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ABSTRACT
Workplace ethical practices play a critical role in shaping employee attitudes, behaviour, and productivity within organisations. Kenya Power is a key institution in Kenya’s socio-economic development through its provision of electricity services. Despite its strategic role, concerns persist regarding service delivery and operational performance, raising questions about the influence of workplace ethical practices on employee productivity. This study assessed the impact of workplace ethical practices on the productivity of call centre employees at Kenya Power. Specifically, it examined the effects of workplace fairness, management integrity, employee rights and respect, and transparency in evaluation on employee productivity. The study was anchored in Organisational Justice Theory, Social Exchange Theory, and Psychological Contract Theory. An explanatory sequential mixed-methods research design was adopted. The target population comprised 275 call centre agents working at Kenya Power’s Stima Plaza. Using Yamane’s formula, a sample of 163 respondents was selected through stratified random sampling. Workplace fairness had a positive and statistically significant effect on employee productivity (β = 0.451, p < 0.001). Employee rights and respect also had a positive and statistically significant effect (β = 0.283, p = 0.005). However, management integrity had a negative but statistically insignificant effect (β = −0.094, p = 0.441), while transparency in evaluation had a positive but statistically insignificant effect (β = 0.150, p = 0.099). The study concludes that workplace fairness and employee rights and respect are significant determinants of productivity among call centre employees at Kenya Power. It recommends strengthening workplace fairness policies, enhancing initiatives that protect employee rights and respect, and promoting ethical workplace practices to improve employee productivity and organisational performance.
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1.1 Background to the Study
Globally, organisations continue to recognise that ethical practices are important not only for compliance and corporate reputation but also for enhancing employee performance. Studies have shown that employees who perceive their organisations as fair and ethical are more likely to demonstrate higher levels of engagement, commitment, and productivity (Colquitt et al., 2001). The relationship between workplace ethical practices and employee productivity is explained by theories such as Organisational Justice Theory, Social Exchange Theory, and Psychological Contract Theory, which suggest that employees respond positively when they perceive fairness, integrity, and respect in the workplace.
Recent evidence from state-owned enterprises indicates that ethical leadership can strengthen the positive contribution of employees’ ethical behaviour to job performance, underscoring the relevance of integrity-based management in public organisations (Dogbe et al., 2024). Research on electronic performance monitoring further shows that employees’ fairness perceptions can mediate the relationship between monitoring and individual performance, which supports the importance of fair and transparent evaluation processes (Soomro et al., 2025).
In Africa, studies have highlighted growing concern about workplace ethical practices and employee well-being in customer-service environments. In South Africa, demanding performance targets and excessive monitoring have been associated with employee strain and turnover intentions (Visser & Rothmann, 2008; Harry, 2021). Similar findings have been reported in other developing economies, where workplace conditions significantly influence employee motivation and productivity. These findings demonstrate the importance of creating ethical work environments that balance organisational objectives with employee welfare.
In a state-owned electricity enterprise, work discipline and leadership style were positively associated with employee performance, providing contextual support for examining workplace practices in public utility organisations (Haeruddin et al., 2025).
In Kenya, workplace ethical practices continue to attract attention among both public and private sector organisations. The increasing emphasis on accountability, fairness, employee rights and good governance has heightened the need for organisations to establish ethical workplace environments that promote productivity. Research by Mwendwa (2017) found that employees in Kenya Power’s call centre experience significant work pressures arising from customer demands and operational challenges. Such pressures may influence employee productivity depending on how workplace ethical practices are implemented and perceived by employees.
Evidence from a public-sector educational setting also indicates that integrity-driven leadership, particularly ethical conduct and consistency in decision-making, is associated with supportive work-life balance initiatives (Cabales & Baguio, 2025). Ethical leadership has also been linked to lower perceptions of organisational politics and stronger experiences of meaningful work, suggesting that management integrity may influence employee outcomes through workplace perceptions (Mosquera et al., 2025).
Workplace ethical practices have increasingly become critical determinants of employee productivity and organisational performance worldwide. Organisations that promote fairness, integrity, respect for employee rights, and transparency in decision-making often experience higher levels of employee commitment, job satisfaction, and productivity. Ethical workplace environments foster trust between employees and management, enhance motivation, and encourage positive work behaviours that contribute to improved organisational outcomes. Conversely, unethical workplace practices are associated with employee dissatisfaction, low morale, reduced productivity, absenteeism, and high turnover rates (Qamar & Tanwar, 2021).
