enny’s (1986) process, w h ich  is th a t tha t the  m ed ia to r has a 

s ta tis tica lly  s ign ifican t re la tionsh ip  w ith  the ou tcom e variab le .
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Table 5.26: Mediation Step 3: Trust_QWL Structural Model

Coef. Std. Err. z P>z Conf. Interval]
Trust --> QWL 0.564685 0.034203 16.51 0.000 0.497648 0.631722

Source: Stata V15.0

G iven tha t the  th ree  in itia l s teps  o f Baron and K enny’s (1986) p rocess proved 

positive, the  re se a rch e r then  p roceeded  to de te rm ine  w h e th e r the  re la tionsh ip  of 

S e rvan t Leade rsh ip  to  Q ua lity  o f W ork life  d im in ished  w hen  the  T rus t va riab le  w as 

added to the m odel. The  structu ra l m ode ls  p rev ious ly  tested , as illus tra ted  in Tab le  

5.27, show  th a t pa th  c ’s  va lue  (0.69, p < .0001) d im in ished  w hen  the T rus t va riab le  

w as  added to the m odel (0.57, p < .0001), con firm ing  th a t T rust, to som e extent, 

m ed ia tes  the  re la tionsh ip  be tw een S e rvan t Leade rsh ip  to Q ua lity  o f W ork life .

Table 5.27: Results of Model Comparisons

M o d e l

R e la t io n s h ip  b e w te e n  

S L  an d  Q W L C o e f. S td . Err. z P> z

[9 5 %

C o n f. In t e r v a l]

M o d e l e x c lu d in g  t h e  m e d ia t io r  v a r ia b le S L  - - >  Q W L 0 .6 9 0 7 4 1 0 .0 2 6 4 9 4 2 6 .0 7 0 .0 0 0 0 0 .6 3 8 8 1 3 0 .7 4 2 6 6 9

M o d e l in clu d in g  th e  m e d ia t io r  v a r ia b le S L  - - >  Q W L 0 .5 6 8 9 5 4 0 .0 4 8 6 6 6 11.69 0 .0 0 0 0 .4 7 3 5 7 0 .6 6 4 3 3 8

Source: Stata V 15.0

S tep  fo u r o f the  Baron and K enny (1986) m odel, as illus tra ted  in F igure  5.18, 

p roposes th a t som e form  o f m ed ia tion  is suppo rted  if the  e ffec t o f pa th  b  rem ains 

s ign ifican t a fte r con tro lling  fo r  S e rvan t Leadersh ip . If pa th  c ’ is no longe r s ign ifican t 

w hen  T rus t is con tro lled , the  find ing  suppo rts  fu ll m edia tion , how eve r if pa th  c ’ is still 

s ign ificant, the  find ing  suppo rts  partia l m edia tion . T he  resu lts  o f the  structu ra l m odel 

illustra ted  be low  show  tha t the  re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  

o f W ork life  and the re la tionsh ip  be tw een T rus t and Q ua lity  o f W ork life  are both 

s ign ificant, the reby  con firm ing  partia l m edia tion .
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F igure  5.18: M ed ia tion  S tep  4: S L_T rus t_Q W L S truc tu ra l M odel

Source: S ta ta  V 15 .0  (* deno tes  s ig n ifica n t paths)

From  the  ev idence  p resented  above, the  resea rche r is now  ab le  to  p resen t the  

resu lts  o f H ypo thes is  4.

Hypothesis 4

Null H ypo thes is  (H 4 0) : T rus t does not m ed ia te  the  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W o rk life  in the  fron tline  cus tom er se rv ice  context. 

A lte rna tive  H ypo thes is  (H4a): T ru s t is a s ta tis tica lly  s ign ifican t m ed ia to r o f the  

re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  in the  fron tline  

cus tom er se rv ice  context.

Result:

R e ject the  null hypo thes is  and conc lude  th a t T rus t p lays a s ta tis tica lly  s ign ifican t 

pa rtia lly  m ed ia ting  re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  

in the  fron tline  cus tom er se rv ice  context.
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5.5 Descriptive Statistics

B elow  is a sum m ary  o f the  descrip tive  s ta tis tics  o f the  am ended SLS  and Q W L 

ins trum en ts  as w e ll as the T rus t scale.

5.5.1 Servant Leadership

Th is  section  describes  the cu rren t level o f S e rvan t Leadersh ip  experienced  by the 

C on tac t C en tre  agen ts  fo r  the  to ta l sam p le  on each SLS, Q W L and T rus t facto rs . For 

S e rvan t Leadersh ip , Tab le  5.28 ind ica tes  a m ean o f 5 .10 fo r E m pow erm ent, 4 .88  fo r 

S tand ing  Back, 5 .79 fo r  A ccoun tab ility , 4 .75  fo r Forg iveness, 4 .18  fo r C ourage, 4 .77 

fo r  A u then tic ity , 4 .73  fo r  H um ility  and 5 .03  fo r S tew ardsh ip . The  m ean o f the 

com b ined  am ended  SLS  fac to rs  is 4 .9  fo r  the  to ta l sam p le  (n = 555).

The standard  dev ia tion  is re la tive ly  low  fo r  the  to ta l SLS sam p le  as w ell as the 

separa te  SLS  fac to rs , rang ing  be tw een 1.07 fo r A ccoun tab ility  to 1.62 fo r the 

C ourage  facto r. Th is  im p lies tha t the re  are re la tive ly  un ifo rm  responses, ind ica ting  

tha t the re  are re la tive ly  sm all va riances  from  the m ean (Johnson  and W ichern , 

1998).

5.5.2 Quality of Work-life
The level o f Q ua lity  o f W ork life  (Q W L) experienced  by the C on tac t C en tre  agen ts  fo r 

the to ta l sam p le  on each Q ua lity  o f W ork life  facto r. Tab le  5.28 ind ica tes  a m ean of 

4 .99  fo r  Job  C a re e r S a tis faction , 4 .15  fo r  C ontro l a t W ork, 4 .66  fo r  G enera l W ell 

Being, 4.71 fo r H om e-W ork  In terface, 3 .69  fo r  S tress  a t W ork, and 5.16 fo r W ork ing  

C ond itions. The  m ean o f the  com b ined  Q W L fac to rs  is 4 .56  fo r the  to ta l sam ple  (n = 

555).

The standard  dev ia tion  is re la tive ly  low  fo r  the  to ta l Q ua lity  o f W ork-life  sam ple , as 

well as the Q ua lity  o f W ork-life  fac to rs  rang ing  be tw een  1.28 fo r W ork ing  C ond itions  

to 1.62 fo r  the  C ontro l a t W o rk  Factor. A s  w ith  the SLS, th is  im p lies  tha t the re  are 

re la tive ly  un ifo rm  responses, ind ica ting  tha t the re  are re la tive ly  sm all va riances  from  

the m ean (Johnson  and W ichern , 1998).
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5.5.3 Trust

The level o f T rus t expe rienced  by the  C on tac t C en tre  agen ts  fo r  the  tota l, as 

illus tra ted  in Tab le  5 .28  ind ica tes  a m ean o f 5 .04 and a s tandard  dev ia tion  o f 1.59 fo r 

the  to ta l sam p le  (n = 555).

Table 5.28: Descriptive Statistics

Servant Leadership Mean Std. Dev Min Max

Empowerment 5.10 1.551 1 7
StandingBack 4.88 1.479 1 7

Accountability 5.79 1.065 1 7
Forgiveness 4.75 1.511 1 7
Courage 4.18 1.619 1 7
Authenticity 4.77 1.350 1 7
Humility 4.73 1.445 1 7
Stewardship 5.03 1.360 1 7
Servant Leadership 4.90 1.083 1 7
QWL Mean Std. Dev Min Max
JCS 4.99 1.352 1 7
CAW 4.15 1.619 1 7
GWB 4.66 1.315 1 7
HWI 4.71 1.506 1 7
SAW 3.69 1.552 1 7
WCS 5.16 1.275 1 7
Quality of W orklife 4.56 0.995 1 7
Trust Mean Std. Dev Min Max

|Trust | 5.0432431 1.5987771 l| 7|

Source SLS assessment: Stata (Version 15.0)
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5.6 Analyses of Variance Testing

W ith  the  aid o f A N O V A , th is  section  p resen ts  the resu lts  o f testing  w h e th e r the re  are 
any s ta tis tica lly  s ign ifican t d iffe rences  in m ean scores.

5.6.1 Testing for Pertinent, Statistically Significant Differences

W ith  the aid o f A N O V A  te s ts , resu lts  are reported in p a rticu la r re fe rence  to the 

fo llow ing :

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean scores per 

o rgan isa tion ;

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean sco res  in age of 

respondents ;

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean scores  in gende r o f 

respondents ;

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean sco res  in age of 

superv isors ;

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean scores  in gende r o f 

superv isor;

•  W h e th e r the re  are s ta tis tica lly  s ign ifican t d iffe rences  in m ean scores  o f type of 

job .

5.6.2 ANOVA Tests
Th is  section  w ill deal w ith  the A N O V A  tes t resu lts  o f the  S e rvan t leadersh ip , Q ua lity  

o f W ork life  and T ru s t ins trum en ts  accord ing  to the p rev ious ly  s ta ted  hypotheses. The 

a lte rna tive  hypo theses fo r each test, as p rev ious ly  sta ted, are tha t the re  is a 

s ign ifican t d iffe rence  in m ean scores  (i.e. not all ^ are the  sam e) fo r  each o f the 

tests, as m entioned in 5.6.1. T he  level o f s ign ificance  used fo r  each o f the  tes t w as  

5%  (a = 0 .05) and the  tes t used w as  the  O ne  W ay  Anova. The dec is ion  ru le  to  be 

used w as to  re ject the  null hypo thes is  if the  p -va lue  < 0.05. T ab les  5 .29 and 5.30 

illus tra te  a sum m ary  o f these  te s t results.
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Table 5.29: P Values (Anova Test)

O n e -w a y  A N O V A  re su lts P V a lu e  SL P V a lu e  Q W L P V a lu e  T ru st

O rg a n isa t io n s 0.0000 0.0019 0.0000
A ge  o f R e sp o n d e n ts 0.0896 0.1237 0.0867

G e n d e r  o f  R e sp o n d e n ts 0.2095 0.0329 0.0922

A ge  o f S u p e rv is o r 0.1323 0.5963 0.3118

G e n d e r  o f  S u p e rv is o r 0.4707 0.4913 0.9629

T y p e  o f Jo b 0.0019 0.0000 0.0005

Source SLS assessment: Stata (Version 15.0)

Table 5.30: Hypotheses test results (summary)

H y p o th e s is  T e s t in g  R e su lts SL Q W L Tru st

O rg a n isa t io n s H 5.1: Reject the null hypothesis H 5.2:Reject the null hypothesis H 5.3:Reject the null hypothesis
A ge  o f R e sp o n d e n ts H 5.4: Fail to re je ct H 5.5: Fail to  re je c t H 5.6: Fail to  re je ct

G e n d e r  o f  R e sp o n d e n ts H 5.7: Fail to re je ct H 5.8: Reject the null hypothesis H5.9: Fail to  re je c t

A ge  o f S u p e rv is o r H 5. 10: Fail to  re je c t H 5.11: Fail to  re je c t H 5.12: Fail to  re je ct

G e n d e r  o f  S u p e rv is o r H 5. 13: Fail to  re je c t H 5.14: Fail to  re je ct H 5 .15: Fail to re je ct

T y p e  o f Jo b H 5.16: Reject the null hypothesis H 5.17: Reject the null hypothesis H5.18: Reject the null hypothesis

Source SLS assessment: Stata (Version 15.0)

5.6.2.1 Differences in mean scores per organisation (H5.1; H5.2; H5.3)
It is noted tha t fo r  S e rvan t leadersh ip , Q ua lity  o f W ork life  and T rus t the  null 

hypo thes is  w as re jected  as the p -va lue  w ere  less than 0 .05  as seen in Tab le  5.29 

(SL p  < 0. 0.0001; Q W L: p  = 0.0019; T ru s t p  < 0. 0 .0001). A t the  5%  level o f 

s ign ificance , the re  is a significant difference in m ean scores, as illus tra ted  in Tab le  

5.31, across  the  e igh t o rgan isa tions  fo r  S e rvan t leadersh ip , Q ua lity  o f W ork life  and 

Trust. O rgan isa tion  num ber seven (5.65, 0 .915) sco red  the h ighest in S e rvan t 

Leadersh ip , Q ua lity  o f W ork life  (4.96, 0 .994) and T ru s t (5.73, 1.403) w h ile  

O rgan isa tion  6 scored  low est fo r  S e rvan t Leade rsh ip  (4.46, 1.322), Q ua lity  of 

W ork life  (4.19, 0 .926). O rgan isa tion  5 sco red  the low est on T rus t (4.50, 1.525).
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Table 5.31: Means and Standard Deviation per organisation

Org Means and Std.Dev. SL
Mean SD

QWL
Mean SD

Trust
Mean SD

Org 1 4.93 1.043 4.80 0.883 5.01 1.272
Org 2 4.93 0.869 4.77 0.692 4.83 1.050
Org 3 4.66 1.108 4.53 1.148 4.73 1.508
Org 4 4.62 1.059 4.59 0.941 4.76 1.350
Org 5 4.71 1.137 4.43 1.142 4.50 1.525
Org 6 4.46 1.322 4.19 0.926 4.53 1.656
Org 7 5.65 0.915 4.96 0.994 5.73 1.403
Org 8 5.09 1.086 4.90 1.040 5.09 1.484

Source: Stata (Version 15.0)

5.6.2.2 Differences in mean scores per age of respondents (H5.4; H5.5; H5.6)

The te s t o f d iffe rence  in m ean score  fo r  age o f responden ts  fa iled  to re ject the  null 

hypo thes is  as the  p -va lues  w ere  m ore than  0 .05 as seen in Tab le  5 .29  (SL p  = 

0 .0896; Q W L: p  = 0.1237; T rus t p  = 0 .0867). A t the  5%  level o f s ign ificance , the re  is 

no significant difference in m ean scores in age o f respondents.

5.6.2.3 Differences in mean scores per gender of respondents (H5.7; H5.8; 
H5.9)

The tes t o f d iffe rence  in d iffe rences o f ge n d e r o f responden ts  m ean scores  fa iled  to 

re ject the  null hypo thes is  S e rvan t leade rsh ip  and T rus t fo r  as the p -va lues  w ere  

m ore than  0.05, as seen in Tab le  5 .29  (SL p  = 0.2095; T ru s t p  = 0 .0922). A t the  5%  

level o f s ign ificance , the re  is no significant difference in m ean scores  in ge n d e r of 

responden ts  fo r  S e rvan t leadersh ip  and Trust. H ow ever, the  resu lts  o f the  A nova  tes t 

note tha t fo r  Q ua lity  o f W ork life , the  null hypo thes is  w as re jected  as the p -va lue  w as 

less than 0.05 as seen in Tab le  5.31 (Q W L: p  = 0 .0329). A t the  5%  level of 

s ign ificance , the re  is a significant difference in m ean Q ua lity  o f W ork life  sco res  of 

gende r o f respondents . A s  illus tra ted  in Tab le  5.32, m ale  responden ts  (4.85, 1.061) 

scored  h ighe r than fe m a le s  fo r  Q ua lity  o f W ork life .



256

Table 5.32: Means per Gender

Gender Means SL QWL Trust
Mean SD Mean SD Mean SD

Female 4.76 1.082 4.65 0.997 4.93 1.468
Male 4.88 1.054 4.85 1.061 5.15 1.386

Source: Stata (Version 15.0)

5.6.2.4 Differences in age of supervisor (H5.10; H5.11; H5.12)

The te s t o f d iffe rence  in m ean score  fo r  age o f su p e rv iso r fa iled  to re jec t the  null 

hypo thes is  as the  p -va lues  w ere  m ore than  0 .05 as seen in Tab le  5 .29  (S L p  = 

0.1323; Q W L: p  = 0.5963; T rus t p  = 0 .3118). A t the  5%  level o f s ign ificance , the re  is 

no significant difference in m ean scores in age o f superv isors .

5.6.2.5 Differences in gender of supervisor (H5.13; H5.14; H5.15)
The tes t o f d iffe rence  in m ean score  fo r  ge n d e r o f su p e rv iso r fa iled  to re ject the  null 

hypo thes is  as the  p -va lues  w ere  m ore than  0 .05 as seen in Tab le  5 .29  (S L p  = 

0.4707; Q W L: p  = 0.4913; T rus t p  = 0 .9629). A t the 5%  level o f s ign ificance , the re  is 

no significant difference in m ean scores in gende r o f superv isors .

5.6.2.6 Differences in type of job (H5.16; H5.17; H5.18)

The resu lts  o f the  A nova  te s t fo r  d iffe rences  in type  o f jo b  fo r  S e rvan t leadersh ip , 

Q ua lity  o f W ork life  and Trust, no te  tha t the  null hypo thes is  w as  re jected  as the  p- 

va lue  w as  less than  0 .05 as seen in the  above  Tab le  5.29 (SL p  = 0.0019; Q W L p  < 

0.0001 T rus t p  = 0 .0005). A t the  5%  level o f s ign ificance , the re  is a significant 
difference in m ean S e rvan t Leadersh ip , Q ua lity  o f W ork life  and T rus t sco res  w ith  

respect to type  o f job . A gen ts  w ho  w orked  in O u tbound  jo b s  scored  h ighest in 

S e rvan t Leade rsh ip  (4.96, 1.003), Q ua lity  o f W ork life  (4.86, 0 .903), as w ell as T rus t 

(5.23, 1.367).
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5.7 Summary of Principle Results

Th is  section  o f the  ch a p te r is a sum m ary  o f the  m ain  resu lts  o f the  hypotheses, 

w h ich  w ere  postu la ted  in e a rlie r chapters. P rev ious resu lts  in th is  ch a p te r have 

fo rm u la ted  su ffic ien t ev idence  in o rd e r fo r  the  resea rche r to te s t and em p irica lly  

report on each hypothes is , a sum m ary  o f w h ich  is p resented  below.

Hypotheses 1:

Hypothesis 1 re jected  the null hypo thes is  and conc luded  tha t fo r  th is  data  se t and 

SEM  m odel con figu ra tion , tha t the re  is s ta tis tica l ev idence  o f a causa l re la tionsh ip  

be tw een S e rvan t leadersh ip  and Q ua lity  o f W ork life  in the fron tline  cu s to m e r serv ice  

context.

Hypotheses 2:

Hypothesis 2 re jected  the null hypo thes is  and conc luded  tha t fo r  th is  data  se t and 

SEM  m odel con figu ra tion , tha t the re  is s ta tis tica l ev idence  o f a causa l re la tionsh ip  

be tw een S e rvan t leadersh ip  and T rus t in the  fron tline  cu s to m e r se rv ice  context.

Hypotheses 3:

Hypothesis 3 re jected  the null hypo thes is  and conc luded  tha t fo r  th is  data  se t and 

SEM  m odel con figu ra tion , tha t the re  is s ta tis tica l ev idence  o f a causa l re la tionsh ip  

be tw een T rus t and Q ua lity  o f W ork life  in the fron tline  cu s to m e r se rv ice  context.

Hypotheses 4:

Hypothesis 4 re jected  the null hypo thes is  and conc luded  tha t fo r  th is  data  se t tha t 

the re  is s ta tis tica l ev idence  tha t T rus t p lays a pa rtia lly  m ed ia ting  role in the 

re la tionsh ip  betw een S e rvan t leadersh ip  and Q ua lity  o f W ork life  in the  fron tline  

cu s to m e r se rv ice  context.

Hypotheses 5:

There  is a s ta tis tica lly  d iffe rence  in the  level o f S e rvan t leadersh ip , Q ua lity  o f 

W ork life  and T rus t experienced  by the fron tline  em p loyees  w ith  respect to the 

fo llow ing  criteria : O rgan isa tions ; A ge  o f R espondents ; G e n d e r o f R espondents ; A ge  

o f Superv isor; G e n d e r o f S upe rv iso r and Type o f Job.

Tab le  5 .33  illus tra tes  a sum m ary  o f the  resu lts  fo r  th is  se t o f H ypotheses:
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Table 5.33: Means per SLS Factors
H y p o th e s is  T e s t in g  R e su lts SL Q W L Tru st

O rg a n isa t io n s H 5.1: Reject the null hypothesis H 5.2:Reject the null hypothesis H 5.3:Reject the null hypothesis
A ge  o f R e sp o n d e n ts H 5.4: Fail to re je ct H 5.5: Fail to  re je c t H 5.6: Fail to  re je ct

G e n d e r  o f  R e sp o n d e n ts H 5.7: Fail to re je ct H 5.8: Reject the null hypothesis H5.9: Fail to  re je c t

A ge  o f S u p e rv is o r H 5. 10: Fail to  re je c t H 5.11: Fail to  re je c t H 5.12: Fail to  re je ct

G e n d e r  o f  S u p e rv is o r H 5. 13: Fail to  re je c t H 5.14: Fail to  re je ct H 5 .15: Fail to re je ct

T y p e  o f Jo b H 5.16: Reject the null hypothesis H 5.17: Reject the null hypothesis H5.18: Reject the null hypothesis

Source: Stata (Version 15.0)

5.8 Conclusion

Th is  resea rch ’s m ain goal w as  to deve lop , tes t and va lida te  a m odel tha t described  

the re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life , as w ell as the 

m ed ia ting  e ffec t o f T rus t on th is  re la tionsh ip .

The research  has show n tha t S e rvan t Leade rsh ip  has a pos itive  and causa l 

re la tionsh ip  w ith  Q ua lity  o f W o rk  Life, and th a t th is  re la tionsh ip  is pa rtia lly  m ed ia ted  

by Trust. The  research  has produced a SEM  m odel o f S e rvan t Leadersh ip , Q ua lity  of 

W ork life  and T rus t th a t w as  adequa te ly  tested  fo r  its fa c to r s tructure , re liab ility  and 

va lid ity.

B ecause S e rvan t Leade rsh ip  has dem onstra ted  a causa l re la tionsh ip  to Q ua lity  of 

W ork life  and T rus t in the  SEM  m odel, the  resu lt o f th is  research  leads the  resea rche r 

to conc lude  tha t the  causa l hypo thes is  is supported ; and tha t synerg ies  betw een 

S e rvan t Leadersh ip , Q ua lity  o f W ork life  and T rus t do exist. It is the re fo re  like ly  tha t 

an increase  in S e rvan t Leade rsh ip  behav io u r by the  m anage r o r su p e rv iso r o f 

fron tline  s ta ff has a pos itive  assoc ia tion , w ith  increases o f the  Q ua lity  o f W ork life  

experienced  by em p loyees  in the fron tline  context, and th a t th is  is pa rtia lly  m ed ia ted  

by T ru s t o f the  superv isor.

The next ch a p te r w ill co n s id e r the  lite ra tu re  o f the  chap te rs  p rev ious ly  rev iew ed  and 

d iscusses w h e th e r the find ings  o f th is  research  con firm  the ex is ting  lite ra tu re  o r pose 

poss ib le  p laus ib le  d iffe rences. W he re  any d iffe rences  exist, reasons are to be 

proposed. In particu la r, it is a lso  p laus ib le  th a t o the r theo re tica l constructs , p resen tly  

exc luded from  the cu rren t s tudy m ay have an im pac t on the  m odel. Th is  is d iscussed  

in deta il in the  D iscuss ion  C hapter. The  fo llow ing  ch a p te r w ill a lso  d iscuss the
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im p lica tions  o f the  find ings  in re la tion  to th e ir con tribu tion  to  both m anagem en t 

p ractice  and theory.



260

Chapter 6 -  Discussion

6.1 Introduction

In th is  chapter, a b rie f sum m ary  o f the  s tudy is p resented  a long w ith  d iscuss ions of 

the  m ore  s ign ifican t find ings  o f the  R esu lts  C hapter. The  ch a p te r d iscusses the 

research  prob lem  in re la tion  to  the research  results, w h ich  w ere  p resented  in 

C h a p te r F ive and d iscusses  them  in con tex t o f the  lite ra tu re  p rev ious ly  review ed, 

cons ide ring  w h e th e r the resu lts  o f th is  research  con firm  the ex is ting  lite ra ture , o r 

p resen t d iffe rences. W here  these  d iffe rences  exist, reasons are offered.

