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ABSTRACT

The primary aim of the current research was to examine whether ethical leadership behaviors of managers in
private call centers located in provinces in the TRAZ2 region affected employee voice and motivation. In the study,
ethical leadership, employee voice, and employee motivation were examined conceptually, and studies in the
literature conducted with the variables discussed in this study and their results were included. The hypotheses
developed based on the proposed model in accordance with the study's aim were tested by path analysis and
interpreted. The study population consisted of private call center employees operating in the TRA2 region. An
online survey method via Google Forms was employed as the data collection method. The data acquired from
the survey study were analyzed by utilizing the SPSS and YEM AMOS statistical programs. The analysis showed
that managers' ethical leadership behaviors significantly affected employee voice and motivation, and employee
voice also significantly affected motivation. The difference analysis performed in the research identified
significant differences between gender and employee voice and motivation, between marital status and employee
voice and motivation, between ethical leadership and education and seniority, and finally, between the province
of work and employee voice and motivation.
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Etik liderligin ¢aliganlarin motivasyonuna ve sesliligine etkisi: TRA2
bolgesi ¢cagri merkezi ¢alisanlari iizerine bir aragtirma

OZET

Bu calismanin temel amaci TRA2 bolgesindeki illerdeki 6zel gagri merkezlerinde yoneticilerin etik liderlik
davraniglarinin galisanlarin sesliligi ve motivasyonuna etkisinin olup olmadiginin arastinimasidir. Calismada
oncelikle etik liderlik, calisanlarin sesligi ve calisanlarin motivasyonu kavramsal olarak incelenmis ve alan yazinda
calismaya konu olan degiskenler ile yapilmis ¢alismalara ve sonuclarina yer verilmistir. Calismanin amaci
dogrultusunda onerilen modele dayanilarak olusturulan hipotezler yol analizi ile test edilmis ve yorumlanmistir.
Arastirmanin evreninin TRA2 bolgesinde faaliyet gosteren 6zel gagri merkezi galisanlarindan olusmaktadir. Veri
toplam yontemi olarak Google Form tzerinden gevrimigi anket yontemi kullanilmistir. Anket ¢alismasi sonucu
elde edilen veriler SPSS ve YEM AMOS istatistik programlari ile analiz edilmistir. Analizleri sonucunda yoneticilerin
etik liderlik davranislarinin ¢alisanlarin sesliligi ve motivasyonu Uzerinde ayrica galisanlarin sesliginde motivasyon
tUzerinde anlamli bir etkisi oldugu sonucuna ulasiimistir. Calismada yapilan farklilik analizleri sonucunda cinsiyet
ile galisanlarin sesliligi ve motivasyonu, medeni durum ile calisanlarin sesliligi ve motivasyonu, etik liderlik ile
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egitim ve kidem ve son olarak galisilan il ile galisanlarin sesliligi ve motivasyonu arasinda anlamli farkliklar oldugu
tespit edilmistir.

ANAHTAR KELIMELER

Etik, etik liderlik, calisanlarin sesliligi, calisanlarin motivasyonu, cagri merkezi.

Introduction

In today's rapidly growing and developing world, it is not as easy as it used to be for senior
managers in organizations to easily overcome job problems and difficulties without the help of
employees. The periods when only managers made decisions and employees had to fulfill these
decisions unquestioningly seem to be over (Senge, 1990). Human capital has turned into an
essential intellectual and strategic asset for organizations (Han, Chiang & Chang, 2010). As
indicated by Drucker et al. (2008), "The most valuable asset of a company in the 20th century
was its production equipment. The most valuable asset of an organization in the 21st century
(whether commercial or non-commercial) will be its knowledge workers and their productivity."
Organizations need the opinions and voices of employees for better processes, services, and
products to sustain their competitive advantage (Botero & Van Dyne, 2009).

On the contrary, employees with psychological ownership and a sense of belonging to their
organizations deserve to participate in organizational decision-making by utilizing their ideas.
When employees participate in decision-making processes, they voluntarily allocate more time
to their organizations and take more responsibility, which improves knowledge sharing,
organizational commitment, and efficiency (Han, Chiang & Chang, 2010). The fact that
employee voice, meaning that employees can freely express their ideas and thoughts without
feeling any security concerns and participate in organizational decisions, becomes a culture of
the organization will cause employees to be dedicated and committed to the organization, be
satisfied, happy and therefore more motivated to their work. In today's business world, the most
significant task of managers/leaders is to motivate their employees. It is only possible to
increase the efficiency of employees in a stressful environment under intense competition and
be organizationally successful by motivating employees (Lucas, 2014).

Nowadays, the advancement of technology has led to the emergence of new sectors and
business areas. Call centers appear as a growing sector and business area with high
employment opportunities in Turkey as well as worldwide. The intense work tempo of call center
employees, time pressure, and the obligation to work with a higher efficiency may lead to
adverse conditions in employee performance and organizational commitment (Keser, 2006).
Ethical leaders who give a voice to their employees, convey high moral standards, and
encourage and motivate their employees to state their opinions and suggestions about both
ethical and other business processes and how work can be done may play a significant role in
avoiding these adverse conditions. In this respect, the present research aimed to reveal the
impacts of ethical leaders on the voice and motivation of call center employees by considering
the TRAZ2 region.

