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ABSTRACT
The call centre function is one that has continued to display its importance to

organisations, specifically in the corporate environment. The projections of continued
growth mean that it becomes of paramount importance to understand call centre
employees, as their performance can be linked directly to vital organisational
outcomes. The role of the call centre employee is often seen as one that is taken for
granted. However, the true nature of this role comprises the creation and maintenance
of an efficient business, and a direct relationship with sales volumes and customer
satisfaction ratings. An argument can be made that achieving the outcome of
becoming a sustainable organisation is strongly linked with the performance of the
customer facing call centre staff. Therefore, leadership becomes of considerable
importance where organisations need to rely on the ability of their leaders to better
understand the attitudes and subsequent manifested behaviours of call centre
employees. If a climate promoting equity and transformational leadership ideals that
employees are able to buy into is created, this might, in turn, elicit extra-role
behaviours where call centre staff are willing to go above and beyond their formal role
requirements. Transformational leaders are seen as leaders with the ability to
empower their employees with wide ranging links to positive individual and
organisational outcomes. For this reason, the behaviour transformational leaders’
display should serve as a basis for organisational outcomes and interventions.
The reason for the present research study was to answer the question, “what is the
influence of transformational leadership on perceptions of organisational justice,
intention to quit and OCB among call centre employees in the financial services
industry?”
In an attempt to address the research question at hand, an explanatory structural
model that explicates the manner in which transformational leadership impacts on
perceptions of organisational justice, intention to quit and OCB was subsequently
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developed and tested. The study was conducted using call centre employees from a
selected financial services organisation located across several provinces. The
participants were asked to complete four self-report questionnaires comprising; an
adapted version of the Multi-Factor Leadership Questionnaire (Bass & Avolio, 1994)
for measuring transformational leadership, Perceptions of Organisational Justice
(Niehoff & Moorman, 1993), Intention to Quit (Roodt, 2004), and Organisational
Citizenship Behaviour Scale (OCBS) developed by Podsakoff, Mackenzie, Moorman
and Fetter (1990).
A total of 735 questionnaires were distributed to the call centres employees via an
online link. Out of these, 202 (n = 202) questionnaires were received. Item and
dimensionality analyses were conducted on all of the scales used in the study using
SPSS version 24. Subsequently, confirmatory factor analysis was executed on the
measurement models of the instruments used. The proposed model was evaluated
using structural equation modelling (SEM) via LISREL version 8.80 software. It was
found that both measurement models fitted the data reasonably well. From the results
of the study there is a non-significant relationship between transformational
leadership and organisational justice, while a negative relationship was found
between transformational leadership and intention to quit. A significant relationship
was found between transformational leadership and OCB, while a strong negative
relationship was found between perceptions of organisational justice and intention to
quit. Finally, no significant relationship was found between perceptions of
organisational justice and OCB; as well as intention to quit and OCB.
In conclusion this study will add to the existing body of knowledge pertaining to the
specific variables utilised in the study. The research further endeavours to provide
insight as to the influence of transformational leadership on intention to quit, as well
as the roles of justice perceptions and OCB in a call centre environment. The practical
implications of the study and limitations are discussed as well as the direction for
future research studies.
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CHAPTER 1
INTRODUCTION, RESEARCH INITIATING QUESTION AND RESEARCH
OBJECTIVE

1.1 INTRODUCTION

The ever-increasing business growth through globalisation has meant that businesses
need to find new ways to outperform one another. This has culminated in a business
world marked by having a function that consolidates a group of people specialising
in information delivery. This group of people is commonly referred to as a call centre.
In South Africa this function is formally referred to as the Contact Centre and Business
Process Outsourcing Support industry (BPO) (Khan & Du, 2014). According to Khan
and Du (2014), there are three specific kinds of call centres as they each differ in terms
of function namely: (1) Internal call centres which are created to deal with the technical
and human resource complications; (2) Inbound call centres which provide services
such as technical support and product information; and (3) Outbound call centres
which deliver services on sales and service related telemarketing.
Call centres have continued to deliver more value across industries, such as banking
and telecommunications where they can generate up to 25% and 60 % respectively;
consequently they have garnered much attention. Studies suggest that due to the
demanding nature of the call centre business, organisations that are running call
centres are often faced with a high employee turnover (Khan & Du, 2014). Askin,
Armony and Mehrotra (2007) postulate that call centre agent turnover has remained
constant being estimated at around 30%. Interestingly, it is important to note that
larger call centres suffer from higher annual turnover rates versus smaller call centres
(Askin et al., 2007). It is therefore important for organisations offering call centres to
understand employees’ turnover intentions.
1
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Intention to quit is viewed as the culmination of a decision process carried out by the
employee which is marked by the employee evaluating their present situation,
followed by several stages (for example, assessing the value of the job search,
assessing the cost of quitting, planning to and seeking out alternatives, followed by
assessing alternatives in comparison to the present job) until a solid intention to quit
decision is made (Robyn, 2012). Intention to quit can further be defined as “the
strength on an individual’s view that he or she does not want to stay with his or her
current employer, thus adding the element of valence and perception to the
definition” (Robyn, 2012, p. 10).
Employees are regarded as the most essential asset an organisation can possess.
Subsequently, organisations face many challenges in order to retain their workforce
and ensure survival and competitive advantage (Kaur, Mohindru & Pankaj, 2013).
Furthermore, in order to ensure some competitive advantage in an ever-increasingly
competitive economy it is a necessary precondition for organisations to concentrate
their efforts on keeping their employees, responsible for the success or failure of an
organisation, satisfied. Consequently, the retention of employees is of utmost
importance, and therefore efforts must be made towards reducing the turnover rates
experienced by organisations in order to retain a skilled workforce capable of ensuring
competitive advantage (Kaur et al., 2013). In order to contain the turnover rates among
call centres, leadership especially people-oriented leadership plays a pivotal role in
ensuring that the working environment and the needs of the employees are met. One
of the people-oriented leadership styles that has been proven to improve productivity
and working relations is transformational leadership (Lin et al., 2012).
Transformational leadership has continued to receive much attention in recent times
due to strong correlations with long-term high performance (Bass & Riggio, 2006).
More specifically transformational leadership has continued to grow in popularity,
initially being proposed by James McGregor Burns (1978) and later extended by
Bernard Bass (1985). Since the work of Burns (1978) transformational leadership has
2
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been widely linked to positive individual and organisational consequences (Lin et al.,
2012). Transformational leaders are those leaders with the ability to inspire their
employees’ in committing towards a collective organisational vision and set of goals,
through challenge and development. It involves the empowering of employees,
holding individualised consideration and showing support for the ideas of their
followers (Krafft, Engelbrecht & Theron, 2004). To date transformational leadership
has been found to enhance positive work outcomes such as emotional intelligence
(Bass & Riggio, 2006); innovation and creativity (Lin et al., 2012); work engagement
(Lin et al., 2012); and team performance/team effectiveness (Harrison & Roth, 2006)
among several other positive work outcomes. Transformational leaders are also likely
to ensure that employees are treated fairly by way of maintaining organisational
justice.
Omoruyi, Chipunza and Samuel (2011) stated that perceptions of justice as well as
engagement in extra-role behaviours are necessary antecedents for organisational
success. Additionally it is reported that transformational leaders motivate their
followers to become involved in equitable relations (Krafft et al., 2004). Perceptions of
justice refer to whether individuals perceive fair treatment in their organisation. This
is an attitude which manifests as a behaviour when equity is either perceived or not,
as individuals are likely to reduce their outputs when they perceive inequitable
treatment against a comparison group (Visser, 2013). Organ’s (1988) work postulated
that fairness plays a considerable role in creating OCBs in an organisation. The basis
for this is that if individuals perceive that they are being treated in a fair and impartial
manner, this is likely to produce a desire to reciprocate the fair treatment shown to
them by the organisation. When employees are treated fairly they are less likely to
have turnover intentions and are more likely to go the extra mile for the organisation
through the enactment of organisational citizenship behaviours (OCBs) (Harrison &
Roth, 2006).

3
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Blakely, Andrews and Moorman (2005) attempted to establish the effects of equity
sensitivity on the relationship between perceptions of organisational justice and OCB.
The results indicated that as perceptions of justice increase, so does the level of OCB.
This finding adds further support to past research advocating that a fair work
environment is essential for promoting the performance of OCBs, thereby
highlighting the need to make just practices transparent in the organisation.
As OCB primarily consists of discretionary behaviours, when employees are believed
to experience enduring dissatisfaction with their organisation/job and are unable to
exit due to a deficiency in external professional job opportunities, it becomes more
practical to reduce their OCB than to diminish their work efforts as a sign of their
discontent at work (Harrison & Roth, 2006). Those who choose to alter their work
efforts are far more likely to face sanctions in the workplace than those who reduce
their OCB, since OCB is a discretionary behaviour not formally required or rewarded.
Therefore OCB reductions are viewed by many theorists as the final step in the
withdrawal process (Harrison & Roth, 2006).
The available literature on transformational leadership, perceptions of organisational
justice, OCB and intention to quit is quite extensive with the variables being very
popular research topics. This can be evidenced by numerous studies in literature on
these relationships (Bass & Avolio, 1992; Burns, 1978; Greenberg, 1987; Niehoff &
Moorman, 1993; Podsakoff & Mackenzie, 1994) all studying the variables individually
and in relation to one another leading to a substantial body of knowledge. However,
there appears to be paucity in the literature on how the variables influence one another
in a call centre setting. Resultantly, the overarching research question guiding the
present study is: How does transformational leadership influence perceptions of
organisational justice, OCB and intention to quit among selected call centre employees
in the financial services industry?

4
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1.2 SUB RESEARCH QUESTIONS

The main goal of this research study is to explore how transformational leadership
influences perceptions of organisational justice, organisational citizenship behaviour
and intention to quit. The secondary goal of this research study is to validate the four
variable theoretical model exploring the structural relationships between these
variables in a call centre in the financial services industry.
The sub-questions are:


How does transformational leadership influence call centre employees’
perceptions of organisational justice?



How does transformational leadership influence call centre employees’
intention to quit?



How does transformational leadership influence OCB of call centre employees?



How does perceptions of organisation justice influence call centre employees’
intention to quit?



How does perceptions of organisational justice influence OCB of call centre
employees?



How does intention to quit influence OCB of call centre employees?

1.3 OBJECTIVES
The study aims to answer the question, how does transformational leadership
influence perceptions of justice, OCB and intention to quit among call centre
employees in the financial services industry? In order to answer this question it is
necessary to develop and test an explanatory structural model that would clarify the
manner in which the variables affects intention to quit among financial services call
centre employees. Based on the purpose of the study, the following objectives have
been generated:

5
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i. To develop and test a theoretical structural model explaining the way in which
transformational leadership affects intention to quit
ii. To test the model’s goodness of fit
iii. Assess the significance of the hypothesised paths in the model

1.4 SIGNIFICANCE OF THE STUDY

Understanding the thoughts and behaviours of call centre employees may provide an
opportunity to reduce the high turnover experienced in the profession. Turnover
serves as a vast problem across the call centre industry due to its associated costs
(recruitment, training and loss of skilled employees). Subsequently, understanding
this relationship becomes of great importance as a means of improving the high rate
of turnover experienced in this particular job role in industry. Furthermore, links can
be made between fair practices as well as leadership practices being greatly associated
to employees formulating turnover intentions. Therefore, this study aims to directly
understand this relationship, specifically in the call centre environment. Essentially, if
all these relationships are in place, it could possibly lead to the call centre employees
engaging in OCBs which serves as a goal for many organisations. The main reason for
this is because extra-effort is not a mandatory requirement, so an organisation capable
of engaging their call centre employees in that manner is bound to produce a
significantly improved level of performance.
Rauf (2014) states that leadership, citizenship behaviours and employee perceptions
of justice are directly linked to organisational effectiveness and efficiency. The study
aims to explore these variables expected to be directly linked to the achievement of
organisational success. The inclusion of intention to quit, defined as the deliberate and
intentional willfulness to exit the organisation, is used in order to evaluate the
6
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presence of citizenship behaviours, as well as the attitudes held by individuals in
terms of their justice perceptions and turnover intentions of call centre employees
(Robyn, 2012). In examining the relationship between these variables, call centres will
be able to understand the critical role leadership plays in retaining employees.
Furthermore, the role of fair practices in eliciting extra-effort from staff can be
explored. With the increasing levels of competition across industries this could be a
distinguishing factor in achieving organisational success.

1.5 STRUCTURE OF THE CHAPTERS

The thesis is comprised of five chapters:
Chapter one contains the introduction and overview of the study. It includes areas for
discussion on the problem statement, objectives of the study as well as significance for
the study. In addition, hypotheses were developed.
Chapter two provides an overview of the theoretical foundations behind the
theorising concerning the conceptual model under study. The conceptualisation of
how perceptions of organisational justice and organisational citizenship behaviour
relate to intention to quit is discussed.
Chapter three outlines the procedure utilised to address the key problem under
investigation. The methodology addresses the research design, sampling strategy, and
data collection procedures, measuring instruments, research hypotheses, statistical
analysis, issues of item and dimension analysis and how to deal with missing values.
Chapter four presents the results of the study.
Chapter five discusses the most significant results of the previous chapter.
Furthermore, it addresses the theoretical and practical implications as well as
limitations of the study.

7
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1.6 CHAPTER SUMMARY

This chapter has outlined the background as well as motivation for the study. The
specific research questions that the study aims to address have also been provided.
Furthermore, it has identified the specific objectives while also providing the various
hypotheses to be tested in the study. Finally, the structural composition of the five
chapters contained in the study have been described and provided. The following
chapter will focus on the prevalent literature of the research variables in the study.

8
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CHAPTER 2
LITERATURE REVIEW

2.1 INTRODUCTION

Organisational Citizenship Behaviour (OCB) is one of the most popular and widely
researched topics in organisational behaviour research (Mahembe & Engelbrecht,
2014; Veloen, 2015). It is defined as contributions made by individuals to
organisational effectiveness that are neither dictated by the particular job
requirements nor recognized by the official reward system (Ünal, 2013). In other
words, it can be said that OCB represents behaviour that is accommodating with the
organisation, but it is not an expectation or precondition of a job, hence it being
referred to as extra-role behaviours (Ahmed, Rasheed & Jehanzeb, 2012).

2.2 CONCEPTUALISING ORGANISATIONAL CITIZENSHIP BEHAVIOUR
(OCB)

Organ (1988) defined OCB as some optional behaviours exercised by individuals that
are not acknowledged by direct or clear formal reward systems and subsequently
promote the effective functioning of the organisation collectively (Ahmed et al., 2012).
Organisational Citizenship Behaviour is therefore essentially pro-social behaviour
that is distinguished by the need to go beyond what is expected in role requirements
or role descriptions (Schlechter, 2005). Nadiri and Tanova (2010) view OCB as desired
and beneficial from an organisational perspective, however, managers experience
difficulty when attempting to foster their occurrence or question their absence
through any sort of contractual obligation or remuneration system as the behaviours
are voluntary.
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A distinction has been made between OCBs directed at individuals (OCB-I) versus
those directed towards the organisation (OCB-O). Common examples provided of
OCB, such as helping a co-worker with a heavy workload (OCB-I) or making proactive
suggestions in meetings (OCB-O) give way to how they are differentiated when used
(Farrel & Finkelstein, 2011).
In organisations promoting high-involvement work practices, the message that is sent
to the employees is one that sees the importance and value in the workforce.
Consequently, it emphasizes that their organisation is one that promotes humanistic
values, cares about their employees’ wellbeing and promotes a culture of trust (Pare
& Tremblay, 2007). Therefore reciprocity norms begin to create a climate where
employees are inclined to increase their personal contribution and efforts and
ultimately engage in extra role behaviours. It should, however, be noted that
promoting the necessary environment for OCBs to occur is essential. A relationship
based on mutual care and trust, as well as always having employees’ wellbeing at the
forefront, even in the face of adversity, is a great means of achieving a culture where
discretionary effort is almost unconsciously applied (Pare & Tremblay, 2007).

2.2.1 DIMENSIONS OF ORGANISATIONAL CITIZENSHIP BEHAVIOUR

Katz (1964 as cited in Smith, Organ & Near, 1983) identified three basic types of
behaviour critical for a functioning organisation. One of these basic types of behaviour
referred to people needing to engage in innovative and spontaneous activity that goes
beyond role prescriptions. There is a dependency on a myriad of acts of cooperation,
helpfulness, good will, altruism and other occasions of what is termed citizenship
behaviour (Smith et al., 1983). It is from this that the dimensions of altruism and
generalised compliance were proposed to compose OCB (Smith et al., 1993). However,
Organ then later deconstructed the general compliance dimension and instead added
10
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the additional dimensions of OCB (see Table 2.1) to comprise a five factor latent
variable model (1998).