1.2 Statement of the Problem
Employee productivity is a critical determinant of organisational performance, service quality, and customer satisfaction, particularly in service-oriented organisations such as call centres. Workplace ethical practices, including fairness, management integrity, employee rights and respect, and transparency in evaluation processes, have been identified as important factors influencing employee attitudes, motivation, and productivity. Organisations that promote ethical workplace environments are more likely to experience stronger employee commitment, improved job performance, and enhanced service delivery, whereas unethical practices often result in low morale, job dissatisfaction, and reduced productivity (Qamar & Tanwar, 2021).
Several studies have examined the relationship between workplace ethical practices and employee outcomes. For instance, Mutegi et al. (2023) investigated workplace safety, Owino et al. (2019) examined performance management systems, and Unegbu and Achara (2023) focused on employee rights and respect. These studies generally established that ethical workplace practices positively influence employee attitudes and organisational outcomes. However, most were conducted in different organisational settings and examined individual ethical dimensions separately. Consequently, limited empirical evidence exists on the combined influence of workplace fairness, management integrity, employee rights and respect, and transparency in evaluation on employee productivity within public-sector call centres.
Although previous studies have examined workplace ethics and employee performance in different sectors, little empirical evidence exists on how workplace ethical practices collectively influence employee productivity within Kenya Power’s call centre environment. Furthermore, the influence of transparency in employee evaluation systems within highly monitored work environments remains inadequately explored. This creates a knowledge gap concerning the extent to which workplace ethical practices contribute to employee productivity in public utility organisations.
Therefore, this study sought to assess the influence of workplace fairness, management integrity, employee rights and respect, and transparency in evaluation on the productivity of call centre employees at Kenya Power. The findings are expected to provide empirical evidence that can support the development of ethical workplace practices aimed at improving employee productivity, service delivery, and organisational performance within Kenya Power and similar public-sector institutions.
1.3 Purpose of the Study 
1.3 Purpose of the Study
The purpose of this study was to assess the influence of workplace ethical practices on the productivity of call centre employees at Kenya Power. Specifically, the study sought to examine how workplace fairness, management integrity, employee rights and respect, and transparency in evaluation influence employee productivity. It further sought to generate empirical evidence that could inform ethical management practices aimed at enhancing employee performance, service delivery, and organisational effectiveness within public utility institutions.
1.4 Research Objectives
1.4.1 General Objective
To assess the influence of workplace ethical practices on the productivity of call centre employees at Kenya Power.
1.4.2 Specific Objectives
The specific objectives of the study were:
1. To determine the influence of perceived workplace fairness on the productivity of call centre employees at Kenya Power.
2. To determine the influence of management integrity on the productivity of call centre employees at Kenya Power.
3. To determine the influence of employees’ rights and respect on the productivity of call centre employees at Kenya Power.
4. To determine the influence of transparency in evaluation on the productivity of call centre employees at Kenya Power.
2.0 Literature Review
2.1 Critical Review of Empirical Studies and Research Gaps
This section critically examines empirical studies on the ethical factors influencing employee productivity, focusing on four key dimensions: workplace fairness, management integrity, employees’ rights and respect, and transparency in evaluation. Drawing on local and international evidence, the review highlights how each factor shapes productivity outcomes in diverse organisational contexts, identifies methodological and contextual gaps, and evaluates the relevance of existing findings to Kenya’s public-sector call centre environment. The synthesis contextualises current knowledge and establishes the foundation for the present study’s contribution to addressing the identified gaps.
2.1.1 Workplace Fairness and Productivity
The link between workplace fairness and employee productivity is especially critical in highly monitored, labour-intensive sectors such as call centres. Cohen-Charash and Spector (2001) demonstrated that distributive, procedural, and interactional justice are related to important employee attitudes and performance outcomes. Similarly, Colquitt et al. (2001) found robust relationships between organisational justice dimensions and job satisfaction, commitment, and performance. Mulgund (2022) further reinforced this relationship by showing how distributive and procedural justice support fairness in the workplace. Collectively, the evidence underscores a vital principle: employees who perceive workplace processes and rewards as fair are more motivated to work diligently and support organisational objectives. This is particularly important in call centre environments, where perceived injustice can rapidly diminish morale and engagement.