Below, information obtained from the literature review on ethical leadership, employee voice,
and employee motivation will be first given, and then the study's aim and methods will be
introduced. Afterward, a summary of the analysis results and the discussion of the results will
be presented. Finally, implications or recommendations for practice, theory, and future research
will be summarized and presented.

Conceptual Framework
Ethical Leadership (EL)

Many scientists in the field of organizational behavior and management have researched the
theories of ethical leadership (Mayer, at al.,, 2012; Hannah et al., 2011; Chen, 2010; Zhu, 2008;
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Brown & Trevino, 2006; Avolio & Gardner, 2005; Brown et al., 2005). Recent fraud in accounting
records and intentional misreporting by the managers of major companies around the world,
e.g., Enron, Worldcom, and Satyam, have caused managers to be questioned ethically with
regard to honesty and morality. It is believed that the reason for this important situation, which
has caused failures and negative consequences, is the unethical behaviors of managers.
Therefore, management scientists emphasize that the role of ethical leadership in organizations
and the relevant mechanisms should be researched.

In research on ethical leadership, which has gradually become popular, the concept of "ethical
leadership” is defined from the perspective of Bandura's (1986) social learning theory as "the
demonstration of normatively appropriate behavior through personal actions and interpersonal
relationships and the promotion of such behavior to followers through two-way communication,
reinforcement, and decision-making."The said conceptualization emphasizes that there are
three main building blocks of ethical leadership: treating people fairly, acting as an ethical role
model which allows followers to learn appropriate ethical behaviors from their leaders, and
actively managing morality (Brown, 1986).

An ethical leader acts as a role model by displaying ethical and moral practices and thus
encourages his/her followers to positive behaviors and attitudes (Brown & Trevino, 2006). This
also affects voluntary behaviors that are beneficial for both employees and organizations
(Newman et al, 2014; Yousaf et al, 2019). With the objective of being a reliable role model,
ethical leaders build legitimacy (Brown & Trevino, 2006) and tend to be imitated by their
followers. Followers are aware that they are judged not only by consequences but also by the
way they perform their work (Brown et al., 2005). Ethical leaders encourage employees to have
their own decisions and think in an independent manner (Walumbwa et al., 2011). Ethical leaders
make sense of the role of their followers in organizations and assist them with making their
work more meaningful (Den Hartog, 2015). Moreover, they motivate their followers to adapt to
changes and be more innovative in the workplace (Chen & Hou, 2016) and therefore help them
to perform better (Bouckenooghe, Zafar & Raja, 2015). Ethical leadership is considered to
improve employee outcomes (Brown & Mitchell, 2010).

In this respect, an ethical leader, by being an ethical role model, encourages his/her subordinates
to exhibit ethical behaviors not only through guidance and coaching but also through rewards
and sanctions, enabling followers to comply with them (Mayer et al., 2012; Brown & Trevino,
2006). In brief, it is assumed that ethical leaders are considered by followers as exemplary,
principled decision-makers of great virtues, including truthfulness, determination, justice,
humility, tolerance, honesty, courage, responsibility, and enthusiasm (Mayer et al, 2012;
Walumbwa & Schaubroeck, 2009).

Employee Motivation (EM)

Bartol and Martin (1998) regard motivation as a powerful tool reinforcing behavior and triggering
the tendency to continue. Thus, motivation represents an intrinsic drive to satisfy an unsatisfied
need and reach a specific goal. Moreover, it is a process that starts with a physiological or
psychological need promoting a performance determined by a goal. Motivation is a concept that
is used in more than one sense and has different meanings. However, Heathfield (2017) defined
employee motivation as "the employee's intrinsic enthusiasm for work-related activities and the
drive to perform them." According to Heathfield, it is an intrinsic drive allowing employees to
decide to take action, and biological, social, rational, and emotional variables influence employee
motivation (Heathfield, 2017). As stated by Kalimullah et al (2010), the goals of a motivated
employee are compatible with the organization's goals and direct his/her efforts in this direction.
Furthermore, the said organizations achieve higher success since their employees are
constantly looking for ways to enhance their work. It is challenging to bring employees to their
full potential in the workplace under stressful conditions, but it can only be achieved by
motivating them. Employees with low motivation may be less efficient since they will probably
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make much less effort in their job. However, in case of well-motivated employees, they help the
organization to grow and survive by adapting to the quickly changing environment (Lindner
1998, s. 36). Lindner also states that the most challenging task of managers is to motivate
employees since the factors that motivate employees are constantly changing from time to
place and from individual to individual (Bowen & Radhakrishna 1991, s. 16-22). It is also possible
to express motivation as a management process encouraging people to work better for the
organization's overall benefit by providing incentives on the basis of their unmet needs. Here,
the question to be asked is "Why do managers need to motivate employees?" (Herzberg,
Mausner & Snyderman, 1959). As specified by Smith (1994), the reason for this is the survival
of the organization. Amabile (1993) indicates that it is necessary for managers and
organizational leaders to understand the motivation of their employees and learn how to
motivate them effectively and that motivated employees are the pillars of a successful
organization today and in the next century. Since leadership is all about doing the job properly,
employees can also be motivated through appropriate leadership. To reach the goals, the leader
must acquire the trust of employees and make them follow them. Moreover, employees should
be motivated to ensure that they feel confident and properly fulfill their duties for the
organization (Baldoni, 2005).