6.1.1 Brief summary of the Study
A s described  in C h a p te r O ne, the  w o rk  o f C on tac t C en tre  serv ice  agen ts  cons is ts  of 

so lv ing  serv ice  requests  o r ass is ting  cus tom ers  w ith  in fo rm ation  on p roducts  o r 

serv ices, and invo lves a g rea t deal o f em otiona l la b o u r and stress. It is not surp ris ing  

then, th a t the  w ork ing  e nv ironm en t o f C on tac t C en tre  is reported  to have a negative  

im pac t on the Q ua lity  o f W ork life  o f C on tac t C en tre  agents.

R esearch  has show n tha t leade rsh ip  has a re la tionsh ip  w ith  Q ua lity  o f W ork life . The 

rev iew  o f the  lite ra tu re  on S e rvan t Leade rsh ip  revea ls  th a t sa tis faction , genera l w e ll­

being, and co m m itm en t to th e ir  jo b s  increases w hen em p loyees  are exposed to 

leadersh ip  behav iou rs  assoc ia ted  w ith  S e rvan t Leadersh ip . The re  is how ever, no 

ev idence  in the lite ra tu re  investiga ting  the re la tionsh ip  be tw een S e rvan t Leadersh ip  

and Q ua lity  o f W ork life . T here  is a lso  no ev idence  in the lite ra tu re  o f p rev ious s tud ies  

tha t investiga te  the  m ed ia ting  re la tionsh ip  o f T rus t be tw een S e rvan t Leade rsh ip  and 

Q ua lity  o f W ork life .

The cen tra l hypo thes is  and p rim a ry  ob jec tives  o f the  s tudy  w as  to tes t w h e th e r 

S e rvan t Leade rsh ip  behav io u r has a s ign ifican t and pos itive  re la tionsh ip  w ith  Q ua lity  

o f W ork life  in the C on tac t C en tre  fron tline  con text, as w ell as to tes t w h e th e r T rus t 

m edia ted th is  re la tionsh ip , and so th is  research  p ro jec t inc luded the fo llow ing  s ix  

goa ls  tha t it w ished  to ach ieve:
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i) To va lida te  the  S LS  and  Q W L in s tru m e n ts  th a t m ea su res  both  S ervan t 

Lea d ersh ip  and  Q ua lity  o f  W ork life  in  the  South  A frica n  C on tac t C entre  

fron tline  context.

ii) To use S truc tu ra l E qu a tion  M o d e llin g  to m easure  the  re la tionsh ips  be tw een  

S ervan t Leadersh ip , T rust a n d  Q ua lity  o f  W orklife .

iii) To assess  w h e th e r T rus t p la ye d  a m ed ia ting  ro le  in  the re la tion sh ip  be tw een  

S ervan t Lea d e rsh ip  and  Q ua lity  o f  W orklife .

iv) To m easure  i f  the re  w ere a n y  d iffe re n ces  in  S e rvan t Leadersh ip , T rust and  
Q ua lity  o f  W orklife .

v) To id e n tify  p o te n tia l p ro b le m s  th a t cou ld  re su lt due  to de fic ien c ie s  fou n d  in  

S ervan t Lea d e rsh ip  b e h a v io u r th a t m a y  le a d  to  a lo w e r Q ua lity  o f  W orklife .

vi) To m ake  reco m m e nd a tion s  to the o rgan isa tions  to  a ss is t fron tline  le a de rs  to  

im p rove  the  w ork ing  live s  o f  C on tac t C entre  agents.

A  survey questionna ire , cons is ting  o f th ree  sec tions  w as  com p le ted  by C on tac t 

C en tre  em p loyees, one sec tion  m easuring  S e rvan t Leade rsh ip  behav io u r (Van 

D ie rendonck and Nuijten, 2011), an o th e r section  m easuring  Q ua lity  o f W ork life  (Van 

e t al., 2007) and the last m easuring  T rus t in the  leade r (C ook and W a ll (1980) 

adapted  by B artram  and C a s im ir (2006)). T he  ques tion na ire  w as  co llec ted  from  555 

C on tac t C en tre  em p loyees  in e igh t o rgan isa tions. C on firm a to ry  fa c to r ana lys is  w as 

conducted  to  tes t and va lida te  the fa c to r s truc tu re  o f the  h ighe r o rd e r fac to rs  S ervan t 

Leade rsh ip  and Q ua lity  o f W ork life . S tructu ra l Equation  M ode lling  (SEM ) w as  then 

used to p roduce  a SEM  m odel to con firm  a pos itive  re la tionsh ip  be tw een S e rvan t 

Leadersh ip , Q ua lity  o f W ork life  and Trust. The  SEM  resu lts  show ed an accep tab le  

m odel f it  o f the  f it ind ices. S e rvan t Leade rsh ip  behav io u r show ed a pos itive  

re la tionsh ip  w ith  Q ua lity  o f W ork life  and Trust, and T ru s t show ed a positive  

re la tionsh ip  w ith  Q ua lity  o f W ork life . T rus t w as  then tested  and con firm ed  as a 

m ed ia ting  va riab le  be tw een S e rvan t Leadersh ip  and Q ua lity  o f W ork life . The 

im p lica tions  o f these  resu lts  are now  d iscussed, and recom m enda tions  m ade fo r 

m anagem e n t p ractice  and fu rth e r research  are d iscussed  in the  next chapter.
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6.2 The Reliability, Validation and Mean Score Results of the SLS

The fo llow ing  section  dea ls w ith  the re liab ility , va lida tion  as w ell as the resu lts  o f the 

m ean scores  o f the  d im ens ions  o f the  V an  D ie rendonck and N uijten (2011) S e rvan t 

Leade rsh ip  S u rvey section  o f the  instrum ent.

6.2.1 Reliably and Validation
A s presen ted  in the  resu lts  chapter, it is ev iden t th a t fo r  th is  resea rch ’s da ta  set, tha t 

a fte r conducting  con firm a to ry  fa c to r ana lys is  o f V an  D ie rendonck  and N u ijten ’s 

S e rvan t Leade rsh ip  S e rvan t Leade rsh ip  S urvey (2011), the  e igh t fa c to r cons truc t 

converged  and w as  deem ed va lid  fo r  the  data  se t used in th is  research. The e igh t 

fac to rs  o f the  V an  D ie rendonck  and N u ijten ’s S e rvan t Leadersh ip  S urvey (2011) 

inc luded Hum ility, E m pow erm ent, A ccoun tab ility , Forg iveness, A u then tic ity , 

S tew ardsh ip , C ou rage  and S tand ing  Back. Baring tw o exc luded  item s, all w ere  

va lida ted , cons is ten t w ith  the  theo re tica l p red ictions. The  goodness o f f it  o f a h ighe r 

o rde r fa c to r m odel o f the  S e rvan t Leade rsh ip  S u rvey  (SLS) p roduced a good fitting  

m odel (c2/d f = 2.95; CFI = 0.93; R M S E A  = 0.059; RM SR  = 0.045). In teresting ly , V an 

D ie rendonck and N u ijten ’s (2011) in itia l study, w h ich  w as m ade up o f p redom ina te ly  

Dutch respondents , p roduced s ligh tly  be tte r goodn ess -o f-fit ind ices (%2/d f = 1.51; CFI 

= 0.94; R M S E A  = 0.05; R M SR = 0.06). The  English ve rs ion  o f the  SLS how eve r 

com pared  s ligh tly  w orse , as it p roduced low e r f it  ind ices than th is  research  did, the 

South  A frican  C on tac t C en tre  ve rs ion  (%2/d f = 3.3; CFI = 0.92; R M S E A  = 0.08; 

RM SR  = 0.06).

W ith  regard to  the  re liab ility  ana lys is , the  SLS p roduced an exce llen t overa ll re liab ility  

score  (a = 0.95). The  re liab ility  ana lys is  o f the  in terna l d im ens ions  a lso  produced 

m ostly  good in terna l cons is tency  scores. E m pow erm en t (a = 0.91), H um ility  (a = 0.9) 

and S tew ardsh ip  (a = 0 .83) w e re  described  as exce llen t re liab ility  resu lts, w h ile  

S tand ing  B ack (a = 0.73), A cco u n ta b ility  (a = 0.7) and F o rg iveness (a = 0 .72) w ere  

described  as adequa te  resu lts  (K line  2016). C ourage  (a = 0 .69) and A u then tic ity  (a = 

0 .67) w as described  as low e r scores, but still sa tis fac to ry  in te rm s o f th e ir 

C ronbach ’s A lpha  scores, as they  did not m easure  s ign ifican tly  low e r than  0.7. (K line 

2016). A n  investiga tion  into the  in itia l d eve lop m e n t o f the  Van D ie rendonck and 

N u ijten ’s S e rvan t Leade rsh ip  S urvey (2011) show ed tha t the  C ronbach ’s A lpha
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resu lts  o f C ourage  and A u then tic ity  w ere  s ligh tly  low e r than w h a t has p rev ious ly  

been presen ted  in p rev ious research a rtic les. A  s tudy  conducted  by Van 

D ie rendonck and N uijten (2011) using the SLS, p roduced C ronbach ’s a lpha ’s o f 0.76 

fo r  A u then tic ity  and 0.91 fo r C ou rage  (Van D ie rendonck  and Nuijten, 2011). A n o th e r 

s tudy by Bobbio, V an  D ie rendonck and M angane lli (2012) using the SLS, show ed 

C ronbach ’s A lp h a s  o f 0 .72 fo r both A u then tic ity  and C ourage. In an o th e r study, 

w h ich  w as  a cross  cu ltu ra l va lida tion  o f V an  D ie rendonck and N u ijten ’s (2011) SLS 

(R odrfguez-C arva ja l, de R ivas, H errero, M oreno -J im enez and van D ierendonck, 

2014), both A u then tic ity  and C ourage  show ed h ig h e r cons is tency  scores  in s tud ies  

w h ich  w ere  conducted  in Spa in , A rgen tina  and M exico. N one o f these  s tud ies  

how ever, w ere  spec ifica lly  sam p led  from  the  C on tac t C en tre  env ironm en t such as 

th is  s tudy does. It is the re fo re  poss ib le  th a t the  reasons fo r  the  low e r re liab ility  

sco res  fo r  C ou rage  and A u then tic ity  m ay be con textua l and it is a lso  poss ib le  tha t 

the  con tex t o f the  s tudy m ay exp la in  som e o f the  reasons w hy  the fac to rs  o f C ourage 

and A u then tic ity  w e re  low e r in score.

C ourageo us  leaders  are those  tha t trus t th e ir m ora l and va lue  o rien ta tion  enough  to 

m ake dec is ions  th a t m ay not a lw ays be cons ide red  w ith in  the  norm s o f conven tiona l 

ope ra tions  o r the  o rgan isa tio n ’s p ractice  (Van D ie rendonck and D ijkstra, 2012). 

H ow ever, g iven the  ve ry  con tro lled  and som ew ha t scrip ted  env ironm en t o f the 

C on tac t C entre, it is poss ib le  th a t responden ts  fee l tha t the  fron tline  su pe rv iso r’s 

la titude  to  m ake dec is ions  th a t are con tra ry  to the ve ry  con tro lled  p rocess and 

p rocedu res  m ay be restric ted.

A u then tic ity  a lso  show ed poo re r re liab ility  results. A u th e n tic  leaders  are those  w ho 

do not m ould  th e ir persona lities , va lues  o r m ora ls  to f it  d iffe ring  con tex ts  (Van 

D ie rendonck and D ijkstra, 2012), and the  le a d e r is as m uch the  sam e person in his 

persona l capac ity  as he is in his p riva te  life. A u th e n tic  leaders  are leaders tha t are 

perce ived  by o the rs  as having  high m ora ls  and va lues  and are con fiden tly  aw are  o f 

th e ir a ttribu tes  (A vo lio  e t al., 2004). Em otiona l la b o u r in the fron tline  C on tac t C en tre  

con tex t requ ires agen ts  on occas ion  to "su rface  ac t” (A sh fo rd  and H um phrey, 

1993:92). In o the r w ords, agen ts  and supe rv iso rs  m ay have to d isp lay  em o tions  to 

cus tom ers  th a t they  a re  not genu ine ly  fee ling  at tha t p resen t m om en t in tim e, but are 

expected  to do so in the  se rv ice  env ironm en t. The  find ing  o f th is  s tudy sugges ts  tha t 

due to the nature  o f the job , certa in  e lem en ts  d isp layed  by supe rv iso rs  w hen  dea ling
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w ith  cus tom ers  cou ld  be cons ide red  as inau the n tic  behaviour, so it w ou ld  seem  tha t 

the fa c to r o f A u then tic ity  m ay be a d im ens ion  o f S e rvan t Leade rsh ip  tha t cou ld  be at 

odds w ith in  the m inds o f som e C on tac t C en tre  agents. H ow ever, th is  is not saying 

tha t inau then tic  su p e rv iso r behav io u r is accep tab le  in the C on tac t C en tre  context. As 

argued in e a rlie r lite ra tu re  chapters , re la tionsh ip  bu ild ing  and caring  fo r  agen ts  

requ ire  supe rv iso rs  to be genu ine  a t all tim es. The find ing  m ere ly  suggests  tha t due 

to the s tra ins  o f em otiona l labou r in the  C on tac t C en tre  context, A u then tic ity  is 

poss ib ly  m ore  m u ltid im ens iona l than w h a t the  cu rren t in s trum en t fa c to r s tructu re  

a llow s for, and th is  could con tribu te  to  the low e r C ronbach ’s A lpha  results.

H ow ever, g iven tha t the  goodness o f f it  figu res, re liab ility  and va lid ity  resu lts  w ere  

acceptab le , th is  find ing  cou ld  sugges t th a t Van D ie rendonck and N u ijten ’s (2011) 

S e rvan t Leade rsh ip  S e rvan t Leadersh ip  S u rvey  m ay be a un iversa l ins trum ent. It is 

p roposed th a t th is  find ing  m akes a s ign ifican t con tribu tion  th rough  the extens ion  o f 

the  s tudy  o f S e rvan t Leade rsh ip  to the  S outh  A frican  and C on tac t C en tre  context.

6.2.2 SLS Mean Score Results

A n ana lys is  o f the  m ean sco res  ind ica te  tha t H um ility ’s m ean score  com puted  to ^  = 

4 .73; E m pow erm en t ^  = 5.10; A ccoun tab ility  ^  = 5.79; F o rg iveness ^  = 4.75; 

C ou rage  ^  = 4 .18  A u then tic ity  ̂  = 4 .77, S tew ardsh ip  ^  = 5 .03 and S tand ing  B ack ^  = 

4 .88  and S tew ardsh ip  ^  = 5 .03  (n = 555). The  A cco u n ta b ility ’s fa c to r m ean w as 

deem ed s ign ifican tly  h ighe r than  the rest o f the  o th e r factors.

There  are no percen tile  benchm arks  fo r  the  S e rvan t Leade rsh ip  S urvey (Van 

D ie rendonck and N u ijten ’s, 2011). C onsequen tly , in fo rm ation  w as  co llec ted  from  

severa l in te rna tiona l s tud ies  (Van D ie rendonck and Nuijten, 2011; Bobbio, Van 

D ierendonck, M angane lli, 2012) tha t have been conducted  in a va rie ty  o f contexts, 

and com pared  w ith  the  resu lts  p roduced by th is  research, in the  C on tac t C en tre  

con tex t in S outh  A frica , to see  if they  w ere  on face-va lue , ve ry  d iffe ren t from  o the r 

s tud ies, o r not. These, a long w ith  o th e r re levan t and pe rtinen t issues are d iscussed 

below.
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Table: 6.1 Dimension means

Mean Scores in
Varias studies South
using Van Africa
Dierendonck (This
and Nuijten's Nether United reseach
(2011) SLS Italy lands Kingdom )
Empowerment 5.56 6.15 5.68 5.10
Accountability 6.93 6.80 6.78 5.79
Standing Back 4.09 5.14 5.05 4.88
Humility 4.62 5.78 4.98 4.73
Forgiveness 4.66 5.42 3.93 4.75
Stewardship 5.81 6.20 5.46 5.03
Authenticity 4.55 5.07 4.90 4.77
Courage 5 5.4 5.05 4.18

Source: Van Dierendonck and Nuijten (2011) Bobbio, Van Dierendonck, Manganelli, (2012) and 

Researcher’s study. Results converted to out of 7.

The resu lts  w e re  converted  by the  re se a rch e r to  re flect sco res  ou t o f 7 ra the r than 5. 

A s  dep ic ted  in Tab le  6.1, the  resu lts  fo r  A ccoun tab ility  are cons is ten t w ith  the o the r 

s tud ies  conducted  (Van D ie rendonck and Nuijten, 2011; Bobbio, V an D ierendonck, 

M angane lli, 2012). A s  illus tra ted  in Tab le  6.1 above, the  A ccoun tab ility  fa c to r scored 

h ighe r than the  o th e r SLS facto rs , cons is ten t w ith  o th e r s tud ies  conducted  w here  the 

fa c to r cons is ten tly  ou tscored  o the r fac to rs  in each coun try  (Ita ly  ^  = 6.93, 

N e therlands ^  = 6.80, U nited K ingdom  ^  = 6 .78, and th is  research ^  = 5 .79). The 

resu lts  co rrobo ra te  V an  D ie rendonck and D ijks tra ’s (2012) v iew s tha t A ccoun tab ility  

is an ex trem e ly  c ritica l fa c to r w ith  respect to  S e rvan t Leadersh ip , and it 

dem onstra tes  tha t it is critica lly  im portan t th a t C on tac t C en tre  se rv ice  agen ts  are 

com p le te ly  aw are, and have a c le a r understand ing , o f w h a t is expected  o f them . 

There  shou ld  be no am b igu ity  o f w h a t is expected  from  the C on tac t C en tre  se rv ice  

agen t w ith  respect to the C on tac t C en tre  fron tline  job , and th is  m ust inc lude  a c le a r 

unders tand ing  o f w ha t is w ith in , and out, o f th e ir locus o f contro l (Van D ie rendonck 

and D ijkstra, 2012).
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G iven the h igh ly m on ito red  env ironm en t o f the  C on tac t C en tre  context, it is 

unde rs tandab le  th a t item s w h ich  deal w ith  w h e th e r supe rv iso rs  hold fron tline  agen ts  

accoun tab le  fo r  the  w o rk  they  do score  h ighly. W h e th e r the  C on tac t C en tre  

env ironm en t is as harsh an env ironm en t as an “e lec tron ic  panop tican ” (T ay lo r and 

Bain, 2000 :4 ) o r not, cons tan t m onitoring , as w e ll as re len tless  rea l-tim e  and 

h is to rica l pe rfo rm ance  fe e d b a ck  is a rgued  to  trans la te  into fee lings  o f being held 

accoun tab le . G iven V an  D ie rendonck  and D ijks tra ’s (2012) v iew s on the im portance  

o f the  accoun tab ility  fa c to r as s ta ted above, the  ab ility  to obta in  qu ick  feedba ck  on 

the level o f pe rfo rm ance  tha t the  se rv ice  the agen t is de live ring , both s ta tis tica lly  and 

from  a w o rk  qua lita tive  v iew po in t, m ay add to, and suppo rt T a y lo r and B a in ’s (2000) 

v iew  tha t m on ito ring  and fe e d b a ck  are not a lw ays synonym ous w ith  p rison-like  

su rve illance . It is a lso  argued th a t com fo rt is taken  in the idea tha t in te rac tions  w ith  

cus tom ers  are transpa ren t and little is le ft to  sub jec tiv ity  w hen  com p la in ts  are 

rece ived, and so agen ts  m ay find  so lace  in th is  transpa ren t env ironm ent.

The E m pow erm en t fa c to r show ed a low e r ra ting than  th a t o f the  o the r s tud ies  as 

illus tra ted  in Tab le  6.1 above (Ita ly  ^  = 5.56, N e therlands ^  = 6.15, U nited K ingdom  ^  

= 5.68, and th is  research ^  = 5 .10). Th is  resu lt is poss ib ly  exp la ined  g iven the  

con tex t o f the  study. A s  p rev ious ly  d iscussed, C on tac t C entre  serv ice  agen ts  

expe rience  less em pow erm en t than m ost o the r o ffice  jo b s  (H o ldsw orth  and 

C a rtw righ t (2003). T h is  is la rge ly  due  to the cons ide rab ly  scrip ted  nature  o f the  job, 

and so the find ing  th a t C on tac t C en tre  serv ice  agen ts  in the  fron tline  cu s to m e r 

se rv ice  con tex t ra te  th e ir sa tis fac tion  in re la tion  to how  em pow ered  they  fee l, low er 

than o th e r stud ies, is an unsurp ris ing  find ing , and one w h ich  con firm s the literature.

Forg iveness com pared  w ell w ith  the o the r s tud ies  as illus tra ted  in Tab le  6.1 (Ita ly  ^  = 

4.67, N e therlands ^  = 5.42, U nited K ingdom  ^  = 3.93, and th is  research  ^  = 4 .75), as 

it scored  the  second  h ighest. A s  described  earlier, th is  s tudy con firm ed  the 

im portance  tha t a fo rg iv ing  leadersh ip  sty le  is pa ram oun t to S e rvan t Leadersh ip  

behav io u r in the  C on tac t C en tre  fron tline  context. A gen ts  are exposed  to a m u ltitude  

o f oppo rtun ities  w he re  they  could m ake m istakes, as they  deal w ith  m ultip le  d iffe ren t 

cus tom er in te rac tions  and que ries  every day. It is the  ab ility  o f the  superv isor, w ith in  

reason, tru ly  to fo rg ive  w hen  m is takes are m ade, tha t d iffe ren tia tes  them  as se rvan t 

leaders. G iven tha t the  reported  m ean scores do not seem , on face  va lue, to be 

low er than  the  o th e r in te rna tiona l s tud ies  conducted , th is  cou ld  poss ib ly  sugges t tha t
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supe rv iso rs  in the  C on tac t C en tre  are unders tand ing  o f th e ir  con tex t and recogn ise  

tha t fo rg iv ing  is critica l to th e ir env ironm en t. H ow ever, it is a rgued  th a t supe rv iso rs  in 

the C on tac t C en tre  con tex t shou ld  p robab ly  be m ore fo rg iv ing  than o the r trad itiona l 

jobs, and so shou ld  show  even h ighe r F o rg iveness resu lts  than  w ha t th is  s tudy has 

produced.

H um ility  w as  rated the low est in re la tion  to the o th e r in te rna tiona l s tud ies  illus tra ted  

in Tab le  6.1 above (Ita ly  ^  = 4.62, N e therlands ^  = 5.78, U nited K ingdom  ^  = 4.98, 

and th is  research  ^  = 4 .73). A s  p rev ious ly  suggested , th is  s tudy has con firm ed  tha t 

se rvan t leaders  in the  C on tac t C en tre  con tex t need to be hum ble  and open to 

invo lvem ent, con tribu tions  and feedba ck  from  th e ir staff. Th is  s tudy a lso  con firm ed  

tha t espec ia lly  in the  ve ry  con tro lled  env ironm en t o f the  C on tac t C entre , leaders  tha t 

are recep tive  to sugges tio ns  and feedba ck  from  s ta ff resona te  w ith  C on tac t C entre  

fron tline  em ployees. The find ing  tha t hum ility  is the  low est in com parison  to the  o the r 

s tud ies  conducted  is s ign ifican t and recom m enda tions  o f im provem en ts  o f th is  are 

suggested  in the  next chapter.

A s d iscussed  earlier, S tand ing  B ack re fe rs  to  the  le a d e r m oving  aw ay from  the 

spo tligh t a fte r ach ievem en ts  have been accom p lished , and all c red it is d irected  

tow ards  the team  (Van D ie rendonck  and D ijkstra , 2012). S tand ing  Back w as rated 

th ird, on face  va lue, ou t o f the  fo u r in te rna tiona l s tud ies  illus tra ted  in Tab le  6.1 above 

(Ita ly  ^  = 4.09, N e therlands ^  = 5.14, U nited K ingdom  ^  = 5.05, and th is  research  ^  = 

4 .88).

A u th e n tic  leaders  are those  th a t are pe rce ived  by o the rs  as having  high m ora ls  and 

va lues and are con fiden tly  aw are  o f th e ir a ttribu tes  (A vo lio  e t al., 2004). They are not 

those  w ho  m ould  th e ir persona lities , va lues  o r m ora ls  to f it  d iffe ring  con tex ts  (Van 

D ie rendonck and D ijkstra, 2012). A u th e n tic ity  w as rated th ird , on face  va lue, ou t o f 

the  fo u r in te rna tiona l s tud ies  illus tra ted  in Tab le  6.1 above (Ita ly ^  = 4.55, 

N e therlands ^  = 5.07, U nited K ingdom  ^  = 4.90, and th is  research  ^  = 4 .77).