Table 2.1
The dominant themes of organisational citizenship behaviour
Researcher

Themes

Smith, Organ and Near (1983)
Organ (1988)

Altruism and generalised compliance
Altruism, conscientiousness, sportsmanship, civic virtue,
courtesy
Identification with the organisation, assistance to colleagues,
harmony, righteousness, discipline, self-improvement
Organisational citizenship behaviour (OCBI) and Organisational
Citizenship behaviour organisation (OCBO)
Loyalty, obedience, social participation, functional participation
Interpersonal helping, individual initiative, personal industry,
loyal boosterism
Interpersonal facilitation and job dedication
Identification with the company, altruism toward colleagues,
conscientiousness, interpersonal harmony, protecting company
resources
Helping behaviours, sportsmanship and civic virtue,
organisational loyalty, organisational compliance, individual
initiative, self-development

Lin (1991)
Williams and Anderson (1991)
Van Dye, Graham and Dienesch (1994)
Moorman and Blakely (1995)
Van Scotter and Motowidlo (1996)
Farh, Early and Lin (1997)

Podsakoff, MacKenzie,
Bachrach (2000)

Paine,

and

Source: Extracted from Mahembe, B., Engelbrecht, A.S., Chinyamurindi, W., & Kandekande, L.R. (2015).
A study to confirm the reliability and construct validity of an organisational citizenship behaviour
measure on a South African sample. SA journal of Industrial Psychology, 41(1), Art.#1289, 8 pages.

As depicted in Table 2.1, there has not been any reached consensus in literature when
referring to the definitions of OCB dimensions, with over 30 reported definitions of
OCB in various studies (Mahembe et al., 2015; Polat, 2009; Unal, 2013). In his
examination of OCB, Organ (1998) identified five major forms (dimensions) of OCB,
namely: altruism, conscientiousness, sportsmanship, courtesy and civic virtue. These
five dimensions are briefly discussed on the following page.

11

http://etd.uwc.ac.za/

2.2.1.1 Altruism

Altruism refers to helping or helpfulness, and is comprised mainly of voluntarily
helping others with organisational tasks (Rasheed et al., 2013). It comprises all
discretionary behaviours that have a helping effect on others regarding the prevention
of work related problems (Ünal, 2013). Altruistic behaviour would comprise regularly
attending work get-togethers, cheering fellow employees up with jokes, helping coworkers with job-unrelated personal problems that could in turn limit negative mood
spill over and distraction on the job. Promoting a culture in which the above is
emphasised breeds the production of OCB into an organisation and highlights an
important aspect of OCB (Farrel & Finkelstein, 2011).

2.2.1.2 Conscientiousness

Conscientiousness refers to capturing cases where individuals go well beyond
minimum role requirements. Examples of these include voluntary helping orientation
of a new employee, obeying rules and regulations and working extra-long days
(Schlechter, 2005). More conscientiousness for an employee means more responsibility
and less supervision (Ünal, 2013).

2.2.1.3 Sportsmanship

Sportsmanship refers to individuals’ willingness to endure less than ideal
circumstances as well as tolerate minor and temporary personnel inconveniences and
impositions of work without complaints, appeals and protests, thereby preserving
organisational vitalities for accomplishing tasks as well as reducing the workload
carried by managers (Ünal, 2013). Organ (1988) identified this as refraining from
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exaggerating problems which exist in the organisation, avoiding complaining about
the work and blaming other employees, as well as avoiding arguments with
colleagues during times of distress in the organisation. It also covers defending the
reputation of the organisation against those on the outside (Polat, 2009).

2.2.1.4 Courtesy

This dimension concerns the prevention of interpersonal problems through polite and
considerate behaviour. Furthermore, courtesy involves gestures demonstrated in the
interest of preventing the creation of problems for co-workers (Ünal, 2013). According
to Organ (1998), examples of this include attempting to avert the suffering of others
as a result of a certain event, and informing fellow colleagues around important points
of a work schedule needed to be taken into consideration in advance.

2.2.1.5 Civic Virtue

This dimension refers to individuals participating and being involved in the life of the
organisation. Furthermore, this dimension is representative of a macro level of interest
in, or commitment to, the organisation (Ünal, 2013). Examples of civic virtue are
displaying high involvement in meetings, taking an interest in organisational policies
and contributing to organisational strategies to cope with changes in the
organisational framework (Organ, 1988).
The enactment of OCB arguably has a lot of benefits for the organisation. This
includes: improved group cohesion through teams taking responsibility for training
new members thereby lightening the workload (Podsakoff et al., 2000); an increase in
social facilitation which reduces social cohesion allowing individuals to focus more
13
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on their tasks and less on interpersonal relationships or group conflicts which has the
potential to subsequently increase performance (Podsakoff et al., 2000); and voluntary
helpful

behavior

significantly

influencing

performance

evaluations

and

correspondingly creating a positive environment for employees (Podsakoff et al.,
2000). One of the benefits of engagement in OCB is that it gives the organisation a hint
on intention to quit among its employees as OCBs have been documented to be
negatively associated with intention to quit (Buluc, 2015). Podsakoff et al. (1997)
supported the negative association between OCB and intention to quit through
publicizing that engaging in OCB would enable the enhancement of employee morale
in the workplace, consequently reducing employee turnover.

2.3 CONCEPTUALISING INTENTION TO QUIT

In order for an organisation to hold and maintain a competitive edge employees
should be considered as the most important asset. However, in time of continuous
developments and improvement across industries, a shrinking talent pool, and
globalisation creating new dimensions of competitiveness, the focus from employees
being the organisations’ most important resource has now moved to the right
employees being the most important resource. Therefore, it becomes necessary to
delve into the complexities associated with high turnover intentions as losing valuable
staff directly translates into losing an essential component in achieving overall success
(Pare & Tremblay, 2007).
Saungweme and Gwadure (2011) define turnover intention as a deliberate and
conscious decision to leave an organisation. This should be distinguished from actual
turnover which refers to the actual termination of an individual’s employment within
an organisation. Actual turnover can be broken down into two types; namely
voluntary and involuntary turnover. Voluntary turnover refers to employees deciding
14
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for themselves to exit the organisation and involuntary turnover refers to when the
organisation removes the employee, thereby forcing the employee’s exit (Kaur,
Mohindru & Pankaj, 2013).
Turnover intention, or intention to quit, allows for projections into the likelihood that
an individual will exit their job within a certain time frame and lead to actual turnover
(Nadiri & Tanova, 2010). Consequently, turnover intention has been postulated to
essentially serve as the greatest predictor of actual turnover. Basak, Ekmekci, Bayram
and Bas (2013) defined intention to quit as the conscious and intentional decision
made by an employee to leave the organisation.
According to Nadiri and Tanova (2010), certain managers do not view employee
turnover to be dysfunctional, however, at the organisational level there is significant
proof that higher turnover has significant replacement and recruitment costs. A reason
for concern regarding a high rate of voluntary turnover is the fear that employees
possessing greater skills and abilities will be those capable of leaving the organisation
while those who stay are those unable to find better employment (Nadiri & Tanova,
2010).
Turnover intention serves as an important construct and organisations should be
aware of its consequences. Theoretical empirical studies done by Jacobs and Roodt
(2008) have revealed that turnover intention, as well as intention to stay, are the
strongest determinants or immediate predecessors of actual turnover. Intention to
stay is defined as employees’ intention to remain in the organisation on a long-term
basis (Radebe & Dhurup, 2014). This follows the theory of planned behaviour, positing
that behavioural intention is a good predictor of actual intention (Aiken & West, 1991).
If an organisation is aware of the prevalence of turnover intention amongst staff, it
means that they can be proactive in the retention of a skilled and competent workforce.
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2.3.1 MODELS OF TURNOVER INTENTION

It is essential to fully understand the complex process of turnover intention. The body
of knowledge available makes reference to two particular models of turnover
intention, serving as the basis for understanding the process. These models have been
conceptualised by March and Simon (1958) and Mobley (1977) respectively.

2.3.1.1 March and Simon’s model

March and Simon are widely considered to be the most prominent theorists in the
development

of

turnover

intention

studies

worldwide.

Their

proposed

conceptualisation of turnover intention makes reference to the work of Bernhard
(1938) in which the theory of organisational equilibrium is posited (Perez, 2008).
Organisational equilibrium follows the premise that in order for an organisation to
successfully exist, sustained equilibrium and efficiency is mandatory. Achieving
sustained organisational equilibrium requires constant member contributions
(Hapert, 2012). Consequently, for members to make constant member contributions,
the members in turn require satisfaction with the equitable incentives offered to them
by the organisation. Therefore if the member perceives their contribution as exceeding
the organisation’s incentives then equilibrium is not maintained. Perceived
desirability of movement and perceived ease of movement serve as the two variables
on which the model is based. Each variable is believed to be directly influenced by the
relationship between incentives and contributions (Hapert, 2012).
According to Hapert (2012), the perceived desirability constitutes the more members
experience satisfaction in their jobs the less likely they are to leave; while perceived
ease of movement refers to the amount of available opportunities perceived by the
member beyond the organisation. This model has however, received criticism in that
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it has not directly highlighted the factors involved in influencing the turnover process,
subsequently being labeled a fixed rather than procedural process (Perez, 2008).

2.3.1.2 Mobley’s Model

Mobley is responsible for the turnover decision model which is explained in a
sequential process. Beginning with an assessment of one’s current job followed by a
series of cognitive acts serves as the definition of Mobley’s model of turnover intention
(Hapert, 2012). According to the model, a consequence of a perceived negative
assessment is likely to result in the encouragement of turnover intention, which is also
attributed to an experience of job dissatisfaction. According to Perez (2008), Mobley’s
model (see Figure 2.1) is affected by its deficit in empirical evidence provided for the
theoretical distinctions between the proposed explanatory constructs.

The preceding literature is representative of the complex nature of turnover
intentions. As a result, various frameworks are required in order to explain the process
behind turnover and turnover intentions.

The retention of employees as well as the promotion of OCBs at the workplace is not
a random event; leadership plays a pivotal role in ensuring that the right environment
is created. Leadership can be viewed as playing a crucial role in organisations today.
Leadership is tasked with navigating a business world marked by ever-increasing
volatility, uncertainty, complexity and ambiguity (Nel, Stander & Latif, 2015). In these
trying times leadership is essential in preparing their organisations for the inevitable
challenges they are to face (Purnell & Johnson, 2008). With increased competition
among organisations, the role of leadership is crucial as it is likely to mean more
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productive employees, profits, and increased competitiveness for the organisation.
For the employee it provides peace in terms of personal finances, promoting a better
quality of life, as well as an opportunity to develop to their full potential (Purnell &
Johnson, 2008).
Figure 2.1
Mobley’s decision process model

Mobley’s

Decision

Process

Model.

Retrieved

from:

http://whatsyourjobattitude.weebly.com/mobleys-model.html

A popular contemporary leadership theory highly prevalent in the business world
today refers to that of transformational leadership. This leadership theory is
purported to reach every level in an organisation, facilitating team behaviour where
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group members are able to motivate, care for, inspire and stimulate one another (Nel
et al., 2008). Some literature suggests that transformational leadership may serve as
the most appropriate style for dealing with the challenges and organisational changes
faced by South Africans today. McKinsey (2015) argues that South Africa is a country
in which the economy is evidently slowing down, job creation is stagnant,
unemployment is rife and poverty levels are constantly increasing. In addition, the
challenges posed in the mining industry, the energy issues presented, and the growing
pressures on the manufacturing industry create a tense and pessimistic climate in the
South African workforce.

2.4 CONCEPTUALISING TRANSFORMATIONAL LEADERSHIP

There is quite a considerable body of knowledge directed towards understanding the
construct of transformational leadership. Burns (1978) initially cited transformational
leadership as a continual process whereby leaders and followers elevate each other to
greater levels of morality and motivation. The author did this through distinguishing
between transformational and transactional leadership styles. Burns (1978) further
went on to state that transformational leaders aim to transcend as leaders through
their leadership style by offering a purpose allowing for focus on higher order intrinsic
needs.
Transformational leaders focus on uniting followers through the articulation of a
collective purpose. This allows for the building of relationships in a manner capable
of transforming, motivating and enhancing the actions and ethical aspirations of their
followers (Dev, 2015). A core focus area of transformational leadership is that it
involves the empowerment of employees (Kraft, Engelbrecht & Theron, 2004).
Through empowering their followers they are afforded the opportunity to develop to
their full capacity, allowing for the fulfilment of higher needs. Furthermore,
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transformational leaders influence value systems, moralities and motivations through
their leadership style (Den Hartog, Mujien & Koopman, 1997).
More recent studies (Zemir & Yildirim, 2015) purport that it is important to display
qualities of innovation and create an adaptive climate conducive to proactive change
rather than reacting solely when it becomes necessary to do so. This is supported by
Bartram and Casimir (2007) who postulate that the transformational leadership style
is suitable to dynamic organisations marked by change. Focusing on follower
empowerment and development allows followers to unite, alter goals and beliefs, and
focus past their self-interests to achieve organisational goals.

2.4.1 DIMENSIONS OF TRANSFORMATIONAL LEADERSHIP

Bass and Avolio (as cited in Jyoti & Dev, 2015) advanced the work of Burns and
divided transformational leadership into four latent dimensions; namely: idealised
influence, inspirational motivation, intellectual stimulation and individualised
consideration. These are viewed as the four significant influential powers responsible
for completing transformational leaders leading abilities (Green, Miller & Aarons,
2013). These dimensions will be briefly discussed below.
2.4.1.1 Idealised Influence

Idealised influence focuses on the degree to which a leader is admired, respected and
trusted (Green et al., 2013). This dimension focuses on the manner in which leaders
are able to inspire their followers towards achieving both personal and organisational
goals. Idealised influence emphasises communicating an articulate vision in a
confident, optimistic and enthusiastic manner through the use of motivational
examples to energise their followers (Avolio, 2005).
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2.4.1.2 Inspirational Motivation

Inspirational motivation refers to the degree to which a leader is able to articulate an
appealing vision capable of inspiring followers. Inspirational motivation focuses on
the charismatic actions taken by leaders that encompass values, beliefs and a sense of
purpose (Jyoti & Dev, 2015). Charismatic actions involve leaders displaying their most
important values and beliefs used to emphasize the collective mission, as well as
considering the moral implications of their decisions. Green et al. (2013, p13) supports
this by defining inspirational motivation as the “extent to which the leader is able to
provide a common vision and provides meaning to the work of staff.”

2.4.1.3 Intellectual Stimulation

Intellectual stimulation refers to the manner in which the leader arouses staff to think
in novel ways which are conducive to innovation and creativity. Here, emphasis is on
how the leader is able to contest assumptions, take risks and solicit the ideas of their
followers. Intellectual stimulation is a dimension that is believed to encourage
followers to question their own values, assumptions and beliefs, as well as those of
their leaders. Leaders create challenging performance goals for their followers, while
providing them with the necessary motivation to allow the team to contribute to the
goals in innovative ways (Amaankwa & Anku-Tsede, 2015).

2.4.1.4 Individualised Consideration

Individualised consideration refers to the manner in which the leader displays the
ability to act a mentor or coach, as well as listen to the concerns and needs of each
follower. Furthermore, this comprises the basic requirement to respect and celebrate
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every individual contribution that each follower is able to make to the larger group.
This dimension is believed to not only inform the next generation of leaders, but also
fulfils individuals’ needs for self-actualisation, self-fulfilment and self-worth.
Naturally it also propels followers towards further achievement, specifically in terms
of personal growth and development (Jyoti & Dev, 2015).
Transformational leadership is postulated to correlate with the manifest variable of
perceptions of justice, as the manner in which transformational leaders engage with
their followers is believed to influence perceptions of fairness (Malik & Naem, 2015).
Subsequently if followers perceive working conditions as being fair, their turnover
intentions are likely to be moderated (Pare & Tremblay, 2007). Finally, if employees
buy into their leader’s vision, perceive practices as being equitable, and do not hold
turnover intentions, it breeds a climate wherein they are likely to engage in OCBs
(Ünal, 2013).

