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Abstract

This study examined the medioting effects of orgonizational policies
on the relationship between ethical work ond employee productivity
(offective commitment ond octive Customer service). The method was
descriptive and Correlationol reseorch using structural equations. The
statisti¢ol population in¢luded 180 sales personnel of the Refoh ¢hoin
stores of Fars Provinée. A¢Cording to Morgon's table, somple size wos
117. The instrument used in this study wos o questionnoire ¢onsisting
of 23 questions which in¢luded the following variobles. Doto onalysis
was done on descriptive ond inferential levels. At the descriptive level,
descriptive indexes (meon ond stondord deviotion) were used to
onalyze the data. At the inferentiol level, Correlotion ond structurol
equation method were used. The results showed thot ethi¢ol workploce
had o negative effe¢t on poliCy in the reword system ond ethicol
workplace had o positive effe¢t on octive Customer service ond
affective Commitment; reword system policies had apositive effect on
octive customer service ond negative effect on offective commitment.
Moreover, reword system poli¢ies had o mediating role between
ethic¢al workploace ond oftive Customer service.

Keywords: Ethical Workplace, Active Customer Service, Mediating
Effects of Orgomizotional Policies.

Introduction

In on industry, with ropid ¢hanges in process ond preferences ond
intense Competition, more ond more small businesses focus on
orgonizational foctors to remain Competitive (He et ol., 2011; Li et ol.,
2011). One of these orgomizational foctors is ethi¢al workploce. Ethicol
workploce is very importont for estoblishing long-term relationships
with Customers (Schwepker & Hortline, 2005). Focusing on retailer
industry, Adams et ol. (2001) ¢oncéluded thot employees ot all levels
have more positive behavior in orgonizations with ethical workplace
thon orgonizotions with no ethi¢al workploce.

An overview of ethical ond Customer service literature supports the
need for this study. First, orgonizational strotegy which strives to
achieve superior customer services requires the omolysis of humon
resource poli¢ies in customer service delivery proctices (Crotts et ol,
2005). However, studies ¢onducted in the retoil industry determine
how HRM policies affect customer service behavior (Swimberghe et
al.,2014; Ashill etal. 2015; Dimitriades et al., 2007; Xavier et al. 2015)
to identify the mec¢honism by which ethi¢al workplaces influenced by
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work results, for example, preventive oction of customer
service (Ashill et al, 2015). Second, this study addresses
general mechonisms by which ethical workplace offects
attitudes ond behavior of employees (Ka¢mor et al., 2013),
portiCulorly on how ethical interoctions ore reloted to
internol politi¢s (Gotsis & Kortezi, 2010; Vigodo-Godot,
2007). Third, payment poli¢ies ond odvertisers are o key
dimension of these poli¢ies (Koa¢mor & Ferris, 1991).
Employee responses ond their peréeptions of reword
systems in o population-dependent soCiety ¢on be different
from on individualist society (Ka¢mor & Korlson, 1997).
For exomple, Chinese monogers emphosize more on
employee performonée when deciding on employee fines
(Zhou & Martoc¢chio, 2001). Given the importonce of
relationships ond other related foctors (Yomogishi et ol.,
1998), rewarding proctices may be ofcepted more
positively in o Collectivist soCiety. These findings need to
exomine the dynomics of ethicol workplace ond
orgonizational poli¢ies in o Collectivist soliety, os
examined in this study.

Literature Review:
Ethical Workplace

In the lost two decodes, ethical ¢ulture ond ethi¢al behavior
of employees have been ot the Center of attention. Most
sCholars emphosize the importonce of ethi¢s in the
orgomization ond onsider ethi¢s ond ethi¢ol behavior in the
workploce to be effective in ochieving orgemizotionol goals
(De-Coninck, 2011; Ponaccio & Vondenberghe, 2009).
Unethical behaviors such os Corruption, dis¢rimination ond
lock of integrity domoge not only people ond Communities,
but also the orgonization itself (Lopez et al, 2009). In all of
these dis¢ussions, the importonce of ethical stondords ond
the need for ethical stondords is ¢onsidered for directing
humon behaviors (Axinn, 2004).