Motivation represents a significant factor encouraging employees to do their best and help the
organization reach its important goals. Whereas positive motivation increases the efficiency of
employees, negative motivation may reduce the efficiency of employees. Motivation is the most
important issue related to employees in terms of managers and leaders.

Employee Voice (EV)

Hirschman (1970) expressed the concept of employee voice for the first time. Van Dyne and Le
Pine define the concept of employee voice as "making innovative suggestions for change and
being able to propose changes to standard procedures even when others disagree" (1998, s.
109).

In the organizational behavior literature, employee voice is defined as a reaction to
dissatisfaction in organizations, an extra role behavior, or extra work, although it is not
compulsory/obligatory. Employees who exhibit voice behavior perform above and beyond their
duties in their work with their own free will. Employees share their suggestions, ideas,
knowledge, or concerns about novel projects, procedures, injustices, abuses, or work-related
problems with people who can take appropriate and necessary actions informally, innovatively,
and deliberately in order to improve conditions or processes. Employees in organizations make
constructive changes or improvements to change and improve the current status quo, although
they disagree with others (Morrison, 2011; 2014). Premaux and Bedeian (2003) define voice as
employees' verbal expression of their ideas and thoughts on work-related issues. Voice is the
most constructive action in organizations and involves efforts to improve the status quo of the
organization (Zengin, 2019).

Employee voice behavior ensures that employees can clearly and boldly express their ideas and
opinions in order to recommend solutions or enhancements to work-related problems. The
above-mentioned type of communication usually occurs between employees and decision-
making authorities (Detert & Burris, 2007; Tangirala & Ramanujam, 2008). Employee voice
behavior can be realized in organizations through the methods of upward influence, speaking
up, issue selling, taking charge, voice, principled organizational dissent, and whistleblowing
(Kulualp, 2016, s. 747-750).

Employee voice ensures the emergence of many organizational benefits, e.g., improving
organizational decision-making, discovering the true causes of work-related problems (Morrison
& Milliken, 2000), organizational commitment (Farndale at al.,, 2011), organizational innovation
(Nemeth, 1985), increased organizational learning (Argyris & Schon, 1978), job satisfaction
(Holland, Cooper & Sheehan, 2011; Wood & De Menezes, 2011), low turnover intention (Spencer,
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1986), and employee engagement (Rees, Alfes & Gatenby, 2013; Ruck, Welch & Menara, 2017,
Purcell, 2014).

Relationships Between Variables and Hypotheses
Relationships Between Ethical Leadership and Employee Motivation

As indicated by Ouakouak et al. (2020), ethical leaders take an essential part in increasing
employee motivation. When leaders can serve as models and communicate well with
employees, employees will be more motivated to work better. In their research on the impact of
ethical leadership on the moral motivation of teachers in schools in Pakistan, Khan, Bauman,
and Javed (2020) determined that ethical leaders increased their moral identity-based moral
motivation.

In their study, Dannery and Ruswanti (2022) indicated that employee motivation was higher with
ethical leaders who were willing to listen to employee opinions and complaints since employees
felt supported by leaders to work harder. The study by Ufartiene and Fominiene (2017) on the
role of leaders' ethical behavior in motivating employees in tourism organizations revealed a
very strong and statistically significant correlation between the leader's ethics and motivation.
Based on the above-mentioned opinions and research results, the hypothesis below was
developed.

H1: Ethical leadership has a positive and positive impact on employee motivation.
Relationships Between Ethical Leadership and Employee Voice

Challenging the status quo usually leads to feelings of distress, disrupts interpersonal
relationships, and damages employee image (Liu et al., 2010). Therefore, employee voice is
inherently risky behavior. Furthermore, numerous contextual factors, especially leadership,
significantly affect employees' decisions to make their voices heard (Morrison, 2011) because
leaders have the resources and power to change conditions and policies (Detert & Burris, 2007).

Ethical leaders tend to speak publicly and criticize inappropriate actions since they do the right
job as legitimate models in the workplace, and thus, they encourage their followers to learn
through observation and to adopt the same behavior (Bandura & Walters, 1977). Moreover,
ethical leaders provide and support conditions for speaking freely since they are worthy of
greater trust and listen to employee concerns (Brown et al., 2005). Therefore, ethical leaders can
be expected to encourage their subordinates to express their views. In the management
literature, academicians have found in their studies that EL is positively associated with the EV
of subordinates (Walumbwa and Schaubroeck, 2009; Chen & Hou, 2016; Avey et al., 2012; Qi &
Ming-Xia, 2014; Hassan, 2015; Bai et al, 2019). Therefore, this study argues that ethical
leadership encourages employee voice, which is the employee voice behavior, in order to fill the
gap in the literature. Based on the above-mentioned opinions and research results, the following
hypothesis was developed.