2.5 CONCEPTUALISING ORGANISATIONAL JUSTICE

Organisational justice theory provides a framework through which to explore and
understand employees’ feelings of trust or mistrust more fully. Organisational justice
integrates the outcomes of organisational change with the methods used to achieve it,
and perceptions about the treatment of those affected (Saunders & Thornhill, 2003).
Furthermore, organisational justice theory concentrates on perceptions of justice and
fairness in organisations. This is done through the categorisation of employees’
opinions and feelings about the manner in which they are treated, as well as the
treatment of others within an organisation.
2.5.1 DIMENSIONS OF ORGANISATIONAL JUSTICE

Organisational justice is conceptualised as comprising of three specific dimensions. It
is important that they be mentioned and elaborated on (Malik & Naeem, 2015). These
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are distributive justice, procedural justice and interactive justice. A fourth dimension
of informational justice will also be elaborated on as some studies have included the
dimension for measurement.

2.5.1.1 Distributive Justice

Adams equity theory is believed to be the basis from which distributive justice stems.
Equity theory is founded on the premise that the outcome/input ratios of comparison
others must be equal (Huseman, Hatfield & Miles, 1987). Put in simple terms it is
postulated that an individual evaluates their perceived input-outcome ratio and then
holds this in comparison with a comparable other. Unequally perceived inputoutcome ratios with comparable others represent inequity, resulting in the individual
harbouring feelings of unfairness and distress (Arnold & Randall, 2010). The
individual then works to restore equity through the use of various equity restoration
techniques such as increasing or decreasing the amount of effort, or ending the
employment relationship. Consequently it is vital that employees perceive fairness
and balance (Arnold & Randall, 2010).

If employees believe that they are being treated unfairly, by the organisation or a
senior, their perception of justice and sense of equity will be perceived as being
violated. If the cost of remaining in the relationship outweighs the benefits, they will
withdraw from the relationship. It is necessary to be cognisant regarding the manner
in which this withdrawal may take form. Lower performance, increased absenteeism
and turnover, engaging in deviant behaviour, and decreased citizenship behaviours
have all been reported by various theorists aiming to measure the impact of
inequitable justice perceptions (Blakely et al., 2005). When a fair working environment
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is perceived by employees, they are more likely to respond in accordance with equity
theory, and consequently engage in more prosocial behaviours in the organisation.
Malik and Naeem (2015) go on to support the importance of distributive justice
defining it as the fairness of outcomes an employee receives such as pay and
promotions

(Malik

&

Naeem,

2015).

Individuals

therefore

evaluate

the

rewards/outcomes they receive in relation to the energy they expend, as well as a
comparison between their own gains and that of others in order to gain a justice
perception about themselves. It is further stated that the manner in which employees
perceive the processes used to reach as well as implement these decisions, create the
foundation of two additional kinds of justice; these are procedural justice and
interactive justice (Saunders & Thornhill, 2003).

2.5.1.2 Procedural Justice

Procedural justice maintains a focus on employee perceptions of the fairness of
procedures in decision making processes. One of the significant classifications
concerning procedural justice was developed by Leventhal (as cited in Burton,
Sablynski & Sekiguchi, 2008). According to Colquitt (2001) and Tyler and Smith (1998),
this classification is based on a six-point criteria as follows:
1. Consistency: referring to the behaviours and the rewards given towards them
2. Be free from bias: referring to the fact that procedures followed in the
organisation are free from favouritism and other similar biases
3. Decision accuracy: referring to the collection of correct information, and
objective and high-quality procedures used in the decision-making process
4. Correctibility: referring to the fact that there are opportunities and mechanisms
to correct unfair or incorrect decisions
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5. Representation: referring to the participation of the parties to be affected by the
decisions in the decision-making process
6. Ethicality: referring to the fact that there is a consensus over general standards
of ethics and justice in the decision-making process
Tyler and Lind (1992) posit that the group-value model is responsible for the
importance placed on employees forming long-term relationships with a group and
with its authorities and institutions. This is a result of most employees expecting their
employers to utilize neutral decision-making procedures enacted by trustworthy
authorities, in order for the employees to benefit fairly from being members of the
group. The group-value model developed out of procedural justice investigations of
hierarchical social relationships. This research showed that people value treatment
that is neutral, trustworthy, and dignified (Tyler & Lind, 1992). If employees are
treated in this manner it assists in the forming of perceptions of procedural fairness
beneficial to the organisation as the processes used to reach decisions would be
impartial (Pare & Tremblay, 2007).

2.5.1.3 Interactive Justice

Interactive justice is distinguished from distributive and procedural justice as it has
somewhat differing characteristics in comparison. Interactive justice focuses on
employees’ perceptions about the fairness of the specific interpersonal treatment
employees receive during application of new organisational practices (Saunders &
Thornhill, 2003). Buluc (2015) goes on to define interactive justice as the dimension
that refers to employees’ perceptions concerning the fairness of acts during various
social changes. If employees receive respectful treatment and if they are well informed
about the decisions affecting them, their perceptions of justice may significantly
improve.
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“Interactive justice is seen as an extension of procedural justice, concentrating on the
interpersonal component of organisational processes, especially the interpersonal
treatment and communication by management to employees, often in terms of
dignity, respect, and politeness” (Spreitzer & Mishra, 2002, p. 713). Essentially it
emphasises three kinds of social accounts used to decrease the understandable
severity of an encounter. Causal accounts highlight trustworthy mitigating conditions
for decision (for example, increased working hours is solely a result of surviving the
economic recession). Ideological accounts connect the decision to the distinct future
organisational vision (for example, increased working hours will assist the
organisation advance its competitive advantage in the future). Remorseful accounts
that concentrate on the interpersonal treatment of those impacted by the decision (for
example, we are really sorry we have to resort to increased working hours). Research
shows that if sincere explanations are provided around why uncomfortable actions
must occur, it assists in ameliorating negative reactions and encourages belief in
decision makers’ actions being the result of fair processes and good intentions
(Spreitzer & Mishra, 2002).

2.5.1.4 Interpersonal and Informational Justice

Greenberg (1993) argued that the traditional three factor model of justice is better
conceptualised as four varying sorts of justice. The author posited that in addition to
distributive and procedural justice, interactional justice would serve better being
separated into two exclusive forms of justice: interpersonal justice defined as the
fairness of interpersonal treatment provided during the enactment of procedures and
distributions of outcomes, and informational justice, defined as the fairness of
explanations and information. Blakely et al. (2005) has gone on to support this view in
defining informational justice as the fairness in the communication process of
company procedures. An example that would reflect this component of organisational
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justice would be an employee’s perception of the candidness of a supervisor’s
communication (Blakely et al., 2005).
In conducting the present study, the three-factor model of organisational justice was
used comprising the latent variables of distributive, procedural and interactive justice.
This was done as a result of the three factor conceptualization of organisational justice
serving as the most widely used in the literature (Blakely et al., 2005).
The literature review provides a discussion of the definition and conceptualisation of
the reported variables. Subsequently, the reported relationship between these
variables will be provided, culminating in the postulation of the hypotheses and
subsequent development of a conceptual model.

2.6 THE RELATIONSHIP BETWEEN TRANSFORMATIONAL LEADERSHIP,
PERCEPTIONS OF ORGANISATIONAL JUSTICE, INTENTION TO QUIT AND
ORGANISATIONAL CITIZENSHIP BEHAVIOUR (OCB)

Taking the plethora of literature based on theoretical and empirical findings into
account it was hypothesised that transformational leadership positively affects
organisational justice, negatively affects intention to quit and positively affects OCB.
The following will provide a brief synopsis on the relationship between these
variables with a subsequent hypothesis.

2.6.1 Transformational leadership and perceptions of organisational justice

Pillai, Schriesheim and Williams (1999) argued that transformational leaders are able
to influence perceptions of organisational justice through the promotion of group
solidarity and social cohesion. Zemir and Yildirim (2015) conducted a research study
where the findings supported this view. The aim of their work was to analyse the
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influence of perceptions of justice in a context of transformational leadership using a
sample of 200 working people from leading insurance companies operating in
Istanbul.

The

findings

report

statistically

significant

correlations

between

transformational leadership with all three justice dimensions (distributive β=0.73
procedural β =0.79 and interactive β = 0.83). This suggests transformational leadership
positively affects organisational justice. Based on this the following hypothesis is
postulated:
Hypothesis 1: Transformational leadership influences perceptions of organisational justice

2.6.2 Transformational leadership and intention to quit

Literature suggests that when transformational leadership qualities are prevalent in
an organisation, turnover intention becomes less prevalent. A considerable body of
knowledge has been compiled based on the moderating influence of transformational
leadership on turnover intentions. Long, Thean, Ismail and Jusoh (2012) conducted an
exploratory study examining the relationship between leadership styles and turnover
intentions using a sample of academic staff in Malaysia. Albeit no significant
relationship was found, in comparison to reports of existing literature,
transformational leadership was still negatively correlated to employee turnover
intentions.
Preceding literature conducted by Gul, Ahmad, Rehman, Shabir and Razzaq (2003)
support the relationship between transformational leadership and intention to quit. In
their investigation of the relationship between leadership styles, commitment and
intention to quit using a sample of 121 questionnaires, the results highlighted a
negative relationship between transformational leadership and intention to quit.
Based on this the following hypothesis is postulated:
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Hypothesis 2: Transformational leadership influences intention to quit

2.6.3 Transformational leadership and OCB

Based on available literature, transformational leadership is documented to elicit
discretionary effort from employees as they are willing to go above and beyond due
to the climate created by leaders (Ahmet, 2015). In an empirical study investigating
the relationship between transformational leadership and OCB, using a sample of 302
nurses employed by two district hospitals in Taiwan, results indicated
transformational leadership was positively correlated with OCB. This is supported by
the work of Podsakoff, Mackenzie and Bommer (1996) where the findings reported
that transformational leadership had significant and consistent relationships with the
5 dimension OCB scale. Based on this the following hypothesis is postulated:
Hypothesis 3: Transformational leadership influences OCB

2.6.4 Perceptions of organisational justice and intention to quit

Tourani, Khosravizadeh, Omrani, Sokhanvar, Kakeman and Najafi (2016) conducted
a research study investigating the relationship between organisational justice and
intention to quit. The study was conducted in a women’s hospital in Tehran using a
statistical sample consisting of 135 nursing staff members, with findings presenting
an observed significant negative relationship between organisational justice and
turnover intentions.
Aghaei et al. (2012) reported that there is a negative and significant relationship
between intention to quit, where people make a purposeful decision to leave the
organisation, with organisational justice. Subsequently, Aghaei et al. (2012) state that
29

http://etd.uwc.ac.za/

an increase in organisational justice and the factors associated with it, will be met with
a reduction in intention to quit. Based on this the following hypothesis is postulated:
Hypothesis 4: Perceptions of organisational justice influences intention to quit

2.6.5 Perceptions of organisational justice and OCB

The premise is that individuals are less likely to go beyond role requirements, which
means they are less likely to engage in organisational citizenship behaviours, if they
perceive or experience practices as being unfair (Rauf, 2014). Additionally, it is
postulated that the likelihood of people who have justice perception for their
organisation are more likely to perform organisational citizenship behaviours. This is
based on the notion that individuals’ behavior is directly influenced by their attitudes
(Rauf, 2014). Omoruyi et al. (2011) state OCB should be ruminated as an input for
one’s equity ratio (Adams equity theory) and therefore the raising or lowering of one’s
level of OCB could be a possible response to inequity, or perceived inequity.
In a meta-analysis of organisational justice dimensions conducted by Cohen-Charash
and Spector (2001), distributive and procedural justice were found to be negatively
related to turnover intention (r= -0.26), while interactive justice was also negatively
related to turnover intention (r= -0.32). This shows a distinct relationship between the
variables, where intention to quit is influenced by employee perceptions of justice.
Furthermore, in a study conducted by Omoruyi et al. (2011) it was postulated that
survivors of organisational restructuring will constantly deliberate the processes and
procedures utilized by the organisation when retrenching their fellow co-workers,
provoking negative reactions if the process is perceived as unfair. The research results
showed that there was no fairness in the downsizing exercise. This resulted in low
morale amongst survivors and unwillingness to engage in extra-role behaviours.
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Based on this the following hypothesis is postulated:
Hypothesis 5: Perceptions of organisational justice influences OCB

2.6.6 Intention to quit and OCB

According to Nadiri and Tanova (2010) the premise is that if employees do not
perceive organisational justice then they will not display organisational citizenship
behaviours. These extra-role behaviours provide organisations with employees who
go beyond the contractual requirements of their jobs, and are therefore particularly
desirable.
Buluc (2015) conducted a research study aimed at establishing the relationship
between justice perceptions and OCB through a sample of academic staff. The results
yielded evidence indicating higher levels of employee justice perceptions in relation
to OCB are significant for organisations, which include educational institutions.
Therefore it is posited that activities aimed at improving justice perceptions positively
influence citizenship behaviours, subsequently improving employee performance
and achievement. When analysing the dimensions of organisational justice and OCB,
it was found that all the dimensions of organisational justice correlate positively with
OCB, however these correlations vary accordingly. Of the three dimensions,
procedural justice was found to have the highest significant correlation at .396** and
distributive justice was found to have the lowest correlation at .321**. Interactive
justice had a correlation of .387**, at a confidence interval of p < .01 (Buluc, 2015).
Chen, Hui, and Sego (1998) found evidence of a negative relationship between the
intention to quit and organisational citizenship behaviour, while, Mackenzie et al.
(2001) found an even stronger negative relationship between that of actual turnover
and OCB (as cited in Schlechter, 2005). Therefore it is stated by Schlechter (2005) that
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harbouring feelings of organisational withdrawal influences the willingness of
individuals to engage in extra-role behaviours. Based on this the following hypothesis
is postulated:
Hypothesis 6: Intention to quit influences OCB

2.7 CONCEPTUAL MODEL

A conceptual model (Figure 2.2) was developed after taking the extensive literature
review into account aimed at illustrating the particular hypothesised causal
relationships between transformational leadership, perceptions of organisational
justice, intention to quit and OCB.

Figure 2.2
Conceptual model
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2.8 CONCLUSION

The above has provided a body of evidence around how the variables of
transformational leadership, perceptions of organisational justice, intention to quit
and organisational citizenship behaviour influence one another. This has been done
in order to answer the prevalent research question. Each variable was conceptualised
with an analysis of the various constructs being provided. Subsequently, hypotheses
aimed at guiding the study were generated based on the relationships between the
variables. Finally, the chapter concluded with a proposed conceptual model depicting
the relationship between each of the variables. The research methodology used to test
the model and test the overarching research question will be explored in the following
chapter.
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CHAPTER 3
RESEARCH METHODOLOGY

3.1 INTRODUCTION

The present study aims to test an exploratory structural model developed in the
previous section that explicates the manner in which transformational leadership,
perceptions of organisational justice, OCB and intention to quit influence one another
among call centre employees in the financial services industry. This chapter outlines
a comprehensive description of the specific research methodology employed in
answering the research question under investigation by concentrating on the research
design, participants, procedures, measuring instruments, statistical analysis
procedures, and ethical considerations which collectively comprise the research
methodology of the study.

3.2 RESEARCH DESIGN

The research design is defined as the variety of techniques implemented in order to
answer the research question and problem (Rajasekar, Philominatha & Chinnathambi,
2013). Furthermore, the research design comprises clear intentions as well as the
particular sources from which the researcher aims to gather and analyse the data.
Sekaran (2010) defines three various kinds of research designs in conducting research
studies known as quantitative, qualitative and mixed methods.
Quantitative research focuses on numeric values obtained through statistical
reporting. These include correlations, comparisons of means as well as the statistical
significance of findings (Sekaran, 2010). Quantitative research can be defined as the
collection of numeric data using statistically reliable and valid instruments in order to
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obtain insights on a particular topic, originating from the scientific method used in the
natural sciences (Teddlie & Tashakori, 2009). Quantitative research stems from the
paradigm of positivism. Positivistic studies limit the role of the researcher to data
collection and interpretation through an objective approach, resulting in research
findings that are usually observable as well as quantifiable. Positivism is subsequently
dependent on quantifiable observations that lend themselves to statistical analysis
(Collins, 2010). Quantitative research provides an advantage in that it is a cost and
time effective method, and the large sample sizes allow for greater generalisability.
However, the main disadvantage is that it does not provide in-depth information as
the questionnaires are closed-ended. Furthermore, the self-report nature of
quantitative research instruments are often plagues by social desirability from the
participants (Foxcroft & Roodt, 2009).
Qualitative research designs, on the other hand, are focused on gathering information
by means of a narrative approach which allows for the generation of hypotheses and
theory at the conclusion of the study (Creswell, 2003). In other words, qualitative
studies follow an inductive approach to the study of human behaviour and are based
on the phenomenological or interpretivistic paradigm. In this paradigm, reality is
socially constructed, resulting in subjective experiences forming a big part of
understanding human behaviour (Khan, 2014). Examples of qualitative research are
case studies, semi- or unstructured interviews, focus groups, and observations. An
advantage of qualitative research is the depth that it allows when studying behaviour
in its natural environment. However, a disadvantage is that it is very time consuming
as the researcher is expected to go into the natural environment, and also that the small
sample sizes used in qualitative studies may not allow for sufficient generalisability
(Foxcroft & Roodt, 2009).
The mixed method approach is associated with the realist paradigm which tends to
rely on a combination of both quantitative and qualitative methods (Creswell, 2003).
The mixed method approach is stated as providing a capacity for a richer approach to
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data collection, analysis and interpretation. Immense value is seen in the mixed
methods approach due its ability to allow for dealing with confirmatory and
exploratory research questions in one methodology. A consequence of the
methodology is that realists have developed a variety of alternatives to the concept of
validity that are viewed as appropriate for qualitative research. This means there is
actually slight uncertainty in the conceptualisation of validity (Venkatesh, Brown &
Bala, 2013).
The present study has employed a quantitative research design as it intends to test the
research hypotheses as illustrated in figure 3.1.