Ethic¢al workplace is one of the importont orgonizational
variobles which hos recently been ¢onsidered by industriol
ond orgonizational psychologists. Orgonizations use
internotionol stondords ond conventions ond orgonizational
instructions ond rules to Create ethical Climate (Goveas,
2011). By studying ond onolyzing the previous findings,
four dimensions have been identified for ethical
workploce, in¢luding responsive trust, peer behavior,
ethical soles, ond ethi¢ol norms (De-Coninck, 2011).

Organizational Commitment

Orgomizotional cCommitment is on importont o¢cupational
ond orgonizationol opprooch which has been a favorite of
mony scholars over the post yeors in the fields of
orgonizationol behavior ond psychology, partiCulorly
sociol psychology. This ofttitude hos undergone some
¢honges over the post three decodes; perhops the most
significant Chonge in this domain is related to
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multidimensional ottitude toword this ¢oncept rother thon
one-dimensionol ottitude. Monogers ore more interested in
knowing the attitudes associoted with work ond
orgonization. AcCording to studies ¢onducted in this
regord, three major ottitudes have ottracted the most
attention of scholors. These three ottitudes ore: 1) job
satisfaction; 2) job involvement; 3) orgonizationol
¢ommitment.

The lack of employee sense of belonging to the
orgonization ond insuffi¢ient precision to perform tosks ore
major problems of odministrative system. Turnover,
obsenteeism, delay, lack of parti¢ipation ond active lobor
involvement ond low level of humon resource performonce
ore the most prominent exomples of these problems, which
cause o.gop between humon resources ond orgonizations by
their odverse influene. To overCome this problem,
promoting commitment is one of the best ways.

There are mony definitions of commitment. Commitment
¢on be a kind of requirement which limits the freedom of
action. There ore mony reasons why on orgonizotion should
inCrease the level of orgomizationol commitment of its
members. First, orgonizotionol ommitment is o new
concept ond is generolly different from job involvement
ond job satisfoction. SeCond, studies have shown thot
orgonizotionol Commitment has o positive relationship
with implications su¢h os job satisfoction, presence,
orgonizationol behavior ond job performonce ond hos o
negotive relotionship with job conéentrotion tendency
(Bor-Shiuon et al., 2003).

A great deal of research indiCotes the multidimensional
noture of orgonizational commitment. Therefore,
orgonizationol Commitment is divided into different types
by different thinkers. Allen ond Meyer (1990) divide the
orgonizationol commitment into the following types:

*  Moral or ottitudinol commitment

*  Behavioral or Colculative Commitment
e Normative Commitment

Active Customer Service

To reduce their uncertainty, buyers tend to get signs obout
quality of their service. They get results about quolity
through location, people, pri¢e, equipment ond
communicotions thot they ¢on see. Hence, the tosk or
expertise of someone who provides aservice is to maoke the
servi¢e tongible. While produ¢t marketers tend to add
intongibility to the items supplied, servi¢e morketers tend
to increose tongibility of intongible items (Kotler &
Armstrong, 2010).

Satisfied Customers ore the source of Corporate profits.
Compaonies which ¢onnot keep ¢ustomers satisfied will not
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survive in the morket for a long time. Delivering top-
quolity products ond high-quolity Customer services will
Continuously create Competitive advontoges for the
¢ompony; including Competitive barriers, Customer loyolty
ond distin¢t products, lower marketing Costs, ond higher
prices. Finally, there is on ethi¢ol point obout quality;
customers ore poying us to meet their expectotions ond we
are responsible for them.

Reward

In recent yeoars, the term "Compensoation for services and
advontoges" has replaced the reword, which includes not
only compensation for services ond advontoges, but also o
sustainoble future, personal ond coareer growth
opportunities, ond a positive workplace. Employees are not
just looking for salory; instead, they ore looking for on
orgomizotion whiCh provides o sustaincble future, on
orgonization which is equipped with powerful visions of
what it wonts to ochieve ond how to ochieve it, on
orgomization which knows the way to succCess; the best
people like to work for successful orgonizations. Positive
workplace is also importont beCouse people like to work
with Colleagues ond supervisors who respect them ond
enjoy their work (Zingheim & Schuster, 2011).