C ourage  in a le a d e r is typ ified  by leaders  tru s t th e ir m oral and va lue  o rien ta tion  

enough to  m ake dec is ions  th a t m ay not a lw ays be cons ide red  w ith in  the  norm s of 

conven tiona l ope ra tion s  o f the  o rgan isa tio n ’s p ractice  are those  tha t are perce ived  

by o the rs  (Van D ie rendonck  and D ijkstra, 2012). C ourage  w as  rated the  lowest, ou t 

o f the  fo u r in te rna tiona l s tud ies  illus tra ted  in Tab le  6.1 above (Ita ly  ^  = 5.00,
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N etherlands y  = 5.40, United K ingdom  y  = 5.05, and th is  research  y  = 4 .18). As 

m entioned  previously, th is  cou ld  be due to the ve ry  con tro lled  and scrip ted  

e nv ironm en t o f the  C on tac t C entre . It is poss ib le  tha t responden ts  fee l tha t the 

fron tline  su pe rv iso r’s la titude  to m ake dec is ions  w h ich  are con tra ry  to  the ve ry  

con tro lled  p rocess and procedures, m ay be restric ted, hence  the  m ean scores  fo r  

courage  are lower.

S tew ardsh ip  re fe rs  to  the leade r acting  as a stew ard  by tak ing  respons ib ility  fo r  the  

resources o f the  o rgan isa tion , and is an im portan t d im ens ion  o f S e rvan t Leadersh ip  

(Spears, 1995; V an D ie rendonck and D ijkstra , 2012). S tew ardsh ip  w as  rated the 

low est o f the  fo u r in te rna tiona l s tud ies  illus tra ted  in Tab le  6.1 above  (Ita ly  y  = 5.81, 

N e therlands y  = 6.20, U nited K ingdom  y  = 5.46, and th is  research  y  = 5 .03). O f all 

the  fa c to r resu lts  p resen ted  above, the  low  S tew ardsh ip  ra ting is som ew ha t o f a 

concern  in the  C on tac t C en tre  env ironm en t. H ow ever, a fte r ana lys ing  the ind iv idua l 

item ’s ra tings o f the  S tew ardsh ip  facto r, a p robab le  exp lana tion  is suggested . Item 

19, (i.e. “m y su p e rv iso r has a long-term  v is ion ” ) w as  noted to p roduce  a s ign ifican tly  

low er m ean score  o f y  = 4 .92 (p < 0 .05) in re la tion  to the o th e r item s o f the  sam e 

facto r. It is argued tha t g iven the level o f m anagem e n t tha t th is  data  se t w as 

eva lua ting , c rea ting  long term  v is ions  w as  p robab ly  not seen as an ou tpu t w h ich 

supe rv iso rs  w ere  respons ib le  for, and th is  low  score  a ffec ted  the score  fo r  the  overa ll 

factor.
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6.3 The Reliability, Validation of and Mean Score Results of the 
QWL Model

The fo llow ing  section  dea ls  w ith  the  re liab ility , va lida tion  as w ell as the m ean scores 

o f the  d im ens ions  o f the  V an  Laar, E dw ards and Easton (2007) W o rk  R ela ted Q ua lity  

o f W ork life  section  o f the  instrum ent.

6.3.1 Reliability and Validation
The V an  Laar, E dw ards and E aston ’s W o rk  R ela ted Q ua lity  o f W ork life  (Q W L) 

(2007) section  o f the  ins trum en t p roposed  tha t the re  are s ix  fac to rs  assoc ia ted  w ith  

the Q ua lity  o f W ork life  construct, w h ich  inc luded  G enera l W e ll-be ing , H om e W o rk  

In terface, Job  C a re e r S a tis faction , C ontro l a t W ork, W ork ing  C ond itions  and S tress 

a t W ork. W hen  conducting  con firm a to ry  fa c to r ana lys is  o f the  Van Laar e t a l. ’s, 

(2007) W o rk  R elated Q ua lity  o f W ork life  (Q W L) section  o f the  instrum ent, the  s ix  

fa c to r cons truc t converged , and a fte r s ligh t m od ifica tion , p roduced  an accep tab le  

m odel f it  (c2/d f = 2.98; CFI = 0.92; R M S E A  = 0.06; RM SR  = 0 .044) and w as  deem ed 

va lid  fo r  th is  resea rch ’s data  set. These  resu lts  a lso  com pare  w ell w ith  the  firs t o rde r 

fa c to r m odel, as o rig ina lly  pub lished; com parab le  ind ices inc luded  CFI = 0.94, and 

R M S E A  o f 0 .05 (Van Laar, e t al., 2007), as w ell as a second  o rd e r m odel w h ich  w as 

la te r pub lished (c2/d f = 2.15; CFI = 0.93; R M S E A  = 0.063; R M SR  = 0.058) (Duyan, 

e t al., 2014). The  ins trum en t in the  S outh  A frican  C on tac t C en tre  con tex t p roduced 

accep tab le  ind ices, suggesting  it to be a re liab le  and va lid  ins trum en t fo r  th is  context.

O vera ll, the  re liab ility  ana lys is  o f the  Q W L w as accep tab le  and p roduced an overa ll 

exce llen t re liab ility  sco re  (a = 0.91). On inspection  o f the  re liab ility  ana lys is  o f the 

d im ensions, S tress  a t W o rk  show ed low e r re liab ility  (a = 0 .65) than the o the r in terna l 

d im ens ions  o f the  Q ua lity  o f W ork life  section  o f the  m odel. In o th e r s tud ies  

pub lished, the  re liab ility  sco res  o f S tress  at W o rk  fac to rs  did not p resen t qu ite  as low  

a re liab ility  resu lt as w as  the  case  in th is  study. A  s tudy  o f health w o rke rs  by Van 

Laar e t al. (2007) p roduced good re liab ility  resu lts  fo r  S tress  a t W o rk  (a = 0.81). In a 

s tudy conducted  in T u rkey  w ith  the  sam e num ber o f responden ts  as to the num be r in 

th is  s tudy (n = 555), but in a d iffe ren t w o rk  context, the  re liab ility  resu lt o f S tress  at 

W o rk  com puted  to a = 0.69, m arg ina lly  h ighe r than  th is  s tudy (D uyan, Aytac, A ky ild iz  

and V an  Laar, 2014). A  M a lays ian  s tudy o f educa to rs  and o ffice  w o rke r responden ts
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produced h ig h e r re liab ility  resu lt o f a = 0.78 (Chen, Haniff, S iau, Seet, Loh, Jam il, 

S a ’at and B aharum , 2014). A  large s tudy (n = 7530) o f educa to rs  resu lted  in 

C ronbach ’s a lpha  scores  o f a = 0.72 fo r  S tress  a t W ork. Barring the s ligh tly  low e r 

score  o f S tress a t W o rk  in the T u rk ish  study, genera lly , o the r s tud ies  reported  fa ir ly  

h ighe r C ronbach ’s a lpha ’s fo r  the  d im ension . R easons fo r  th is  find ing  cou ld  poss ib ly  

be con textua l in nature.

It m ust be acknow ledged  tha t it is som ew ha t su rp ris ing  th a t S tress a t W o rk ’s 

re liab ility  resu lts  p roduced low e r sco res  g iven the nature  o f the  C on tac t C en tre  work. 

In the  C on tac t C entre , cus tom ers  can a ffec t o r put p ressure  on C on tac t C entre  

agen ts  th rough  th e ir in te raction  w ith  them  (D o lla rd  e t al., 2003). C on tac t C entre  

agen ts  in particu lar, are p rinc ipa lly  vu lne rab le  to s tress  a t w o rk  (R uy te r e t al., 2001; 

H o ldsw orth  and C artw righ t, 2003), as s tress  increases w hen  exposed  to, o r dea ling  

w ith  cus tom ers  w ho  d isp lay  anger, frus tra tion  o r im pa tience  (W egge  e t al., 2007). 

The  re liab ility  resu lts  o f th is  m ode l’s ana lys is  the re fo re  question  w h e th e r S tress  at 

W ork, as construc ted  by V an  Laar e t al. (2007) is a re liab le  d im ens ion  o f Q ua lity  of 

W ork life  in the  C on tac t C en tre  env ironm en t. A cco rd ing  to  A sh ill e t al. (2009) s tress  in 

C on tac t C en tre  env ironm en ts  is de te rm ined  o r m anaged by how  resource fu l the 

fron tline  se rv ice  em p loyee  is, and tha t prob lem  so lv ing  ab ilities  de te rm ine  the 

fron tline  se rv ice  em p loyee ’s level o f resource fu lness. The  m ore em p loyees  are ab le  

to trus t in th e ir ab ility  to so lve  cu s to m e r prob lem s, the less s tress  they experience . 

W ith  the cons tan t increase  o f techno lo gy  in C on tac t C entre, ins tan t in fo rm ation  is 

read ily  ava ilab le  to the C on tac t C en tre  se rv ice  agents. It is argued tha t the  increase 

o f prob lem  so lv ing  ab ility  o f the  se rv ice  agen t is pos itive ly  re la ted to  an increase  in 

the am oun t o f know ledge  ava ilab le  to  them  th rough  IT system  know ledge  

repos ito ries  and on line  cus tom er re la tionsh ip  m anagem e n t system s. M oreover, w h ile  

it is a rgued  tha t S tress  a t W o rk  is still an im portan t fa c to r in de te rm in ing  Q ua lity  of 

W ork life , the  tw o item  fa c to r s truc tu re  o f the  Van Laar e t al. (2007) m odel how ever, 

m ay not be m u ltid im ens iona l enough to com p le te ly  a rticu la te  the com p lex ity  o f the 

fa c to r w ith in  the C on tac t C en tre  con tex t and th is  exp la ins  the low e r re liab ility  scores.

H ow ever, as w ith  the SLS, g iven th a t the  goodness  o f f it  figu res, re liab ility  and 

va lid ity  resu lts  w ere  deem ed accep tab le  overa ll, it is the re fo re  argued tha t the  W o rk  

R ela ted Q ua lity  o f W ork life  (Q W L) ins trum en t (Van Laar, E dw ards and Easton, 2007)
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is app rop ria te  fo r  the  S outh  A frican  and C on tac t C en tre  context, and th is  find ing  

m akes a fa ir ly  s ign ifican t con tribu tion  to  the literature.

6.3.2 QWL Mean Scores Results
The m ean scores  across  the fac to rs  o f the  Q W L ca lcu la ted  to G enera l W e llbe ing  

m ean score  ca lcu la ted  to y  = 4 .66, Job C a re e r S a tis fac tion  y  = 4.99, C ontro l a t W o rk  

y  = 4.15, S tress  a t W o rk  y  = 3.69, H om e-W ork-In te rface  y  = 4 .71, and W ork ing  

C ond itions  y  = 5 .16 (n=555).

U nsu rp ris ing ly  G enera l W e llbe ing  scored  w ith in  the low e r 40 th pe rcen tile  (E aston  and 

Van Laar, 2012). G enera l W e llbe ing  is assoc ia ted  w ith  both the physica l and 

psycho log ica l w e ll-be ing  o f an em p loyee  (D anna and G riffin , 1999). The  find ing  

co rrobo ra tes  the find ings  o f G re b n e r e t al. (2003) th a t em p loyee  w e llbe ing  in the 

C on tac t C en tre  con tex t is gene ra lly  sco red  at low er levels, and can be described  as 

poor, g iven  the na tu re  o f the  jo b  and the con tex t o f the  w ork ing  env ironm en t. C ontro l 

a t W o rk  scored  w ith in  the low e r 30th pe rcen tile  (E aston and V an  Laar, 2012), w h ich  

is a lso an unsurp ris ing  result, g iven the  context.

W ith  respect to Job  C a re e r S a tis faction , V an Laar e t al. (2007) exp la in  th a t if 

em p loyees  are unders tand ing  o f the  jo b  content, fee l s ign ifican tly  com peten t, are 

ab le  to use th e ir  ind iv idua l sk ills  as requ ired  by the job , fee l con ten t w ith  

oppo rtun ities  tha t arise  w ith in  the o rgan isa tion  and rece ive  recogn ition  w hen 

deserved , then  these  em p loyees w ill be satis fied . A  particu la rly  s ign ifican t find ing  o f 

th is  research  is th a t a lthough  the lite ra tu re  deno tes  tha t the  C on tac t C en tre  w ork ing  

env ironm en t is a w o rk  setting , w h ich  is gene ra lly  assoc ia ted  w ith  low er leve ls  o f jo b  

sa tis fac tion  (R ose and W righ t, 2005), the  m ean scores  o f th is  s tudy reveal tha t Job 

C a re e r S a tis fac tion  w a s  in the  average  50th percentile . Th is  resu lt m ay be exp la ined  

th rough  the unders tand ing  o f fac to rs  assoc ia ted  w ith  in trins ic  jo b  sa tis fac tion  (R ose 

and W righ t, 2005). R ose and W rig h t (2005) a rgue tha t low e r sk illed  em p loyees  m ay 

experience  in trin s ic  jo b  sa tis fac tion  from  do ing con tex tua lly  h ighe r sk illed  w o rk  than 

fo r w h a t they  are qua lified  to undertake . F o r exam ple , w h ile  having little 

unders tand ing  o f eng ineering  o f e lectric ity , C on tac t C en tre  agen ts  m ay d irec t 

cus tom ers  th rough  fa ir ly  com p lica ted  e lec tric ity  fa u lt resto ra tion  procedures; o r 

w ithou t be ing fo rm a lly  tra ined  in finance  they  m ay g ive  adv ice  on com p lica ted
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financ ia l p rocesses. The ab ility  to  se rve  these  cus tom ers  adequa te ly  w ith o u t the 

fo rm a l sk ills  tra in ing  is m ade poss ib le  by the  scrip ting  o f calls, so tha t w ith  little 

tra in ing, agen ts  can qu ick ly  ap p e a r to be know ledgeab le  on com p lica ted  processes. 

It is argued the re fo re  tha t con tra ry  to e a rlie r sugges tions  tha t scrip ting  m ay erode 

fe e lings  o f con tro l and em pow erm ent, know ledge  based ass is tance  though 

e lec tron ic  prom pts, o r the  ab ility  to qu ick ly  re trieve  know ledge  from  reposito ries, a ids 

in Job  C a re e r S a tis faction .

V an  Laa r e t al. (2007) a rgue tha t ba lanc ing  w o rk  com m itm en ts  w ith  com m itm en ts  at 

hom e, so tha t the  one dom a in  does no t com p le te ly  ove rshado w  o r dom ina te  the 

o the r dom ain , is w h a t cons titu tes  good H om e-W ork-In te rface . The m ean scores  o f 

th is  s tudy ’s resu lts  w e re  p re -assum ed to be on the  in the low e r percen tiles , but th is 

research revea led  th a t the  H om e-W ork-In te rface  resu lts  w ere  in the average 50 th 

pe rcen tile  (E aston and Van Laar, 2012), w h ich  is no tew orthy  g iven the context. 

C on tac t C en tre  fron tline  se rv ice  agen ts  a re  schedu led  to w o rk  accord ing  to the 

w ork load  based on cu s to m e r con tac ts  and often on ro ta ting  sh ift cyc les  (R eyno lds, 

2003). O rgan isa tions  are inc reas ing ly  w an ting  to be m ore fle x ib le  to th e ir cus tom ers  

w ith  respect to th e ir  opera ting  tim es (C onne ll and Hannif, 2008), and th is  does not 

a lw ays co inc ide  w ith  trad itiona l o ffice  hours. W o rk  com m itm en ts  sp ill-ove r in to tim e 

tha t is trad itiona lly  spen t as fa m ily  tim e. N orm ally, C on tac t C en tre  fron tline  se rv ice  

agen ts  have ve ry  little, to no contro l, o ve r w hen  they  can w o rk  and th is  con tribu tes  to 

non -des irab le  w o rk -life  ba lance  consequ ences  (B oh le  e t al., 2010). G iven tha t the 

resu lts  o f the  C on tac t C en tre  fron tline  em p loyee  did not show  scores  to be in the 

low e r percen tiles, it is a rgued  tha t agen t’s conce rns  o f unconven tiona l w o rk  hours 

and sh ifts  m ay be o ffse t by the nature  o f the  C on tac t C en tre  fron tline  jo b  itself. The 

na tu re  o f the  C on tac t C en tre  fron tline  jo b  en ta ils  num erous in te rac tions  from  severa l 

d iffe ren t cus tom ers  each shift. C u s to m e r in te rac tions  are scrip ted  and are e ithe r 

sa tis fied  th rough  one con tac t reso lu tion , o r if fu rth e r w o rk  is needed, then th is  w ou ld  

be d irected  to the necessa ry  resource  th rough  a w o rk  flo w  process. It can the re fo re  

be argued tha t w hen  the agen t fin ish e s  th e ir shift, the re  shou ld  ve ry  ra re ly  be the 

need to ca rry  any w o rk  fo rw ard  to the next shift. It w ou ld  m ake sense  tha t in th is  

context, no w o rk  w ou ld  need to be de fe rred  to be done  later. There fo re , w hen  the 

C on tac t C en tre  fron tline  agen t fin ishes  a shift; it is poss ib le  to be com p le te ly  d ivorced 

from  the jo b  m enta lly . Th is  m enta l d isenga gem en t is a rguab ly  h ig h e r than  the  typ ica l



273

o ffice  em ployee, w ho  has reports  o r dead lines  to address, w h ich  can m oun t in 

p ressure  and w ork load , and the re fo re  spill o ve r in to  w ork ing  in priva te  tim e. The 

typ ica l fron tline  agen t has an e ig h t-h o u r shift, and a lthough th is  sh ift m ay be ve ry  

in tense ly  occup ied , once  the sh ift is over, the re  is a fina lity  to  the w ork, and ve ry  little 

shou ld  be carried  o ve r to  the next day w hen  the  new  sh ift s ta rts  w ith  new  and 

d iffe ren t cu s to m e r in te ractions. T h is  d is tinc t separa tion  o f w o rk  com m itm en ts  and 

hom e tim e  is argued to  poss ib ly  in fluence  the  H om e-W ork-In te rface  resu lts  o f th is 

study.

The m ean scores  o f th is  s tudy ’s resu lts  revea led  the W ork ing  C ond itions  resu lt to be 

in the  average  50th pe rcen tile  (E aston  and Van Laar, 2012). The  W ork ing  C ond ition  

fa c to r in the  V an  Laar e t al. (2007) m odel dea ls  w ith  the  "level o f sa tis fac tion  w ith  the 

physica l w o rk ing  e nv ironm en t and cond ition s” o f the  job , and w h e th e r o r not 

em p loyee ’s "have  the righ t too ls  and e qu ipm en t to  ge t the  jo b  done ” (E aston  e t al., 

2013 :138). S u rp ris ing ly  how ever, th is  average  score  resu lt does not re flec t how  the 

lite ra tu re  po rtrays  the w ork ing  cond ition s  o f the  C on tac t C entre . A s  p rev ious ly  

m en tioned  som e scho la rs  a rgue tha t the  C on tac t C en tre  des ign  c lose ly  resem b les  a 

panop ticon  des ign  (Fern ie  and M etca lf, 1998), w he re  agen ts  are cons tan tly  unde r 

the scru tiny  o f th e ir supe rv iso ry  s ta ff and su ffe r from  high stress. The  C on tac t C entre  

agen ts  are a lso  often the  sub jec ts  o f cu s to m e r abuse, w h ich  com b ined  w ith  cons tan t 

su pe rv iso r scru tiny  and little  task  varie ty , leads to em otiona l exhaustion . In a study 

on the "na tu re  o f w o rk  o rgan isa tion  in call cen tres ” , F renkel e t al. (1998 :957) found  a 

w o rk  o rgan isa tion  w here  m anagem e n t’s p reoccupa tion  w ith  "s tandard is ing  

p rocesses and custom is ing  p roducts” enhanced  the  ve ry  bu reauc ra tic  nature  o f the 

C on tac t C en tre  w o rk  env ironm en t, w h ich  had adverse  e ffec ts  on the w ay  s ta ff 

perce ived  th e ir  sa tis fac tion  w ith  the  w ork ing  cond itions.

V an  Laa r e t al. (2007) a rgue th a t sa fe ty  is a key d im ens ion  o f w ork ing  cond itions, 

and the  item s o f the  W ork ing  C ond itions  fa c to r re flec t th is. G iven th a t fron tline  

con tac t cen tre  e n v ironm en t inc ludes a w o rk  e nv ironm en t tha t is usua lly  s itua ted  in a 

fa ir ly  large open o ffice  block, in fro n t o f a persona l com puter, it is p laus ib le  tha t th is  

m ay no t seem  to  the  average  responden t as a dange rous  env ironm en t, and th is  

could exp la in  the fa ir ly  m odera te  response  ratings.
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6.4 Structural Equation Modelling

O ne o f the  a im s o f the  s tudy  w as to  use S tructu ra l E quation M odelling  m e thodo lo gy  

to  m easure  the  re la tionsh ips  be tw een  S e rvan t Leadersh ip , T ru s t and Q ua lity  o f 

W ork life  in the  C on tac t C entre  con text. In the  p rev ious section  o f the  chapter, 

con firm a to ry  fa c to r ana lyses va lida ted  both the  SLS  and the  Q W L h igher o rde r fa c to r 

m easu rem en t m odels, w h ich  m easured  the  construc ts  o f S e rvan t Leade rsh ip  and 

Q ua lity  o f W o rk life  respective ly , and th is  sec tion  d iscusses  the  re la tionsh ip  tha t 

ex is ts  be tw een them .

A s  illus tra ted  in F igure  6.1 below , the  p rim ary  pu rpose  o f th is  research  w as to  

deve lop  and te s t a m odel th a t deno tes  the  re la tionsh ip  betw een S e rvan t Leadersh ip , 

T rus t and Q ua lity  o f W ork life  in a C on tac t C en tre  fron tline  ope ra tiona l env ironm en t.

F igure  6.1 S um m arised  Path D iagram  o f S ervan t Leadersh ip , T rus t and Q W L
C onstruc ts  and H ypo these s

S ource: R esearch  hypothes is
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F igure  6 .2 SLS, T rus t and Q W L SEM  M odel

A s  denoted  in the  resu lts  chap te r and as illus tra ted  in F igure  6.2 above, the  null 

hypo theses w e re  all re jected and S e rvan t Leade rsh ip  show ed a s ign ifican t 

re la tionsh ip  w ith  Q ua lity  o f W o rk life  (P 0.57, p < 0 .001). S e rvan t Leade rsh ip  has a 

s ign ifican t re la tionsh ip  w ith  T ru s t (P 0.69, p < 0.001), w h ich  in tu rn  has a s ign ifican t 

re la tionsh ip  w ith  Q ua lity  o f W ork life  (P 0.18, p < 0.001). T he  fit ind ices o f the  m odel 

show ed an accep tab le  fit (c2/d f = 2.29, R M S E A  = 0.048, CFI = 0.9, S R M R  = 0.054). 

Th is  resu lt suppo rts  the  purpose  and p rim ary  goal o f th is  study. T he  next section  in 

th is  chap te r a im s to  in te rp re t the  find ings  o f the  sub  m ode ls  o f S e rvan t Leade rsh ip  

and Q ua lity  o f W ork life  and th e ir re la tionsh ip  w ith  T rust, w h ich  w as ana lysed .