3.3 STATISTICAL HYPOTHESES

Subsequent to the detailed literature review, a theoretical model was developed (refer
to Figure 3.1). This model depicts the particular hypothesised causal linkages between
transformational leadership, perceptions of organisational justice, OCB and intention
to quit.
To successfully test the validity of the postulated relationships in the structural model,
the following specific research hypotheses were tested.
Hypothesis 1: Transformational leadership influences perceptions of organisational
justice

Hypothesis 2: Transformational leadership influences intention to quit

Hypothesis 3: Transformational leadership influences OCB

Hypothesis 4: Perceptions of organisational justice influence intention to quit
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Hypothesis 5: Perceptions of organisational justice influence OCB

Hypothesis 6: Intention to quit influences OCB

Figure 3.1
Conceptual model

3.4 SAMPLING AND RESEARCH PARTICIPANTS

The study was conducted using various call centres within a financial services
organisation as the population. Sekaran (2010) defines population as that which
comprises all variables of interest that the researcher intends to investigate. The
population consisted of four call centres with varying numbers of staff comprising
approximately 735 call centre employees. Sampling served as an important issue
when selecting participants in the study. Sampling refers to taking a subset or segment
of the population and using it as a representative of the population (Bryman & Bell,
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2015).There are two kinds of sampling methods; namely probability sampling and
non-probability sampling.
In probability sampling, the elements in the population have some known chance of
being selected as sample subjects. In non-probability sampling, the elements do not
have a known or predetermined chance of being selected (Sekaran, 2010). For the
purpose of this study non-probability sampling was used, which may mean that the
findings from the study of the sample cannot be confidently generalised to the
population. Non-probability convenience sampling was used due to the practical
challenges associated with getting call centre workers to complete questionnaires
during working hours (Sekaran, 2010). This provided a relatively quick and
inexpensive way to collect the necessary data.
In terms of sample size, the study consisted of a sample of n = 202 in order to gather a
sufficient and representative amount of data. O’Rourke and Hatcher (2013) state that
as the procedures for confirmatory factor analysis and Structural Equation Modelling
are grounded on large sample theory, numerous authors have proclaimed that
minimum sample sizes of n = 200 are prerequisites in order to reliably conduct and
report study findings.
A total of 735 call centre agents comprised of the population sample (n=202). The
sample was comprised of 139 female (68.8%) and 63 male (31.2%) participants. The
majority (41.4%) of participants fell in the age category of 31-40 years old, with 21-30
years old accounting for the second most representative age category (40.9%). The
ethnic distribution in the sample was Black people (63.4%), Coloured people (19.3%),
Asian people (2%), White people (14.4%), and other (1%). The majority of participants
held a matric qualification (59.2%) as the highest level of qualification while a postmatric (39.8%) and pre-matric (1%) accounted for the rest of the participants highest
qualification obtained. The length of service in the organisation distribution in the
sample was most representative of below 3 years (37.1%) with 3-5 years (25.7%), and
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6-8 years (18.3%) accounting for the second and third most respectively. In terms of
period under current supervisor, below 3 years (80.2%) accounted for the vast majority
of the participants responses. The majority (78.7%) fell in the current job level of nonmanagerial, with lower-level management (14.4%), middle-level management (4%),
and upper-level management (2%) accounting for the rest of the sample. Finally, the
location of organisation province distribution in the sample was most representative
of Gauteng (63.4%), followed by the Western Cape (35.6%), Eastern Cape (0.5%), and
Kwazulu-Natal (0.5%)

3.5 DATA COLLECTION PROCEDURE

Subsequent to the data being collected, permission from the University of the Western
Cape as well as the relevant financial service organisation was first acquired in order
to ethically conduct the study. After receiving permission a Survey Monkey was used
to collect the required data from the call centres located in various provinces. Specific
links for each call centre area were generated and emailed to staff by their respective
managers in order to endorse the study and drive participation. The call centre
employees were allowed to complete the questionnaires online during any time of the
day and once completed, the results were stored safely online for the researcher to
export into SPSS.
The participants received a compounded online questionnaire including a covering
letter, a biographical questionnaire, and the four measuring instruments. The covering
letter provided the rationale for the study. Survey monkey allowed for the selfadministered type questionnaire to be easily distributed to a large number of
individuals in the various provinces.
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Table 3.1
Sample Profile
Variable

Value

Frequency

Percentage

Gender

Male
Female
20 and below
21 – 30
31 – 40
41 – 50
Above 50
Black (African)
Coloured
Asian
White
Other
Pre-matric
Matric
Post –Matric

63
139
4
81
82
9.5
12
128
39
4
29
2
2
119
80

31.2
68.8
2.0
40.9
41.4
9.5
6.1
63.4
19.3
2
14.4
1.0
1.0
59.2
39.8

Below 3 years
3 – 5 years
6 – 8 years
9 – 11 years
12 – 14 years
>15 years
Below 3 years
3 – 5 years
6 – 8 years
9 – 11 years
12 – 14 years
>15 years
Non-managerial
Lower-level management
Middle-level
management
Upper-level management
Western Cape
Gauteng
Eastern Cape
KwaZulu-Natal

75
52
37
14
7
13
162
24
12
1
1
0
159
29
8
4

37.1
25.7
18.3
6.9
3.5
6.4
80.2
11.9
5.9
0.5
0.5
0
78.7
14.4
4.0
2.0

72
128
1
1

35.6
63.4
0.5
0.5

Age

Ethnic group

Highest
qualification
obtained
Length of service in
organisation

Period under
current supervisor

Current job level

Location of
organisation
province

The above data was self-reported by the participants and indicates the holistic
biographical information obtained.
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3.6 DATA COLLECTION INSTRUMENTS

To measure the constructs under study the following measuring instruments were
used:

3.6.1 Transformational leadership

Transformational leadership was measured using an adapted version of the
Multifactor Leadership Questionnaire (MLQ) which was developed originally by Bass
(1985) and later revised by Bass and Avolio (1994). The MLQ is one of the most widely
used instruments to measure transformational and transactional leader behaviour in
organisational behavioural science (Tejeda, Scandura & Pillai, 2001).
The adapted questionnaire comprised of 20 items on a six point Likert-scale with
responses ranging from “almost never” to “almost always”. The questionnaire, much
like the transformational leadership construct is a composite of leader behaviours,
including idealised influence, inspirational motivation, intellectual stimulation and
individualised consideration (Bass & Avolio, 1994). Bass and Avolio (1995) originally
reported a Cronbach alpha of .89 for the MLQ and .97 for the short version of the MLQ.
Den Hartog et al. (1997) reported Cronbach alpha coefficients of α =.93 for idealised
influence, α = .72 for inspirational motivation, α = .81 for intellectual stimulation and
α = .75 for individualised consideration for the transformational leadership subscales.
The following table displays the most recent studies that have made use of the MLQ
as a measure of transformational leadership. Examples of items on this scale refer to
‘My supervisor/manager helps me to develop my strengths’ (individualized
consideration); ‘My immediate supervisor/manager acts in a way that builds my
respect’ (idealised influence); ‘My immediate supervisor/manager talks optimistically
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about the future (inspirational motivation; and ‘My supervisor/manager gets me to
look at problems from many different angles’ (intellectual stimulation).

Table 3.2
Cronbach alpha for Transformational Leadership
Cronbach’s Alpha
Coefficient

Idealised

Inspirational

Intellectual

Individualized

Influence

Motivation

Stimulation

Consideration

Kraft, Engelbrecht
& Theron, 2005

.84

.80

.72

.77

Engelbrecht &
Chamberlain, 2005

.94

.92

.92

.92

3.6.2 Perceptions of organizational justice

Organisational justice was measured using the 25 items scale developed by Niehoff
and Moorman (1993). The justice scale consists of three dimensions measuring
perceptions of Distributive Justice (DJ) with five items, Procedural Justice (PJ) six
items and Interactional Justice (IJ) with nine items respectively (Rauf, 2014).
The reliability analysis related to the scale developed by Niehoff and Moorman (1993)
(as cited in Moorman, Blakely & Niehoff, 1998) produced a Cronbach Alpha= .905. As
the social sciences deem a reliability coefficient of .70 as satisfactory, the Alpha
obtained by the scale developed by Niehoff and Moorman (1993) (as cited in Moorman
et al., 1998) is considerably higher (Gürbüz & Mert, 2009). The reliability coefficients
of the Organisational Justice sub-dimensions are α = .851 for Procedural Justice, α =
.941 for Interactional Justice and α = .748 for Distributive Justice (Gürbüz & Mert,
2009). Examples of items contained in the scale are ‘My work schedule is fair’
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(distributive justice); ‘Job decisions are made by my general manager in an unbiased
manner’ (procedural justice); and ‘My manager explains very clearly to me any
decisions made about my job’ (interactive justice).
3.6.3 Intention to quit

Turnover intentions were measured by a questionnaire developed by Roodt (2004).
The Turnover Intention Questionnaire is comprised of 14 items measured on a seven
point intensity response Likert scale anchored at extreme poles (for example, “never”
1-low intensity, to “always” 7-high intensity). Examples of items included in the
questionnaire (Roodt, 2004) were: “How often have you recently considered leaving
your job?” and “How frequently have you been scanning newspapers for new job
opportunities?” A Cronbach Alpha of .913 was obtained in the initial study using this
questionnaire, indicating an acceptable reliability. Prior to the research conducted by
Roodt (2004), most instruments in the literature measure turnover intentions on a
relatively small number of items, resulting in single-item measures assessing turnover
intentions being strongly criticized due to unknown construct validity. This
instrument is currently used in South Africa (Martin & Roodt, 2008).

3.6.4 Organisational citizenship behaviour

Podsakoff’s et al. (1990) Organisational Citizenship Behavior Scale (OCBS) was used
in order to measure OCB. It was designed to measure Organ’s (1988) conceptualized
five dimensions of OCB namely: (1) courtesy; (2) civic virtue; (3) conscientiousness; (4)
altruism and (5) sportsmanship and consists of 24 items (Hazzi, 2012). Niehoff and
Moorman (1993) reported acceptable psychometric properties. Items included in the
measure are ‘I help others who have heavy workloads’ (altruism); ‘I do not take extra
breaks’ (conscientiousness); ‘I try to avoid creating problems for co-workers’
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(courtesy); ‘I keep abreast of developments in the organisation (civic virtue); and ‘I
consume a lot of time complaining about trivial matters’ (sportsmanship).
In a study conducted by Mahembe and Engelbrecht (2014a) the reliability alpha
coefficients for the subscales ranged from .70 for civic virtue to .85 for altruism. The
use of the confirmatory factor analysis according to Podsakoff and Mackenzie
confirmed the hypothesized factor structure, with a Tucker-Lewis fit index of .94
ascertaining that all of the items used to assess the five OCB factors loaded
significantly on their intended factors (Mahembe & Engelbrecht, 2014b).

3.7 STATISTICAL ANALYSIS

This section outlines the statistical procedures utilised in the study as well as
categorising the particular order in which the statistical procedures were made use of.
Quantitative research methodology was applied to the study, making use of
scientifically reliable and valid questionnaires in order to gather the required data.
The data was initially analysed to identify missing values, where the multiple
imputation method was used to aggregate scores for these. Item analysis was then
conducted in order to ascertain and exclude poor items and subsequently improve the
internal consistency of the scales pertaining to the variables being measured in the
study. Item analysis was achieved using the SPSS Reliability procedure available in
SPSS version 24.

3.8 ITEM ANALYSIS

The detection and removal of poor items which do not contribute to the overall
reliability of the scale is referred to as item analysis. It is a statistical method used by
researchers to identify the total reliability of their test items (Pallant, 2016). Items
found to be unrelated, or with a minimal relationship to the construct, are
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consequently eliminated from the data. Item analysis serves the purpose of identifying
and removing those items that do not contribute to the internal consistency of the
variables under measurement by the subscales, thereby enhancing the overall content
validity of the subscale. Internal consistency refers to the magnitude in which items in
a scale or measurement device are homogenous and reflective of the same underlying
construct (Cooper & Schindler, 2003).
For the purpose of this study, item analysis was conducted in order to identify any
poor items (that is, factor loadings < 0.30) contained in the questionnaires utilised in
the study using SPSS version 24.0 (SPSS, 2015). This calculated and generated the
Cronbach alpha value, item-total correlation statistic as well as the inter-item
correlation statistics. In order to accurately determine levels of reliability for the scales
Nunnally’s (1967) guidelines were used as indicated in Table 3.3. An item is excluded
from further analyses if it has an item-total correlation value below .30 and would
result in a significant increase in the internal consistency scale when removed (Pallant,
2016).

Table 3.3
General guidelines for interpreting reliability coefficients

Reliability coefficient value

Interpretation

0.9 and above
0.80 – 0.89
0.70 – 0.79
below 0.70

excellent
good
adequate
may have limited applicability

(Nunnally, 1967, p. 206)
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3.9 EXPLORATORY FACTOR ANALYSIS (EFA)

Exploratory factor analysis was also performed on each of the subscales to ascertain
the amount of factors in each of the subscales. This served as an essential step for the
generation of item parcels that were used in the structural equation modeling. The
item parcels were created for each of the uni-dimensional scales and represented one
factor. These parcels subsequently served as the input for both the measurement and
structural models tested in the study as the sample size was not large enough to
accommodate the high number of items representing the variables investigated in the
study.
Factor analysis is a technique utilized to identify or confirm a smaller number of
factors or latent constructs from a large number of observed variables/items. There are
two chief categories of factor analysis: (a) exploratory and (b) confirmatory (Kline,
2005).
Exploratory Factor Analysis is applied to measure the underlying dimensionality of
an item set. The intention of test developers is naturally to construct uni-dimensional
scales or subscales comprised of items which all reflect a singular common underlying
latent variable or dimension to some extent. EFA searches for structure amongst
variables by allowing loadings between every observed variable (for example, item or
parcel) and every factor (for example, scale). Consequently, all the items of such a scale
or subscale are expected to have high factor loadings on a single underlying factor.
EFA is primarily used as it allows for items to be related to any of the factors
underlying responses on a measure.
The particular rules followed in order to determine the number of factors to be
extracted, as well as the items to be included in each factor when executing EFA were
as follows:
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Factors with an eigenvalue >1.0 will not be extracted and will instead be
maintained for further investigation (Kaiser, 1960, as cited in Mahembe, 2010).



Items resulting in item-total correlations <.30 on any factor will be excluded as
it means the item is measuring something dissimilar as a whole (Pallant, 2016).



An item loading >.30 on one or more factors would be excluded if the difference
between the higher and lower loading was .25 (Nunnally & Bernstein, 1994;
Tabachnick & Fidell, 2013).



A Kaiser-Meyer- Olkin measure of sampling adequacy (KMO index) cut-off
value used in this research study was .70. According to Kaiser (as cited in Field,
2005), values greater than .50 is acceptable, values between .50 and .70 as
mediocre, and values between .70 and .80 as good. Furthermore, values
between .80 and .90 are great and values of .90 and above are superb (Field,
2005).