Rewards in¢lude everything that employees honor in their
employment relotionship. Reward is o holisti¢ approoach
used in strategi¢ business Context, strotegi¢ humon
resources and orgonizotional Culture. Externol foctors ore
olso importont becouse they offe¢t business, humon
resources, orgonizotional commitment, ond Competition. A
new reword system, such as overoll reword, is based on the
ossumption that not everyone is like one another and they
oll do not work solely for the purpose of obtaining
moximum finoncial rewords (Azosu, 2009). While money
is Clearly on importont port of the reword, it hos
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inCreasingly been seen that more thon just ¢osh is needed to
attract ond retain Copoble people. There ore elements in
rewards, each of which includes progroms, octivities,
components ond dimensions which determine
orgomizationol strategy for oftracting, motivating ond
retaining employees. These elements are o toolbox thot on
orgonization ¢hooses to add volue to both orgonizations
ond employees (Silvermon & Reilly, 2010).

It hos been told thot tendency to pay incentive payments is
due to reCent orgonizotional chollenges; olthough success
rotes of these poayments vory from orgomization to
orgonization, they ploy on importont role in employee
motivation ond performonce (Gioncola, 2009). Humon
resource experts ond other executives have found thot o
decent reword system (o.¢ombination of monetory ond non-
monetory rewords) ¢on leod to valuoble ¢ommerciol
out¢omes, ronging from improved motivation ond job
satisfaction, employee loyalty and lobor ethics to improved
personol ond orgonizationol performonce (Henemon,
2007).

Performonce is one of the key subjects in design of reword
systems. Nevertheless, performance meoasurement
proctially seems to be amajor Challenge in reword systems
(Gibbs et al, 2011). Job performonce is defined as akind of
personol behavior to meet expectotions, orgomizotionol
regulations, ond role requirements ot the time of
membership in the orgonization (Zoheer et ol, 2008).

Conceptual Model

In this model, ethical workploce is on independent varioble
ond active customer service ond offective commitment ore
dependent variobles ond reword system policy is olso used
os mediating vorioble. The relationship between voriobles
will be examined in the form of five hypotheses.

Figure 1: Conceptual mode (Patrica et al, 2017)

Hypotheses

Hypothesis 1: ethi¢ol workplace hos o negative effect on
reward system policies.
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; Reward system
policies

. Active customer
service

) Affective
commitment
Hypothesis 1: ethi¢al workplace has a positive effect on

octive Customer service.

Hypothesis 3: ethi¢al workplace has a positive effect on
affective Commitment.
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Hypothesis 4: reword system policy hos apositive effect on
active Customer service.

Hypothesis 5: reward system poli¢y hos a negative effect
on offective Commitment.

Hypothesis 6: reword system poli¢ies mediote the
relotionship between ethiCol workplace ond octive
Customer service.

Hypothesis 7: reword system poli¢ies mediote the
relationship between ethi€ol workploe ond offective
¢ommitment.

Materials and Methods:

The methodology of this study wos desériptive (non-pilot)
ond Correlational research using structural equations,
because this study exomined the relationship between
variobles through a¢ousol model.

Statistical Population

The statistical population in¢luded 180 soles personnel of
the Refoh Choin Stores of the Fors Province, os shown in
the table below.

Sample and Sampling

Considering thot totol number of employees in the Refoh
Chain Stores wos 180, acCording to the Morgon toble,
somple size wos set ot 117. Toble 1 shows sampling method.
In this study, rondom-Cluster sompling method was used.
As rote of return of questionnoire was less thon 100%, the
number of questionnaires distributed wos 20% more thon
the minimum required; thot is, 126 questionnoires were
distributed. To reduce the rate of return, the outhor
distributed more questionnoires.

Measurement Instruments

The questionnoire wos ¢omprised of 23 questions whic¢h
in€luded the following voariobles: oftive Customer service,
ethical workploce, reword system policies, ond affective
¢ommitment, which were seleCted from previous
questionnaires (Lou, 2017). Reliobility ond validity of the
instruments were exomined using Cronboch's alpha
coeffic¢ient, Composite reliobility ond ¢onfirmatory foctor
onolysis. The results showed acCeptable reliobility ond
validity of the instruments.