6.4.1 Servant Leadership
S om e fac to rs , o r sub-d im ens ions, o f S e rvan t Leade rsh ip  w e re  ab le  to  exp la in  a 

la rge r portion o f the  va riance  and had ve ry  strong  re la tionsh ips, o r sa id  d iffe ren tly , in 

the  C on tac t C entre  con text, m ake s tronge r con tribu tions  to  S e rvan t Leade rsh ip  as a 

construct. The  sub m odel o f S e rvan t Leadersh ip , w ith in  the  b roade r m odel ana lysed , 

show ed th a t S e rvan t Leade rsh ip  had s ign ifican t pos itive  re la tionsh ips  w ith  

E m pow erm en t (es tim a te  0.93; p < 0.001), S tand ing  Back (es tim a te  0.97; p < 0.001), 

A cco u n ta b ility  (es tim a te  0.66; p < 0.001), F o rg iveness (es tim a te  0.51; p < 0.001), 

H um ility  (es tim a te  0.91; p < 0 .001) and S tew ardsh ip  (es tim a te  0.99; p < 0 .001), 

C ourage  (es tim a te  0.59; p < 0 .001) and A u th e n tic ity  (es tim a te  0.91; p < 0.001). W h a t 

fo llow s  is an in te rp re ta tion  and d iscuss ion  o f these  re la tionsh ips.
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6.4.1.1 Empowerment and Servant Leadership
A  very  s trong  re la tionsh ip  w as ev iden t be tw een E m pow erm en t and S e rvan t 

Leade rsh ip  (es tim a te  0.92; p < 0 .001) in the  SEM  m odel. Th is  find ing  is unsurp ris ing  

in tha t it con firm s the lite ra tu re  tha t leadersh ip , in the  S e rvan t Leade rsh ip  context, 

focuses  on g row ing  peop le  (G reen lea f, 1996) and app rec ia tes  th a t the  w orth  o f the 

em p loyee  can be assoc ia ted  w ith  em pow ering  leade rsh ip  (Van D ie rendonck and 

Nuijten, 2011). In the  C on tac t C en tre  context, o rgan isa tions  tend to sc rip t the  

answ ers  tha t C on tac t C en tre  se rv ice  agen ts  supp ly  to  custom ers, w ith  ve ry  little 

va ria tion  in answ ers  a llow ed  (R ose and W right, 2005). C o n g e r (1989) a rgues tha t 

c rea ting  the righ t pos itive  a tm osphere  w ith in  the  w o rk  env ironm en t, as w ell as 

con tinuo us ly  recogn is ing  and rew ard ing, are key to c rea ting  a cu ltu re  o f 

em pow erm ent. It w ou ld  seem  tha t the  h igh ly con tro lled  con tex t o f the  C on tac t C en tre  

serv ice  agen t’s jo b  env ironm en t, and the  agen t’s requ irem en t o f em pow erm ent, 

seem  incongruent. H ow eve r it is c le a r from  th is  s tudy tha t o rgan isa tions  need to be 

m ind fu l tha t w h ile  it is necessary  fo r  the  C on tac t C en tre  env ironm en t to  be a 

con tro lled  one, em pow ering  em p loyees  is a lso  critica l.

6.4.1.2 Accountability and Servant Leadership
A ccoun tab ility  show ed a m odera te ly  high re la tionsh ip  w ith  the  S e rvan t Leadersh ip  

co ns truc t in the  tw o fa c to r m easu rem en t m odel (es tim a te  0.66; p < 0.001). A cco rd ing  

to V an  D ie rendonck  and D ijkstra  (2012), accoun ta b ility  invo lves  a rich unders tand ing  

o f w ha t is expected  o f the  em p loyee  w ith  respect to w ha t is w ith in , and w h a t is ou t o f 

h is /he r locus o f contro l. C le a r boundaries  o f ope ra tions  need to  be understood  by the 

em p loyee  so the re  shou ld  be no am b igu ity  in know ing  w h a t w as  needed to  succeed 

and fu lfil the  jo b  m ission. It is unsurp ris ing  th a t the  fa c to r A cco u n ta b ility  show ed a 

s ign ifican t re la tionsh ip  w ith  S e rvan t Leade rsh ip  in the C on tac t C en tre  context. The 

C on tac t C en tre  jo b  is a h igh ly con tro lled  one, and one tha t is pa rticu la rly  m onitored. 

Th is  s tudy  con firm s tha t serv ice  agen ts  rece ive  com fo rt in se rvan t leaders w ho 

subm it ve ry  c le a r ins truc tions  and ensure  unders tand ing  o f ind iv idua l accoun ta b ility  

w ith  th e ir  staff. The  am oun t o f s im ila r cu s to m e r in te rac tions  necess ita tes  c le a r 

p rocess and se rv ice  ins truc tions  in o rd e r fo r  agen ts  to fee l com fo rtab le  tha t th e ir 

ope ra tions  are w ith in  accep tab le  boundaries. A gen ts  the re fo re  w ill expec t the 

se rvan t leade r to take  app rop ria te  action  tow ards  those  w ho s tray  from  these 

boundaries, and the re fo re  are held accoun tab le  fo r  th e ir actions.



277

6.4.1.3 Standing Back and Servant Leadership
S tand ing  B ack re fe rs  to the  le a d e r m oving  aw ay from  the spo tligh t a fte r successfu l 

ach ievem en ts  have been accom p lished  by the  team  (Van D ie rendonck and D ijkstra, 

2012). S tand ing  B ack show ed a high re la tionsh ip  w ith  the S e rvan t Leadersh ip  

cons truc t in the  tw o fa c to r m easu rem en t m odel (es tim a te  0.97; p < 0.001). In the 

C on tac t C en tre  con text, S tand ing  B ack po in ts  to leaders  w ho  are ab le  to ensure  tha t 

they  g ive  th e ir agen ts  every  poss ib le  chance  to  succeed  and ach ieve  goals, and 

w hen  these  goa ls are ach ieved , are ab le  to step back and let the  C on tac t C entre  

em p loyees  take  the cred it. A  key perfo rm ance  in d ica to r (KP I) o f m any C on tac t 

C en tres  is cu s to m e r sa tis fac tion  ratings, w h ich  are gene ra lly  depen den t on the w ay 

C on tac t C en tre  agen t’s in te rac t and engage  w ith  custom ers. Th is  research  con firm s 

tha t em p loyees  recogn ise  leadersh ip  behav io u r th a t a im s to ensure  tha t th e ir 

em p loyees  have the  know ledge, resources and m otiva tion  to adequa te ly  deal w ith  

cus tom ers  appropria te ly . T hese  em p loyees  are the re fo re  ab le  to m eet and poss ib ly  

exceed KPI expecta tions. The  se rvan t leade r ensures  th is  in o rd e r fo r  em p loyees to 

succeed w h ile  fo rgo ing  any c red it unto them se lves , and le tting th e ir em p loyees  take 

all o f the  c red it fo r  th is. These  leaders  are recogn ised  as S e rvan t Leaders in the 

C on tac t C en tre  context.

6.4.1.4 Forgiveness and Servant Leadership

F org iveness show ed a m odera te  re la tionsh ip  w ith  the S e rvan t Leade rsh ip  cons truc t 

in the  tw o  fa c to r m easu rem en t m odel (es tim a te  0.51; p < 0.001). S e rvan t leaders are 

those  leaders  w ho  fo rg ive  th e ir em p loyees  (Van D ie rendonck  and Nuijten, 2011). 

R esen tm en t and hostility , due  to p rev ious ind iscre tions, c loud the  leade r-fo llo w e r 

re la tionsh ip  and reduce the  re la tiona l syne rg ies  needed fo r c rea tive  w o rk  (S tone, 

2002). Th is s tudy con firm s the re fo re  th a t tru ly  fo rg iv ing  is pa ram oun t to S e rvan t 

Leade rsh ip  be h a v io u r in the  C on tac t C en tre  fron tline  context. A gen ts  are exposed  to 

m any oppo rtun ities  w he re  they cou ld  m ake m istakes, as they  deal w ith  m u ltip le  and 

d ive rse  cu s to m e r in te rac tions  and que ries  every  day. It is ve ry  p laus ib le  tha t the  

p robab ility  o f supp ly ing  cus tom er’s m is in fo rm ation , e ith e r know ing ly  o r unknow ing ly  

is high. F ron tline  C on tac t C en tre  se rv ice  agen ts  a re  the re fo re  expecting  th e ir  

supe rv iso rs  to acknow led ge  that, due  to  the  va s t num ber o f ind iv idua l cus tom er 

dea lings  a serv ice  agen t hand les, it is inev itab le  tha t they w ill e rr in po licy  o r process
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from  tim e  to tim e, and so they  recogn ise  those  leaders  w ho  fo rg ive , as be ing S e rvan t 

Leaders.

6.4.1.5 Stewardship and Servant Leadership
A cting  as a s tew ard, by tak ing  respons ib ility  o f the  resources o f the  o rgan isa tion , is 

an im portan t d im ens ion  o f S e rvan t Leade rsh ip  (Spears, 1995; Van D ie rendonck and 

D ijkstra, 2012). C on tac t C entre  fron tline  supe rv iso rs  are som ew ha t lim ited in w ha t 

resources they  are respons ib le  for. Th is  is m a in ly  due to  the  jo b  itself, as w e ll as th e ir  

level o f sen iority . H ow ever, the  S tew ardsh ip  fa c to r w as ab le  to exp la in  a large 

portion  o f the  va riance  o f its re la tionsh ip  w ith  S e rvan t Leade rsh ip  and the re fo re  

constitu tes  a ve ry  strong  re la tionsh ip  w ith  the  co ns truc t (estim a te  0.99; p < 0.001). 

S tew ardsh ip  is a co llec tiv is t o r socia l respons ib ility  ideal (Van D ie rendonck and 

D ijkstra, 2012), and one w h ich  leaders, w ho  subscribe  to  the notion o f va lues-based  

leadersh ip  (Karns, 2011), hold im portan t. It is a lso  an ideal, w h ich  is in trins ic  to 

leaders  w ho  be lieve  th e ir  purpose  as a le a d e r supe rsede s  those  m anageria l line 

respons ib ilitie s  tha t a re  p rim arily  focused  tow ard  o rgan isa tiona l goa ls  exclus ive ly ; 

ins tead  these  leaders  adop t a peop le  cen tric  position. S e rvan t Leade rsh ip  behav io u r 

d isp layed  by leaders is the  a n teced en t to trus t be tw een leaders  and fo llow e rs  in 

o rgan isa tions  (S end jaya  and Pekerti, 2010) and the e lem en t o f s tew ardsh ip  "is 

c lose ly  re la ted  to loya lty  and team  w o rk ” (Van D ie rendonck, 2012 :1234). T h is  is 

pa rticu la rly  pe rtinen t in the  C on tac t C en tre  con tex t because w o rk  load is usua lly  

fo recas ted  w e ll in advance  and a spec ified  n um be r o f resources are a lloca ted  to  deal 

w ith  the w ork load  (R eyno lds, 2003). So if the  en tire  team  is not w o rk ing  tow ards  

m eeting  w ork load  com m itm ents , o r have not been g iven  the too ls  and know ledge  to 

m ee t these  com m itm ents , w o rk load  p ressu res  increase  fo r  everyone. Th is  research 

con firm s tha t C on tac t C entre  agen ts  look to leaders  w ho ac t as s tew ards o f the 

o rgan isa tion  by ga lvan is ing  th e ir  em p loyees to w o rk  as a team  to m ee t w o rk load  and 

o rgan isa tiona l com m itm ents . Th is  research  con firm s tha t C on tac t C en tre  agen ts  

app rec ia te  s tew ardsh ip  behav io u r o f th e ir leaders. A n o th e r con textua l exam p le  of 

th is  is tha t agen ts  w ho  are look ing  to m ee t cu s to m e r expec ta tio ns  often need the 

suppo rt o f supe rv iso rs  to fo llo w  up on ou ts tand ing  w o rk  o r supp ly  agen ts  w ith  

in fo rm ation  to  adequ a te ly  deal w ith  cu s to m e rs ’ expec ta tions  (N angu, 2013). Th is  

research  con firm s tha t s tew ardsh ip  behav io u r d isp layed  by C on tac t C en tre  leaders is 

s trong ly  assoc ia ted  w ith  S e rvan t Leade rsh ip  in the C on tac t C entre  fron tline  context.
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6.4.1.6 Courage and Servant Leadership
The re la tionsh ip  be tw een C ourage  and S e rvan t Leadersh ip  in the SEM  m odel 

ana lysed , w as  a s ig n ifica n t a lbe it m odera te  one (es tim a te  0.59; p < 0 .001). C ourage 

sugges ts  tha t leaders  trus t th e ir m oral and va lue  o rien ta tion  enough to  m ake 

dec is ions  tha t m ay not a lw ays be cons ide red  to be w ith in  the  norm s o f conven tiona l 

opera tions  o f the  o rgan isa tio n ’s practice . By extension , courage  in leadersh ip  is 

d isp layed  by those  leaders w ho  have the conv ic tion  and con fidence  in th e ir own 

ab ility  to m ake decis ions, w h ich  m ay be aga ins t the  norm  o r p reva iling  v iew po in t 

(Van D ie rendonck  and D ijkstra , 2012). A s  e luded  to previously, in the  C on tac t C entre  

context, w ith  its rig id and s tric t p rocess d riven env ironm en t, supe rv iso rs  w ill p robab ly  

not have the  la titude  to m ake unconven tiona l decis ions. T h is  could be a reason tha t 

leadersh ip  th a t is courageous, does not com p le te ly  resona te  as S e rvan t Leadersh ip  

behav io u r in the C on tac t C entre . A n  a rgum en t cou ld  be m ade how eve r tha t courage 

in the face  o f advers ity , such as fac ing  m any ira te  cus tom ers  on a da ily  basis, and 

being ab le  to hand le  these  in te rac tions  w ith  con fidence  w ill be recogn ised  as good 

leadersh ip . M oreover, g iven tha t s tric t adhe rence  to C on tac t C en tre  m etrics  is centra l 

to the nature  o f the  w o rk  e nv ironm en t (R eyno lds, 2003), a lbe it to a lesse r deg ree  in 

the se rvan t leader, cou rageo us  leaders  w ill add ress  perfo rm ance  re la ted issues 

d irectly, and not avo id  o r put o ff con fron ta tions.

6.4.1.7 Authenticity and Servant Leadership
The A u th e n tic ity  fa c to r w as ab le  to  exp la in  a la rge portion o f the  va riance  o f its 

re la tionsh ip  w ith  S e rvan t Leade rsh ip  (estim a te  0.91; p < 0 .001) and the re fo re  can be 

argued to  constitu te  a ve ry  s trong  re la tionsh ip  w ith  the construct. A u th e n tic  leaders 

are leaders tha t are pe rce ived  by others, as having high m ora ls  and va lues  and are 

con fiden tly  aw are  o f th e ir a ttribu tes  (A vo lio  e t al., 2004), and they  do not m ould  th e ir 

persona lities , va lues o r m ora ls  to f it  d iffe ring  con tex ts  (Van D ie rendonck and 

D ijkstra, 2012). Th is  research  suppo rts  the  p rem ise th a t th is d im ens ion  is h igh ly 

va lued  in the S e rvan t Leade rsh ip  con tex t (Van D ie rendonck and D ijkstra, 2012). A  

leade r in the  C on tac t C en tre  w ho  is aw are  o f his s treng ths  and w eaknesses, and 

how  these  a ffec t the  peop le  a round  him, is a sough t a fte r tra it in a superv isor. 

S upe rv iso rs  a lso  need to a lso  possess high m oral s tand ing , and dem onstra te  tha t 

these  m ora ls  and va lues  n e ve r w a iver.
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6.4.1.8 Humility and Servant Leadership

The re la tionsh ip  be tw een H um ility  and S e rvan t Leade rsh ip  in the  SEM  m odel 

ana lysed , w as a s ign ifican t and strong  one (estim a te  0.91; p < 0.001). H um ility  in 

S e rvan t Leade rsh ip  is cha rac te rised  by leaders  in tu itive ly  know ing  th e ir capab ilities , 

and unders tand ing  w ha t they  excel at, and w h a t they  need help w ith  (Van 

D ie rendonck and D ijkstra , 2012). H um ble  leaders  a lso  have little  ego barrie rs  

p reven ting  them  from  va lu ing  inpu t from  th e ir  subord ina tes, inpu t is encou raged  and 

used. T h is  s tudy con firm s tha t S e rvan t leaders  in the  C on tac t C en tre  con tex t are 

hum ble, and are open to invo lvem ent, con tribu tions  and feedba ck  from  th e ir  staff. 

Th is  s tudy con firm s tha t the  ve ry  con tro lled  e nv ironm en t o f the  C on tac t C entre  

requ ires leaders  w ho  are open and recep tive  to sugges tio ns  and feedba ck  from  staff. 

It is th is  hum ble  behav io u r w h ich  resona tes  w ith  C on tac t C en tre  fron tline  agents.

6.4.2 Quality of Worklife

The sub m odel o f Q ua lity  o f W ork life , w ith in  the b ro ade r SEM  m odel ana lysed , 

show ed tha t Job  C a re e r S a tis fac tion  (es tim a te  0.99; p < 0.001), G enera l W ell Being 

(estim ate  0.83; p < 0.001), H om e-W ork  In terface (es tim a te  0.64; p < 0.001), C ontro l 

at W o rk  (estim a te  0.8; p < 0.001), S tress a t W o rk  (estim a te  0.19; p < 0 .001) and 

W ork ing  C ond itions  (es tim a te  0.80; p < 0 .001) had s ign ifican t pos itive  re la tionsh ips  

w ith  Q ua lity  o f W ork life . W h a t fo llow s  is an in te rp re ta tion  and d iscuss ion  o f these  

re la tionsh ips.

6.4.2.1 Quality of Worklife and Job Career Satisfaction

A  ve ry  s trong  and s ign ifican t re la tionsh ip  w as found  be tw een Job  C a re e r S a tis fac tion  

and Q ua lity  o f W ork life  in the SEM  m odel ana lysed  (estim a te  0.99; p < 0.001). Th is 

s tudy con firm s tha t Job C a re e r S a tis fac tion  is pa ram oun t to Q ua lity  o f W ork life  o f a 

C on tac t C en tre  se rv ice  agent. In fact, o f all the  fac to rs , Job  C a re e r S a tis fac tion  

exp la ins  m ost o f the  va riance  w ith  respect to its re la tionsh ip  w ith  the Q ua lity  o f 

W ork life  construct. A cco rd ing  to R obb ins (2003), Job  S a tis fac tion  is an a ttitud ina l 

co ns truc t tha t is de te rm ined  by an em p loyee ’s a ttitude  tow ards  his w ork. Job 

sa tis fac tion  takes  aspects  o f the  en tire  jo b  and how  it’s pe rce ived  in its to ta lity  (Judge  

e t al., 2005). Job d im ens ions  such as how  C on tac t C en tre  se rv ice  agen ts  re la te  to 

th e ir peers and superv iso rs , w h e th e r they  are fa ir ly  rem unera ted , w h e th e r they are
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happy w ith  th e ir jo b  con ten t as w ell as if they are sa tis fied  w ith  th e ir  p rom otiona l 

opportun ities , are all v ita lly  s ign ifican t to C on tac t C en tre  se rv ice  agen t’s perce ived  

Q ua lity  o f W ork life .

6.4.2.2 Quality of Worklife and General Well Being
A  strong, s ign ifican t re la tionsh ip  ex is ts  betw een G enera l W e ll Being and Q ua lity  o f 

W ork life  in the SEM  m odel (es tim a te  0.83; p < 0.001). V an  Laa r e t al. (2007) argue 

the G enera l W ell Being re fe rs  to the  genera l, phys ica l and psycho log ica l w e llness  of 

the  em p loyee  w h ich  is in fluenced by o th e r dom a ins  w ith in  the  w o rk  context. Easton 

and V an  Laa r (2012) pos it tha t any illness, be they  physica l o r m enta l, w ill a ffec t the 

em p loyee  and th e ir  Q ua lity  o f W ork life . Th is  s tudy con firm s tha t in the  C on tac t 

C entre  serv ice  agen t’s context, Q ua lity  o f W ork life  is a ffec ted  by the genera l physica l 

and psycho log ica l w e llness  o f the  em ployee. Easton and V an  Laa r (2012) a rgue tha t 

d iso rders  such as dep ress ion  and anx ie ty  are p reva len t illnesses in the  w orkp lace . It 

is argued tha t in h ighe r p ressured  env ironm en ts  such as C on tac t C entres, w e llness  

and genera l w e ll-be ing  issues are pe rtinen t to the  de te rm ina tion  o f Q ua lity  of 

W ork life  o f C on tac t C en tre  serv ice  agents.

6.4.2.3 Quality of Worklife and Home-Work Interface
The re la tionsh ip  be tw een  Q ua lity  o f W ork life  and H om e-W ork  In terface w as 

m easured  as a s ign ifican t and s trong  one (estim a te  0.64; p < 0.001). To ba lance  

w o rk  com m itm en ts  w ith  com m itm en ts  a t hom e enough so tha t one  dom ain  does not 

com p le te ly  ove rshado w  o r dom ina te  the o th e r dom ain  is w h a t is re ferred to as 

H om e-W ork  In terface (Van Laar e t al., 2007). Th is  too is an unsu rp ris ing  find ing , as 

the w o rk  o f C on tac t C en tre  agen ts  is schedu led  in re la tion  to w hen  custom ers  call 

into the  o rgan isa tion , and does no t a lw ays m atch the  trad itiona l 9am  to 5pm  tim e 

period (R eyno lds, 2003). W ork load  requ irem en ts  in the C on tac t C en tres  have to be 

m et by schedu les  tha t fu lfil th is  requ irem en t o r cu s to m e r expecta tion , so tha t w hen 

cus tom er’s call the  C on tac t C entre, agen ts  are schedu led  and ava ilab le  to take  these  

calls. Th is  necess ita tes  tha t C on tac t C en tre  se rv ice  agen ts  have to  w o rk  schedu les  

tha t are not usua lly  assoc ia ted  w ith  trad itiona l o ffice  hours. C on tac t C en tre  se rv ice  

agen ts  need to  fee l th a t be ing ava ilab le  fo r  both th e ir fa m ily ’s needs, as w ell as the 

needs o f the  em ployer, are som ew ha t congruen t, o r a t ve ry  least, the  e m p lo ye r m ust 

be aw are  o f the  em p loyees ’ bas ic  hom e needs. Th is  s tudy  con firm s tha t in itia tives
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such as the deve lop m e n t o f w o rk  schedu les, o r p rov id ing  ch ild  suppo rt during 

uno rthod ox  schedu led  hours, takes C on tac t C en tre  se rv ice  agen ts ’ hom e needs into 

cons ide ra tion , and im pacts  th e ir  Q ua lity  o f W ork life .

6.4.2.4 Quality of Worklife and Control at Work
C ontro l a t W o rk  and its re la tionsh ip  w ith  the  Q ua lity  o f W ork life  p roved a s trong  and 

s ign ifican t one in the  SEM  m odel (estim a te  0.80; p < 0.001). The  ab ility  to  contro l 

large aspects  o f yo u r w o rk  is an im po rtan t fa c to r in the  cons ide ra tion  o f good Q ua lity  

o f W ork life  (Easton and V an  Laar, 2012). C on tac t C en tre  agen ts  w o rk  is ex trem e ly  

c lose ly  con tro lled  and m ost o f the  in te rac tions  o f ca lle rs  are s im ila r in nature, o r 

request s im ila r th ings  from  the o rgan isa tion . O rgan isa tion s  the re fo re  tend  to scrip t 

the answ ers  tha t C on tac t C en tre  agen ts  need to supp ly  to  cus tom ers  (N angu, 2013) 

w ith  ve ry  little  va ria tion  in answ ers  a llow ed (R ose and W righ t, 2005). Th is  resu lt a lso 

po in ts to issues o f w ork ing  context, in tha t C on tac t C en tre  agen ts  are g iven w o rk  

schedu les  th a t they  have to  adhere  to, and the adhe rence  o f th is  is ve ry  s tric tly  

con tro lled  th rough  so ftw a re  m on ito ring  devices. A ny  unp lanned dev ia tions  are 

recorded nega tive ly  aga ins t the  agent. R easons fo r  dev ia tions  o f C on tac t C entre  

agen ts ’ schedu le s  be ing frow ned  upon by the  o rgan isa tion  is eas ily  understandab le , 

due to  the con tinuous  a ttem p ts  by the  W o rk  Force M anagem en t team  to  accu ra te ly  

m ee t cu s to m e r requ irem ent, o r w ork load , w ith  schedu led  C on tac t C entre  agen ts  

(R eyno lds, 2003). It is argued th a t o rgan isa tions  need to  take  into cogn isance  tha t it 

is necessa ry  fo r  the  C on tac t C en tre  env ironm en t to  be a con tro lled  one and the level 

o f pe rce ived  C ontro l a t W o rk  o f its em p loyees w ill im pact Q ua lity  o f W ork life .