Structural elements of organisational justice, such as involving employees in decisions and maintaining transparent communication, are critical to productivity. Zainuddin and Isa (2019) found that participatory budgeting supported by open dialogue increases perceived fairness and improves performance. This indicates that inclusion in organisational processes builds a sense of ownership and fairness, thereby increasing engagement. Similarly, Mubashar et al. (2022) showed that organisational justice strengthens employee engagement through organisational trust, an insight that is particularly relevant to traditionally top-down sectors such as utilities. Therefore, integrating fairness into an organisation’s structural design, beyond interpersonal dynamics, yields important motivational benefits.
Electronic performance monitoring (EPM) has a dual effect on performance that is shaped significantly by perceptions of fairness in its design and implementation (Ravid et al., 2023). When EPM systems include clear rationales, meaningful feedback, and opportunities for employee participation, they can enhance productivity. Conversely, unfair or poorly communicated monitoring can lead to stress and declining performance (Ravid et al., 2023). Evidence further indicates that fairness perceptions can mediate the relationship between electronic monitoring and individual performance (Soomro et al., 2025). Likewise, among food-delivery couriers in Finland, algorithmic management was associated with psychosocial strain and reduced worker control (Mbare et al., 2024).
Meta-analytic evidence shows that procedural, distributive, and interactional justice are associated with important employee attitudes and performance outcomes (Cohen-Charash & Spector, 2001). While cross-regional evidence consistently highlights the critical role of fairness in EPM, its specific effects within high-pressure public utility environments remain underexplored. This study addresses that gap by examining how fairness perceptions influence key performance indicators, such as handling time, resolution quality, and overall productivity, within Kenya Power’s call centre.
Mutegi et al. (2023) examined the effect of workplace safety on employee productivity in manufacturing firms in Kenya. The study adopted a cross-sectional survey design guided by a positivist research philosophy. A sample of 124 firms distributed across the 14 manufacturing subsectors was obtained. Multiple regression results established that workplace safety significantly affected employees’ productive time, value added, and degree of task accomplishment. The previous study was based on Kenyan manufacturing firms, whereas the present study focused on Kenya Power’s call centre. In addition, the previous study employed a cross-sectional survey design, while the present study adopted an explanatory sequential mixed-methods design.
2.1.2 Management Integrity and Employee Productivity
The relevance of management integrity to productivity in utility-based call centres is evident in research on organisations with similar structural and functional profiles. For example, Nur Susanto et al. (2023) demonstrated that discipline and integrity significantly improved performance among Telkom employees in Indonesia, a context comparable to Kenya Power. This suggests that, in service-intensive and target-driven environments, managerial behaviour influences not only policy compliance but also the energy, efficiency, and morale of frontline employees. Similarly, Chansanam et al. (2020) emphasised that when managers demonstrate high moral standards and effective communication, which are hallmarks of integrity, employee productivity increases and turnover decreases. These findings reinforce the argument that integrity enhances individual performance and organisational stability through improved retention.
Saragi et al. (2023) showed that integrity, together with organisational culture and employee engagement, predicted 79.8% of performance outcomes in a banking environment. These findings imply that integrity is a foundational trait that strengthens the effectiveness of other interventions. In utility companies such as Kenya Power, where employee engagement and system efficiency are intertwined, integrity-driven leadership can connect various productivity-enhancing strategies.
Meta-analytic evidence indicates that ethical leadership is generally associated with beneficial employee attitudes and performance outcomes (Bedi et al., 2016). This relationship is important in call centres, where agents often need discretion when handling complex customer issues. Research also shows that ethical leadership can improve employee performance through leader–member exchange, self-efficacy, and organisational identification (Walumbwa et al., 2011). In Asian frontline services, ethical leadership enhances post-incident recovery and performance, particularly when combined with organisational virtuousness and employee mindfulness (Ma et al., 2022). Sub-Saharan African evidence similarly indicates that ethical leadership strengthens the positive relationship between employee ethical behaviour and performance in state-owned enterprises (Dogbe et al., 2024). Research at Kenya Power has linked strategic planning with service delivery (Wanjiku & Njuguna, 2024), yet no study has tested whether supervisor-level integrity buffers the productivity costs of monitoring in call centres. Overall, integrity appears to be an important moderator in service contexts, but its role within EPM-intensive, performance-pressured public utilities remains untested. This study examined whether ethical leadership mitigates potential productivity erosion associated with surveillance, particularly under the dual pressures of outages and public scrutiny.