Methods

First, the questions were inserted in the Google Form
online; after Contocting the Centrol store ond acquiring
permission ond ¢oordinating with finonc¢iol monogement,
the questionnoire wos given to outhorities ond then

personnel through outomotion. After 2 months, output of
the filled questionnaires was token online. Content volidity,
Confirmatory foctor omolysis, dis¢riminont volidity ond
Convergent validity were used to check validity.
Cronboch's olpha Coefficient, composite reliobility ond
averoge varionce extrocted were used to ¢heck reliobility.
To assess Content validity, the questionnoire wos submitted
to several specialist professors in the field of research to
exomine the questionnoire in terms of Content volidity.

In CFA using portiol leost squares, it is necessory to study
struCturol volidity to determine whether the morkers
¢hosen to measure the Constructs are accurate enough. That
is, foctor lood of each morker with its Construét should be
higher thon 1.96. Convergent validity wos used to ¢heck
that eoch morker hos the highest Correlotion with its
Construct compared to other Construéts. To examine this,
¢ross factor load wos used. To determine reliobility,
c¢omposite reliobility index wos used. Reliobility meons
that different respondents perceive the questions similorly.
In CFA, Composite reliobility coefficient is also used;
values above 0.6 for each Construét shows its adequote
reliobility.

Data Analysis

Descriptive and inferential tests were used to onolyze the
doto. In the descriptive port, peréentoge, meon ond stondord
deviation were used; in the inferential port, the Peorson
Correlotion test ond structurol equotions were used by
portiol leost squares (PLS). To analyze the doto, SPSS ond
PLS softwore were used.

Results

Kolmogorov-Smirnov test wos used to test normality of the
doto. Levine test wos used to evoluote ¢onvergence of the
variobles. Fornell-Lorker index wos used to exomine
diognosti¢ or discriminont validity. CV-redundoncy wos
used to evoluate quolity of the model. To test the
hypotheses, SmortPlus 2 softwoare wos used.

Hypothesis 1: ethical workplace has o negative effect on
reword system policy.

Figures 2 ond 3 show the fitted model with stondordized
coeffic¢ients and t-volues. As shown in the figure, the direct
poth Coefficient of ethical workplace ond reword system
policy is -0.382 (t=4.669); therefore, the direct poath
Coefficient is signifiCont ot 95% confidence level. Thus, it
¢on be Concluded that ethic¢ol workplace has o negotive
effe¢t on reward system poli¢y. Therefore, the first
hypothesis is confirmed.

Table 1: results of first hypothesis

Path

4] t-Value | P-Value Result

Ethical workplace — reward system policy

-0.382 | 4.669 0.01 Confirmed
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Hypothesis 2: ethi¢ol workplace hos a positive effect on
active Customer service.

Figures 2 ond 3 show the fitted model with stondordized
Coefficients ond t-volues. As shown in the figure, the direct
path Coefficient of ethi¢al workploce ond active Customer
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service is 0.465 (t=4.490); therefore, the direct poth
Coefficient is signifiont ot 95% confidence level. Thus, it
¢on be Concluded that ethi¢al workplace has o positive
effect on active Customer service. Therefore, the second
hypothesis is confirmed.

Table 2: results of second hypothesis
Path B t-Value | P-Value Result
Ethical workplace — active customer service | 0.465 | 4.490 0.01 Confirmed

Hypothesis 3: ethi¢al workploace hos o positive effect on
affective commitment.

Figures 2 ond 3 show the fitted model with stondardized
Coefficients ond t-volues. As shown in the figure, the direct
path Coefficient of ethiCal workploce ond offective

¢ommitment is 0.403 (t=4.787); therefore, the direct path
Coefficient is signifi¢ont ot 95% confidence level. Thus, it
¢on be concluded that ethi¢al workplace hos o positive
effect on affeCtive commitment. Therefore, the third
hypothesis is confirmed.

Table 3: results of third hypothesis

Path

g t-Value | P-Value Result

Ethical workplace — affective commitment

0.403 | 4.787 0.01 Confirmed

Hypothesis 4: reword system poliCy hos o positive effect
on octive Customer service.

Figures 2 ond 3 show the fitted model with stondardized
Coefficients ond t-volues. As shown in the figure, the direct
path Coeffi¢ient of reword system policy ond octive

Customer service is -0.192 (t=1.733); therefore, the direct
path Coefficient is not signifi¢ont ot 95% confidence level.
Thus, it ¢on be concluded thot reward system poli¢y has no
positive effect on active Customer service. Therefore, the
fourth hypothesis is not confirmed.