6.4.2.5 Quality of Worklife and Stress at Work
The re la tionsh ip  be tw een Q ua lity  o f W ork life  and S tress  a t W o rk  ana lysed  show ed a 

s ign ifican t but fa ir ly  w e a k  re la tionsh ip  (es tim a te  0.19; p < 0.001). A s  m entioned 

before, it is som ew ha t su rpris ing  find ing  as C on tac t C en tre  agen ts  in particu lar, are 

p rinc ipa lly  vu lne rab le  to s tress  a t w o rk  (R uy te r e t al., 2001; H o ldsw orth  and 

C artw right, 2003). It is, neve rthe less  still conceded  tha t S tress  a t W o rk  is still an 

im portan t fa c to r in de te rm in ing  Q ua lity  o f W ork life . The  tw o item  fa c to r s truc tu re  o f 

the  V an  Laa r e t al., (2007) m odel how ever, m ay not be m u ltid im ens iona l enough to 

com p le te ly  a rticu la te  the  com p lex ity  o f the  fa c to r w ith in  the  C on tac t C en tre  context.
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6.4.2.6 Quality of Worklife and Working Conditions
There  ex is ts  a ve ry  strong  and s ign ifican t re la tionsh ip  be tw een W ork ing  C ond itions  

and Q ua lity  o f W o rk life  in the SEM  m odel (estim a te  0.80; p < 0.001). W ork ing  

cond itions  in the  V an  Laa r e t al. (2007) m odel, dea ls  w ith  the "leve l o f sa tis faction  

w ith  the  phys ica l w o rk ing  e nv ironm en t and cond ition s” o f the  job , and w h e th e r o r not 

em p loyee ’s "have  the righ t too ls  and e qu ipm en t to  ge t the  jo b  done ” (E aston  e t al., 

2013 :138). E rgonom ics, the  physica l look and fee l o f the  w orkp lace  as w ell as 

access ib ility  o f the  co rrec t too ls  fo r  the  jo b  are essen tia l in the  C on tac t C entre  

context. A s  d iscussed  earlie r, the  na tu re  o f C on tac t C en tre  w o rk  inc ludes a se rv ice  

agen t spend ing  m ost o f the  day engag ing  e ith e r te lepho n ica lly  o r th rough  som e o the r 

inbound o r ou tbound  channe l w ith  custom ers, and so the  re liance  on the  techno lo gy  

w ork ing  fo r  them  is ex trem e ly  im portant.

Th is  research  con firm s tha t Q ua lity  o f W ork life  w ill be nega tive ly  a ffected  in 

env ironm en ts  w here  the too ls  o f the  jo b  cons tan tly  le t the  w o rke rs  down. In o the r 

w ords, shou ld  the in fo rm ation  techno lo gy  no t m eet the jo b s  needs adequate ly , th is  

w ill adve rse ly  a ffec t the  C on tac t C en tre  agen t’s Q ua lity  o f W ork life . O n a s im ila r 

note, the  phys ica l su rround in gs  and e rgonom ics  are a lso  v ita l e lem en ts  o f C on tac t 

C en tre  fron tline  Q ua lity  o f W ork life . D reary look ing  o ffice  bu ild ings, w ith  bad ligh ting  

and little  a tten tion  to app rop ria te  fu rn itu re  to m ee t C on tac t C en tre  requ irem ents, are 

argued to  be a m a jo r con tribu ting  fa c to r to C on tac t C en tre  agen ts ’ Q ua lity  o f 

W ork life . M oreover, V an  Laar e t al. (2007) a rgue th a t sa fe ty  is a key d im ens ion  of 

W ork ing  C ond itions. G iven  tha t the  fron tline  C on tac t C en tre  e nv ironm en t inc ludes a 

w o rk  e nv ironm en t tha t is usua lly  s itua ted  in a fa ir ly  la rge open o ffice  block, in fro n t o f 

a persona l com puter, it is p laus ib le  tha t th is  m ay not seem  to the  average  C on tac t 

C en tre  S e rv ice  agen t responden t as a qu in tesse n tia lly  dange rous  env ironm en t, o the r 

sa fe ty  e lem en ts  m an ifest. S iebe rhagen  e t al. (2009) note tha t a lot o f the  health 

issues, pa rticu la rly  pe rta in ing  to psycho log ica l p rob lem s w h ich  are derived  from  

stress  are som etim es  overlooked . It is like ly  tha t psycho log ica l p rob lem s th a t m ay 

arise  from  the w o rk  p lace are pe rtinen t to the  C on tac t C en tre  env ironm en t. M irvis 

and Law le r (1984) sugges t th a t a sa fe  w ork ing  e nv ironm en t to be a ve ry  bas ic  need, 

tha t m ust be sa tis fied  because  w ithou t it, Q ua lity  o f W ork life  is unlike ly.



284

6.4.3 The relationship between Servant Leadership and Quality of Worklife 
(H1)

The next sec tion  in th is  cha p te r dea ls w ith  the  p rinc ipa l hypo thes is  o f th is  thes is  by 

d iscuss ing  the re la tionsh ip  o f S e rvan t Leade rsh ip  and Q ua lity  o f W ork life .

The testing  o f H ypothes is  1 re jected  the null hypo thes is  and conc luded  tha t a causa l 

path be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  w as found  fo r th is  data  se t 

(p = 0.57, p < 0.001). Fo r th is  da ta  set, S e rvan t Leade rsh ip  the re fo re  show ed a d irec t 

causa l path to  Q ua lity  o f W ork life , as pe r the  sys tem s m odel o f Q ua lity  o f W ork life  

p resented  and as argued in the lite ra tu re  chapters. It is argued tha t S ervan t 

Leade rsh ip  has a casua l e ffect, and is a n teced en t to  Q ua lity  o f W ork life  in the  South  

A frican  C on tac t C en tre  context. The  SEM  m odel s ign ified  a s trong  re la tionsh ip  

be tw een the  tw o constructs , w h ich  sugges ts  im portan t syne rg ies  be tw een S e rvan t 

Leade rsh ip  behav io u r and the perce ived  Q ua lity  o f W o rk life  o f fron tline  C on tac t 

C en tre  em ployees. Th is  is an im portan t find ing  in th a t it supports  the p rim ary 

hypo thes is  o f th is  research  thesis, in th a t it ra tifies  tha t S e rvan t Leadersh ip  

behav io u r is an im portan t dete rm inan t, is pos itive ly  re la ted, and an teced en t to  the 

Q ua lity  o f W ork life  o f C on tac t C en tre  se rv ice  agents.

A ll o f the  sub-fac to rs  o f the  SEM  m odel show ed s ign ifican t re la tionsh ips  w ith  the 

m ain constructs , on ly  tw o o f the  tw e lve  re la tionsh ips  tested  w ere  cons ide red  to  be 

m odera te  re la tionsh ips  and the  rest w e re  cons ide red  to be ve ry  strong. The find ings  

suppo rt the  a rgum en t tha t in the  C on tac t C en tre  context, S e rvan t Leadersh ip  

behav io u r cons is ts  o f leaders  th a t em p o w e r th e ir  em p loyees, d isp lay  fo rg iveness, 

hold th e ir s ta ff accountab le , are hum ble, are authen tic , cou rageous  and le t s ta ff take 

the c red it fo r  the successes  o f the  team . It is a lso  argued tha t it is th is  type  of 

leadersh ip  approach  w h ich  in fluences the  level o f Q ua lity  o f W ork life  tha t C on tac t 

C en tre  serv ice  agen t’s experience . The se rvan t leade r w ill in fluence  the C on tac t 

C en tre  serv ice  agen t’s Q ua lity  o f W ork life  in the C on tac t C en tre  context, by 

increas ing  the  agen t’s pe rcep tions  o f genera l w e llbe ing , jo b  ca re e r sa tis faction , 

hom e-w ork  in terface, s tress  a t w ork, contro l a t w o rk  and w ork ing  cond itions.

A s  p rev ious ly  d iscussed  in C hap te r two, research  o f S e rvan t Leade rsh ip  and its 

re la tionsh ips  w ith  o the r behaviou ra l constructs , a lbe it fa ir ly  sparse, has s ta rted  to



285

em erge. M ayer e t al. (2008) found  th a t a re la tionsh ip  be tw een S e rvan t Leadersh ip  

and the  sa tis fac tion  o f fo llo w e r’s needs exis ted, and o the r p rev ious research  

pos itive ly  assoc ia ted  o the r em p loyee  w e llness  fac to rs , such as s ta ff sa tis faction  

(B arbu to  and W hee le r, 2006; Bartram  and C asim ir, 2006; S ta n d e r and R othm an, 

2008), jo b  sa tis fac tion  (Ehrhart, 2004) and genera l w e ll-be ing , (B arbu to  and 

W heeler, 2006; Ehrhart, 2004; Laub, 1999) increases w hen  exposed  to leadersh ip  

behaviou rs  assoc ia ted  w ith  S e rvan t Leadersh ip . P rio r research  a lso  conc luded  tha t 

T rans fo rm a tiona l Leadersh ip  (B rad ley  e t al., 2010) and Sp iritua l Leade rsh ip  (Bardm ili 

e t al., 2013) have re la tionsh ips  w ith  Q ua lity  o f W ork life , but until now, no em pirica l 

ev idence  has con firm ed  a re la tionsh ip  be tw een the  S e rvan t Leade rsh ip  cons truc t 

and the  Q ua lity  o f W ork life  construct.

6.4.4 The relationship between Servant Leadership and Trust (H2)
This research  con firm s Bass’s (2002) pos it tha t leadersh ip  p lays a s ign ifican t ro le in 

the enhan cem en t o f trus t o f em ployees. C on tac t C en tre  em p loyees  are a rgued  to 

assoc ia te  the leadersh ip  and fo llo w e r re la tions  th a t have deve loped  th rough  socia l 

transac tions  em ana ting  from  S ervan t Leadersh ip  be h a v io u r w ith  an increase  in 

Trust. S erv ice  agen ts  in the  C on tac t C en tre  thus  assoc ia te  pos itive  socia l 

exchanges, b rough t abou t by S e rvan t Leade rsh ip  behaviour, w ith  a trusting  

re la tionsh ip  w ith  the leader. C ook and W all (1980) a ttribu te  an increase  in 

subord ina te  tru s t in the  le a d e r to  the  leade r’s in tentions. Th is  research  adds to  th is  

v iew po in t by suggesting  th a t in add ition , if the  in ten tions are se rvan t re la ted, such as 

S e rvan t Leadersh ip  does, trus t w ill m an ifes t (C ook and W all, 1980). Th is  research 

suppo rts  the  v iew  tha t a leadersh ip  approach  tha t is caring and re la tionsh ip  based 

such as S e rvan t Leade rsh ip  (G reen lea f, 1977), is an approach  w h ich  a lso 

in fluences, and is an teced en t to a ttitudes o f trus t o f the  leade r (Chan and Mak, 2014, 

Joseph and W inston , 2005). Th is  research  a lso  a im s to add to the  w orks  o f Chan 

and M ak (2014) and Joseph  and W ins ton  (2005) but a rgu ing  tha t in the  South  

A frican  C on tac t C entre, tha t S e rvan t Leade rsh ip  is a pred ictor, and is pos itive ly  

assoc ia ted  w ith  trust.
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6.4.5 Trust and Quality of Worklife (H3)
Th is  research  is a lso fu rth e r ev idence  tha t the re  ex is ts  a pos itive  re la tionsh ip  w ith  

T rus t and Q ua lity  o f W ork life . A lb e it fa ir ly  sparse, p rev ious lite ra tu re  has suggested  

tha t trus t in the  leade r is a v ita lly  im portan t ing red ien t to  ensuring  the  w e ll-be ing  o f its 

em p loyees and th a t tru s t is critica l va riab le  w hen  research ing  the Q ua lity  o f W ork life  

o f em p loyees  (C ook and W a ll, 1980; V an  d e r Berg and M artins, 2013). The  ev idence  

o f th is  p roposes th a t an increase  in tru s t o f leaders  w ith in  the  C on tac t C entre  con tex t 

can p roduce  an increase  in pe rce ived  fe e lings  o f Q ua lity  o f W ork life . T rus tw o rth iness  

becom es a crucia l ch a ra c te r tra it in leaders shou ld  they  w a n t to im prove  the  Q ua lity  

o f W ork life  o f th e ir  s ta ff and bene fit from  those  persona l and o rgan isa tiona l 

consequences.

6.4.6 Trust as mediator between Servant leadership Quality of Worklife (H4)

The resu lts  suppo rt the  a rgum en t tha t in the  C on tac t C en tre  context, se rv ice  agen ts  

are m ore  like ly  to trus t leaders  w ho  em p o w e r th e ir em p loyees, d isp lay  fo rg iveness, 

hold th e ir  s ta ff accountab le , are hum ble, are authen tic , cou rageous  and let s ta ff take 

the c red it fo r  the  successes  o f the  team . Furtherm ore , th is  leadersh ip  behav io u r 

pos itive ly  in fluences the genera l w e llbe ing , jo b  ca ree r sa tis faction , hom e-w ork  

in terface, s tress a t w ork, contro l at w o rk  and w ork ing  cond ition s  o f C on tac t C entre  

serv ice  agents. The  research  a rgues tha t trus t p lays an in te rm ed ia ry  o r m ed ia ting  

va riab le  role be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  in the C on tac t 

C en tre  context. The  hypo thes is  is supported , tha t w hen  add ing  tru s t to the  SEM  

m odel, the  m odel s treng thened . A s  illus tra ted  in C h a p te r F ive ’s resu lts, the 

p re fe rred  m odel, w h ich  suggested  a pa rtia lly  m ed ia ted  m odel, w ith  an ind irec t path 

from  S e rvan t Leade rsh ip  to  Q ua lity  o f W ork life  th rough  trust, and a d irec t path from  

S e rvan t Leade rsh ip  to Q ua lity  o f W ork life  revea led  the be tte r f it  to  the  data  (%2/d f = 

2.29, R M S E A  = 0.048, CFI = 0.9, S R M R  = 0.054), in com parison  to  the  m odel 

w ithou t the  tru s t va riab le  inc luded  (%2/d f = 2.37, R M S E A  = 0.05, CFI = 0.897, SR M R  

= 0.055).

A s pred icted , S e rvan t Leade rsh ip  behav io u r w ith in  the C on tac t C en tre  con tex t leads 

to a c lim a te  o f trus t in the  leade r and th is  in tu rn  th is  leads to  an im proved  Q ua lity  o f 

W ork life  o f se rv ice  agents. Said d iffe ren tly , S e rvan t Leadersh ip  behav io u r has an
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ind irec t e ffec t on Q ua lity  o f W o rk life  th rough  Trust. W hen  the m e d ia to r variab le , 

w h ich  in th is  case  is T rust, is added to the  re la tionsh ip  be tw een the independen t 

variab le , S e rvan t Leadersh ip  and the dependen t variab le , Q ua lity  o f W ork life , th is 

changes the re la tionsh ip . The  m ed ia tion  e ffec t w as com puted  to  be on ly  partia l, as 

the resu lts  show  tha t the  re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  of 

W ork life  d im in ished  from  0.69 (p < .0001 ) to  0 .57 (p < .0001) w hen  the  T rus t va riab le  

w as  added as a m ed ia to r. The  m ed ia tion  m odel sugges ts  the re fo re  tha t the  

perce ived  Q ua lity  o f W ork life  o f serv ice  agen ts  in the  C on tac t C en tres  is enhanced  

by tru s t in the  superv isor.

It is argued tha t a reason fo r th is  find ing  is tha t leadersh ip  p lays a s ign ifican t role in 

the e nhan cem en t o f trus t o f em p loyees  (Bass, 2002). M oreover, th rough  the 

deve lop m e n t o f socia l re la tionsh ips, tru s t bonds deve lop  (Lee, 2016). The  S e rvan t 

leade r is a leade r w ho  is typ ified  as one w h ich  bu ilds re la tionsh ips  w ith  th e ir  

subo rd ina tes  and en joys  th e ir trus t (G reen lea f, 1977) and tha t trus t in the  leade r 

im proves perce ived  w e ll-be ing  and Q ua lity  o f W ork life  o f em p loyees  (C ook and W all, 

1980). Th is  research  posits  tha t S e rvan t Leade rsh ip  in the  C on tac t C en tre  con tex t 

p roduces a be tte r Q ua lity  o f W ork life  fo r  C on tac t C en tre  se rv ice  agents, and tha t the  

re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  is m ed ia ted  by 

T rus t is a s ign ifican t find ing . The  research  find ing  a lso  supports , as w ell as adds to 

o th e r s tud ies  w ith in  the lite ra tu re  such as Bartram  and C as im ir’s (2006) s tudy o f the 

linkage be tw een T rans fo rm a tiona l Leadersh ip , trus t and sa tis faction ; as w e ll as 

S end jya  and Pekerti (2010) and Joseph  and W in s to n ’s (2005) w o rks  tha t a rgue  fo r 

S e rvan t Leade rsh ip  as an a n teced en t va riab le  to Trust.

6.5 The Differences in Mean Scores
A n o th e r o f the  a im s o f the  s tudy w as  to m easure  if the re  w ere  any d iffe rences  in 

S e rvan t Leadersh ip , T rus t and Q ua lity  o f W o rk life  w ith  respect to s ta tis tica lly  

s ign ifican t d iffe rences  in m ean scores  pe r o rgan isa tion , in age o f respondents , in 

ge n d e r o f respondents , in age o f superv iso rs ; in gende r o f supe rv iso r and type  o f 

job . T hese  ana lyses invo lved  assess ing  and com paring  S e rvan t Leadersh ip , 

trus tw o rthy  behav io u r o f the  fron tline  supe rv iso rs  and the consequen tia l Q ua lity  of
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W ork life  leve ls expe rienced  by serv ice  agen ts  o f the  e igh t o rgan isa tions  w h ich  w ere  

researched.

6.5.1 Differences in mean scores per organisation
The research  resu lts  ch a p te r o f th is  s tudy  illus tra ted  tha t fo r  th is  pa rticu la r data  set 

tha t fo r  S e rvan t leadersh ip , Q ua lity  o f W ork life  and T rus t the  null hypo thes is  w as 

re jected. O rgan isa tion  num be r seven (m ean = 5 .65) sco red  the  h ighes t in S e rvan t 

Leadersh ip , Q ua lity  o f W ork life  (m ean = 4 .96) and T rus t (m ean = 5 .73) w h ile  

O rgan isa tion  6 scored  low est fo r  S e rvan t Leade rsh ip  (m ean = 4.46), Q ua lity  of 

W ork life  (m ean = 4.19). O rgan isa tion  five  scored  the  low est on T rus t (m ean = 4.50).

Th is  find ing  co rrobo ra tes  o the r s tud ies  perta in ing  to Q ua lity  o f W ork life  o f C on tac t 

C entres, w h ich  has found  tha t the re  are d iffe rences  based on o rgan isa tion  context. 

For exam ple , the  find ings  o f research  th a t w as conducted  by C onne ll and H ann if 

(2008), found  s ign ifican t d iffe rences  betw een in -house and ou tsourced  C on tac t 

C entres. S erv ice  agen ts  a t ou tsourced  C on tac t C en tres  had a h ighe r Q ua lity  of 

W ork life  than those  w ho  w orked  in in -house  C on tac t C entres. In teresting ly, 

o rgan isa tion  num be r seven w as  a lso  an ou tsourcer, and th is  o rgan isa tion  m easured  

h ighe r in Q ua lity  o f W ork life , T rus t and S e rvan t Leadersh ip . S ince  ou tsou rce rs  are 

indepe nden t bus iness  en tities  spec ia lis ing  in p rov id ing  C on tac t C en tre  serv ices  

(C onne ll and Hannif, 2008) exc lus ive ly , they  m ay be be tte r p repared  and tra ined  to 

cope w ith  the C on tac t C en tre  context, due  to it be ing the p rim ary  func tion  o f the 

o rgan isa tion . The  o the r o rgan isa tions  have C on tac t C en tres  as a d epa rtm en t o f a 

b ro ade r com pany, and these  poss ib ly  have th e ir core  bus iness focus  e lsew here , and 

not exc lus ive ly  on the  C on tac t C entre. It is a rgued  th a t su pe rv iso r e fficacy  and 

tra in ing  m ay be enhanced  due to the  C on tac t C en tre  bus iness  be ing the ou tsou rce r’s 

key bus iness output. Th is  m ay lead to a m ore soc ia lly  o rien ta ted  leadersh ip  

approach , due to  increased expe rience  in the m anagem e n t o f se rv ice  agen ts  in a 

con tex t th a t is described  as one w h ich  is trad itiona lly  a de fic it Q ua lity  o f W ork life  

context. Th is  in -turn  is argued to  consequ en tly  lead to h ighe r T rus t and be tte r 

perce ived  Q ua lity  o f W ork life .

O rgan isa tion  Five is S ta te  O w ned  bus iness w h ich  has a sm a lle r in house C on tac t 

C entre  in its structu re . The  core  focus  o f the  S ta te  O w ned bus iness is not C on tac t 

C entre  serv ices, but u tility  serv ices. The  C on tac t C en tre  is m ere ly  ju s t ano the r
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cu s to m e r con tac t channe l w ith in  a b roade r o rgan isa tion . It is poss ib le  tha t the  

know ledge  o f m anag ing  peop le  in a C on tac t C entre , in an o rgan isa tion  w ith  a 

C on tac t C en tre  as a departm en t, and not one w h ich  is so le ly  focussed  on C on tac t 

C en tre  serv ices, m ay im pac t on the  leadersh ip  approach .

H aving noted th a t the re  are d iffe rences in responde n t sco res  a t the  d iffe ren t 

o rgan isa tions , it is in te res ting  to note w h ich  o th e r b iog raph ica l da ta  w ou ld  reveal any 

key d iffe rences  found. A ge  and ge n d e r o f respondents , age and ge n d e r of 

superv isor; as w ell as type  o f jo b  w as  then  investiga ted .

6.5.2 Differences in mean scores age of respondents and age of supervisors

The te s t o f d iffe rences  in m ean scores  fo r  age o f responden ts  fa iled  to re jec t the  null 

hypo thes is  as conc luded  the re  is no s ign ifican t d iffe rence  in the m ean scores o f 

agen ts  o f d iffe ren t age  groups. Th is  m eans tha t serv ice  agen ts  w ho  w ere  o f the 

sam e age g roups did not rate th e ir supe rv iso rs  d iffe ren tly  w ith  respect to  th e ir  

S e rvan t Leade rsh ip  behaviour, tru s tw o rth iness  as w e ll as th e ir perce ived  Q ua lity  o f 

W ork life . O lder, as w ell as yo u n g e r a gen ts ’ responses w ere  not s ign ifican tly  d iffe rent. 

M oreover, w ith  respect to the  supe rv iso rs  sp e c ific  age groups, the  te s t o f d iffe rences 

in m ean scores  o f agen ts  w ho have ra ted th e ir supe rv iso rs ’ S e rvan t Leadersh ip  

behaviour, tru s tw o rth iness  and perce ived  Q ua lity  o f W ork life , a lso fa iled  to re jec t the 

null hypo thes is . It w as  the re fo re  conc luded  tha t the re  is no s ign ifican t d iffe rence  in 

m ean scores  in S e rvan t Leade rsh ip  behaviour, T ru s t and Q ua lity  o f W ork life  as a 

consequence  o f su p e rv iso r age g roup  either.

Lai e t a l.’s (2012) found  th a t the  d iffe ren t gene ra tions  experience  d iffe ren t leve ls  o f 

Q ua lity  o f W ork life . B aby boom ers, those  em p loyees  born be tw een yea rs  1946­

1964, and the G enera tion  Y ’s, em p loyees  born be tw een years  1975-1994, had low er 

pe rcep tions  o f th e ir Q ua lity  o f W ork life  in busy contexts. Th is  w as  in con tras t to the 

G enera tion  X  em ployees, those  born be tw een the  years  o f 1965 and 1974, w ho 

gene ra lly  experienced  h ighe r leve ls Q ua lity  o f W ork life  in the  sam e busy con tex ts  

(Lai e t al., 2012).

The la rgest m a jo rity  o f the  responden ts  in th is  research  (60% , n = 332) w e re  in the 

25 to 35 age ca tegory. S econd m ost fre q u e n t w e re  the  less than  25 ’s (19% , n =
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104). M ost o f the  sam p le  fo r  th is  research  the re fo re  fa lls  in the  G enera tion  Y  

category. Th is  th is  find ing  thus  con firm s prev ious lite ra tu re  (Lai e t al., 2012), as it is 

an expected  resu lt th a t there  w ou ld  not be s ig n ifica n t Q ua lity  o f W ork life  d iffe rences 

be tw een them .

6.5.3 Differences in mean scores in gender of respondents and gender of 
supervisors

The te s t o f d iffe rences o f gende r o f responden ts  m ean scores  fa iled  to  re ject the  null 

hypo thes is  fo r  S e rvan t leadersh ip  and Trust. There  w as  deem ed to be no s ign ifican t 

d iffe rence  in m ean scores  in ge n d e r o f responden ts  fo r  S e rvan t Leadersh ip  

behav io u r and leade rs  trus tw orth iness . H ow ever, fo r  Q ua lity  o f W ork life , the  null 

hypo thes is  w as  re jected  and it w as  conc luded  tha t the re  is a s ign ifican t d iffe rence  in 

m ean Q ua lity  o f W ork life  sco res  based on the ge n d e r o f respondents . M ale 

responden ts  scored  h ighe r than fem a les  w ith  respect to pe rce ived  Q ua lity  of 

W ork life . The  te s t o f d iffe rence  in m ean scores  fo r  S e rvan t Leadersh ip  behaviour, 

T rus t and Q ua lity  o f W ork life  fo r  su p e rv iso r gende r how eve r fa iled  to re jec t the  null 

hypo thes is  and conc luded  tha t the re  is no s ign ifican t d iffe rence  in m ean scores  in 

ge n d e r o f superv iso rs . M ale and fem a le  supe rv iso rs  d isp layed  s im ila r am oun ts  o f 

S e rvan t Leade rsh ip  behaviour, w e re  equa lly  trusted  and th is  led to  s im ila r leve ls  of 

Q ua lity  o f W ork life  experienced  by th e ir  subord ina tes.