H2: Ethical leadership has a positive and positive impact on employee voice.
Relationships Between Employee Motivation and Employee Voice

As a way of communication, employee voice can be regarded as a motivational factor leading
to job satisfaction as an expression of ideas and recommendations on work-related issues.
When there is the opportunity for employees to state their ideas and thoughts in the workplace,
they will begin to feel more valued and appreciated in their organization, which will motivate
them and make them feel satisfied and contented (Alfayad & Arif, 2017). Employee voice is
regarded as a basic form of motivation, helping employees to maximize their efforts and feel
more satisfied (Dwomoh, 2012). In other words, employees become more motivated as
employee voice behaviors increase.
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Employee voice is not a spontaneous process; it occurs when the superior motivates
subordinates through a superior-subordinate relationship (Fast et al., 2014). Participation in
decisions is one of the most important tools of employee voice. According to Lucas (2014, s.
70), ensuring employees' participation in decisions with regard to the organization is of great
importance for increasing employee motivation. Employees' participation in decisions will cause
employees to feel happier, be satisfied with their job, have increased commitment to the
organization and thus have increased motivation. In today's business world with intense
competition, the most important duty of managers is to be able to motivate and retain their
employees.

Employees become more motivated when they can easily and securely convey their thoughts,
observations, and suggestions about their organizations to their managers, and thus work
efficiency is ensured (Seving, 2015, s. 960). Based on the above-mentioned opinions and
research results, the hypothesis below was developed.

H3: Employee voice has a positive and positive impact on employee motivation.
Method

Aim and Model of the Study

The present research aimed to study the influence of ethical leadership on employee voice and
motivation. In line with this aim, Figure 1 below shows the study's model:

Employee
Motivation (EM)
Ethical
Leadership (EL)
Employee Voice
(EV)

Figure 1 Model of the study
Population and Sample of the Study

The study's main population comprised employees of call centers operating in the TRA2 region
(I1gdir, Agri, Ardahan, Kars). The convenience sampling method was employed in the research.
There are 457 employees actively working in the TRA2 region. Since the population size was
known, the formula "n=N t?pq / d? (N-1) + t?pq" (Ural & Kilig, 2021, s. 43) was utilized to identify
the sample size to represent the population. The sample size determined by predicting a
confidence interval of 95% and an error margin of 5% for this population was calculated as 209.
The number of employees who filled out the questionnaire, which was sent to employees by an
online survey method via Google Drive, was 255. The survey study was terminated because this
number provided the required number, 209.

Table 1 below contains the data on the demographic characteristics of the call center
employees who participated in the research from the TRAZ2 region.

Table 1 Demographic results

Demographic Characteristics n %

Gender Female 178 69.8
Male 77 30.2
Single 198 77.6

Marital status Married 57 22.4
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Secondary Education and High

32 12.5
Education Schoo_l
Associate Degree 131 51.4
Undergraduate and higher 92 36.1
1 year and less 112 439
Seniority Between 2-4 years 122 47.8
5 years and more 21 8.2
25 years and below 139 54.5
Age 26-30 83 32.5
31 years and above 33 12.9
Igdir 124 48.6
Provinceof work?® Kars 67 26.3
Agri 64 251

Data Collection Tool

An online questionnaire via Google Forms was utilized as a data collection tool in the research.
It comprises four sections, namely demographic variables, employee voice, ethical leadership,
and employee motivation, respectively.

Ethical Leadership Scale: The Ethical Leadership Scale created by Brown et al. in 2005 contains
10 statements and a single dimension. The scale was adapted to Turkish by Tuna vd., (2012).
The reliability of the five-point Likert scale “(1- Strongly Disagree, 5- Strongly Agree)” was found
to be a=0.928.

Employee Voice Scale: The scale created by Van Dyne and LePine in 1998 consists of a total of
6 statements and a single dimension. It was adapted into Turkish by Arslan and Yener (2016).
The reliability of the five-point Likert scale “(1- Strongly Disagree, 5- Strongly Agree)” was found
to be a=0.76.

Employee Motivation Scale: The Employee Motivation Scale developed by Mottaz in 1985 was
taken from Tahmaz's (2020) master's thesis. The reliability of the Employee Motivation Scale,
consisting of a total of 6 statements, was found to be a= 0.936.

Results

Results Regarding the Validity and Reliability of the Scales

Table 1 below shows the confirmatory factor analysis (CFA) findings of the variables discussed
in the research. The findings of the goodness-of-fit values of each statement were examined by
CFA. Since goodness-of-fit values were not within the desired limits in the literature, correction
indices were used. As a result of using the correction indices, items 9 and 10 of the EL scale
used in this study were excluded from the scale since they impaired the goodness-of-fit of the
scale. With this analysis, the goodness-of-fit values of all three scales were in accordance with
the accepted criteria (Kline, 2005; Simsek, 2007), as seen in Table 2. In general terms, the model
fit values indicated that the scale models used in the study were applicable.

Table 2 CFA model fit values and interpretations of the scales

Perfect Fit Acceptable Fit EL EV EM
x2/sd 0<x2/sd<?2 2 <x2/sd<5 2.661 2.666 1.745
RMSEA 0<RMSEA<0.05 0.05<RMSEA<0.10 0.081 0.081 0.054
SRMR 0<SRMR <0.05 0.05<SRMR <0.10 0.023 0.017 0.018
GFI 0.95<GFI<1.00 0.90 < GFI<0.95 0.957 0.975 0.980
NFI 0.95 < NFI=<1.00 0.90 <NFI<0.95 0.974 0.980 0.986
CFlI 0.97 <CFI<1.00 0.95<CFI<0.97 0.983 0.987 0.994

3 Since there is no private call center in Ardahan province, which is located in the TRAZ2 region, it is not included in the table.
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Critical ratios should be +1.96 at a significance level of 0.05% (Hox & Bechger, 1998). As seen in
Table 3, all values meet this condition, indicating it is statistically significant at a confidence level
of 95%.