Table 4: results of fourth hypothesis

Path

g t-Value | P-Value | Result

Reward system policy — active customer service

-0.192 | 1.884 0.10 Rejected

Hypothesis 5: reword system policy hos o negative effect
on affective Commitment.

Figures 2 ond 3 show the fitted model with stondordized
Coeffic¢ients and t-volues. As shown in the figure, the direct
path Coefficient of reword system policy ond offective

¢ommitment is -0.279 (t=2.916); therefore, the direct path
Coefficient is significont at 95% confidence level. Thus, it
¢om be ¢oncluded thot rewaord system poliCy hos anegotive
effect on offective commitment. Therefore, the fifth
hypothesis is Confirmed.

Table 5: results of fifth hypothesis

Path

] t-Value | P-Value | Result

Reward system policy — affective commitment

0.279 | 2916 0.01 Confirmed

Hypothesis 6: reword system policy mediates the
relotionship between ethi€ol workplace ond octive
customer service.

Figures 2 and 3 show the fitted model with t-values. As
shown in the figure, t=1.132; therefore, the direct poth

Coeffic¢ient is not significont at 95% Confidence level. Thus,
it ¢on be Concluded that reword system poli¢y does not
mediote the relotionship between ethical workploce ond
active customer service. Therefore, the sixth hypothesis is
not ¢onfirmed.

2 Table 6: results of sixth hypothesis

Path

B | t-Value | P-Value | Result

Ethical workplace — reward system policy — active customer service | -

1.132 0.065 | Rejected

Hypothesis 7: reword system policy mediates the
relationship between ethical workplace ond offective
¢ommitment.

Figures 2 and 3 show the fitted model with t-values. As
shown in the figure, t=3.541; therefore, the dire¢t poth

www.pbr.co.in

o
Coefficient is significont ot 95% confidence level. Thus, it
¢om be concCluded that reword system policy mediotes the
relationship between ethi¢ol workploce ond offective
¢ommitment. Therefore, the seventh hypothesis is
¢onfirmed.
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Table 7: results of seventh hypothesis

Path B | t-Value | P-Value Result
Ethical workplace — reward system policy — affective commitment | - | 3.541 0.01 Confirmed

Figure 2: final model to test hypotheses with standardized coefficients
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Table 1: references used to develop the questionnaire

Variable

Reference

soCial media use at work

Cao et ol. (2016), Cited by Kononnali et ol. (2005)

Shored vision

Cao et ol. (2016), ¢ited by Chiu et ol. (2006)

Trust Coo et al. (2016), ¢ited by Levin and Cross (2004)
Network ties Cao et ol. (2016), Cited by Tsoi ond Ghoshal (1998)
Knowledge tronsfer Cao et ol. (2016), ¢ited by Dhonoroj et al. (2004)
Work performonce Coo et al. (2016), ¢ited by Kuvoas (2006)

Conclusion:

The results of stru¢tural equations in the first hypothesis
showed thot impact size of ethi¢al workplace is negotive
ond significant on reward system poliCy. Therefore, ethical
workploce hos anegative effect on reword system policies.
The results of this hypothesis are Consistent with Lou et ol.
(2017). The results of this hypothesis ore olso Consistent
with Andrews et al. (2010). According to results of this
hypothesis, it ¢on be Concluded thot if monogement
decision follows ethical stondords ond focuses more on
empothy ond less on individuol interests, then the
monogement system will not look for politi¢al work ond
will not set reword poli¢ies based on individual interests.

The results of hypothesis testing showed that impoct size of
ethi¢al workploce is positive and significont on active
Customer service. This finding is ¢onsistent with Lou et ol.
(2017). According to results of this hypothesis, when the
workploce is based on ethi¢s ond focuses more on
Colle¢tive interests rother thon individual interests, it
improves performance of people and customer needs ore
more oddressed.

www.pbr.co.in

The results of structural equations showed that impoct size
of ethical workplace is positive and significont on offective
¢ommitment; this is Consistent with Gioncola (2016) ond
Lou (2017). The results of this hypothesis show that when
orgomizational principles ond regulotions ore bosed on
principles ond regulotions of professional institutions,
others are more importont ond instrumentolism is less
importont, people will feel belonging to the compony ond
will Consider the Compony as aport of themselves.