Th is  find ing  is som ew ha t d iffe ren t to w h a t is cu rren tly  pub lished in the  lite ra ture . In 

G anesh  and G anesh ’s (2014) s tudy in the  bank ing  cus tom er se rv ice  sector, gende r 

w as  a lso  found  to have a s ign ifican t ro le  in the perce ived  Q ua lity  o f W ork life  

em p loyees  (G anesh and G anesh, 2014). The  resu lts  o f the  s tudy  con firm ed  tha t 

fe m a le s  in fron tline  cu s to m e r serv ice  positions, gene ra lly  perce ived  to expe rience  a 

s ign ifican tly  be tte r Q ua lity  o f W ork life  to tha t o f th e ir m ale  coun te rpa rts . G anesh  and 

G anesh  (2014) posited  tha t due to the  fe m a le s  be ing m ore re la tionsh ip  orien ta ted , o r 

putting  m ore  va lue  on the im portance  o f re la tionsh ip  bu ild ing betw een them  and 

superv isors , these  re la tionsh ips  tu rn  into good expe riences  w ith in  the  w o rk  

env ironm en ts  and the re fo re  a ffec t Q ua lity  o f W ork life  m ore positive ly .
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6.5.4 Differences in mean scores in type of job
The resu lts  o f the  A nova  te s t fo r  d iffe rences  in type  o f jo b  fo r  S e rvan t leadersh ip , 

Q ua lity  o f W ork life  and Trust, note tha t the  null hypo thes is  w as re jected  and it w as 

conc luded  the re  is a s ign ifican t d iffe rence  in m ean sco res  o f S e rvan t Leadersh ip  

behaviour, pe rce ived  Q ua lity  o f W o rk life  and T rus t sco res  w hen  ana lys ing  respective  

types  o f jobs. A gen ts  w ho  w orked  in ou tbound  jo b s  scored  h ighest in th e ir pe rcep tion  

o f the  supe rv iso rs  S e rvan t Leade rsh ip  behaviour. O u tbound  supe rv iso rs  w ere  

deem ed m ore  trus tw o rthy  and se rv ice  agen ts  consequ en tly  had h ighe r pe rcep tions  

o f th e ir Q ua lity  o f W ork life . A gen ts  w ho  w orked  in the inbound section  o f the  C on tac t 

C entre  sco red  the low es t in all th ree  categories.

The inbound subd iv is ion  o f C on tac t C en tres  is the  sec tion  o f the  C on tac t C en tre  in 

w h ich  inbound con tac ts  are m anaged  th rough  a p a rticu la r m edium  o r channe l by 

agen ts  in a C on tac t C entre . T e lephon y  is the  p rim ary inbound channe l th a t is used, 

and agen ts  are schedu led  to w o rk  in re la tion  to the call w o rk load  tha t is fo recas ted  

th rough  the  use o f s tric t w o rk  fo rce  m anagem e n t p rinc ip les  (R eyno lds, 2003). 

B ecause call vo lum es o r w o rk  load is fo recas ted  w e ll in advance , in the  p lann ing 

process o f the  w o rk  fo rce  m anagem e n t process, agen ts  are schedu led  to m atch the 

incom ing w ork load  (R eyno lds, 2003). If the re  is poo r adhe rence  to the schedu les, 

serv ice  leve ls  to  cus tom ers  are adve rse ly  a ffected . It m akes sense then tha t agen t 

m anagem e n t m etrics, pa rticu la rly  adhe rence  to schedu le , are m anaged  m uch m ore 

s tringen tly  in the  inbound env ironm en t. Th is  w ou ld  poss ib ly  m ean tha t the  inbound 

env ironm en t leans m ore  to the e lec tron ic  panop ticon  e nv ironm en t (Fern ie  and 

M etcalf, 1998) than  w h a t the  ou tbound  does. Th is  poss ib ly  has an e ffec t on how  

agen ts  perce ived  they  are m anaged, and how  th is  a ffec ts  th e ir Q ua lity  o f W ork life .

The O utbound  subd iv is ion  o f C on tac t C en tres  have  the  p rim ary  func tion  o f m aking 

ca lls to  cus tom ers  fo r  w h a te ve r bus iness  purpose  is needed (R eyno lds, 2003). It is 

argued tha t ou tbound  pressures  w ou ld  be less than  the p ressures  tha t are exerted  

on the  inbound section  o f the  C on tac t C entre, due  to the  nature  o f each job . Inbound 

custom ers  in queues are gene ra lly  m ore  p ressing a prio rity  than cus tom ers  tha t need 

to be ca lled. Each m ay be equa lly  im portan t as an o rgan isa tiona l pe rfo rm ance  

m etric, but the  inbound pressure  o f cus tom ers  w a iting  to  be answ ered  in a queue  is 

argued to be a h ighe r priority, and poss ib ly  needs tig h te r m anagem ent. W ith  th is  

increased inbound p ressure  com es the inev itab le  re liance  on a s tr ic te r m anagem e n t
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approach  and w ith  poss ib ly  less focus  on the  re la tiona l o r caring e lem en ts  o f the 

leade r fo llo w e r re la tionsh ip . Inbound leaders  m ay tend  to be stricter, pay less 

em phas is  on the  re la tiona l e lem en ts  o f the  jo b  and consequ en tly  d isp lay  less 

S e rvan t Leade rsh ip  behav iou rs  than  th e ir ou tbound  counterpa rts . Leade rsh ip  in the 

d iffe ren t sec tions  w ill the re fo re  need to be cogn isan t o f th is; how eve r th is  w ill be 

d iscussed  in m ore deta il in the  next chapter.
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6.6 Conclusion

In th is  chapter, a b rie f sum m ary  o f the  s tudy w as  p resen ted  a long w ith  d iscuss ions  o f 

the m ore s ign ifican t find ings  o f the  study. The  cha p te r d iscussed  the research  

p rob lem  in re la tion  to  the research  find ings  w h ich  w ere  p resen ted  in C h a p te r Five, 

and d iscussed  them  in con tex t o f the  lite ra tu re  p rev ious ly  review ed.

The ch a p te r cons ide red  the lite ra tu re  o f the  p rev ious chap te rs  and d iscussed  

w h e th e r the find ings  o f th is  research  confirm  the ex is ting  lite ra tu re  o r pose poss ib le  

d iffe rences, and w here  these  d iffe rences exis ted, reasons w ere  suggested .

The d iscuss ion  inc luded the re liab ility  and va lida tion  o f the  V an  D ie rendonck and 

N u ijten ’s S e rvan t Leade rsh ip  S u rvey  (2011) w ith in  the South  A frican  C on tac t C entre  

context. A ll o f the  orig ina l fac to rs  w e re  va lida ted  and a s ligh tly  a lte red  m odel 

p roduced good m odel fit. The  re liab ility , V a lida tion  o f the  V an  Laar, E dw ards and 

E aston ’s W o rk  R elated Q ua lity  o f W ork life  (2007) section  o f the  ins trum en t w as a lso  

d iscussed. A fte r m od ifica tion , th is  m odel a lso  p roduced good m odel f it  and w as 

the re fo re  va lida ted  fo r the  S outh  A frican  C on tac t C en tre  context. The m ean scores 

fo r  the  in terna l fac to rs  o f both the S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  

sec tions  o f the  instrum ent, and how  these  re la ted  to  o the r in te rna tiona l benchm arks  

w as  then d iscussed.

The im p lica tions  o f the  SEM  m odel resu lts  in re la tion  to the  re la tionsh ips  

hypo thes ised  w as  d iscussed, as w ell as the  find ings  w ith  respect to the p rim ary 

purpose  o f the  study, w h ich  w as  to  investiga te  the  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W o rk life  and the m ed ia ting  e ffec t o f T rus t in a C on tac t 

C en tre  context. Im p lica tion  o f a causa l path be tw een S e rvan t Leadersh ip , T rus t and 

Q ua lity  o f W ork life  w as  estab lished; w ith  T rus t m ed ia ting  the re la tionsh ip  be tw een 

S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  w as d iscussed.

A ll o f the  sub fac to rs  o f the  SEM  m odel o f th is  s tudy  show ed s ign ifican t re la tionsh ips  

w ith  the  m ain constructs , and on ly  fo u r re la tionsh ips  tested  w ere  cons ide red  to  be 

m odera te  re la tionsh ips, w h ile  the res t o f the  re la tionsh ips  w e re  cons ide red  to  be ve ry  

strong. The  find ings  suppo rt the  a rgum en t tha t in the  C on tac t C en tre  context, 

S e rvan t Leade rsh ip  behav io u r is recogn ised  in leaders  w ho  em pow er th e ir
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em ployees, d isp lay  fo rg iveness, hold th e ir s ta ff accountab le , are hum ble  and 

authen tic , are cou rageous  and let s ta ff take the c red it fo r  the  successes  o f the  team . 

In add ition , th is  type  o f leadersh ip  is pos itive ly  assoc ia ted  w ith  the level to  w h ich 

Q ua lity  o f W ork life  is experienced  by C on tac t C en tre  serv ice  agents, and th is  

re la tionsh ip  is pos itive ly  m ed ia ted  by Trust.

The  d iffe rences in resu lts  o f S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life , w ith  

respect to d iffe rences  in o rgan isa tio ns  scores, gende r scores, age  scores and type 

o f jo b  sco res  w ere  d iscussed  and reasons fo r these  resu lts  w e re  proposed.

The next ch a p te r w ill d iscuss  recom m enda tio ns  m ade to both the a cadem ic  and 

m anagem e n t fra te rn ity  on the theo re tica l and app lied  im p lica tions  o f the  study.
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Chapter 7 -  Recommendations and Conclusion

7.1 Introduction

In th is  chapter, a conc lus ion  o f the  s tudy ’s purpose, resu lts  and s ign ifican t find ings  

are p resen ted  a long w ith  recom m enda tions  to  both the  a cadem ic  and m anagem en t 

fra te rn ity  on the  theo re tica l and app lied  im p lica tions  o f the  study. The  cha p te r a lso  

acknow led ges  tha t th is  s tudy is o f lim ited scope, as w ell as has va rious  o the r 

lim ita tions  w h ich  are a lso  d iscussed  in th is  chapter. The  chap te r a lso  sugges ts  areas 

o f re la ted fu tu re  research  w h ich  aim  to m ake advances to the  unders tand ing  of 

S e rvan t Leadersh ip , T ru s t in the  leade r and Q ua lity  o f W ork life  theory.

H ow ever, before  recom m enda tions  are p resented , and suppo rt o f the  conc lus ion  o f 

th is  research study, a sho rt sum m ary  o f each o f the  th e s is ’s chap te rs  is presented  

below .

7.1.1 Chapter 1 -  Contact Centre Context and Problems Statement

C h a p te r O ne p resented  an in troduction  to the  s tudy  and c lea rly  de fined  the  con tex t 

w ith in  w h ich  th is  research  w as conducted , recogn is ing  the C on tac t C en tre  industry  in 

S outh  A frica  as a g row ing  industry  tha t cu rren tly  em p loys  severa l thousand  C on tac t 

C entre  fron tline  w orkers . The research  prob lem  s ta tem en t w as p roposed as fo llow s: 

G iven tha t the  C on tac t C en tre  fron tline  w o rk ing  con tex t is an env ironm en t w here  

low er leve ls  o f Q ua lity  o f W ork life  are expected , m ethods to im prove  Q ua lity  of 

W ork life  in the C on tac t C en tre  con tex t are the re fo re  o f both scho la rly  and app lied  

interest. Leade rsh ip  w as pos itioned  as the an te ce d e n t o f in te res t o f th is  s tudy and 

T rus t w as  pos itioned as a poss ib le  m ed ia ting  va riab le  be tw een S e rvan t Leadersh ip  

and Q ua lity  o f W ork life . H ypo theses w ere  p roposed and the m e thodo log ica l p rocess 

to tes t these  hypo theses w ere  sum m arised .
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7.1.2 Chapter 2 -  Quality of Worklife Literature
C h a p te r Tw o p resented  a rev iew  o f the  Q ua lity  o f W ork life  lite ra ture . The ch a p te r 

began w ith  the o rig ins  o f Q ua lity  o f W ork life  and c la rified  its assoc ia tion  w ith  Q ua lity  

o f Life. The  cha p te r then  de fined  Q ua lity  o f W ork life  and d iffe ren tia ted  it from  s im ila r 

theore tica l concep ts  such as Job  S a tis fac tion , E m ployee W e llbe ing  and W ellness. 

The ch a p te r p roposed a con tribu tion  to know ledge  by deve lop ing  a sys tem ’s m odel 

o f Q ua lity  o f W ork life , w h ich  w as  derived  from  the read ings o f va rious  au thors  in the 

literature. A n tecede n ts , m odera to rs , m ed ia to rs  and consequ ences  o f Q ua lity  o f 

W ork life  w ere  d iscussed  and leadersh ip  w as  argued to  be the a n teced en t o f in te rest 

in th is  study. V a rious  Q ua lity  o f W ork life  m ode ls  w e re  d iscussed  and the  jus tifica tion  

o f the  V an  Laa r e t al. (2007) m odel w as  subs tan tia ted  as be ing app rop ria te  fo r  the  

con tex t o f th is  s tudy due  to the  streng th  o f the  ins trum en t and the app rop ria teness  o f 

the  m odel.

7.1.3 Chapter 3 -  Servant Leadership Literature
C h a p te r Th ree  con ta ined  a lite ra tu re  rev iew  o f S e rvan t Leadersh ip . The  ch a p te r 

s ta rted  w ith  a d iscuss ion  on leadersh ip  as a construct, and th is  w as  fo llow ed  by 

va rious  concep tio ns  o f leadersh ip  theory. The cha p te r a rgued  tha t the  type  of 

leadersh ip  tha t w as  app rop ria te  fo r  the  C on tac t C en tre  con tex t w as  one tha t w as 

focused  on re la tionsh ips  and caring. C on tem po ra ry  m ode ls  o f leadersh ip  are 

p resen ted  and S e rvan t Leade rsh ip  w as  argued as app rop ria te  fo r  the  con tex t due to 

its re la tiona l and caring focus. The  V an D ie rendon ck  and N uijten (2001) S e rvan t 

Leade rsh ip  m odel w as  d iffe ren tia ted  from  o th e r s im ila r S e rvan t Leade rsh ip  theo ries  

and its su itab ility  fo r  th is  pa rticu la r research  w as argued on the  streng th  o f the 

ins trum en t and the  a pp rop ria teness  o f the  m odel. T rus t in the  leade r w as  in troduced 

and the  re la tionsh ip  be tw een T rus t and S e rvan t Leadersh ip , as w ell as its poss ib le  

ro le  as a m ed ia ting  va riab le  w as  d iscussed.
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7.1.4 Chapter 4 -  Research Methodology
C h a p te r F our described  the research  m e thodo logy th a t w as fo llow ed . The  ch a p te r 

began w ith  the  dec la ra tion  o f the  resea rche r’s ph ilosoph ica l s tandpo in t, a fte r w h ich  

the descrip tion  o f the  research  p rocess w as outlined . T he  sam ple  size, data 

co llec tion  and s ta tis tica l ana lys is  p rocedu res  and research  e th ics  w e re  exp la ined.

7.1.5 Chapter 5 -  Results and Key Findings
C hap te r F ive p resen ted  the resu lts  o f the  ana lys is . R e liab ility  and V a lid ity  resu lts  o f 

the ins trum en ts  used w ere  p resen ted  w ith  the aid o f C ronbach 's  A lpha  and 

C on firm a to ry  F acto r A na lys is . In th is  chapter, the  hypo theses w ere  tested  and th e ir 

resu lts  p resented . T he  S tructu ra l E quation  M odel illus tra ted  a d irec t casua l path 

be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life , and th is  re la tionsh ip  w as 

show n to  be m ed ia ted  by Trust. S ign ifican t d iffe rences  in m ean scores  w ere  

d iscussed.

7.1.6 Chapter 6 - Discussion

C hap te r S ix  d iscussed  the research  p rob lem  in re la tion  to the research  find ings  tha t 

had been presen ted  in C hap te r Five, and d iscussed  them  in con tex t o f the  lite ra tu re  

p rev ious ly  rev iew ed. The ch a p te r cons ide red  all the  lite ra tu re  o f the  p rev ious 

chap te rs  p rev ious ly  rev iew ed and d iscussed  w h e th e r the  find ings  o f th is  research 

confirm  the ex is ting  lite ra tu re  o r pose poss ib le  d iffe rences, and w here  these  

d iffe rences exist, reasons w ere  proposed. The resu lts  o f the m u ltiva ria te  ana lys is  o f 

the va lida ted  S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  m ode ls  w e re  d iscussed. 

The im p lica tions  o f the  SEM  m odel resu lts  in re la tion  to the  re la tionsh ips  

hypo thes ised  w ere  d iscussed, as w ell as the  find ings  w ith  respec t to the p rim ary 

purpose  o f the  study, w h ich  w as  to  investiga te  the  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W ork life , and the  m ed ia ting  ro le  o f T rus t in a C on tac t 

C en tre  context. A ll o f the  sub fac to rs  o f the  m odel show ed s ign ifican t re la tionsh ips  

w ith  the m ain constructs , and m ost w e re  cons ide red  to have  very strong 

re la tionsh ips. The  find ings  sup p o rt the  a rgum en t th a t in the  C on tac t C entre  context, 

S e rvan t Leade rsh ip  behav io u r cons is ts  o f leaders  th a t em p o w e r th e ir em ployees, 

d isp lay  fo rg iveness, hold th e ir s ta ff accountab le , are hum ble  and le t s ta ff take  the 

c red it fo r  the  successes  o f the  team  and tha t th is  type  o f leade r is pos itive ly



298

assoc ia ted  w ith  the level to w h ich  Q ua lity  o f W ork life  is experienced  by C on tac t 

C en tre  se rv ice  agents.

The fo llow ing  section  dea ls w ith  the  recom m enda tio ns  th a t have a risen from  the 

find ings  o f the  research, it inc ludes m anagem e n t recom m enda tio ns  w ith  respect to 

S e rvan t Leade rsh ip  enhancem ents , Q ua lity  o f W ork life  enhancem ents , se lec tion  and 

recru itm en t o f leaders and the in te rm itten t tes ting  o f C on tac t C en tre  S e rvan t 

Leade rsh ip  behav io u r and Q ua lity  o f W ork life  perceptions.

7.2 Management Recommendations

A s p rev ious ly  d iscussed, using SEM , a s ign ifican t re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  behav io u r and Q ua lity  o f W ork life  (0.57; p < 0 .001) w as  found  in th is  

s tudy o f fron tline  C on tac t C en tre  em p loyees. So th is  s tudy con firm s tha t S e rvan t 

Leade rsh ip  is an teced en t to Q ua lity  o f W ork life  in the  fron tline  C on tac t C en tre  

context. G iven th is  find ing , the  s tudy the re fo re  a rgues tha t it is im portan t fo r  C on tac t 

C entre  o rgan isa tions  to firs tly , and a t the  ve ry  least, be cogn isan t o f S e rvan t 

Leade rsh ip  leve ls w ith in  th e ir env ironm en t, and second ly , to adop t a S e rvan t 

Leade rsh ip  approach  due its pos itive  assoc ia tions  w ith  Q ua lity  o f W ork life . A s  

m entioned previously, th is  recom m enda tion  is on the streng th  th a t it has been 

dem onstra ted  in th is  research  th a t S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  are 

pos itive ly  assoc ia ted  w ith  one another. S a id  d iffe ren tly , th is  research  illus tra tes  tha t 

h ighe r leve ls  o f S e rvan t Leade rsh ip  are assoc ia ted  w ith  h ighe r leve ls  o f em p loyee  

Q ua lity  o f W ork life  levels.

A s illus tra ted  in the sys tem s m odel o f Q ua lity  o f W ork life  in C hap te r Two, the  pos itive  

consequences  o f Q ua lity  o f W o rk life  are o f m a jo r bene fit to  the o rgan isa tion  (F ie lds 

and Thacker, 1992; H uang e t al., 2007; Igbaria  e t al., 1994; Lau, 2000; Lee e t al., 

2013; S irgy  e t al., 2008; Zin, 2004; Z hao  e t al., 2013;). C onsequen tly , it w ou ld  seem  

coun te rin tu itive  fo r  o rgan isa tions  not to be v ig ilan t o f the  S e rvan t Leadersh ip  

behav io u r o f th e ir supe rv iso rs  w ith in  the fron tline  opera tiona l env ironm ent. 

O rgan isa tiona l bene fits  aside, the  p rev ious chap te rs  have gone to  som e leng ths to 

a rgue th a t the  leadersh ip  approach  needed fo r the  C on tac t C en tre  env ironm en t is 

one th a t is con tem pora ry , but m ore  im portan tly , has em erged  from  a va lues based
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prem ise  (C ope land , 2014). T h is  research  has argued th a t due to the  na tu re  o f the 

w ork, a p a rticu la r type  o f leadersh ip  is requ ired. The  type  o f leadersh ip  th a t is argued 

to be app rop ria te  fo r  the  C on tac t C en tre  is one th a t is caring and re la tiona lly  

focussed. It has been suggested  in th is  research  tha t S e rvan t Leadersh ip  is such a 

leadersh ip  approach  (G reen lea f, 1977; Spears, 1995). There fo re , bes ides the 

docum en ted  o rgan isa tiona l bene fits  tha t the  S e rvan t Leadersh ip  approach  is 

c red ited  to bring, and bes ides its pos itive  assoc ia tion s  w ith  Q ua lity  o f W ork life , a t the 

ve ry  least, S e rvan t Leade rsh ip  se rves to  bene fit the  em p loyees  w ork ing  in the 

C on tac t C en tre  con tex t by v irtue  o f it be ing re la tiona l and caring. N o tw iths tand ing  the 

caring and re la tiona l bene fits  o f S e rvan t Leadersh ip , Q ua lity  o f W ork life  cons is ts  o f 

peop le -ce n tric  d im ensions, exam p les  o f w h ich  are genera l w e ll-be ing  and jo b  

satis faction , p leasan t w o rk ing  cond ition s  and favou rab le  w o rk -life  ba lance  (Van Laar 

e t al., 2007). It is the re fo re  a rgued  that, due to pos itives  assoc ia tions  w ith  both 

S e rvan t Leade rsh ip  and Q ua lity  o f W ork life , increases in S e rvan t Leade rsh ip  w ill 

the re fo re  be assoc ia ted  w ith  increases in the d im ens ions  o f Q ua lity  o f W o rk life  as 

w ell. M anagem en t p rac titione rs  are recom m ended  to  concen tra te  the deve lop m e n t 

o f the  sub -d im ens io ns  o f S e rvan t Leade rsh ip  o f th e ir fro n t o ffice  leaders so tha t they 

enab le  the  e nhan cem en t o f th e ir em p loyees Q ua lity  o f W ork life .