3.10 CONFIRMATORY FACTOR ANALYSIS (CFA)

The goal of Confirmatory Factor Analysis is to explicitly test the ability of the
hypothesised measurement model or factor structure to reproduce the observed
correlation/covariance matrix. It tests the overall quality of the factor solution and the
specific parameters (factor loadings) composing the model (Kelloway, 1998). CFA is
used when the researcher has appropriate theoretical and empirical basis for the
specification of the most conceivable model or subset of models. This is due to CFA
allowing for concentrated testing of hypotheses pertaining to the data (Finch & West,
1997). Furthermore, CFA makes provision for the researcher to test the hypothesis of
a relationship certainly existing between the observed manifest variables and their
underlying latent constructs. CFA relies on statistical tests in order to determine the
adequacy of the model fit to the data (Moyo & Theron, 2011).
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3.11 STRUCTURAL EQUATION MODELLING (SEM)

Finally, structural equation modelling was utilised to determine the goodness-of-fit of
both the measurement and structural models as well as well as the nature of the
hypothesised relationships. Structural equation modeling entails the performing of
confirmatory factor analysis on the measures to determine the goodness of fit of the
measurement model. Structural equation modeling was performed using the LISREL
version 8.80 software.
Structural Equation Modelling (SEM) is used as a powerful confirmatory technique as
it affords the researcher greater control over the form of constraints placed on items
and factors when analysing the hypothesised model (Kline, 2005). SEM is used in
helping to explain the patterns of covariances found amongst the observed variables
in terms of relationships hypothesised by the measurement and structural models.
The measurement model serves to describe how each latent variable is operationalised
by corresponding manifest indicators. The structural model serves to describe the
relationships between the latent variables themselves (Diamantopoulos & Siguaw,
2000 as cited in Mahembe & Engelbrecht, 2013).
SEM allowed the present study to deal directly with the accuracy with which
measures are capable of reflecting their intended constructs. SEM casts factor analysis
in the tradition of hypothesis testing, with explicit tests for both the overall quality of
the factor solution and the specific parameters (for example, factor loadings)
composing the model. SEM also involves conducting confirmatory factor analysis to
assess the measurement properties of the scales used to operationalize the variables
(Kelloway, 1996). Due to the nature of the study testing a predictive model, SEM
permits the specification and testing of complex “path” models. Importantly, SEM
also provides both a powerful and flexible means of simultaneously assessing the
quality of measurement and examining predictive relationships amongst constructs
in latent variable models (Kelloway, 1996).
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Hu and Bentler (1995) suggest that the statistical theory underlying SEM is
asymptomatic, which works from the assumption that large sample sizes are
necessary to provide stable parameter estimates. Consequently, some researchers
have proposed that SEM analysis should not be conducted on sample sizes below 200,
while others make recommendations for minimum sample sizes between 100 – 200
participants (Kline, 2005). In their research, Ding, Velicer and Harlow (1995) proposed
a minimum sample size between 100 and 150 participants as a consequence of
maximum likelihood estimation (MLE) being a common estimation procedure used
by SEM software. This is based on the observation that as sample size increases, the
MLE method increases its sensitivity to detect differences among the data.
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3.12 ASSESSMENT OF GOODNESS OF FIT

Table 3.4
Criteria of goodness-of-fit indices to be used
Absolute fit measures
Root Mean Square Error of
Approximation (RMSEA)
P-Value for Test of Close Fit
(RMSEA < 0.05)
90% Confidence Interval for
RMSEA

Values of 0.08 or below indicate acceptable fit,
those below 0.05 indicate good fit, and values
below 0.01 indicate outstanding fit.
Values > 0.05 indicate good fit.

This is a 90% confidence interval of RMSEA testing
the closeness of fit *i.e., testing the hypothesis H0:
RMSEA < 0.05).
Root Mean Square Residual
Lower values indicate better fit, with values below
(RMR)
0.08 indicative of good fit.
Standardised RMR
Lower values indicate better fit, with values less
than 0.05 indicating good fit.
Goodness of Fit Index (GFI)
Values closer to 1 and > 0.90 represent good fit.
Incremental fit measures
Normed Fit Index (NFI)

Values closer to 1 indicate better fit, with values >
0.09 indicative of good fit.
Non-Normed Fit Index
Higher values indicate better fit, with values > 0.90
(NNFI)
indicative of good fit.
Adjusted Goodness of Fit
Values closer to 1 indicate better fit, with values >
(AGFI)
0.90 indicative of good fit.
Comparative Fit Index (CFI)
Values closer to 1 indicate better fit, with values >
0.90 indicative of good fit.
Incremental Fit Index (IFI)
Values closer to 1 indicate better fit, with values >
0.90 indicative of good fit.
Relative Fit Index (RFI)
Values closer to 1 indicate better fit, with values >
0.09 indicative of good fit.
Parsimonious Fit Measures
Parsimony Normed Fit Index
(PNFI)
Parsimony Goodness of Fit
Index (PGFI)

Values closer to 1 indicate better fit, with values >
0.09 indicative of good fit.
Values closer to 1 indicate better fit, with values >
0.09 indicative of good fit.
(Diamantopoulos & Siguaw, 2000; Kelloway, 1998)
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3.13 MISSING VALUES

Missing data is a problem found in all types of research studies. A sophisticated
technique utilised to handle the problem of missing data is referred to as multiple
imputation (Donders, van der Heijden, Stinjen & Moons, 2006). Imputation of missing
data on a variable is replacing the missing data by an average value that is drawn from
an estimate of the distribution of this variable. Multiple imputation refers to various
estimates being used, reflecting the uncertainty in the estimation of this distribution
(Donders et al., 2006). Multiple imputations are reported to result in unbiased
estimations of study associations believed to result in correctly estimated standard
errors and confidence intervals (Donders et al., 2006).

3.14 ETHICAL CONSIDERATIONS

The intended research ensured confidentiality to all participants who elected to be
involved in the study. The research participants were informed that they were under
no obligation to participate in the research study. Furthermore, the purpose of the
study was clearly explained to all participants by seeking informed consent before
data collection. Anonymity was ensured as participants were only asked to reveal
specific biographical details about themselves for data capturing purposes and no
names were required. Research participants were not exposed to any sort of physical,
emotional or psychological harm and the study was as unobtrusive as possible.
Finally, research participants were ensured that no particular individual results would
be disclosed in any form of publications, and instead only aggregated data related to
the total sample being studied would be reported and discussed, which ensures
confidentiality. Data collected was not misrepresented or distorted in any way, shape
or form.
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The ethical principle of beneficence was upheld in this research study to ensure the
benefit and minimize the harm. This is to ensure that any potential risks of harm posed
by the research are within reason in light of anticipated benefits. The research followed
a sound design and the researcher was competent in executing the research study.
Furthermore, non-maleficence was prioritised in this study with the main objective of
the research seeking to enhance and promote the human condition.

3.15 CONCLUSION

This chapter outlined the research methodology and the design used in the research
study. It further provided a comprehensive description of the particular research
process followed in this study by focusing on the research design, participants,
procedures, measuring instruments and statistical procedures. In addition, the
sampling procedure as well as the specific biographical information obtained from the
sample was reported on in this chapter. The psychometric properties of the measuring
instruments were outlined and elaborated on, as well as the specific data analysis
techniques so as to answer the research question effectively and objectively. The
results are presented in chapter 4 and will be further discussed in chapter 5.
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CHAPTER 4
PRESENTATION OF RESULTS

4.1 INTRODUCTION

By consulting and reviewing the plethora of literature available, a theoretical model
based on the influence of leadership on perceptions of organisational justice, intention
to quit and OCB was formulated. This further resulted in the conception of specific
hypotheses that required testing, as presented in chapters 2 and 3. This chapter aims
to present the specific statistical analyses that were performed to test the hypotheses,
as provided in chapter 3. The statistical programmes used for the analyses and
presentation of the data in this research are (1) the Statistical Package for Social
Sciences (SPSS) version 24 and (2) the LISREL 8.80.
This chapter commences with the discussion of the treatment of missing values,
followed by the discussion of item and dimensional analyses; and concludes with the
presentation of the overall measurement and structural models.

4.2 MISSING VALUES

Utilising self-report instruments, such as questionnaires, sometimes presents the issue
of missing data. This could result due to a variety of reasons where respondents fail
to respond to particular questions. Consequently, missing values can have a
considerable influence on how the data is interpreted. For the purpose of this study,
the multiple imputation technique available in the LISREL 8.80 programme was used
to deal with data sets containing missing values. This procedure replaces each missing
value with a set of plausible values based on the averages calculated from complete
cases on a variable. The use of this method resulted in an effective sample size of 202.
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4.3 ITEM ANALYSIS

Item analysis was utilised to identify and exclude items not contributing to the
internal consistency of the total scale or subscale. For the purpose of this study item
analysis was conducted using SPSS Reliability procedure (SPSS version 24, 2016) on
the items and dimensions used to measure the particular variable being investigated.

4.3.1 ITEM ANALYSIS OF THE INTENTION TO QUIT QUESTIONNAIRE

Turnover intentions were measured using a 14-item instrument developed by Roodt
(2004). Prior to the research conducted by Roodt (2004) most instruments in the
literature measured turnover intentions using a relatively small number of items,
resulting in single-item measures assessing turnover intentions. This scale was tested
for reliability as a uni-dimensional scale.
The Intention to Quit Scale had an initial internal consistency of α = .819. However, the
Corrected-Item Total Correlation shows that item 8 correlated below .30 with a
corrected-item total correlation of -.333. The item analysis showed that the removal of
this item would result in a significant increase in the Alpha if it were excluded (α =
.856). Consequently item 8 was excluded from the scale. Furthermore, item 14
correlated below .30 in the revised output, however its deletion would have only
resulted in α = .818. The deletion of this item would not have resulted in a significant
increase in Alpha if it were excluded. Therefore item 14 was retained. The inter-item
correlations suggests that it a may have limited applicability among the items, with
values ranging from .028 to .693 indicating a weak to moderate relationship. The
intention to quit item analysis results are depicted in Table 4.1.
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Table 4.1
The reliability anaylsis output for the Intention to Quit Scale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.819

Items

ITQ1
ITQ2
ITQ3
ITQ4
ITQ5
ITQ6
ITQ7
ITQ8
ITQ9
ITQ10
ITQ11
ITQ12
ITQ13
ITQ14

Scale
Mean if
Item
Deleted
52.47
52.47
52.63
53.03
53.14
51.56
51.31
52.64
51.97
51.49
53.13
52.80
52.84
53.48

.819

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted
206.628
211.554
213.986
219.526
219.294
210.277
209.042
267.884
223.148
207.067
222.067
216.909
212.247
227.285

.596
.527
.596
.507
.473
.593
.672
-.333
.328
.572
.360
.520
.629
.299

N of
Items

14

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.536
.487
.408
.458
.434
.492
.622
.180
.175
.399
.249
.515
.602
.180

.796
.802
.798
.804
.806
.797
.792
.856
.817
.798
.814
.803
.796
.818

4.3.2 ITEM ANALYSIS OF THE PERCEPTIONS OF ORGANISATIONAL JUSTICE

Perceptions of justice were measured using the 25 item scale developed by Niehoff
and Moorman (1993). The justice scale consists of 3 dimensions measuring distributive
justice, procedural justice, and interactive justice. The item analysis was performed for
each of the 3 subscales separately.
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4.3.2.1 Distributive Justice

A Cronbach alpha of .807 was obtained for the Distributive Justice subscale which is
good (Nunnally, 1967). This is considered acceptable as Cronbach values should be
greater than .70 (Nunnally, 1967). The corrected-item total correlation values provide
an indication of the degree to which each item correlates with the total score. Values
less than .30 are considered a low correlation, and provide an indication that the item
is measuring something different from the entire scale. The corrected item-total
correlation and squared multiple correlations are greater .30. The inter-item
correlation matrix values ranged from .27 to .60 indicating a low to moderate
relationship among the items. No items were identified as problematic and therefore
all items on the subscale were retained. The distributive justice results is depicted in
Table 4.2

Table 4.2
The reliability analysis output for the Distributive Justice subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.807

.808

N of
Items

5
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Items

JUST1

JUST1
JUST2
JUST3
JUST4
JUST5

1.000
.279
.452
.299
.522

Inter-Item Correlation Matrix
JUST2
JUST3
JUST4
.279
1.000
.400
.606
.464

.452
.400
1.000
.431
.594

.299
.606
.431
1.000
.520

JUST5
.522
.464
.594
.520
1.000

4.3.2.2 Procedural Justice

A Cronbach Alpha of .899 was obtained for the Procedural Justice subscale which is good
(Nunnally, 1967). The corrected item total correlation indicates that the items for this
dimension correlate above .50 with each other. None of the items were found to be
problematic and consequently none of the items were excluded. The inter-item
correlation matrix ranged from .38 to .85 indicating a reasonably strong relationship
among the items (see table 4.3).

Table 4.3
The reliability analysis output for the Procedural Justice subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.899

.897

N of
Items

6
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Items

JUST6
JUST7
JUST8
JUST9
JUST10
JUST11

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

Scale
Mean if
Item
Deleted
18.09
18.65
18.27
18.08
18.47
18.91

66.703
57.004
56.975
56.959
60.469
62.404

Items

JUST6

JUST7

JUST6
JUST7
JUST8
JUST9
JUST10
JUST11

1.000
.454
.464
.462
.483
.388

.454
1.000
.798
.756
.616
.623

.527
.807
.840
.835
.689
.656

Squared
Multiple
Correlatio
n
.290
.688
.788
.767
.489
.448

Cronbach's
Alpha if
Item
Deleted
.908
.867
.862
.863
.886
.891

Inter-Item Correlation Matrix
JUST8
JUST9
JUST10
.464
.798
1.000
.855
.617
.618

.462
.756
.855
1.000
.648
.616

.483
.616
.617
.648
1.000
.480

JUST11
.388
.623
.618
.616
.480
1.000

4.3.2.3 Interactive Justice

The Cronbach Alpha for Interactive Justice subscale is .97 which is high. According to
Foxcroft and Roodt (2009), this exceeds the cut-off level of .70. All of the corrected total
items exceed .50 as displayed in Table 4.4. There were no concerning items found and
therefore all items were retained. The inter-item correlation matrix values range from
0.68 to .88 suggesting a reasonably high relationship among the items (Pallant, 2016).
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Table 4.4
The reliability analysis output for the Interactive Justice subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.970

Items

Scale
Mean if
Item
Deleted

JUST12
JUST13
JUST14
JUST15
JUST16
JUST17
JUST18
JUST19
JUST20

33.18
32.94
33.46
33.01
33.12
33.14
33.29
33.23
33.20

N of
Items

.970

9

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted
188.509
188.802
186.757
187.428
188.772
189.224
190.066
187.762
189.665

Items

JUST12

JUST13

JUST14

JUST12
JUST13
JUST14
JUST15
JUST16
JUST17
JUST18
JUST19
JUST20

1.000
.843
.847
.766
.773
.816
.803
.788
.720

.843
1.000
.805
.808
.782
.716
.695
.741
.689

.847
.805
1.000
.756
.797
.797
.817
.790
.712

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.829
.798
.807
.804
.794
.827
.850
.839
.805

.966
.968
.966
.967
.966
.966
.966
.966
.968

.884
.842
.878
.870
..875
.874
.880
.887
.843

Inter-Item Correlation Matrix
JUST15 JUST16 JUST17 JUST18
.766
.808
.756
1.000
.834
.755
.739
.805
.799

.773
.782
.797
.834
1.000
.776
.798
.766
.772

.816
.716
.797
.755
.776
1.000
.887
.803
.751

.803
.695
.817
.739
.798
.887
1.000
.815
.785

JUST19

JUST20

.788
.741
.790
.805
.766
.803
.815
1.000
.872

.720
.689
.712
.799
.772
.751
.785
.872
1.000
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4.3.3 ITEM ANALYSIS OF

THE

TRANSFORMATIONAL

LEADERSHIP

QUESTIONNAIRE

Transformational leadership was measured using the Multi-Factor Leadership
Questionnaire (MLQ) developed by Bass and Avolio (1994). It is made up of 20 items
measuring 4 dimensions (idealised influence, inspirational motivation, intellectual
stimulation and individualised consideration) using a six point Likert-scale with
responses ranging from “almost never” to “almost always”. The item analysis was
performed on each of the subscales separately.

4.3.3.1 Idealised Influence

The reliability coefficient for the Idealised Influence subscale is .94 which is high. All of
the corrected item-total correlations were above .50 (see Table 4.5). No items were
excluded from this scale, while the inter-item correlation matrix ranged from .53 to .79
indicating a reasonably strong relationship as displayed in table 4.5.