Table 3 CFA factor loadings of the scales

Factors Factor Loadings Mean SE. CR.
ELT 0.828 8,53 0.060 10.375
EL2 0.559 3.68 0.087 11.080
EL3 0.761 3.80 0.053 10.708
EL4 0.876 3.60 0.037 9.884
ELS 0.895 3.73 0.035 9.556
EL6 0.896 3.91 0.031 8.773
EL7 0.863 3.65 0.048 9.384
EL8 0.890 3.84 0.031 9.651
EV1 0.818 3.71 0.042 9.319
EV 2 0.857 3.72 0.040 8.561
EV3 0.853 3.67 0.043 8.659
EV 4 0.663 3.73 0.070 10.517
EV5 0.615 3.91 0.067 10.679
EV6 0.885 3.70 0.035 7.721
EM 1 0.813 3.52 0.051 9.566
EM 2 0.841 3.48 0.051 9.154
EM 3 0.853 3.60 0.046 8.928
EM 4 0.765 3.24 0.070 10.039
EM 5 0.831 3.56 0.054 9.315
EM 6 0.842 3.19 0.062 9.135

Factor loadings should be above 0.30 (Malthouse, 2001). It is seen that all values are above the
0.30 value, indicated by Malthouse. According to Table 3, the item factor loadings of the scales
used in this study are above the threshold value of 0.30, specified by Malthouse. "Cronbach's
Alpha (a)","Structural Reliability (SR)", and "Convergent Validity (AVE)" analysis methods were
applied to measure their reliability. Cronbach's alpha and structural reliability values should be
higher than 0.70, and the convergent validity value AVE should be above 0.50 (George & Mallery,
2003; Fornell & Larcker, 1981). As seen in Table 4, the calculated reliability values confirmed that
the scales of the variables used in the research were reliable.

Table 4 Descriptive Statistics and Reliability Kurtosis Results

Factors a SR AVE
EL (Ethical Leadership) 0.943 0.944 0.69
EV (Employee Voice) 0.911 0.906 0.62
EM (Employee Motivation) 0.926 0.927 0.68

T-Test and ANOVA Analysis Results

Descriptive analyses were used to reveal whether there was a difference between the control
and unobservable variables. Before descriptive analyses, normality analyses were performed to
determine which of the parametric/non-parametric tests should be conducted. According to
Blyukoztirk (2019), the fact that skewness and kurtosis values are in the range of + 3 indicates
that the data are normally distributed. As seen in Table 5, since the condition that the kurtosis
and skewness values for all variables should be between + 3 was fulfilled, the t-test was used
for the control variables consisting of paired groups among parametric tests, and ANOVA
parametric analyses were used for the control variables with more than two groups.

Table 5 Normality Test Results

Factors Number of ltems Skewness Kurtosis
EL (Ethical Leadership) 8 -0.700 -0.283
EV (Employee Voice) 6 -0.569 -0.086
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EM (Employee Motivation) 6 -0.417 -0.653

Table 6 below presents the t-test analysis results.
Table 6 T-Test results

Group N Mean SD t df p

T E o o n o

Gender EV Dearlga'e ;;8 2:8;‘ 8:22232 2631 253 0.009
R T
T R

Marital status EV gl'ggl'eed ;38 gg; 8:2282; 2319 253 0.021
o B Sn me i w om

In line with the results of the t-test carried out to reveal whether there was a difference between
gender and marital status consisting of paired groups and the variables of EL, EV, and EM;

e There was a significant difference between gender and EV (t=-2.631, p=0.009) and EM (t=-2.256,
p=0.011).

e There was a significant difference between marital status and EV (t=-2.319, p=0.021) and EM (t=-
3.942, p=0.000).

Table 7 below shows the findings of the ANOVA analysis carried out to identify whether there
was a difference between the education, seniority, age, and the province of work consisting of
more than two groups and the variables of EL, EV, and EM.

Table 7 ANOVA analysis results

Group N Mean SD F df P
Secondary Education 32 3.76 0.18556
and High School

EL Associate Degree 131 3.87 .090076  4.029 2/252 0.019
Undergraduate and 92 3.46 0.11447
Education higher

Secondary Education 32 3.79 0.15185
and High School
EV Associate Degree 131  3.83 0.08075 1.746 2/252 0.176
Undergraduate and 92 3.59 0.10060
higher
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Secondary Education 32 3.69 0.17510
and High School

EM Associate Degree 131 3.47 0.09750 1.844  2/252 0.160
Undergraduate and 92 3.29 0.11333
higher
1 year and less 112 397 0.08325

EL Between 2-4 years 122 3.50 0.10567  6.123 2/252 0.003
5 years and more 21 3.57 0.26105
1 year and less 112 3.83 0.08115