The results of structural equations showed that impact size
of reward system poliCy is positive ond significont on
octive customer service (B=-0.192 ond t=1.733). Therefore,
it ¢on be ¢oncluded that there is no significont relotionship
between reword system policy ond octive Customer service.
The results of this finding are inconsistent with Tsoi & Tong
et ol. (2008), os this hypothesis wos not confirmed ond did
not ¢onform to previous findings.

The results of structural equations showed thot impoct size
of reword system poliy is negative ond significont on
offective commitment. The results ore Consistent with
Vigoda (2007) ond Lon (2017); thus, it ¢on be ¢oncluded
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when there is political work in the orgonization ond reword
systems are based on political work ond personal interests,
affective Commitment of employees will decreose ond
employees will not feel belonging to the orgonization.

The results of structural equations showed thot the indirect
path Coefficient of this relotionship wos not significont ot
95% confidence level; therefore reward system policies did
not mediate between ethiol workplace ond octive
Customer service. Therefore, the sixth hypothesis was not
confirmed. When collective interests prevoil in the
workploce, mediation of reword system polic¢ies does not
lead to octive Customer servi¢es. Given that the fourth
hypothesis examining the effect of reward system policy on
active Customer service wos rejected, rejection of this
hypothesis ¢on be explained by rejection of the fourth
hypothesis.

The results of structural equotions show thot the indirect
Coefficient is significont ot 95% confidence level.
Therefore, it ¢on be conc¢luded thot reword system poliCies
mediote between ethiCal workplace ond offective
¢ommitment of employees. Therefore, the seventh
hypothesis wos ¢onfirmed. The results of this hypothesis
are Consistent with Lou (2017). Therefore, when people
follow ethiCs in the orgomization ond the most importont
¢oncern of people is Collective interests, politi¢al work will
decrease in the orgomnization ond emotional involvement
will in¢reose.

Implications:

1. Prefer Collective interests to individual interests ond
set orgomizational Culture so that people poay more
ottention to ColleCtive interests. For example, pay more
attention to teom rewords.

2. Set the organizationol Culture so thot people in the
workploce cCommit to frameworks, norms ond ethics in
the orgomisation.

3. In order to inCreose collectivist Culture in the
orgomization, monogers should not pay attention to
flattering servile people to strengthen Collectivist
Culture in the orgomization.

4. To meet ethi¢s in the orgomization, monogers should
hold €ontinuous trainings in relation to professionol
business moral in the workploce.

5. Monogers should commit to ethicol fromeworks,
because people leorn from them.

6. Payment ond promotion policies should be ¢onsistent
with rise in ronk so thot employees do not feel that the
¢limate is political.

7. Since political ¢limate does not exist, payments should
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be based on performonce. AcCording to studies
¢onducted, successful orgomizations set payment ond
reword based on performonce.

8. Reduce over-Control ond bureaucracy in the
orgonization. Studies show thot more people ore
playing politically in orgomizations which have strict
rules.

9. Commit to orgonizational justice ond perceived
justice. This meons that people in the orgonizotion moy
misunderstond payments ond rewards, thus monogers
ore advised to tronsparently exploin the poyments to
others.

10. Promotion poli¢ies should be implemented so that
people do not feel the politiCal Climate in the
orgonizotion.

Limitations:

Certoinly, the main limitotion of any reseorch projecét con be
the inability to generalize the results to other stotistical
populations. The present study is not on exception to this
ond the results Connot be generalized to other populations.

Limitations on implementotion of the questionnoire in
terms of unwillingness to respond by some somple
members, the lack of adequate a¢Curaly in onswering
questions ond the bioses which some somple members moy
have in onswering some of the questions ore other
limitations of the present study.

Implications for future studies:

As noted, this study wos Carried out in the Refoh ¢hain
stores. It is suggested that the model presented in this study
be run in other ¢hain stores, Hypers ond other industries
throughout the Country ond its results be compored with the
results of this study.

The opproach of this study was quontitative. It is suggested
that future studies use a qualitative approach to provide
models for identifying reword poli¢ies ond ethical ¢limate.

Future outhors Con odd other variobles, suc¢h os
orgomizotional Commitment, leodership style, etC. to the
model ond test it.
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