Table 4.5
The reliability analysis output for the Idealised Influence subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.941

.941

N of
Items

8
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Items

Scale
Mean if
Item
Deleted

TL1
TL3
TL6
TL8
TL10
TL12
TL13
TL19

26.56
27.14
27.05
26.65
26.86
26.76
26.54
26.83

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted
80.755
80.999
80.768
78.746
75.457
79.287
81.324
78.320

.815
.703
.715
.811
.861
.812
.737
.864

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.703
.539
.542
.707
.765
.701
.562
.785

.932
.939
.938
.931
.928
.931
.936
.928

Inter-Item Correlation Matrix
TL8
TL10
TL12
TL13

TL1

TL3

TL6

TL1

1.000

.566

.591

.676

.757

.752

.678

.786

TL3

.566
.591
.676

1.000

.647
1.000
.633

.605

.670
.631
.775

.586
.608
.653

.534
.545
.645

.598
.621
.791

TL10
TL12

.757

.670
.586

.631

.775
.653

1.000

.769

.648

.791

.769

1.000

.650

.775

TL13

.678
.786

.534

.545
.621

.645

.648
.791

.650
.775

1.000
.701

.701
1.000

Items

TL6
TL8

TL19

.752

.647
.605

.598

.608

.633
1.000

.791

TL19

4.3.3.2 Inspirational Motivation

A Cronbach Alpha for the Inspirational Motivation subscale is .92 which is high. All of
the corrected item-total correlations were above .50 and no items were deleted from
the subscale. The inter-item correlation matrix ranged from .74 to .80 indicating a
reasonably high relationship between the items as seen in table 4.6.
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Table 4.6
The reliability analysis output for the Inspirational Motivation subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.928

Items

TL5
TL7
TL14
TL20

.928

TL5
TL7
TL14
TL20

4

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

Scale
Mean if
Item
Deleted
11.89
11.53
11.88
11.63

Items

N of
Items

16.625
17.484
16.652
16.424

.833
.814
.851
.827

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.705
.665
.730
.690

.905
.911
.899
.907

Inter-Item Correlation Matrix
TL2
TL4
TL16

TL18

1.000
.752
.800
.741

.741
.756
.783
1.000

.752
1.000
.743
.756

.800
.743
1.000
.783

4.3.3.3 Intellectual Stimulation

The Cronbach Alpha for the Intellectual Stimulation subscale is .895 which is good. All
of the corrected item-total correlations were above .50. None of the items were found
to be problematic and therefore all of the items were retained. The inter-item
correlation matrix ranged from .64 to .71 indicating a quite strong relationship among
the items. This can be seen in table 4.7.
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Table 4.7
The reliability analysis output for the Intellectual Stimulation subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.895

Items

Scale
Mean if
Item
Deleted

TL2
TL4
TL16
TL18

TL2
TL4
TL16
TL18

.895

4

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

11.22
11.07
11.14
11.18

Items

N of
Items

16.005
15.100
15.622
14.548

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.569
.630
.575
.615

.872
.856
.869
.861

.748
.790
.756
.779

Inter-Item Correlation Matrix
TL2
TL4
TL16

TL18

1.000
.706
.650
.648

.648
.717
.701
1.000

.706
1.000
.666
.717

.650
.666
1.000
.701

4.3.3.4 Individualised Consideration

The Cronbach Alpha for the Individualised Consideration subscale is .86 which is good.
All of the items in this subscale correlated above .50 within the corrected item-total
correlation. All of the inter-item total correlation values range between .50 to .80
indicative of a reasonably strong relationship (Pallant, 2016). None of the items on the
subscale were deleted.
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Table 4.8
The reliability analysis for the Individualised Consideration subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.860

Items

10.92
10.53
10.96
10.92

Items
TL9
TL11
TL15
TL17

4.3.4

ITEM

.860

4

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

Scale
Mean if
Item
Deleted

TL9
TL11
TL15
TL17

N of
Items

17.277
18.439
18.152
17.033

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.690
.447
.469
.677

.795
.849
.836
.805

.772
.640
.671
.744

Inter-Item Correlation Matrix
TL9
TL11
TL15

TL17

1.000
.582
.560
.805

.805
.504
.589
1.000

.582
1.000
.597
.504

ANALYSIS

OF

THE

.560
.597
1.000
.589

ORGANISATIONAL

CITIZENSHIP

BEHAVIOUR SCALE (OCBS)

Podsakoff’s et al. (1990) organisational citizenship behavior scale (OCBS) was used in
order to measure OCB. It was designed to measure Organ’s (1998) conceptualised 5
dimensions of OCB (sportsmanship, altruism, conscientiousness, courtesy and civic
virtue). The scale consisted of 24 items measured on a six-point Likert scale where the
respondent is asked to provide a rating for their own behavior which ranges from
strongly disagree to strongly agree.
64

http://etd.uwc.ac.za/

Various studies that have utilized this measure of OCB include those by Niehoff and
Moorman (1993). Niehoff and Moorman (1993) reported acceptable psychometric
properties.

4.3.4.1 Sportsmanship

The sportsmanship subscale items consisted of negative items that were first reversed
before the reliability analysis was conducted. The Cronbach Alpha for the
Sportsmanship subscale is .588 which falls below the acceptable level of .70 (Nunnally &
Bernstein, 1994). The corrected item-total correlation shows that item 2 correlated
below .30 with a correlation of .194. The item analysis displayed that the removal of
this item would result in a significant increase in the Alpha if it were excluded with
an Alpha of .61. As a result item 2 was deleted from the scale. The inter-item
correlation values range from .10 to .40 indicating a small to moderate relationship
between the variables (Pallant, 2016).
Table 4.9
The reliability analysis for the Sportsmanship subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.588

.603

N of
Items

5
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Items

Scale
Mean if
Item
Deleted

OCBR5
OCBR16
OCBR7
OCBR19
OCBR2

21.55
22.34
21.11
21.88
22.11

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted
16.268
14.881
18.231
17.781
18.316

.438
.382
.404
.357
.194

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.244
.166
.207
.133
.044

.481
.514
.513
.528
.619

Inter-Item Correlation Matrix
OCBR16
OCBR7
OCBR19

Items

OCBR5

OCBR2

OCBR5
OCBR1
6
OCBR7
OCBR1
9
OCBR2

1.000

.358

.406

.258

.111

.358

1.000

.269

.231

.138

.406

.269

1.000

.274

.104

.258

.231

.274

1.000

.180

.111

.138

.104

.180

1.000

4.3.4.2 Altruism

The Cronbach Alpha for the Altruism subscale is .615 (see Table 4.10) which falls below
the acceptable level of .70 (Nunnally & Bernstein, 1994). The corrected total-item
correlation values all fell above .30 meaning that their deletion would not result in an
increase in the Alpha coefficient, with all items being retained. The inter-item
correlation values range from .14 to .50. This indicates small to moderately strong
correlations among the items (Pallant, 2016).
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Table 4.10
The reliability analysis for the Altruism subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.615

Items

OCB1
OCB10
OCB13
OCB15
OCB23

.647

5

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

Scale
Mean if
Item
Deleted
23.84
23.18
23.80
23.28
23.81

7.988
8.824
8.289
9.027
8.216

Items

OCB1

OCB1
OCB10
OCB13
OCB15
OCB23

1.000
.277
.200
.226
.243

N of
Items

.346
.503
.327
.447
.314

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.124
.320
.129
.287
.110

.578
.515
.586
.537
.596

Inter-Item Correlation Matrix
OCB10
OCB13
OCB15
.277
1.000
.302
.507
.270

.200
.302
1.000
.291
.146

.226
.507
.291
1.000
.218

OCB23
.243
.270
.146
.218
1.000

4.3.4.3 Conscientiousness

The Cronbach Alpha for the Conscientiousness subscale is .622 which falls below the
acceptable level of .70 (Nunnally & Bernstein, 1994). All of the items on the corrected
item-total correlation are above .30 except for item OCB3. If the item were to be deleted
it would not significantly increase the Cronbach Alpha. Consequently item 3 was

67

http://etd.uwc.ac.za/

retained. The inter-item correlation values are ranging from .09 to .47. This is
displayed in Table 4.11.
Table 4.11
The reliability analysis for the Conscientiousness subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based on
Standardized
Items
.622

Items

Scale Mean
if Item
Deleted

OCB3
OCB18
OCB21
OCB22
OCB24

.632

5

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item Deleted
Correlation

23.52
23.88
24.04
23.56
24.01

10.669
8.845
7.809
9.043
9.771

Items

OCB3

OCB3
OCB18
OCB21
OCB22
OCB24

1.000
.143
.091
.237
.210

N of
Items

.231
.396
.402
.566
.337

Squared
Multiple
Correlation

Cronbach's
Alpha if Item
Deleted

.083
.192
.241
.340
.117

.630
.557
.563
.490
.586

Inter-Item Correlation Matrix
OCB18
OCB21
OCB22
.143
1.000
.282
.414
.217

.091
.282
1.000
.470
.227

.237
.414
.470
1.000
.263

OCB24
.210
.217
.227
.263
1.000

4.3.4.4 Courtesy

The Cronbach Alpha obtained for the Courtesy subscale is .55 which falls below the
acceptable level of .70 according to Nunnally and Bernstein (1994). Item 4 and item 8
both correlate below .30 in the corrected item-total correlation. A decision was made
to only remove item 8 as its removal would result in Alpha increasing to .557.
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Conversely the removal of item 4 would result in Alpha decreasing to 0.515 and
therefore this item was retained. The inter-item correlation matrix values ranged from
.04 to .34 indicating a moderately strong relationship among the items.
Tale 4.12
The reliability analysis for the Courtesy subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based on
Standardized
Items
.557

Items

OCB4
OCB8
OCB14
OCB17
OCB20

Scale Mean
if Item
Deleted

.584

5

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item Deleted
Correlation

23.93
24.56
23.88
24.32
24.34

9.223
8.287
9.080
8.448
8.614

Items

OCB4

OCB4
OCB8
OCB14
OCB17
OCB20

1.000
.045
.286
.334
.155

N of
Items

.293
.223
.449
.369
.326

Squared
Multiple
Correlation

Cronbach's
Alpha if Item
Deleted

.149
.101
.212
.200
.110

.515
.579
.450
.471
.496

Inter-Item Correlation Matrix
OCB8
OCB14
OCB17
.045
1.000
.268
.086
.216

.286
.268
1.000
.342
.219

.334
.086
.342
1.000
.243

OCB20
.155
.216
.219
.243
1.000

4.3.4.5 Civic Virtue

The Cronbach Alpha for the Civic Virtue subscale is .59 which falls below the acceptable
level of .70 as initially reported by Nunnally and Bernstein (1994). All of the corrected
item-total correlations fall above .30 and therefore no items need to be deleted as it
will not result in a significant increase in the Cronbach Alpha. The inter-item
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correlation matrix values range from .20 to .36 which is indicative of a moderate
correlation (Pallant, 2016).
Table 4.13
The reliability analysis for the Civic Virtue subscale
Reliability Statistics
Cronbach's
Cronbach's
Alpha
Alpha Based
on
Standardized
Items
.591

Items

OCB6
OCB9
OCB11
OCB12

Scale
Mean if
Item
Deleted

OCB6
OCB9
OCB11
OCB12

.605

4

Item-Total Statistics
Scale
Corrected
Variance if
Item-Total
Item
Correlation
Deleted

14.77
14.84
15.72
14.32

Items

N of
Items

12.239
10.104
8.413
12.904

Squared
Multiple
Correlatio
n

Cronbach's
Alpha if
Item
Deleted

.122
.189
.179
.152

.550
.480
.500
.536

.332
.420
.416
.373

Inter-Item Correlation Matrix
OCB6
OCB9
OCB11

OCB12

1.000
.205
.265
.277

.277
.309
.239
1.000

.205
1.000
.365
.309

.265
.365
1.000
.239

4.4 DIMENSIONALITY ANALYSIS

The Exploratory Factor Analysis (EFA) of the measurement instruments utilised in
this research study will be reported on in this section. The chief component of this
section is to provide an examination as to whether the subscales are uni-dimensional.
Uni-dimensionality serves as an important assumption when creating parcels for the
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overall measurement and structural model due to the many items in comparison with
the sample size.

4.4.1

DIMENSIONAL

ANALYSIS

OF

THE

INTENTION

TO

QUIT

QUESTIONNAIRE

The Intention to Quit Scale was not proven to be uni-dimensional. Exploratory factor
analysis showed the existence of three factors loading with eigenvalues all greater
than 1. These three factors explained 38%, 10, 7% and 9% of the variance respectively.
The factor matrix depicted in Table 4.14 displays the distribution of the three factors
underlying the Intention to Quit Scale. Items ITQ3, ITQ8, ITQ9, ITQ10, ITQ12 and
ITQ13 are complex items loading on two factors with a difference of less than 0.25
between the higher and lower loadings. Items loading on factor 1 (ITQ1, ITQ2, ITQ6
and ITQ7) relate to the extent to which an individual holds thoughts of leaving their
job if a feasible alternative arises. Items loading on factor 2 (ITQ4, ITQ5) relate to how
often an individual’s job infringes on their personal goals. Items loading on factor 3
(ITQ11, ITQ13) relate to personal barriers faced by an individual preventing them
from leaving their job.
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Table 4.14
Pattern matrix for the Intention to quit scale

Factor
ITQ1
ITQ2
ITQ3
ITQ4
ITQ5
ITQ6
ITQ7
ITQ9
ITQ10
ITQ11
ITQ12
ITQ13
ITQ14

.702
.782
.411
-.026
.006
.678
.863
.249
.347
.027
.093
.275
-.088

.140
.060
.324
.770
.754
-.028
-.115
.049
-038
-.012
.420
.387
.076

-.068
-.181
.053
.015
-.057
.090
.110
.147
.517
.584
.270
.248
.526

4.4.2 DIMENSIONAL ANALYSIS OF THE PERCEPTION OF ORGANISATIONAL
JUSTICE QUESTIONNAIRE

4.4.2.1 Dimensional Analysis output for the Distributive Justice subscale

Exploratory Factor Analysis shows that the Distributive Justice subscale is factor
analysable as indicated by the KMO Index and the Bartlett’s test of sphericity values
of .789 and 330.103 (df = 10; p < 0.000) respectively. Kaiser (as cited in Field, 2005)
postulates these values are satisfactory and indicate the factor analysability of the
correlation matrix of the Distributive Justice subscale. The distributive justice subscale
was found to be uni-dimensional with only one factor with an eigenvalue greater than
1 being obtained and this factor accounted for 56.82% of the variance. The factor
loadings were all above .50 as depicted in Table 4.15.
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Table 4.15
Factor Matrix for the Distributive Justice subscale

Factor
JUST1
JUST2
JUST3
JUST4
JUST5

.555
.638
.696
.687
.812

4.4.2.2 Dimensional Analysis output for the Procedural Justice subscale

The Procedural Justice subscale achieved a KMO index value of .789 and the Bartlett’s
Test of Sphericity value was 778.002 (df = 10; p < 0.000). This indicates that a factor
analysis can be conducted. The Procedural Justice subscale was found to be unidimensional with only one factor obtaining an eigenvalue greater than 1. The
dominant factor accounts for approximately 66.7% of the variance. The factor loadings
obtained are all above 0.50 as displayed in Table 4.16.
Table 4.16
Factor Matrix for the Procedural Justice subscale

Factor
JUST6
JUST7
JUST8
JUST9
JUST10
JUST11

.547
.863
.906
.899
.720
.692
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4.4.2.3 Dimensional Analysis output for the Interactive Justice subscale

EFA displays that the Interactive Justice subscale is factor analysable as indicated by
the KMO index and the Bartlett’s Test of Sphericity values of .934 and 2272.947 (df =
36; p < 0.000) respectively. Kaiser (as cited in Field, 2005) states that these values are
highly acceptable and indicative of the factor analyzability of the correlation matrix of
the Interactive Justice subscale. The Interactive Justice subscale was found to be unidimensional. Only one factor with an eigenvalue greater than 1 was obtained and this
factor accounted for 80.8% of the variance. The factor loadings are all above .50 which
indicates that the items are good items (Pallant, 2016). The results are displayed in
Table 4.17.
Table 4.17
Factor Matrix for the Interactive Justice subscale

Factor
JUST12
JUST13
JUST14
JUST15
JUST16
JUST17
JUST18
JUST19
JUST20

4.4.3

DIMENSIONAL

ANALYSIS

.899
.855
.894
.883
.890
.891
.897
.903
.858

OF

THE

TRANSFORMATIONAL

LEADERSHIP QUESTIONNAIRE (TLQ)

4.4.3.1 Dimensional Analysis output for the Idealised Influence subscale

Exploratory factor analysis shows the Idealised Influence subscale obtained a KaiserMeyer-Olkin index value of .934, thereby exceeding the recommended value of .60
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(Tabachnick & Fidell, 2007). The Bartlett’s test of Sphericity achieved a value of
1314.998 (df = 28; p < 0.000) which reached a statistical significance supporting the
factor analyzability of the correlation matrix. All the items loaded on one factor only
as depicted in Table 4.18 as this factor explains 71.11% of the variance.
Table 4.18
Factor Matrix for the Idealised Influence subscale

Factor
TL1
TL3
TL6
TL8
TL10
TL12
TL13
TL19

.846
.720
.733
.838
.893
.843
.763
.900

4.4.3.2 Dimensional Analysis output for the Inspirational Motivation subscale

Exploratory Factor Analysis displays that Idealised Influence subscale is factor
analysable as indicated by KMO index and Bartlett’s Test of Sphericity values of .853
and 629.531 (df = 6; p < 0.000) respectively. Kaiser (as cited in Field, 2005) postulates
these values are satisfactory and indicate the factor analysability of the correlation
matrix of the Inspirational Motivation subscale. The Inspirational Motivation was found
to be uni-dimensional. Only one factor with an eigenvalue greater than 1 was obtained
and this factor accounted for 82.20% of the variance. The factor loadings were all above
0.50. The results are depicted in table 4.19.
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Table 4.19
Factor Matrix for the Inspirational Motivation subscale

Factor
TL5
TL7
TL14
TL20

.876
.852
.896
.868

4.4.3.3 Dimensional Analysis output for the Intellectual Stimulation subscale

The Kaiser-Meyer-Olkin measure of sampling adequacy for the Intellectual Stimulation
Subscale value obtained was .837 and the Bartlett’s Test of Sphericity 467.899 (df = 6; p
< 0.000). The values obtained indicate that exploratory factor analysis could be
executed on the responses of the Intellectual Stimulation dimension. All of the items
loaded on one factor as depicted in Table 4.20. This factor explains 76.11% of the
variance.