Seniority  EV Between 2-4 years 122 3.64 0.08776  1.277 2/252 0.281

5 years and more 21 3.80 0.23866
1 year and less 112 3.48 1.0069

EM Between 2-4 years 122 3.40 0.09876  0.260 2/252 0.260
5 years and more 21 3.33 0.28266
25 years and below 139 372 0.08517

EL 26-30 83 3.70 0.12621 0.036  2/252 0.965

31 years and above 33 3.67 0.20768
25 years and below 139  3.66 0.07334
Age EV 26-30 83 3.82 0.11188  1.106  2/252 0.333
31 years and above 33 3.86 0.17248
25 years and below 139 345 0.08804

EM 26-30 83 3.26 0.12807 2744 2/252 0.66
31 years and above 33 3.78 0.18826
Igdir 124 3.58 0.09364
EL Kars 67 3.93 0.11624 2395 2/252 0.093
Adri 64 3.73 0.15290
The Igdir 124 3.60 0.08108
Province EV Kars 67 4.06 0.09274 5.599 2/252 0.004
of Work Agri 64 3.68 0.13543
Igdir 124 343 0.09860
EM Kars 67 3.80 0.11885  8.094 2/252 0.000
Agri 64 3.05 0.13648

The findings of post-hoc Tukey's HSD test, which was conducted to identify between which
groups there were positive differences as a result of ANOVA analysis, are given in Table 8.

Table 8 Post-Hoc Tukey's HSD test results

Mean
Group Mean Difference  p
Education EL Associate Degree Under_graduate 0.40795* 0014
and higher
Seniority EL 1 year and less Between 2-4 0.47456% 0.002
years
= Igdir Kars -0.45910% 0.001
The Kars Adri 0.37232* 0.021
Province of Igdir Kars -0.37358* 0.022
Work EM Igdir —  Agn 0.37534* 0.023
Kars —  Agn 0.74891* 0.000

According to the post-hoc tests performed to detect from which groups of the education,
seniority, and province of work of call center employees a significant difference originated,;

e |twasobserved that there was a significant difference between the "Associate Degree" group and
"Undergraduate and higher" group with differences in employees' EL perceptions by their
educational status. While the mean EL perception of employees in the "Associate Degree" group
was 3.87, it was 3.46 for employees in the "Undergraduate and higher" group. In other words, it
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can be stated that as the education level of employees increased, they less frequently
questioned/evaluated the ethical leadership behaviors of their managers.

e |t was observed that there was a significant difference between the "1 year and less" group and
the "between 2-4 years" group with different EL perceptions by their seniority. The mean EL
perception was 3.97 in the "1 year and less" group and 3.50 in the "between 2-4 years" group. This
situation can be expressed as that as the seniority of beginners increased, their managers
attached more importance to EL behaviors.

e |t was observed that there was a significant difference between the groups working in the
provinces of "Igdir" and "Kars" and in the provinces of "Kars" and "Agri" in terms of EV according
to the province of work. The mean EV of employees in "lgdir," "Kars," and "Agr" provinces was
3.60, 4.06, and 3.68, respectively. As can be seen, the province with the highest EV was Kars,
while the province with the lowest EV was Igdir. In other words, Kars was the province where
employees in the TRA2 region could express and share their opinions the most.

e |twasobserved that there was a significant difference between the provinces of "I§dir" and "Kars,"
"Igdir' and "Agrn" and "Kars" and "Agr" according to the province of work. The mean EM of
employees in "Igdir," "Kars," and "Agn" provinces was 3.43, 3.80, and 3.05, respectively. As can be
seen, the province with the highest EM was Kars, and the province with the lowest EM was Agr1.
In other words, employees who were most motivated for their work in the TRAZ2 region were in

Kars, while employees who were least motivated were in Agri.
Testing of the Hypotheses

After the measurement model was verified, the hypotheses discussed in the research were
tested over the structural model with a latent variable. As seen in Figure 2, hypothesis H1 (Ethical
Leadership — Employee Motivation) was first tested, and hypothesis H1 was supported since
EL predicted EM (3=0.62; p<0.01). In other words, the ethical leadership behaviors of managers
affect employee motivation. Furthermore, EL explained 39% of EM (R2: 0.39).
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Figure 2 Testing hypothesis H1

In Figure 3 below, hypothesis H2 (Ethical Leadership — Employee Voice) was tested. According
to the analysis results, hypothesis H2 was supported since EL affected EV (3=0.79; p<0.01). In
other words, the ethical leadership behaviors of managers affected employee voice.
Furthermore, EL explained 62% of EV (R2: 0.62).

@ 68

Figure 3 Testing hypothesis H2
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In Figure 4 below, hypothesis H3 (Employee Motivation — Employee Voice) was tested.
Hypothesis H3 was supported since EM affected EV (3=0.61; p<0.01). In other words, the
motivation levels of employees affected their level of voice. Furthermore, EL explained 62% of

EV (R2: 0.37).
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Figure 4 Testing hypothesis H3

Conclusion

This study investigated whether ethical leadership behaviors of managers in private call centers
in the TRAZ2 region affected employee voice and motivation. According to the path analyses
performed in line with the research aim, it was concluded that the ethical leadership behaviors
of call center managers had a significant and positive impact on employee motivation (Figure
2). In other words, employee motivation increased as the ethical leadership behaviors of call
center managers increased. This result is similar to the results obtained by Khan vd., (2020),
Dannery and Ruswanti (2022), and Dannery and Ruswanti (2022) in the literature. We can
recommend call center managers to create social media groups that will allow them to
communicate well with their employees and organize joint social activities such as sports, trips,
and picnics.