On the streng th  o f th is  resea rch ’s find ings, it is the re fo re  argued th a t it is im portan t 

fo r  o rgan isa tions  to incorpora te , c larify, cham p ion  and instil a leade rsh ip  approach  

tha t is o f a caring nature, as it has been illus tra ted  to be appropria te  fo r  the  fron tline  

C on tac t C en tre  env ironm en t. It is recom m ended  tha t the  o rgan isa tio n ’s leadersh ip  

ph ilosophy shou ld  be focussed  on bu ild ing  re la tionsh ips  w ith  em ployees, as w ell as 

caring fo r em ployees, so tha t supe rv iso rs  d isp lay  behav iou rs  tha t put the  needs o f 

team  m em bers  firs t in o rd e r to crea te  a c lim a te  fo r  them  to be the best they can be 

(G reen lea f, 1977; Spears, 1995; Van D ie rendonck, 2011). It is recom m ended  tha t 

leaders  trus t em p loyees  by g iv ing them  the capac ity  and room  to g row  in o rd e r to let 

them  p rospe r w h ile  keep ing  in m ind tha t the  good o f the  m em bers  m ust supersede  

any se lf-re la ted  in te res ts  o f the  leade r (M e lch a r and Bosco, 2010). The  leade r m ust 

be m otiva ted  to serve  o the rs  first, and th rough  such serv ice , ach ieve  o rgan isa tiona l 

goa ls  (G reen lea f, 1977). It is a lso  recom m ended  tha t a S e rvan t Leade rsh ip  approach  

shou ld  be p racticed  th rough  all o f the  leve ls leadersh ip  w ith in  the  o rgan isa tion  as it is 

cau tioned  th a t m idd le  o r ju n io r  m anagers  m ay fee l trapped  if th e ir  leadersh ip  sty les
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are not cong ruen t w ith  se n io r leaders. It is the re fo re  recom m ended  th a t C on tac t 

C en tre  fron tline  serv ice  leadersh ip  approach  shou ld  not necessa rily  be iso la ted to 

on ly  the C on tac t C en tre  w ith in  the o rgan isa tion . Th is  recom m enda tion  is m ade on 

the streng th  th a t if S e rvan t Leade rsh ip  is found  to have a pos itive  causa l re la tionsh ip  

w ith  Q ua lity  o f W o rk life  in the C on tac t C en tre  con tex t tha t th is  is a leadersh ip  

approach  w h ich  could poss ib ly  be re levan t fo r  e lsew here  in the o rgan isa tion .

It w as a lso  found  tha t T rus t m ed ia ted  the  re la tionsh ip  be tw een S e rvan t Leadersh ip  

and Q ua lity  o f W ork life  in the  structu ra l equation  m odel tested. A  partia lly  m ed ia ted  

m odel, w ith  an ind irec t path from  S e rvan t Leade rsh ip  to Q ua lity  o f W ork life  th rough  

Trust, and a d irec t path from  S ervan t Leade rsh ip  to  Q ua lity  o f W ork life  revea led  the 

be tte r f it  to the  data  (c2/d f = 2.29, R M S E A  = 0.048, CFI = 0.9, S R M R  = 0 .054) ove r 

the m odel w ith o u t T rust. It is suggested  tha t S e rvan t Leade rsh ip  behav io u r w ith in  the 

C on tac t C en tre  co n te x t leads to a c lim a te  o f trus t in the  leade r and th is  in tu rn  th is  

leads to  an im proved Q ua lity  o f W ork life  o f serv ice  agents. Th is  find ing  a lso  suppo rts  

the a rgum en t th a t it is im portan t fo r  o rgan isa tions  to  instil a leade rsh ip  approach  tha t 

is o f a caring  nature, as th is  leads to  tru s t in the  leaders, w h ich  in tu rn  m ed ia tes  the 

re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  in the  C on tac t 

C en tre  context. The  S e rvan t le a d e r is a le a d e r w ho is typ ified  as one  w h ich  bu ilds 

re la tionsh ips  w ith  th e ir subo rd ina tes  and en joys  th e ir  tru s t (G reen lea f, 1977), and 

th is  w ill pos itive ly  a ffec t the  Q ua lity  o f W ork life  o f fron tline  em ployees.

The next section  o f the  ch a p te r dea ls  w ith  the  recom m enda tions  w ith  respect to  each 

o f the  d im ens ions  o f S e rvan t Leade rsh ip  and Q ua lity  o f W ork life .

7.2.1 Recommendations associated with the dimensions of Servant 
Leadership

W hen  it com es to the deve lop m e n t o f leaders  w ith in  the  o rgan isa tion  o r to  chang ing  

the behav io u r o f leaders, concen tra ting  on the  sub -d im ens io ns  o r fac to rs  o f S ervan t 

Leade rsh ip  is a log ica l and im portan t cons ide ra tion . A s  p resented  in the R esu lts  and 

D iscuss ion  C hap te r’s, som e fac to rs  hold a s tro n g e r re la tionsh ip  w ith  the S e rvan t 

Leade rsh ip  co ns truc t than  o thers. In o th e r w ords, a t the  C on tac t C entre  fron tline  

level, th is  research  has illus tra ted  tha t som e fa c to rs  describe  a la rge r com ponen t of 

the  S e rvan t Leade rsh ip  cons truc t than  others.
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A s p rev ious ly  presented , S e rvan t Leade rsh ip  has a pos itive  re la tionsh ip  w ith  Q ua lity  

o f W ork life  and som e fac to rs  o r sub -d im ens io ns  o f S e rvan t Leade rsh ip  had s tronge r 

re la tionsh ips  to S e rvan t Leade rsh ip  as a construct. It is the re fo re  suggested  tha t 

o rgan isa tions  can leverage these  fac to rs  to accen tua te  the  leadersh ip  be h a v io u r o f 

th e ir supe rv iso rs  and m idd le  m anagers, by firs tly  concen tra ting  on deve lop ing  the 

ab ilities  o f the  d im ens ions  tha t have the s tronges t re la tionsh ips  w ith  the construct. 

Using th is  logic, th is  research  has illus tra ted  tha t leaders  shou ld  aim  to equ ip  th e ir 

leaders  w ith  the ab ility  to ap p e a r s tew ard ly  (es tim a te  0.99; p < 0 .001) and au then tic  

(estim a te  0.91; p < 0 .001) in fro n t o f th e ir staff; to g ive  th e ir  leaders  the  ab ility  to  instil 

in th e ir staff, fe e lings  o f em pow erm en t (es tim a te  0.93; p < 0.001), to equ ip  leaders 

w ith  the sk ills  to be ab le  to act w ith  hum ility  (estim a te  0.91; p < 0 .001) and let all 

c red it tha t is due, fa ll on the s ta ff (estim a te  0.97; p < 0 .001) (Van D ierendonck, 

2011). It is suggested  tha t o rgan isa tio ns  concen tra te  on the  deve lop m e n t o f these 

d im ens ions  o f leaders  as these  fac to rs  u ltim a te ly  m ake up the b igges t con tribu tion  to 

the m easure  o f S e rvan t Leade rsh ip  in th is  context. N o tw iths tand ing  m anagem e n t’s 

concen tra tion  on the  deve lop m e n t o f fac to rs  tha t exp la in  S e rvan t Leade rsh ip  the 

m ost, the  o th e r d im ens ions  such as F o rg iveness (estim a te  0.51; p < 0.001), C ourage 

(estim a te  0.59; p < 0 .001) and A cco u n ta b ility  (estim a te  0.66; p < 0 .001) are a lso 

im portan t cons ide ra tio ns  (Van D ie rendonck, 2011), as they  a lso  m ake up vita l 

com ponen ts  o f w ha t S e rvan t Leade rsh ip  is construed  o f in the  C on tac t C entre  

fron tline  supe rv iso ry  context.

A s  the S tew ardsh ip  fa c to r exp la ins  a lm ost all o f the  va riance  w ith  its assoc ia tion  of 

S e rvan t Leadersh ip , it is recom m ended  tha t C on tac t C entre  m anagem e n t deve lop  

the su pe rv iso r to  accen tua te  th a t loya lty  and team  w o rk  is apprec ia ted  w ith  the 

C on tac t C en tre  env ironm en t. S upe rv iso rs  m ust show  th a t they  have lea rn t tha t 

leadersh ip , pa rticu la rly  in the  C on tac t C en tre  context, goes beyond the  m ere 

m on ito ring  o f task  com p liance . S upe rv iso rs  need to  re flec t tha t they  are respons ib le  

s tew ards  w ho  be lieve  tha t the  w e llbe ing  o f th e ir  s ta ff is o f pa ram oun t im portance . A  

s tew ardsh ip  approach  to leade rsh ip  a ligns w ith  "the use o f behaviou ra l incen tives” 

(K arns 2011 :341), and so it is recom m ended  in the C on tac t C en tre  tha t leadersh ip  

use incen tives  to ex trac t pos itive  em p loyee  conduc t ove r the  panop tican  approach  o f 

m on ito ring  and ins tan tly  add ress ing  issues a fte r th e y  have becom e v is ib le .
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In re la tion  to  A cco u n ta b ility  deve lopm ent, it is ev iden t from  th is  research  th a t very 

c lea r boundaries  o f opera tion  fo r  the  fu lfilm e n t o f jo b  requ irem en ts  need to be 

understood  by the  subo rd ina te  em ployees. E m p loyees need a rich unde rs tand ing  o f 

w ha t is p rec ise ly  expected  o f them , both from  w h a t is w ith in , and ou t o f th e ir locus of 

contro l (Van D ie rendonck and D ijkstra , 2012). G iven  tha t A ccoun tab ility  has a 

s ign ifican t re la tionsh ip  w ith  S e rvan t Leade rsh ip  in the C on tac t C en tre  env ironm ent, 

and g iven  tha t th is  is such a con tro lled  and m on ito red  env ironm en t, it is assum ed 

tha t fron tline  se rv ice  agen ts  recogn ise  the  im portance  o f ho ld ing  em p loyees  to 

accoun t fo r  th e ir pe rfo rm ances. T h is  is unders tandab le , g iven th a t inbound w ork load  

in the C on tac t C en tre  e nv ironm en t is fo recas ted  and agen ts  are schedu led  accord ing  

to the fo re ca s t requ irem en ts  (R eyno lds, 2003). Shou ld  som e agen ts  not be w ork ing  

a t the  leve ls  tha t they  are requ ired  to, and as a resu lt are be ing unava ilab le  to take 

ca lls a t tim es  w hen  they  are schedu led  to  be ava ilab le  to take  calls; th is  w o rk load  w ill 

have to be spread o ve r a sm a lle r g roup  o f agents, m ean ing  tha t they w ill have to 

w o rk  harder, o r take  m ore calls. It has been argued  e a rlie r tha t agen ts  expec t and 

app rec ia te  supe rv iso rs  ho ld ing them se lves  and th e ir peers to  account, as th is  

bene fits  the  w ho le  in sp read ing  the w ork load  as fo recasted . The resu lts  o f th is  s tudy 

suggest th a t o rgan isa tions  equ ip  th e ir  supe rv iso ry  s ta ff w ith  the  ability , e ith e r th rough 

techno lo gy  o r o therw ise , to be ab le  to  eas ily  v iew  se rv ice  agen t pe rfo rm ance  in a 

fo rm a t tha t dep ic ts  w h e th e r key perfo rm ance  ind ica to rs  are be ing m et in o rd e r fo r  

them  to qu ick ly  respond, and hold agen ts  accoun tab le  fo r  pe rfo rm ance. W h ile  th is  

v iew po in t m ay sound paradoxica l, g iven issues o f the  con tex t resem b ling  an 

e lec tron ic  panop ticon  (Fern ie  and M etca lf, 1998), w ith in  reason, c lose m on ito ring  

and cons tan t fe e d b a ck  is a necessa ry  m anagem e n t func tion  w ith in  the  C on tac t 

C en tre  context.

E m pow ering  s ta ff in the  con tex t o f the  s tric tly  scrip ted  C on tac t C en tre  env ironm en t 

m ay be fa ir ly  cha lleng ing . It is recom m ended  the re fo re  tha t the  in te rp re ta tion  o f how  

to engage  w ith  cus tom ers  in a m a n n e r tha t is deem ed as good cu s to m e r serv ice , be, 

as fa r  as possib le , le ft fo r  the  agen t to dec ide  on. A s  exp la ined  in C h a p te r O ne, in 

the sc rip ted  C on tac t C en tre  env ironm en t, agen t engag em en ts  w ith  cus tom ers  are 

often ex trem e ly  scrip ted  (N angu, 2013; Rose and W righ t, 2005) so m uch so tha t 

agen ts  are expected  to  use certa in  w o rds  during  the  conve rsa tion  on ly  because  it is 

com pany po licy  to do so. W h ile  th is  research  is not suggesting  the  abo lishm en t o f
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so ft sk ills  tra in ing  o f the  C on tac t C en tre  agen ts  on how  to  add ress  custom ers, agen ts  

shou ld  be at leas t em pow ered  to in te rp re t th is  e ngag em en t them se lves, based on 

the flo w  o f the  conve rsa tion  w ith  the  custom er, and not on a scrip t tha t they  need to 

fo llo w  as a rule.

A vo lio  and G a rd n e r (2005) a rgue tha t m uch o f the  lite ra tu re  on leadersh ip  speaks o f 

se lf-aw arene ss  as a co rne rs tone  tra it o f good leade rsh ip  and the  o rgan isa tion  m ust 

find  w ays  to firs tly  asses to  w h a t degree  fron tline  leaders have an op in ion  of 

them se lves , and if are they se lf-aw are . Being cons tan tly  aw are  o f y o u r a ttribu tes  in 

the con tex t o f o the rs  m ay com e na tu ra lly  to som e but o the rs  m ay have to have som e 

e lem en ts  o f th e ir behav io u r changed  in o rde r to a lign th e ir  leade rsh ip  behav io u r w ith  

tha t o f H um ble  leadersh ip  behaviour.

G iven the  h igh ly con tro lled  and m on ito red  env ironm en t o f the  C on tac t Centre, 

m is takes are p icked up qu ite  qu ick ly  and g iven the am oun t o f cus tom er 

engag em en ts  each cu s to m e r serv ice  agen t dea ls w ith, the  p robab ility  o f m aking  a 

m is take  has been argued  to be high. It a lso  assum ed th a t m ore m is takes are p icked 

m ore often than  not due  to the v ig ila n t scru tiny  o f m easu rem en t dev ices  a t the 

d isposa l o f the  superv iso rs . W h ile  len iency  to m is takes is not necessarily  advised, 

m anagers  shou ld  be w a ry  o f ve ry  s tric t po lic ies  regard ing  process, o r p rocedure  non­

com p liance , in the  unders tand ing  th a t m is takes w ill be m ade. Forg iveness there fo re , 

w hen  m is takes are u ltim a te ly  m ade, m ust be ev iden t in the  supe rv iso r-age n t 

re la tionsh ip . H o ld ing g rudges o r nega tive ly  labe lling  se rv ices  agen ts  w ill no t be 

perce ived  as S e rvan t Leade rsh ip  behaviour, and so it is h igh ly  recom m ended  tha t 

supe rv iso rs  unders tand  w ha t it m eans to  tru ly  fo rg ive  and, w ith in  reason, fo rge t 

p rocess o r p rocedure  transgress ions, w h ich  fa ll w ith in  an accep tab le  to le rance  

range. T he  type  o f fo rg iveness  tha t is recom m ended  how eve r goes beyond the 

behav io u r d isp layed  by the superv iso r; it sugges ts  tha t the  supe rv iso rs  m ust be 

g iven m echan ism s fo r  fo rg iveness  th a t are p rocedu ra lly  defined . In o th e r w ords, 

o rgan isa tions  m ust have po lic ies spec ifica lly  re la ted to the C on tac t C en tres th a t deal 

w ith  m istakes. It is recom m ended  tha t d racon ian  ru les shou ld  a lso  be ca re fu lly  

though t th rough. The re  are so m any ru les the C on tac t C en tre  agen ts  have to adhere  

to, such as schedu led  adherence , p rocess adhe rence  and cu s to m e r sa tis faction  

rules, tha t o the r house ru les shou ld  poss ib ly  be as m in im al as possib le . For
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exam ple , ru les tha t perta in  to d ress  code o r the  use o f com pany  techno lo gy  to 

engage on socia l m ed ia  shou ld  be tho rough ly  rev iew ed, g iven  the context.

7.2.2 Recommendations associated with ancillary programmes to address the 
individual dimensions of Quality of Worklife

Using a s im ila r log ic  to the log ic  used w hen  dea ling  w ith  the recom m enda tions  

perta in ing  to S e rvan t Leadersh ip , it w ou ld  m ake sense  to  concen tra te  on the  sub ­

d im ens ions o r fac to rs  o f Q ua lity  o f W ork life  w h ich  hold a s tro n g e r re la tionsh ip , o r 

exp la in  the m ost o f the Q ua lity  o f W ork life  co ns truc t in o rd e r to bene fit from  the 

pos itive  consequ ences  o f Q ua lity  o f W o rk life  tha t w e re  described  in C hap te r Two. In 

o the r w ords, a t the  C on tac t C en tre  fron tline  level, th is  research has illus tra ted  tha t 

som e fac to rs  describe  a la rge r com ponen t o f the  Q ua lity  o f W ork life  co ns truc t than 

o thers, and so it is suggested  tha t em phas is  shou ld  be g iven  to these  d im ens ions  in 

o rde r to accen tua te  pe rcep tions  o f Q ua lity  o f W ork life .

Job C a re e r S a tis fac tion  (es tim a te  0.99; p < 0.001), W ork ing  C ond itions  (estim a te  

0.80; p < 0.001), G enera l W e ll Being (es tim a te  0.83; p < 0 .001) and C ontro l a t W o rk  

(estim ate  0.80; p < 0 .001), in the  C on tac t C en tre  seem  to exp la in  Q ua lity  o f W ork life  

fo llow ed  by H om e-W ork  In te rface  (estim a te  0.64; p < 0 .001) and S tress a t W o rk  

(estim ate  0.19; p < 0.001).

P rogram m es th a t are in tended to ensure  adequa te  tra in ing  and sk ills  deve lop m e n t 

are essen tia l e lem en ts  o f jo b  sa tis fac tion  (Van Laar e t al., 2007), so em p loye rs  are 

adv ised  to ensure  cons tan t em p loyee  deve lop m e n t is a high p rio rity  in the  C on tac t 

C entre. A s  p rev ious ly  m en tioned  in C h a p te r O ne, C on tac t C en tre  agen ts  are 

exposed  to the  poss ib ility  o f bu rnou t w ith in  a fe w  yea rs  o f e m p loym en t into the 

C on tac t C entre . S k ills  deve lop m e n t tha t im proves th e ir persona l m arke tab ility  fo r 

a dvance m e n t is h igh ly recom m ended , pa rticu la rly  if these  new  skills  can be utilised 

w ith in  the  cu rren t o rgan isa tion , a lbe it in a d iffe ren t departm en t. A s  coun te rin tu itive  as 

it m ay sound, it is recom m ended  th a t C on tac t C en tre  m anagers  shou ld  be as 

concerned  w ith  th e ir fron tline  s ta ff’s ex it s tra tegy as they  are w ith  th e ir cu rren t 

sa tis faction .

It is recom m ended  th a t m anagers  pay p a rticu la r a tten tion  to the w ork ing  cond itions  

o f the  C on tac t C en tre  agen t due to  its s trong  re la tionsh ip  w ith  Q ua lity  o f W ork life .
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B esides ensuring  a sa fe  env ironm en t, p rog ram m es focused  a t b righ ten ing  o r m aking 

the phys ica l w o rk  env ironm en t m ore a ttrac tive  to the em p loyee  w ill im prove  w ork ing  

cond itions  and the re fo re  im pact Q ua lity  o f W ork life . It is a lso  recom m ended  tha t 

m anagem e n t inc lude  the em p loyee ’s w hen  dec id ing  on, o r th a t they  ensure  tha t the  

em p loyee ’s in fluence  the physica l m akeup o f th e ir w o rkspace  as m uch as possib le , 

as th is  inc lus ive  approach  to im prov ing  the  w o rk  env ironm en t cou ld  y ie ld  be tte r 

bene fits  than  those  th a t are agreed to in iso la tion  by m anagem ent.

The iden tifica tion  o f G enera l W e ll Being crite ria  and p rog ram m es des igned to 

im prove  em p loyee  w e llbe ing  are a lso  h igh ly  recom m ended . It is recom m ended  the 

em p loyees are m ade aw are  tha t both phys ica l and m enta l w e llbe ing  is high on the 

o rgan isa tio n ’s agenda, and partic ipa tion  in even ts  des igned to address  sp e c ific  

w e llbe ing  crite ria  needs are to be deve loped  as w e ll as the partic ipa tion  of 

em p loyees them se lves  in these  in itia tives  needs to be encouraged.

A s  describe  in C h a p te r One, the  ba lance  o f w o rk  and hom e com m itm en ts  is tax ing 

fo r  the  C on tac t C en tre  agent, pa rticu la rly  due to the  fa c t tha t m any C on tac t C entre  

agen ts  w o rk  sh ifts  w h ich  are va ry ing  in s ta rt tim e  and dura tion , and on occas ion  are 

d iffe ren t to the  trad itiona l o ffice  hours o f the  norm al o ffice  w orker. The  con flic t tha t 

the  tra d e -o ff o f fa m ily  com m itm en ts  and w o rk  com m itm en ts  has, can po ten tia lly  

im pac t the  H om e-W ork-In te rface  d im ens ion  o f Q ua lity  o f W ork life . A fte rca re  fac ilitie s  

fo r  yo u n g e r m others, o r be tte r schedu les  based on sen iority , pe rfo rm ance  and fa m ily  

s itua tion , can poss ib ly  add ress  som e o f these  cha llenges. A n o th e r poss ib ility  w h ich  

could be tab led  th a t m ay reduce the  hom e-w ork  p ressures  fo r  the  m odern fa m ily  is a 

w o rk  from  hom e o rgan isa tiona l ph ilosophy. It is acknow ledged  th a t th is  approach  w ill 

take s ign ifican t o rgan isa tiona l and em p loyee  m aturity, how ever, w ith  the 

advance m e n t in techno lo gy  th is  is no t an im poss ib le  opera ting  m odel. It is the re fo re  

recom m ended  tha t p rog ram m es be deve loped  to  spec ifica lly  address  th is. W here  

possib le , it is suggested  tha t the  s ta ff them se lves  be inc luded in dec is ions  on how  

th is  is best ach ieved , in o rd e r to sm ooth  o ve r the cha lleng es  tha t schedu les  bring to 

the C on tac t C en tre  agent.
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7.2.3 Pay particular attention to type of Job
On the streng th  o f the  find ings  o f th is  research  it is suggested  th a t leadersh ip  pay 

p a rticu la r a tten tion  to the  inbound em p loyees  and inbound supe rv iso rs  o f the 

C on tac t C entre . Th is  research  has found  th a t inbound agen ts  tru s t th e ir leaders  less, 

fee l tha t th e ir  leaders  d isp lay  less S e rvan t Leade rsh ip  behaviour, and consequ en tly  

pe rce ive  low er leve ls  o f Q ua lity  o f W ork life . It is argued th a t leadersh ip  be ex trem e ly  

cogn isan t o f th is  w hen  dea ling  w ith  the  inbound section . Increased exposure  of 

leaders  w ith  tra in ing  th a t accen tua tes  S e rvan t Leadersh ip  and trus tw o rthy  behav io u r 

w ith in  the inbound section  C on tac t C en tre  is im portan t and the re fo re  advised.

7.2.4 Outsourcing versus in-house Contact Centres
Th is  research  has a lso  found  th a t O rgan isa tion  n um be r seven scored  the  h ighest in 

S e rvan t Leadersh ip , Q ua lity  o f W ork life  and Trust, s ign ifican tly  h ighe r than  the o the r 

o rgan isa tions . O rgan isa tion  num be r seven w as  a lso  the on ly  pure C on tac t C en tre  

ou tsourcer. The  bene fits  o f ou tsourc ing  are often debated  w ith in  o rgan isa tions  and 

m uch o f the  debate  m ore espec ia lly  focuses  on the  quan tita te  bene fits  of 

ou tsourc ing . It is ten ta tive ly  argued that, due to ou tsou rce rs  be ing o rgan isa tions  tha t 

are independen t bus iness  en tities  tha t spec ia lise  in p rov id ing  C on tac t C entre  

se rv ices  (C onnell and Hannif, 2008) exc lus ive ly , they  cou ld  po ten tia lly  be be tte r 

pos itioned  and prepared  to cope w ith  the C on tac t C en tre  context, due  to th is  being 

the p rim ary func tion  o f tha t o rgan isa tion . If th is  in te rp re ta tion  is correct, ou tsourced  

C on tac t C en tre  se rv ices  m ay be o ffe r a m ore  a ttrac tive  a lte rna te  se rv ice  channe l to 

th e ir custom ers. Th is  cons ide ra tion  cou ld  be o ve r and above the  usual cos t bene fit 

ana lyses tha t no rm a lly  accom pany ou tsourc ing  decis ions.