Table 4.20
Factor Matrix for the Intellectual Stimulation subscale

Factor
TL2
TL4
TL16
TL18

.802
.853
.809
.838
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4.4.3.4 Dimensional Analysis output for the Individualised Consideration subscale

The Individualised Consideration subscale obtained a Kaiser-Meyer-Olkin measure of
sampling adequacy value of .737 and the Bartlett’s Test of Sphericity achieved a value
of 416.645 (df = 6; p < 0.000). Resultantly, there is sufficient support that the correlation
matrix was factor analysable. Only one factor with an eigenvalue greater than one was
obtained. The factor matrix revealed that all of the items loaded on one factor (see
table 4.21). This factor explains 70.6% of the variance.

Table 4.21
Factor Matrix for the Individualised Consideration subscale

Factor
TL9
TL11
TL15
TL17

.872
.686
.719
.842

4.4.4 DIMENSIONAL ANALYSIS OF THE ORGANISATIONAL CITIZENSHIP
BEHAVIOUR SCALE QUESTIONNAIRE (OCBS)

4.4.4.1 Dimensional Analysis output for the Sportsmanship subscale

EFA displays that the Altruism subscale is factor analysable as indicated by the KMO
index and the Bartlett’s Test of Sphericity values of .696 and 91.791 (df = 6; p < 0.000)
respectively. The test values indicate that the exploratory factor analysis could be
conducted on the responses of the Sportsmanship dimension. All the items loaded on
one factor only as displayed in Table 4.22 which explains 47.6% of the variance. The
factor matrix displays that all factor loadings were greater than .30 and all were
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significant (p < .05) except for OCBR19 which was marginally below .50 yet still within
the acceptable range.
Table 4.22
Factor Matrix for the Sportsmanship subscale

Factor
OCBR5

.674

OCBR16

.506

OCBR7

.589

OCBR19

.428

4.4.4.2 Dimensional Analysis output for the Altruism subscale

The Altruism subscale achieved a KMO index value .716 and the Bartlett’s Test of
Sphericity value was 127.337 (df = 10; p < 0.000). This indicates that a factor analysis
can be conducted, as the eigenvalue obtained was greater than 1. The subscale was
found to be uni-dimensional and the dominant factor accounts for approximately 42%
of the variance. The factor loadings are all above .30 which indicates that the items are
good items except for items OCB 1, OCB 13 and OCB23 which fell below .50 but still
fell within the acceptable minimum cut-off value of .30. This is displayed in Table 4.23.
Table 4.23
Factor Matrix for the Altruism subscale

Factor
OCB1
OCB10
OCB13
OCB15
OCB23

.410
.734
.430
.649
.382
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4.4.4.3 Dimensional Analysis output for the Conscientiousness subscale

Exploratory Factor Analysis shows that the Conscientiousness subscale is factor
analysable as indicated by KMO index and the Bartlett’s Test of Sphericity values of
.693 and 125.895 (df = 10; p < 0.000) respectively. According to Kaiser (as cited in Field,
2005), these values are satisfactory and indicate the factor analysability of the
correlation matrix of the Conscientiousness subscale. The Conscientiousness subscale was
found to be uni-dimensional. Only one factor with an eigenvalue greater than 1 was
obtained and this factor was responsible for 41.3% of the variance. All of the factor
loadings were above .30 except for OCB3; however a decision was made to retain the
item as it fell only minimally below 0.30. This can be seen in Table 4.24.
Table 4.24
Factor Matrix for the Conscientiousness subscale

Factor
OCB3
OCB18
OCB21
OCB22
OCB24

.290
.520
.559
.790
.394

4.4.4.4 Dimensional Analysis output for the Courtesy subscale

The initial Courtesy subscale attained a KMO index value of .667 and the Bartelett’s Test
of Sphericity provided a value of 93.880 (df = 10; p < 0.000). However, the Courtesy
subscale loaded on 2 factors with eigenvalues greater than 1, accounting for 38% and
20.7% respectively. OCB4 identified as a complex factor and was consequently
removed.
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The revised output for the Courtesy subscale attained a KMO index value of .684 with
the Bartlett’s Test of Sphericity attaining a value of 72.877 (df = 6; p < 0.000). According
to Kaiser (as cited in Field, 2005), these values are satisfactory and indicate the factor
analysability of the correlation matrix of the Courtesy subscale. The revised Courtesy
subscale was found to be uni-dimensional with only one factor resultantly loading with
an eigenvalue greater than 1 and this factor was responsible for 45% of the variance.
All of the factor loadings were above .30. This can be seen in Table 4.25.
Table 4.25
Factor Matrix for the Courtesy subscale

Factor
OCB4
OCB14
OCB17
OCB20

.504
.555
.641
.365

4.4.4.5 Dimensional Analysis output for the Civic Virtue subscale

The Civic Virtue subscale attained a KMO index value of .674 which meets the
requirement of being greater than .50. Additionally, the Bartlett’s Test of Sphericity
provided a value of 78.477 (df = 6; p < 0.000) which indicates that factor analysis may
be conducted. The Civic Virtue subscale was found to be uni-dimensional and the
dominant factor accounts for approximately 45.8% of the variance. The factor loadings
were all above 0.50 except for OCB6 which was marginally below .50. The results are
shown in Table 4.26.
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Table 4.26
Factor Matrix for the Civic Virtue subscale

Factor
OCB6
OCB9
OCB11
OCB12

.445
.584
.566
.511

4.5 THE OVERALL MEASUREMENT MODEL FIT

The chief aim of examining a model’s overall goodness of fit is to determine the degree
to which the entire model is consistent with the empirical data (Diamantopoulus &
Siguaw, 2000). The overall measurement model represents the relationship between
the latent constructs (transformational leadership, perceptions of organisational
justice, intention to quit and organisational citizenship behaviour) and their
corresponding manifest indicators while the structural model describes the
relationships between the latent constructs themselves. The statistical programme,
LISREL 8.80, was used to conduct the confirmatory factor analysis on the overall
measurement model to determine the goodness of fit. The Robust Maximum
Likelihood estimation method was used to produce the estimates.
The method of item parcelling was utilized in this research study based on the
manifest variables of each of the latent constructs. Holt (2004) postulates that item
parcelling entails combining items into small groups of items within scales or
subscales. Item parcelling was adopted in this study in order to compensate for the
small sample size to variable ratio (Bandalos & Finney, 2001). Regarding the variables
of transformational leadership, perceptions of organisational justice, intention to quit
and OCB, parcels were created subsequent to testing for uni-dimensionality in order
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ensure the development of parcels on a scale that has a uni-dimensional factor
structure (Holt, 2004). Items representing similar facets of a construct were parcelled
together. In the case of the Intention to Quit Scale, since it loaded on three separate
factors, three separate parcels were created for each factor, while the other variables
were parcelled according to their respective subscales.
In terms of assessing the goodness of fit for the overall measurement model, a variety
of statistical values are utilised. Table 4.27 depicts a summary of the fit indices. The
Root Mean Square Error of Approximation (RMSEA) value is 0.0342 which indicates
good model fit. RMSEA values below .05 indicate good model fit; values between .05
and .08 indicate reasonable fit while those above .08 indicate poor model fit
(Diamantopoulos & Siguaw, 2000).
The Root Mean Squared Residual (RMR) and the standardised RMR values are .106
and .0663 respectively which does create some doubts as to the closeness of fit of the
model. A summary measure of the standardised residuals is the standard RMR where
values below .05 are indicating acceptable fit (Diamantopoulos & Siguaw, 2000).
The values of the Goodness of Fit Index (GFI) and Adjusted Goodness of Fit Index
(AGFI) should range between 0 and 1 with values greater than .90 usually interpreted
as reflecting acceptable fit. The GFI value of .927 and AGFI value of .895 can be
interpreted as reflecting acceptable fit, with the AGFI value falling just barely below
the acceptable fit of .90. The statistics of the NFI, NNFI, CFI, IFI and RFI values are
.960; .990; .992; .992 and .950 respectively (see Table 4.27). These indices generally
indicate reasonable fit over the independent model as acceptable values are above
0.90. The measurement model path diagram is illustrated in Figure 4.1.
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Table 4.27
Goodness-of-Fit statistics for the overall measurement model
Fit index

Value

Degrees of Freedom
Satorra-Bentler Scaled Chi-Square
Chi-square corrected for Non-Normality
Root Mean Square Error of Approximation (RMSEA)
90 Percent Confidence Interval for RMSEA
P-Value for Test of Close Fit (RMSEA < 0.05)
Normed Fit Index (NFI)
Non-Normed Fit Index (NNFI)
Parsimony Normed Fit Index (PNFI)
Comparative Fit Index (CFI)
Incremental Fit Index (IFI)
Relative Fit Index (RFI)
Critical N (CN)
Root Mean Square Residual (RMR)
Standardised RMR
Goodness of Fit Index (GFI)
Adjusted Goodness of Fit Index (AGFI)
Parsimony Goodness of Fit Index (PGFI)

84
103.713 (P = 0.0713)
269.071 (P = 0.0)
0.0342
(0.0 ; 0.543)
0.895
0.960
.0990
0.768
0.992
0.992
0.950
227.869
0.106
0.0663
0.927
0.895
0.649

4.5.1 THE COMPLETELY STANDARDISED SOLUTION FACTOR LOADING
MATRIX

Table 4.28 illustrates the completely standardised solution factor loading matrix. This
is representative of the regression slopes of the regression of the standardised
indicator variables on the standardised latent variables. The completely standardised
factor loadings display the change expressed in standard deviations in the manifested
variable related with one standard deviation change in the latent variable
(Diamantopoulos & Siguaw, 2000). The results of this study have revealed the
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Figure 4.1
The Measurement Model

standardised factor loadings to be above .50, with the organisational justice and
transformational leadership subscales in particular. Factor loadings appearing below
.50 apply to the ITQ3 subscale (.367), the sportsmanship subscale (.272), the courtesy
subscale (.494), and the civic virtue subscale (.418). When compared to the other
completely standardised item parcel values these four subscales were found to be low
(see Table 4.28).
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Table 4.28
Completely standardised lambda-X matrix for the item parcels

ITQ

JUSTICE

--------

--------

OCB
--------

TRANSFOR
--------

ITQ_1

0.641

- -

- -

- -

ITQ_2

0.596

- -

- -

- -

ITQ_3

0.367

- -

- -

- -

DISTR

- -

0.570

- -

- -

PROC

- -

0.919

- -

- -

INTER

- -

0.897

- -

- -

SPORTS

- -

- -

0.272

- -

ALTR

- -

- -

0.734

- -

CONSC

- -

- -

0.760

- -

COURT

- -

- -

0.494

- -

CIVIC

- -

- -

0.418

- -

IDEAL

- -

- -

- -

0.979

INSPIR

- -

- -

- -

0.943

INTEL

- -

- -

- -

0.936

INDIV

- -

- -

- -

0.902

4.6 THE OVERALL MEASUREMENT MODEL FIT

The structural model is used to explain the relationships between the latent variables
themselves and specifies the amount of unexplained variance. When assessing the
structural model, it is essential to focus on the relationships between the independent
and dependent variables with the purpose of establishing the fit between the proposed
model and the existing data.
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LISREL programme, version 8.80, was utilised in order to ascertain the fit of the
structural model. The Robust Maximum Likelihood estimation was used to provide
the estimates. Table 4.29 presents a full spectrum of indices, with the path diagram of
the fitted measurement model being depicted in Figure 4.2.

Figure 4.2
The Structural model
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Table 4.29
Goodness-of-Fit statistics for the structural model
Fit index

Value

Degrees of Freedom
Satorra-Bentler Scaled Chi-Square
Chi-square corrected for Non-Normality
Root Mean Square Error of Approximation (RMSEA)

84
103.713 (P=0.0713)
269.071 (P=0.0)
0.0342
(0.0 ; 0.0543)

90 Percent Confidence Interval for RMSEA
P-Value for Test of Close Fit (RMSEA < 0.05)
Normed Fit Index (NFI)
Non-Normed Fit Index (NNFI)
Parsimony Normed Fit Index (PNFI)
Comparative Fit Index (CFI)
Incremental Fit Index (IFI)
Relative Fit Index (RFI)
Critical N (CN)
Root Mean Square Residual (RMR)
Standardised RMR
Goodness of Fit Index (GFI)
Adjusted Goodness of Fit Index (AGFI)
Parsimony Goodness of Fit Index (PGFI)

0.895
0.960
0.990
0.768
0.992
0.992
0.950
227.869
0.106
0.0663
0.927
0.895
0.649

4.6.1 PARAMETER ESTIMATES

Evaluation of the structural model serves to ascertain whether the theoretical
relationships defined at the conceptualisation stage are validated by the empirical
data. The central focus at this stage is the relationships between the independent and
dependent variables. The process of testing the structural model encompasses a
comprehensive analysis of the freed elements of the gamma (γ) and beta (β) matrices.
First and foremost, evaluating the signs of the parameters which signify the paths
between the latent variables is vital. This is done in order to determine the degree of
consistence with the nature of the causal effect hypothesised to exist between the
latent variables. Secondly, it is imperative to determine whether the parameter
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estimates are significant (p<0.05) as indicated by t-values greater than 1.96
(Diamantopoulos & Siguaw, 2000).

Table 4.30
The gamma matrix
GAMMA

TRANSFOR
-------ITQ

-0.226
(0.118)
-1.910

JUSTICE

0.653
(0.111)
0.874

OCB

0.311
(0.152)
2.049

Hypothesis

1:

Transformational

leadership

influences

perceptions

of

organisational justice
The t-value of the link between transformational leadership and perceptions of
organisational justice is less than 1.96, leading to the observation that there is no
statistically significant relationship between transformational leadership and
perceptions of organisational justice (t=0.874, p > .05). A non-significant relationship
is therefore evident between these two constructs, which suggests that the proposed
relationship between these two latent variables was not supported.
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Hypothesis 2: Transformational leadership influences intention to quit
Transformational leadership is found to have a non-significant negative relationship
with intention to quit (t=-1.910, p > .05). This finding suggests that the presence of one
of the latent variable has a weak inverse effect on the other latent variable, supporting
the proposed relationship.

Hypothesis 3: Transformational leadership influences OCB
Transformational leadership is found to have a statistically significant relationship
with OCB (t=2.049; p<0.05). This finding suggests that the proposed relationship
between transformational leadership and OCB is supported.