The study determined that the ethical leadership behaviors of managers had a significant
positive impact on employee voice (Figure 3). In other words, employee voice increased with an
increase in the ethical behaviors of call center managers while performing their managerial
activities. We can indicate that employees can express themselves more easily, take part in
decision-making processes with confidence, and state their ideas more easily in such an
environment. The above-mentioned finding is in line with the findings of the research in the
literature conducted by Walumbwa and Schaubroeck (2009), Chen and Hou (2016), Avey et al.
(2012), Qi and Ming-Xia (2014), Hassan (2015) and Bai et al. (2019). In the study, it was
concluded that the employee voice level affected employee motivation (Figure 4). These results
are similar to the studies by Alfayad and Arif (2017), Dwomoh (2012), Fast et al. (2014), Lucas
(2014), and Seving (2015) in the literature. We can recommend managers to create
suggestion/complaint boxes within the organization where they can easily report their
suggestions and complaints to their employees and hold meetings routinely where employees
can present their opinions, ideas, and suggestions.

Furthermore, the study revealed that male employees compared to female employees and
single employees compared to married employees exhibited more voice behaviors and were
more motivated. We can attribute this to the fact that this region has a more patriarchal
structure compared to other regions. It can be interpreted that women will hesitate to express
their opinions and thoughts, especially to the opposite sex, due to the male-dominated family
structure in this region, and furthermore, married employees will not be able to exhibit voice
behaviors due to more familial responsibilities compared to single employees. Hence, we can
recommend organizations in this region to train or employ female managers through whom
female employees can express themselves freely without hesitation. The research detected
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significant differences between ethical leadership behavior and education and seniority, and this
significant difference was caused by employees with associate degrees and less than 1 year of
education. Furthermore, it was determined that employees working in the provinces of Kars and
AQgr, respectively, in the TRA2 region, were able to exhibit significantly more voice behaviors and
be more motivated for their work compared to the province of 1gdir. We can recommend that
call center managers in Igdir province should cooperate with managers in other provinces and
that managers should change places on a provincial basis so that employees in Igdir province
can be more motivated. The study data are limited to the TRAZ2 region. The study can be
conducted in different regions or across the country. Contributions can be made to
organizational behavior and managerial literature by generalizing the results to be obtained.
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Genigletilmis Ozet

GUntmuzun hizla biydyen ve gelisen diinyasinda, orgitlerde Ust diizey yoneticiler tarafindan galisanlarin yardimi
olmadan is sorunlarinin ve zorluklarin kolayca Ustesinden gelebilmeleri eskisi kadar kolay olmadigi gorilmektedir.
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Sadece yoneticilerin karar verdigi ve galisanlarinda bu kararlara sorgusuz ve sualsiz gergeklestirmek zorunda oldugu
doénemler geride kalmis gibi goriinmektedir (Senge, 1990). Beseri sermaye, orgditler igin gok énemli bir stratejik ve
entelektiel varliga donismus durumdadir (Han, Chiang & Chang, 2010). Drucker ve arkadaslarinin (2008) belirttigi
gibi: “20. yizyilda bir sirketin en degerli varligi Gretim ekipmanlariydi. 21. ylzyilda 6rgitiin en dederli varlidi (ister ticari
ister ticari olmayan olsun) bilgi calisanlari ve onlarin tiretkenligi olacaktir.” Orgiitler, rekabet avantajini stirdirmek icin
daha iyi slrecler, Urtnler ve hizmetler igin ¢alisanlarin gorislerine, seslerine ihtiyag duyarlar (Botero ve Van Dyne,
2009).

Ote yandan, drgiitlerine karsi aidiyet duygusu hisseden ve psikolojik olarak sahiplenen calisanlarin, fikirlerini kullanarak
orgutsel karar alma sureglerinde yer almayi hak etmektedirler. Calisanlarin karar alma sureglerine katiliminin bir
sonucu olarak, ¢alisanlar érgitlerine gonilli olarak daha fazla zaman ayirmakta ve daha fazla sorumluluk almakta,
orgutsel baglihgr, verimliligi ve bilgi paylasimini gelistirmektedir (Han, Chiang ve Chang, 2010). Calisanlarin fikir ve
dislncelerini hic bir gliven kaygisi hissetmeden rahatga ifade edebilmesi, 6rgitle ilgili alinan kararlara katilabilmesi
anlamina gelen galisanlarin sesliligi orguttin bir kiltira haline geldikge galisanlarin 6rgite adanmishigina, baglihgina,
memnuniyetine, mutlu olmasina ve dolayisiyla daha ¢ok isine motive olmasina neden olacaktir. Ginumuz is
dinyasinda, yoneticilere/liderlere disen en onemli gorev calisanlarini motive edebilmektir. Yogun rekabet altinda
stresli bir ortamda galisanlarin verimliligini arttirabilmek, 6rgitsel anlamda basarili olabilmek ancak galisanlari motive
ederek basarilabilir (Lucas, 2014).