7.2.5 Recruitment and Selection of Leaders

A s illustra ted  in th is  study, S e rvan t Leade rsh ip  beh a v io u r is an appropria te  

leadersh ip  approach  in the C on tac t C en tre  context. O rgan isa tion s  shou ld  the re fo re  

co n s id e r how  to inco rpora te  th is  in to th e ir rec ru itm en t and se lection  p rocesses, so 

tha t leaders w ho  behave in S e rvan t Leadersh ip  m a n n e r are recru ited  above those  

w ho  do not.
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7.2.6 Intermittent Testing of Servant Leadership, Trust and Quality of Worklife 
Testing

It is recom m ended  th a t o rgan isa tions  pe riod ica lly  m easure  em p loyee  sa tis fac tion  

leve ls  and trus t in leaders, and w hen  m easuring  these  leve ls  o f sa tis fac tion  and trust, 

o rgan isa tions  shou ld  co n s id e r inco rpora ting  e lem en ts  o f leadersh ip , and in pa rticu la r 

S e rvan t Leadersh ip . Th is  w ill ensure  tha t em p loyees  ge t the  oppo rtun ity  to  m easure  

w h e th e r th e ir leaders are behaving  as se rvan t leaders  o r not. M oreover, th is  

research  recom m ends tha t em p loyees  be pe riod ica lly  g iven an oppo rtun ity  to  se lf- 

assess th e ir  pe rce ived  Q ua lity  o f W ork life . So w h ile  su rveys  are recom m ended , the 

inc lus ion  o f S e rvan t Leadersh ip , T ru s t and Q ua lity  o f W ork life  d im ens ions  into these  

su rveys  is im portant. It a lso  is recom m ended  th a t C on tac t C en tre  o rgan isa tions  

poss ib ly  use the  m odel as va lida ted  in th is  research, to pe riod ica lly  assess S e rvan t 

Leade rsh ip  behaviour, T rus t and Q ua lity  o f W ork life  leve ls o f the  fron tline  staff. A s  

d iscussed  in p rev ious chapters, the  dange r o f poo r Q ua lity  o f W ork life  cou ld  have 

de trim en ta l consequ ences  fo r o rgan isa tions , so it is an im portan t m easure  to  be 

aw are  of. Shou ld  leve ls  be low e r than acceptab le , focus  on supe rv iso ry  leadersh ip  

behav io u r shou ld  be an ins trum enta l com ponen t to address ing  this.

The next section  o f th is  ch a p te r dea ls w ith  the  lim ita tions  and de lim ita tions  o f th is 

study.

7.3 Limitations and Delimitations of the Study

It is argued th a t w h ile  th is  research  is pos itioned  to add va lue  to both m anagem en t 

p rac titioners  as w e ll as con tribu te  to  theory, like all research, th is  research  p ro ject 

had both lim ita tions  and de lim ita tions. W h a t fo llow s  is a descrip tion  o f the  lim ita tions  

and de lim ita tions  o f th is  thesis.

7.3.1 Limitations of the Study

Follow ing gene ra lly  accep ted  gu ide lines  from  the  literature, the  sam p le  s ize  obta ined  

from  the e igh t o rgan isa tions  w as adequa te  fo r  the  s ta tis tica l ana lyses tha t w ere
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requ ired  to te s t the  hypotheses. H ow ever, increased sam p le  s izes  do add c redence  

to the gene ra lisa tion  o f the  resu lts, and so th is  lim ita tion  is acknow ledged.

7.3.2 Delimitations of the Study

It w as th is  resea rch ’s p rim ary goal to m easure  the  im pac t o f S e rvan t Leade rsh ip  on 

Q ua lity  o f W ork life  and w h e th e r th is  re la tionsh ip  w as  m ed ia ted  by T rus t in the  leader. 

H ow ever, it m ust be acknow ledged  tha t a lthough  a pos itive  causa l re la tionsh ip  w as 

found  be tw een S e rvan t Leade rsh ip  on Q ua lity  o f W ork life  and Trust, it does not 

necessa rily  m ean tha t S e rvan t Leade rsh ip  is exc lus ive ly  the on ly leadersh ip  

approach  w h ich  is pos itive ly  re la ted to Q ua lity  o f W ork life , and Trust, in the  C on tac t 

C entre  context. It is acknow ledged , the re fo re , th a t the re  is poss ib ly  no s ing le  

leadersh ip  theo ry  th a t m ay lay c la im  to th is; bu t th is  s tudy de lim ited  the s tudy to 

S e rvan t Leade rsh ip  as the p re fe rred  o r app rop ria te  endog enous  variab le .

It is suggested  th a t fu tu re  s tud ies  cou ld  investiga te  the re la tionsh ip  o f Q ua lity  o f 

W ork life  w ith  o th e r re la tiona l va lues based leadersh ip  theories, to see  w h e th e r any of 

these  a lso  pos itive ly  a ffec t Q ua lity  o f W ork life  in the C on tac t C en tre  context. 

R elationa l, va lues based leade rsh ip  app roaches  inc lude  theo ries  such as 

T rans fo rm a tiona l leadersh ip  (B ass and Avo lio , 1994), Level 5 leade rsh ip  (Collins, 

2001), E m pow ering  leadersh ip  (M artin  e t al., 2013), S p iritua l Leade rsh ip  (Fry, 2003), 

S e lf-S acrific ing  Leade rsh ip  (Van K n ippenberg  and Van Kn ippenberg , 2005), 

S tew ardsh ip  (B lock, 1993), C onnec tive  leadersh ip  (L ipm an-B lum en , 1996) o r Shared 

leadersh ip  (P earce  and C onger, 2003). Th is  research suggests  those  m ore  a ligned 

to caring  va lues w ou ld  be m ore su ited  to  the  C on tac t C en tre  context, and the re fo re  

Sp iritua l Leade rsh ip  (Fry, 2003), S e lf-S acrific ing  Leade rsh ip  (Van K n ippenberg  and 

V an  K n ippenberg , 2005) and S tew ardsh ip  (B lock, 1993) are suggested  as possib le  

cand ida tes.

It is acknow ledged , th a t it is a lso  poss ib le  th a t in the  C on tac t C en tre  context, S e rvan t 

Leade rsh ip  on its own m ay not d irectly , and causa lly , a ffec t Q ua lity  o f W ork life . 

D iffe ren t com b ina tion s  o f the  an teced en ts  o f Q ua lity  o f W ork life  as exp la ined  in 

C h a p te r Two, such as W o rk  Settings, A n c illa ry  P rog ram m es and Job  C harac te ris tics  

(S irgy e t al., 2001), w hen  com b ined  w ith  S e rvan t Leade rsh ip  and d iffe ring  in
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sequen tia l causa l path orders, o r in a d iffe ring  sequen tia l path order, m ay bring 

abou t d iffe ren t hypo theses in re la tion  to  S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  

path causa lity  in the  C on tac t C en tre  context. Th is  s tudy de lim ited  its research  design  

to on ly  m easure  the re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f 

W ork life , and the  m ed ia ting  re la tionsh ip  o f T rust. Future  s tud ies  cou ld  exam ine  som e 

o f these  o the r va riab les  in com b ina tion  w ith  leadersh ip , T rus t and Q ua lity  o f W ork life .

W h ile  acknow ledg ing  the lim ita tions  and de lim ita tions  o f the  study, the  resu lts  o f th is 

s tudy have  indeed m ade a con tribu tion  to  know ledge; and th is  con tribu tion  w as  as a 

resu lt o f the  sound sc ie n tific  m e thodo logy tha t w as  em ployed. M ore spec ifica lly , th is  

s tudy has m ade con tribu tion s  to  the body o f know ledge  o f the  S e rvan t Leadersh ip  

and Q ua lity  o f W ork life  constructs . The  fo llow ing  section  o f the  ch a p te r d iscusses  

these  con tribu tions  o f the  s tudy and how  they  can be fu rth e r advanced.

7.3.3 Contributions of the Study and Future Research Contributions

A s d iscussed  in p rev ious chapters , w h ile  a fe w  s tud ies  have investiga ted  leadersh ip  

in fluences on Q ua lity  o f W ork life , the re  is no pub lished ev idence  o f a s tudy  being 

conducted  to investiga te  the in fluence  o f leade rsh ip  on the  Q ua lity  o f W ork life  

co ns truc t in the  S outh  A frican  context. In add ition , until th is  research, the re  is no 

ev idence  o f any research  anyw here , exp lo ring  the  re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W ork life . There  is a lso  no ev idence  o f the  m edia ting  

re la tionsh ip  o f T rus t be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  w ith in  the 

literature.

Th is  research has deve loped  and tested  a m odel th a t deno tes the re la tionsh ip  

be tw een the  S e rvan t Leadersh ip , T rus t and Q ua lity  o f W o rk life  in a C on tac t C en tre  

opera tiona l env ironm en t. In do ing this, the  s tudy has no t on ly  con tribu ted  to the 

cu rren t body o f know ledge  o f S e rvan t Leadersh ip , T ru s t and Q ua lity  o f W ork life , but 

has a lso  pos itioned  itse lf to  be o f potentia l s ign ifican t va lue  to m anagem en t 

p ractitioners. It is p roposed tha t fu rth e r research investiga ting  d iffe ren t fron tline  

serv ice  env ironm en ts  w ith  s im ila r em otiona l labou r dem ands is proposed. F u rthe r 

research  is a lso  suggested  to investiga te  s im ila r leadersh ip  approaches, as w e ll as 

d iffe ren t com b ina tion s  o f the  an teced en ts  o f Q ua lity  o f W ork life  and th e ir re la tionsh ip  

w ith  Q ua lity  o f W ork life  o f em p loyees is encouraged.
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Th is  research  shou ld  be the ca ta lys t fo r  o the r research  p ro jects  in d iffe ren t 

geog rap h ic  and cu ltu ra l se ttings  in o rd e r to  eva lua te  and con tribu te  to the  S e rvan t 

Leadersh ip , T rus t and Q ua lity  o f W ork life  m odel w h ich  is proposed in th is  research. It 

is be lieved  tha t th is  research  p rov ides the  founda tion  fo r fu tu re  research  to 

investiga te  w h e th e r a m ore ho lis tic  v ie w  o f S e rvan t Leade rsh ip  behav io u r is o f 

increased  va lue. A  m ore  ho lis tic  v iew  m ay cons is t o f a com b ina tion  o f fo llo w e r’s 

pe rcep tions  o f the  leade r com pared  w ith  the  v iew s from  the leader’s m anagers, o r 

feedba ck  from  a w id e r se t o f s takeho lde rs  in a 360 degree  fe e d b a ck  view . Th is  a lso 

opens up the exp lo ra tion  o f any d iffe rences in "lead ing up” ve rsus  "lead ing  dow n” .

Th is  research  has argued tha t the  theo re tica l m odel w h ich  w as  deve loped  and tested  

in th is  study, and the  resu lts  o f w h ich  illus tra te  the re la tionsh ip  be tw een S e rvan t 

Leade rsh ip  and Q ua lity  o f W ork life , as w ell as the  m ed ia ting  ro le  o f T rust, in a 

C on tac t C en tre  con tex t is a s ign ifican t scho la rly  con tribu tion  to the  body of 

know ledge. The body o f know ledge  on S e rvan t Leadersh ip , T ru s t and Q ua lity  of 

W ork life  w ill the re fo re  be enhanced  by the resu lts  o f th is  study.

B e low  is a sum m ary  o f the  m ain theo re tica l and app lied  con tribu tion s  o f the  study: 

7.3.3.1 Applied contributions

•  R ecom m enda tions  to  im prove  leve ls  o f S e rvan t Leade rsh ip  behav io u r of 

fron tline  leaders  due to its pos itive  assoc ia tions  w ith  Q ua lity  o f W ork life  and 

T rus t o f th e ir fron tline  C on tac t C en tre  cu s to m e r se rv ice  agen ts  w e re  tab led.

•  R ecom m enda tions  m ade to  o rgan isa tio ns  to leverage o ff o f S tew ardsh ip , 

E m pow erm ent, S tand ing  Back, A u then tic ity  and H um ility  deve lop m e n t of 

leaders as these  w ill p rov ide  the  b iggest s tep change  in S e rvan t Leadersh ip  

iden tifica tion  by subo rd ina tes  and deve lop m e n t o f supe rv iso ry  s ta ff w ere  

tab led. H ow ever, it w as  recom m ended  tha t o rgan isa tio ns  a lso  fu rth e r deve lop  

the A ccoun tab ility , C ourage  and Forg iveness d im ens ions  o f leaders.

•  It w as recom m ended  tha t o rgan isa tions  shou ld  leve rage  o ff o f Job  C a ree r 

Sa tis faction , C ontro l a t W ork, G enera l W ell Being and W ork ing  C ond itions  in 

the C on tac t C en tre  as they  seem  to exp la in  Q ua lity  o f W ork life  the m ost, 

fo llow ed  by H om e-W ork  In te rface  and S tress  a t W ork.
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•  It is recom m ended  th a t leadersh ip  pay pa rticu la r a tten tion  to the inbound 

em p loyees and supe rv iso rs  o f the  C on tac t C entre , as th is  section  w as  found  

to be the m ost lack ing in S e rvan t Leadersh ip , Q ua lity  o f W ork life  and Trust.

•  It w as  found  tha t ou tsou rced  C on tac t C en tres  m ay o ffe r m ore o f an a ttrac tive  

a lte rna te  se rv ice  channe l to  th e ir cus tom ers  than  in -house C on tac t C entres.

•  R ecom m enda tions  w ere  m ade tha t S e rvan t Leadersh ip  leade r assessm en ts  

shou ld  be pe riod ica lly  com p le ted  by em p loyees. S evera l anc illa ry  p rogram m e 

actions, as w e ll as p roposed m itiga ting  ac tions  to  o rgan isa tio ns  w here  

S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  leve ls are low, w e re  a lso 

proposed.

7.3.3.2 Theoretical contributions

•  The deve lop m e n t o f a theore tica l m odel denoting  the re la tionsh ip  betw een 

S e rvan t Leadersh ip , T rus t and Q ua lity  o f W ork life  w as presented .

•  The  S e rvan t Leade rsh ip  S urvey (Van D ie rendonck and Nuijten, 2010) in the 

S outh  A frican  C on tac t C en tre  con tex t w as  va lida ted .

•  The W ork-R e la ted  Q ua lity  o f Life Sca le  (Van Laa r e t al., 2007) ins trum en t in 

the S outh  A frican  C on tac t C en tre  con tex t w as va lida ted .

•  A  structu ra l m odel deno ting  the re la tionsh ip  be tw een S e rvan t Leade rsh ip  and 

Q ua lity  o f W ork life  w ith  T rus t m ed ia ting  the re la tionsh ip  w as  presented .

•  The  assessm en t o f d iffe rences in S e rvan t Leade rsh ip  behaviour, T rus t and 

Q ua lity  o f W ork life  as experienced  be tw een the C on tac t C en tre  s ites 

researched  w as presented .

•  S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  are both deve lop ing  theories, 

S e rvan t Leade rsh ip  is a rguab ly  m ore so, and the resu lts  o f th is  s tudy  w ill add 

to the literature.
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7.4 Conclusion

G iven the  num ber o f C on tac t C en tre  fron tline  em p loyees  tha t the re  are in South  

A frica  and around the w orld , th is  research  cou ld  poss ib ly  have fa r  reach ing 

im p lica tions. Th is  research  thes is  investiga ted  the re la tionsh ip  o f S e rvan t Leadersh ip  

and how  th a t leadersh ip  approach  re la tes  to the leve ls o f Q ua lity  o f W ork life  in the 

C on tac t C en tre  con tex t and how  th is  re la tionsh ip  is m ed ia ted  by T ru s t in the  leader. 

Th is  research  w as  conducted  to  te s t the  centra l hypo thes is  and p rim ary  ob jec tive  of 

the  study, w h ich  w as  tha t S e rvan t Leade rsh ip  be h a v io u r has a pos itive  re la tionsh ip  

w ith  Q ua lity  o f W ork life , and th is  re la tionsh ip  is m ed ia ted  by Trust.

Th is  research  p ro jec t inc luded the  fo llow ing  goals:

i) To va lida te  the SLS  a n d  W R Q W L in s tru m e n ts  th a t m easu res  both  S ervan t 

Lea d ersh ip  and  Q ua lity  o f  W ork life  in  the  South  A frica n  C on tac t C entre  

fron tline  context.

ii) To use S truc tu ra l E qua tion  M ode lling  to m easure  the  re la tion sh ip s  be tw een  

S ervan t Leadersh ip , T rust a n d  Q ua lity  o f  W orklife .

iii) To assess  w h e th e r T rus t p la ye d  a m ed ia ting  ro le  in  the re la tion sh ip  be tw een  

S ervan t Lea d e rsh ip  and  Q ua lity  o f  W orklife .

iv) To m easure  i f  the re  w ere a n y  d iffe re n ces  in  S e rvan t Leadersh ip , T rust and  
Q ua lity  o f  W orklife .

v) To id e n tify  p o te n tia l p ro b le m s  th a t cou ld  re su lt due  to de fic ien c ie s  fou n d  in  

S ervan t Lea d e rsh ip  b e h a v io u r th a t m a y  le a d  to  a lo w e r Q ua lity  o f  W orklife .

vi) To m ake  reco m m e nd a tion s  to the o rgan isa tions  to  a ss is t fron tline  le a de rs  to  

im p rove  the  w ork ing  live s  o f  C on tac t C entre  agents.

A  survey ques tion na ire  w as  adm in is te red  and co llected  from  555 C on tac t C entre  

em p loyees  in e igh t o rgan isa tions. C on firm a to ry  fa c to r ana lys is  w as  conducted  to tes t 

the  fa c to r s truc tu re  o f the  tw o key h ighe r o rd e r constructs . S truc tu ra l E quation 

M ode lling  p roduced a m odel th a t denoted  S e rvan t Leade rsh ip  behav iou rs  and its 

e ffec ts  on T rus t and Q ua lity  o f W ork life , as w ell as the m ed ia ting  e ffec t o f T rust. The
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m odel show ed an accep tab le  m odel fit, the reby  con firm ing  tha t S e rvan t Leadersh ip  

behav io u r is an teced en t to Q ua lity  o f W ork life , and th a t T ru s t m ed ia ted  the 

re la tionsh ip  be tw een S e rvan t Leade rsh ip  and Q ua lity  o f W ork life  in the  C on tac t 

C en tre  context.

Th is  research  em p irica lly  investiga ted  the im p rovem en t o f Q ua lity  o f W ork life  and 

S e rvan t Leade rsh ip  behav io u r in the  C on tac t Centre, and a rgued  th a t th is  ou tcom e is 

o f scho la rly  in terest, as w e ll as has g rea t con tem pora ry  re levance  to the app lied  

con tex t o f th is  research. The resu lts  o f th is  thes is  have the  po ten tia l to  p lay a 

substan tia l ro le  in the  im provem en t o f the  w ork ing  lives o f a s ign ifican t am oun t 

C on tac t C en tre  se rv ice  agen ts  em p loyed  in S outh A frica , and indeed around the 

w orld ; as these  em p loyees  w o rk  in a bus iness  se c to r th a t is not trad itiona lly  

ce leb ra ted  fo r its ove rly  favou rab le  w o rk ing  env ironm ent.

Th is  thes is  investiga ted  the gap in the  lite ra tu re  and stud ied  the leadersh ip  

requ irem en ts  o f a fron tline  C on tac t C en tre  setting, th a t are needed by fo llow ers  

w hen  dea ling  w ith  issues re la ted to the im p rovem en t o f the  va rious  d im ens ions  o f 

th e ir Q ua lity  o f W ork life . The research  p roposed  th a t the  un ique  dem ands p laced on 

C on tac t C en tre  fron tline  em p loyees has im p lica tions  fo r  the  w a y  in w h ich  they  shou ld  

be led and th is  has a pos itive  re la tionsh ip  w ith  th e ir  perce ived  T rus t o f the  leade r as 

w ell as th e ir Q ua lity  o f W ork life . It is hoped tha t o the r resea rche rs  w ill build  on th is  

con tribu tion .
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Annexure A: (Invite to participate in research letter)

RHODES UNIVERSITY
Graham stown  .  6 1 4 0 .  South Africa

R h o d e s  B u s in e s s  S c h o o l  
T e l: [+27] 043 703  2081  

E -m a il:b e d s e r m @ e s k o m .c o .z a

Dear Contact Centre Service Agent

Re: Invitation to partic ipate in research study

You are invited to participate in my PhD research study entitled “Servant Leadership: 
A ntecedent to Q uality  o f W orklife  of C ustom er Service Frontline em p lo yees” . The aim
of this research is to determine any causal relationships between servant leadership and 
quality of work life. Your participation and cooperation is important so that the results of the 
research are accurately portrayed.

The research will be undertaken by completing the attached electronic survey and the data 
to be collected from this research will be stored in a repository to be statically analysed by 
myself and later used for academic publication. Your identity and that of your 
institution/department/site will be treated with complete confidentiality. The collection of this 
data will require about 20 minutes of your time to complete.

I will provide you with all the necessary information to assist you to understand the study and 
explain what would be expected of you (the participant). These guidelines would include the 
risks, benefits, and your rights as a study subject. Furthermore, it is important that you are 
aware that this study has been approved by a Research Ethics Committee of the university.

Participation in this research is completely voluntary and this letter of invitation does not 
obligate you to take part in this research study. Please note that you have the right to 
withdraw at any given time during the study w ithout penalty.

Thank you for your time and I hope that you will find this request favourable.

Yours sincerely,

Mark Bedser Prof. N. J. Pearse

mailto:bedserm@eskom.co.za
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Annexure B: ((Permission to use Van Laar, Edwards and 
Easton’s Work Related QWL (WRQoL) Model (2007)).

Dear Mark,

The surveys are free to use for non-profit researchers. For more information about the basis
on which we offer the surveys, please see this
page:

http://www.qowl.co.uk/researchers/qowl download intro.html 

Hope this helps & best of luck in your research,

Darren

......Original Message.......
From: bedserm@eskom.co.za [mailto:bedserm@eskom.co.zal

Sent: 19 September 2013 14:47 
To: support@.qowl.co.uk
Subject: QoWL Contact form: Thu, 19 Sep 2013 14:47:08 +0100

Originating IP Address: 147.110.251.38

Company Name: Rhodes Business School

Name: Mark Bedser

email: bedserm@ eskom.co.za

Correct Security code?: Yes

Survey: on

Message:
Hi,

My name is Mark Bedser and I am a part time PhD student in the Rhodes Business School 
in South Africa. I am at the beginning stages of my research project and I am interested in 
exploring QoWL and leadership. I have read your user guide to measuring QoWL and am 
interested to using it in my research. How would I go about getting permission?
Mark

Submit: Send to QoWL

http://www.qowl.co.uk/researchers/qowl_download_intro.html
mailto:bedserm@eskom.co.za
mailto:bedserm@eskom.co.za
mailto:bedserm@eskom.co.za
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Annexure C: (Permission to use Servant Leadership 
Survey)

Van Dierendonck and Nuijten’s (2011) Servant Leadership Survey

Empowerment
1. My manager gives me the information I need to do my work well. .67
2. My manager encourages me to use my talents. .69
3. My manager helps me to further develop myself. .82
4. My manager encourages his/her staff to come up with new ideas. .81
12. My manager gives me the authority to take decisions which make work easier for me. .79
20. My manager enables me to solve problems myself instead of just telling me what to do. .71
27. My manager offers me abundant opportunities to learn new skills. .72 
Standing back
5. My manager keeps himself/herself in the background and gives credits to others. .65
13. My manager is not chasing recognition or rewards for the things he/she does for others. .71
21. My manager appears to enjoy his/her colleagues' success more than his/her own. .60 
Accountability
6. My manager holds me responsible for the work I carry out. .57
14. I am held accountable for my performance by my manager. .85
22. My manager holds me and my colleagues responsible for the way we handle a job. .63 
Forgiveness
7. My manager keeps criticizing people for the mistakes they have made in their work (r). .70
15. My manager maintains a hard attitude towards people who have offended him/her at work (r). .75
23. My manager finds it difficult to forget things that went wrong in the past (r). .43 
Courage
8. My manager takes risks even when he/she is not certain of the support from his/her own manager. .50
16. My manager takes risks and does what needs to be done in his/her view. .89 
Authenticity
9. My manager is open about his/her limitations and weaknesses. .69
17. My manager is often touched by the things he/she sees happening around him/her. .55
24. My manager is prepared to express his/her feelings even if this might have undesirable consequences. .67
28. My manager shows his/her true feelings to his/her staff. .83 
Humility
10. My manager learns from criticism. .75
18. My manager tries to learn from the criticism he/she gets from his/her superior. .71
25. My manager admits his/her mistakes to his/her superior. .85
29. My manager learns from the different views and opinions of others. .71
30. If people express criticism, my manager tries to learn from it. .88 
Stewardship
11. My manager emphasizes the importance of focusing on the good of the whole. .65
19. My manager has a long-term vision. .69
26. My manager emphasizes the societal responsibility of our work. .57

Copyright 2010 by Van Dierendonck and Nuijten. The Servant Leadership 
Survey may freely be used for scientific purposes (Van Dierendonck and 
Nuijten, 2011:256).