Table 4.31
The beta matrix
BETA

ITQ

ITQ

JUSTICE

OCB

--------

--------

--------

- -

-0.506

- -

(0.132)
-3.845
JUSTICE

- -

- -

- -

OCB

0.328

0.202

- -

(0.200)

(0.179)

1.636

1.131

89

http://etd.uwc.ac.za/

Hypothesis 4: Perceptions of organisational justice influences intention to quit
A strong inverse statistically significant relationship exists between perceptions of
organisational justice and intention to quit is found to exist (t = -3.845, p < .05). This
finding corroborates the proposed relationship between the two variables.

Hypothesis 5: Perceptions of organisational justice influences OCB
No statistically significant relationship was found to exist between perceptions of
organisational justice and OCB (t = 1.131, p > .05) as the t-value is below 1.96. Therefore
the hypothesised relationship between the two latent variables is not supported.

Hypothesis 6: Intention to quit influences OCB
The t-value of the link between intention to quit and OCB is less than 1.96, leading to
the observation that there is no significant relationship between intention to quit and
OCB (t=1.636, p > .05). A non-significant relationship is therefore evident between
these two constructs, which suggests that the proposed relationship between these
two latent variables was not supported.

4.7 SUMMARY

This chapter aimed to provide a presentation of the results of the statistical analysis
obtained through the use of SPSS version 24. The multiple imputation technique was
used to address the missing values. Item and dimensional analysis were performed
on the data in order to identify any poor items. Confirmatory Factor Analysis was
performed on the Transformational Leadership Questionnaire, Perceptions of
Organisational Justice questionnaire, Intention to Quit Questionnaire, as well as the
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OCB questionnaire. Item parcels were created in order to test the overall model. Both
the measurement and structural models were found to fit the data reasonably well.
The results signified relationships between transformational leadership and intention
to quit; transformational leadership and OCB; and organisational justice and OCB.
There were, however, no significant relationships found between transformational
leadership and organisational justice; organisational justice and OCB; and intention to
quit and OCB.
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CHAPTER 5
DISCUSSION OF RESEARCH RESULTS AND RECOMMENDATIONS FOR
FUTURE RESEARCH

5.1 INTRODUCTION

In the previous chapters the focus was on the introduction of the research problem,
the reviewed literature purporting how the latent variables are deemed to relate to
influence one another, the research methodology utilised and the results of the study
respectively. The objective of the current chapter is to present a detailed discussion of
the findings, limitations, recommendations of the study, direction for future research
as well as the conclusion.
The prominent question the present study aimed to address was, what is the influence
of transformational leadership on perceptions of organisational justice, intention to
quit and organisational citizenship behaviour among call centre employees in the
financial services industry. The specific objectives of the research study were (1) to
develop an explanatory structural model that explains the manner in which
transformational leadership influences perceptions of organisational justice, intention
to quit and OCB, and evaluate the significance of the hypothesised paths in the model,
(2) assess the model’s goodness of fit.

5.2 ASSESSMENT OF MODEL FIT
5.2.1 MEASUREMENT MODEL

The measurement model fit assesses the extent to which a hypothesised model fits the
data and provides information on the validity of the observed indicators concerning
the magnitude to which they represent the latent variable under investigation
(Diamantopoulos & Siguaw, 2000).
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In terms of the measurement model fit, the RMSEA for closeness of fit for the overall
measurement model value of 0.0342 is indicative of good fit. The P-Value for Test of
Close Fit (RMSEA < 0.05) is 0.895 which implies that the model can be generalized
beyond the current sample. Table 4.27 provides a summary of the fit indices. The
RMR and standardised RMR values are .106 and .0663 respectively. These values
exceed 0.05 indicative of lack of good model fit.

The GFI = .927 and AGFI = .895 can be interpreted as reflecting acceptable fit, with the
AGFI value falling just barely below the acceptable fit of .90. The statistics of the NFI
= .960, NNFI = .990, CFI = .992, IFI = .992 and RFI = .950 values (see Table 4.27) generally
indicating good model fit with the data. It can therefore be concluded that the
measurement model shows good model fit.

5.2.2 STRUCTURAL MODEL

The structural model describes the relations among the latent variables in order to
ascertain whether the hypothesised relationships defined at the conceptualisation
stage are supported by the empirical data (Diamantopoulos & Siguaw, 2000). The
RMSEA for closeness of fit for the overall measurement model value of 0.0342 is
indicative of good fit. The P-Value for Test of Close Fit (RMSEA < 0.05) is 0.895 p value
H0: RMSEA < 0.05 which implies that the model can be generalised beyond the current
sample. Table 4.29 provides a summary of the fit indices. The RMR and standardised
RMR values are 0.106 and 0.0663 respectively. These values exceed 0.05 indicative of
lack of good model fit.
The GFI = 0.927) and AGFI = 0.895 can be interpreted as reflecting acceptable fit, with
the AGFI value falling just barely below the acceptable fit of .90. The statistics of the
NFI = .960, NNFI = .990, CFI = .992, IFI = 0.992 and RFI = .950 values (see Table 4.29)
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generally indicate good model fit over the independence model as acceptable values
are above 0.90.with the data. It can therefore be concluded that the structural model
shows good model fit.

5.3 ASSESSMENT OF MODEL HYPOTHESES

This section will now discuss the results of the six hypotheses.

Hypothesis

1:

Transformational

leadership

influences

perceptions

of

organisational justice
The t-value of the link between transformational leadership and perceptions of
organisational justice is less than 1.96, leading to the observation that there is no
statistically significant relationship between transformational leadership and
perceptions of organisational justice (t = 0.874, p > .05). A non-significant relationship
is therefore evident between these two constructs, which suggests that the proposed
relationship between these two latent variables was not supported.

This result was surprising considering Zemir and Yildirim (2015) conducted a
research study with the findings supporting this view. The aim of their work was to
analyse the influence of perceptions of justice on transformational leadership using a
sample of 200 working people in leading insurance companies operating in Istanbul.
The findings report statistically significant correlations between transformational
leadership with all three justice dimensions (distributive β=0.73 procedural β =0.79
and interactive β = 0.83).

Hypothesis 2: Transformational leadership influences intention to quit
Transformational leadership is found to have a weak negative and non-significant
relationship with intention to quit (t = -1.910, p > .05). This finding suggests that the
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presence of one of the latent variable has a weak inverse effect on the other latent
variable. The hypothesis that transformational leadership influences intention to quit
is therefore not supported.
This contradicts the findings by Long et al. (2012) who conducted an exploratory study
examining the relationship between leadership styles and turnover intention using a
sample of academic staff in Malaysia. Albeit no significant relationship was found, in
comparison to reports of existing literature (Long et al., 2012), transformational
leadership was still negatively correlated to employee turnover intentions.
Additionally, this finding is not consistent with the literature conducted by Gul et al.
(2003) whose study supports the relationship between transformational leadership
and intention to quit. In their investigation of the relationship between leadership
styles, commitment and intention to quit using a sample of 121 questionnaires, the
results highlighted a negative relationship between transformational leadership and
intention to quit.

Hypothesis 3: Transformational leadership influences OCB
Transformational leadership is found to have a statistically significant relationship
with OCB (t = 2.049; p < .05). This finding suggests that the proposed relationship
between transformational leadership and OCB is supported.
This result is supported by the available literature, where transformational leadership
is purported to elicit discretionary effort from employees as they are willing to go
above and beyond due to the climate created by leaders (Ahmet, 2015). In an empirical
study investigating the relationship between transformational leadership and OCB,
using a sample of 302 nurses employed by two district hospitals in Taiwan, results
indicated transformational leadership was positively correlated with OCB. This is
supported by the pioneering work of Podsakoff et al. (1996) where the findings
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reported that transformational leadership had significant and consistent relationships
with the 5 dimension OCB scale.

Hypothesis 4: Perceptions of organisational justice influences intention to quit
A strong inverse statistically significant relationship exists between perceptions of
organisational justice and intention to quit (t = -3845, p < .05). This finding corroborates
the proposed relationship between the two variables.
This finding corroborates with research conducted by Aghaei et al. (2012) purporting
that there is a negative and significant relation between intention to quit, where people
make a purposeful decision to leave the organisation, with organisational justice.
Subsequently, Aghaei et al. (2012) state that an increase in organisational justice and
the factors associated with it, there will be a reduction in intention to quit.
Furthermore, Tourani et al. (2016) conducted a research study investigating the
relationship between organisational justice and intention to quit. The study was
conducted in a women’s hospital in Tehran using a statistical sample consisting of 135
nursing staff members, with findings presenting an observed significant negative
relationship between organisational justice and turnover intentions corroborating
with the hypothesis finding.
A meta-analysis of organisational justice dimensions conducted by Cohen-Charash
and Spector (2001) indicated distributive and procedural justice was found to be
negatively related to turnover intentions (r= -0.26), while interactive justice was also
negatively related to turnover intentions (r= -0.32). This shows a distinct relationship
between the variables, where intention to quit is influenced by employee perceptions
of justice.
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Hypothesis 5: Perceptions of organisational justice influences OCB
No statistically significant relationship was found to exist between perceptions of
organisational justice and OCB (t = 1.131, p > .05) as the t-value is below 1.96. Therefore
the hypothesised relationship between the two latent variables is not supported.
Furthermore, in a study conducted by Omoruyi et al. (2011) it was postulated that
survivors of organisational restructuring will constantly deliberate the processes and
procedures utilized by the organisation when retrenching their fellow coworkers,
provoking negative reactions if the process is perceived as unfair. The research results
showed that there was no fairness in the downsizing exercise. This resulted in low
morale amongst survivors and unwillingness to engage in extra-role behaviours.

Hypothesis 6: Intention to quit influences OCB
The t-value of the link between intention to quit and OCB is less than 1.96, leading to
the observation that there is no significant relationship between intention to quit and
OCB (t = 1.636, p > .05). A non-significant relationship is therefore evident between
these two constructs, which suggests that the proposed relationship between these
two latent variables was not supported.

This finding is surprising given that when analysing dimensions of organisational
justice and OCB, Buluc (2015) reported that of the three dimensions, procedural justice
was found to have the highest correlation at .396. Distributive justice was found to
have the lowest correlation at .321 and Interactive justice had a correlation of .387 at a
confidence interval of p < .01.
Additionally, Chen, Hui, and Sego (1998) found evidence of a negative relationship
between the intention to quit and organisational citizenship behaviour, while,
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Mackenzie et al. (2001) found an even stronger negative relationship between that of
actual turnover and OCB (as cited in Schlechter, 2005).

5.4 LIMITATIONS TO THE STUDY

The Organisational Citizenship Behaviour Scale exhibited some low internal
consistency coefficients as presented in the study. All of the OCB subscales were lower
than .70 and therefore according to Nunnally’s (1967), guidelines for interpretation,
have limited applicability. The reason for this could be that in the research study
conducted by Mahembe and Engelbrecht (2014b) validating the tool, the sample used
was 228 academics that may have had better understanding and applicability of the
items.
By collecting data at a single point in time (a cross-sectional study) through the use of
a questionnaire by convenient sampling, this may have attributed to the same-source
or common method biases. Conversely, using a long term and continued
measurement (a longitudinal study) would in all likelihood provide a more accurate
representation of the longer term effects of the variables on one another. Additionally,
it could minimise the potential effects of same-source or common method biases.
Rylander (2003, as cited in Mahembe, 2010) further advocated for a movement away
from the practice of measurement at a single point-in-time during employment, as
organisational constructs (such as those used in the current study) are not able to
optimally be measured by such means.
Making use of questionnaires as measuring instruments presents several
disadvantages. There are various sources of error that can creep into answering
questionnaires, with central tendency and social desirability playing a prominent role
in research (Foxcroft & Roodt, 2009). Central tendency refers to responding in a
neutral manner, while social desirability refers to participants answering questions in
a specific manner as they are under the impression those responses are more socially
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favourable. This could result in the researcher ending up with a slightly distorted
representation of the results (Foxcroft & Roodt, 2009).
The present study solely made use of quantitative research methodology.
Questionnaires were used as the only source of data gathering. The accuracy and
quality of responses may be improved if a mixed-method approach were to be utilised
in order to supplement the forced ended responses to the questionnaires for example,
using interviews in conjunction with the questionnaires.

Another limitation involved in the study refers to the generalisability of the sample
size. Responses were self-reported, collected in several provinces across the country
with the amount of responses varying from province to province. The self-report
nature of the questionnaires captures the feelings of participants at a particular point
in time and consequently may not be generalisable to the entire population of
employees without further replication. A greater population may have provided more
indisputable results as the call centre employees were from one company.

5.5 SUGGESTIONS FOR FUTURE RESEARCH

Future research should look into incorporating additional latent variables into the
study in order to expand the conceptual model. More specifically, organisational
commitment, psychological empowerment as well as organisational climate could
add further value in exploring the roles of call centre employees.

The studies should also consider using larger sample sizes. This is to ensure that the
eventual sample size after addressing for the issue of missing values does not drop
below 200, as this is the minimum sample size recommended when making use of
structural equation modelling for hypothesised model testing. Due to the Cronbach
alpha obtained for the OCB subscales, future research should endeavour to use a
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different measure that has been validated for use in South Africa. This may assist in
improving the Alpha coefficient thereby improving the applicability. Additionally,
qualitative interviews should be considered in order to garner more accurate subject
experience from the participants. Finally, future research should aim to yield more
generalisable results by using samples of participants across various industries.

5.6 PRACTICAL IMPLICATIONS

The current study reported a positive, albeit slightly strong, relationship between
transformational leadership and OCB. This finding suggests that organisations should
strive to practice and implement transformational leadership among their leadership
in order to predispose employees to a climate conducive to engaging in extra-role
behaviours. If leadership is to adopt a transformational approach it is likely to coincide
with extra-effort among call centre staff, and this, in turn, would assist greatly with
customer services. If leadership is able to obtain buy-in from their call centre
employees, organisations will be in a prolific position where they have customer
facing employees holding their organisation in high esteem while being willing to go
above and beyond.

The relationship between transformational leadership and intention to quit was found
to be a weak negative relationship, while the relationship between perceptions of
organisational justice and intention to quit was found to be a strong negative
relationship. This can be a consequence of transformational leaders providing the
necessary support and recognition where a foundation for growth and development
of call centre employees is put in place. This is likely to inversely affect their intention
to leave the organisation. It should, however, be noted that many other possible
factors influence turnover intentions, hence the weak inverse relationship between the
two latent variables. Additionally, the relationship between organisational justice and
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intention to quit may provide a plausible explanation in terms of the importance of
equity in organisations. Simply put, if organisations wish to retain their call centre
employees, implementing fair practices is essential as the relationship between the
two variables is a significant one.
The relationship between transformational leadership and organisational justice,
organisational justice and OCB, and intention to quit and OCB were all found to be
insignificant. A possible premise for the insignificant relationships may be that
organisational justice is an important factor on its own, and transformational
leadership is resultantly not able to compensate for inequity in organisations.
Furthermore, due to justice being a basic requirement, its presence may not warrant
discretionary effort. In terms of intention to quit and OCB, if employees do not engage
in discretionary effort, it does not therefore mean that they intend to quit as a result.
Although positive relationships serve as very informative and provide instructive
purpose for future research however, the negative and weak relationships should not
be ignored as they may still provide valuable insights. However, against the prior
discussion and interpretation of the results, these could be ascribed mainly to the
specific sample (financial services call centre employees) that was used for this study.
The major contribution of this study is to aid organisational development practices so
that call centre employees can receive direct attention for their efforts. As they are
customer facing, their performance is an important direct link to the viability and
profitability of an organisation. Consequently, understanding their attitudes and how
they manifest into behaviours plays a crucial role in overall success. This research aims
to guide, specifically leadership, in terms of how interventions can be made as well as
how optimal conditions can be achieved to lower turnover intentions and elicit extrarole behaviours amongst the call centre staff. Finally, the research aims to add to a
body of knowledge focusing on the importance of psychological attitudes and
behaviours of call centre employees in the financial services industry.
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5.7 CONCLUSION

Despite its increasing popularity, transformational leadership is a style that continues
to resonate well with a workforce. The hypotheses have been discussed and
interpreted. The results signified relationships between transformational leadership
and intention to quit; transformational leadership and OCB; and organisational justice
and OCB. There were, however, no significant relationships found between
transformational leadership and organisational justice; organisational justice and
OCB; and intention to quit and OCB. It is important to note that the variables that have
been investigated in the current study are both context dependent and context
sensitive. The limitations and suggestions for future research have been underlined.
There is an expectation that the practical implications of the current study will
contribute significantly to the advancement of optimal working conditions for call
centre employees to engage in discretionary effort as well as not to constantly exit the
organisation.
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