Teknolojinin ilerlemesi glinimizde yeni sektorler ve yeni is alanlarinin dogmasina neden olmaktadir. Cagri merkezleri
tim dinyada oldugu gibi tlkemizdede sayilari giderek artan ve yiiksek oranda istihdam olanagina sahip bir sektor ve
is alani olarak karsimiza gikmaktadir. Cagr merkezi ¢alisanlarinin yogun is temposu, zaman baskisi, daha yuksek
verimlilikte galigma mecburiyeti galisanin performansinda ve 6rgite olan bagliligl gibi olumsuz durumlara neden
olabilecektir (Keser, 2006). Bu olumsuz durumlarin yasanmamasi i¢in ¢alisanlarina soz hakki veren, yiksek ahlaki
standartlar aktaran, galisanlarina hem etik hem de isle ilgili diger stregler ve isin nasil yapilabilecegi hakkinda goris
ve oOnerilerini dile getirmeye tesvik ederek onlari motive eden etik liderler onemli rol oynayabilirler. Bu yoniyle bu
galismanin amagi; cagri merkezi galisanlarinin sesliligi ve motivasyonunda etik liderlerin etkisi TRA2 bolgesini dikkate
alarak ortaya koymaktir.

Arastirmada veri toplama araci olarak Google From Ulzerinden cevrim igi anket teknigi kullanilmistir. Sirasi ile
demografik degiskenler, calisanlarin sesliligi, etik liderlik ve galisanlarin motivasyonu olmak (zere toplam dort
bolimden olusmaktadir.

Calismanin ana kutlesi TRA2 bolgesinde (Igdir, Agri, Ardahan, Kars) faaliyet gosteren ¢agri merkezi calisanlardan
olusmaktadir. Calismada kolayda orneklem yontemi secilmistir. TRA2 bolgesinde aktif olarak 457 calisan
bulunmaktadir. Bu evrenin %95 gliven %5 hata payi dngorulerek belirlenen 6rneklem sayisi 209 olarak hesaplanmistir.
Google Drive tzerinden gevrimici anket yontemiyle galisanlara gonderilen anketi dolduran sayisi 255 calisandir. Bu
sayI gerekli olan 209 adeti sagladidi i¢in anket calismasina son verilmistir.

Arastirmanin amaci dogrultusunda yapilan yol analizleri sonucunda ¢agri merkezi yoneticilerinin etik liderlik
davraniglarinin calisanlarin motivasyonlari Uzerinde anlamli ve pozitif yonde etkisi oldugu sonucuna ulasiimistir.
Arastirmada yoneticilerin etik liderlik davranislarinin, galisanlarin sesliligi Gzerinde anlamli pozitif yonde etkisi oldugu
tespit edilmistir (Sekil 3). Baska bir ifade ile gagri merkezi yoneticilerinin yonetimsel faaliyetlerini yerine getirirken etige
uygun davraniglari arttikga galisanlarin sesliligi de artmaktadir. Calisanlar boyle bir ortamda kendilerini daha rahat
ifade edebileceklerini, karar alma stireclerine giivenle katilabileceklerini ve fikirlerini daha rahat ifade edebileceklerini
ifade edebiliriz. Ayrica galismada sonucunda erkek calisanlarin kadin calisanlara gore ve bekar galisanlarin evli
galisanlara ore daha ¢ok seslilik davranisi gosterdikleri ve motive olduklari tespit edilmistir. Bu durumu nispeten diger
bolgelere gore daha ata erkil bir yapiya sahip olmasina baglayabiliriz. Bu bolgede erkek egemen bir aile yapisi iginde
olmasi kadinlarin fikirlerini ve dtslncelerini 6zellikle karsi cinse bildirmede gekineceklerinden ayrica evli galisanlarin
bekarlara gore daha c¢ok ailesel sorumluklarindan dolayi seslilik davranisi gosteremeyebileceklerini seklinde
yorumlayabiliriz. Bunun igin bu bolgedeki orgitlere kadin calisanlarin rahatlikla kendilerini gekinmeden ifade
edebilecekleri kadin yoneticiler yetistirmelerini yada istihdam etmelerini 6nerebiliriz. Calismada etik liderlik davranisi
ile egitim ve kidem arasinda anlamli farkliklar oldugu, bu anlamli farkliigin onlisans ve 1 yildan daha az galisanlardan
kaynaklandigi tespit edilmistir. Ayrica TRA2 bolgesindeki sirasiyla Kars ve Agri illerinde galisanlarin 1gdir iline gore
anlamli olarak daha ¢ok seslilik gosterebildikleri ve islerine daha ¢ok motive olabildikleri tespit edilmistir. 1gdir ilindeki
galisanlarin daha gok motive olabilmeleriigin Igdir ili gagr merkezi yoneticilerinin diger illerdeki yoneticiler ile isbirligine
gitmelerini ve yoneticilerin il bazinda yer degistirmelerini onerebiliriz. Calisma verileri, TRA2 bdlgesi ile sinirlidir.
Calisma farkli bolgelerde yada tiim yurtta gergeklestirilebilir. Elde edilecek sonuglar genellestirilerek orgiitsel davranis
ve yonetimsel literatire katki saglanabilir.
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