Owino et al. (2019) used a descriptive cross-sectional design to examine the influence of performance management systems on employee productivity in county referral hospitals in Kiambu County. The aspects investigated included planning, appraisal, feedback, and reward. Proportionate stratified sampling was used to obtain 310 respondents. Performance management systems had a significant and positive influence on employee productivity. Whereas Owino et al. (2019) used a descriptive cross-sectional design in county referral hospitals, the present study adopted an explanatory sequential mixed-methods design in Kenya Power’s call centre.
Cheruiyot et al. (2024) determined the effect of information management practices on the performance of Kenya Power and Lighting Company Limited. A cross-sectional research design was used. The target population consisted of 98 employees from various departments at Kenya Power’s headquarters in Nairobi. The study employed a census approach that included all members of the target population in the data-collection process. The analysis revealed a statistically significant positive relationship between information management practices and organisational performance. The previous study used a cross-sectional design and involved 98 employees from various departments at Kenya Power’s headquarters, whereas the present study adopted an explanatory sequential mixed-methods design and selected 163 call centre employees at Stima Plaza.
2.1.3 Employees’ Rights and Respect Impact on Productivity
Further evidence on the influence of employee rights on productivity comes from Umamaheswari and Ramesh (2022), who studied how labour enactments support job security, fair remuneration, and improved working environments. Their findings echo those of Arimie and Oronsaye (2020), who highlighted that respect for employees’ psychological needs increases job satisfaction and organisational performance. These studies collectively affirm that policy-level interventions and organisational culture must work together to promote employee rights and productivity.
The literature identifies employee well-being and engagement as significant factors in productivity. Krekel et al. (2019) and Darmawati et al. (2024) showed that satisfied employees are more productive and loyal and contribute to profitability. Similarly, psychological safety, defined by Almahri and Abd Wahab (2023) as the ability to express oneself without fear, is strongly linked to innovation, risk-taking, and performance. These findings are complemented by Irene (2021), who noted that engaged employees enhance organisational output and customer satisfaction. Collectively, these studies underscore the psychological dimensions of respect as pivotal to productivity.
Motivation through respect and recognition is a recurrent theme. Srivastava and Agarwal (2024) and Sabir (2017) found that acknowledging employee efforts and fostering meaningful work significantly influence productivity. Awan and Tahir (2015) added that a supportive environment, characterised by strong interpersonal relationships and fair workloads, strengthens this effect. These findings suggest that fostering a respectful and appreciative work culture is not merely ethical but also strategic.
Respecting employee rights and dignity is a proven driver of productivity. Whether achieved through policy, representation, or daily interactions, fair treatment yields measurable performance gains. Conversely, indignities such as unstable schedules or intrusive monitoring harm outcomes, as evidenced by poorer health and well-being among service-sector workers with unstable schedules (Schneider & Harknett, 2019), the social and privacy risks of connected workplace surveillance (Mettler, 2024), and negative employee reactions to AI-supported career-development decisions (Köchling et al., 2024). Despite Kenya Power’s public-facing emphasis on respect (Matayen, 2023), the effect of its internal climate of respect on productivity is unknown. Although global evidence is clear, data from Kenya’s utility call centres are limited. This study tested whether a respectful management climate reduces turnover and improves call-handling performance.
Kamaan (2016) established the performance appraisal methods and techniques applied by Kenya Power and examined their relationship with employee productivity. A descriptive study design was used. The population comprised all Kenya Power employees in Kenya, while the target population consisted of 545 employees at Kenya Power’s headquarters at Stima Plaza, Nairobi. A sample of 56 respondents was selected through stratified sampling. The data were analysed using descriptive statistics and correlation analysis. The findings established that performance appraisal at Kenya Power was positively related to employee productivity. The previous study used a descriptive design, whereas the present study adopted an explanatory sequential mixed-methods design.
Unegbu and Achara (2023) examined the relationship between employee rights and respect and employee commitment in telecommunications companies in Port Harcourt. A cross-sectional survey was conducted among a population of 174 employees from four selected companies. A sample of 120 employees was drawn using stratified random sampling. The data were analysed using Spearman’s rank-order correlation and partial correlation. The findings revealed that employee rights and respect were positively and significantly related to affective and normative commitment. The previous study focused on Nigerian telecommunications companies in Port Harcourt, whereas the present study focused on Kenya Power’s call centre. In addition, the previous study used a cross-sectional survey, while the present study adopted an explanatory sequential mixed-methods design.
2.1.4 Transparency in Evaluation and Productivity
Transparency in employee evaluation plays a critical role in enhancing managerial accountability and accurate differentiation among employees, which can improve productivity. The effect of pay transparency on productivity depends significantly on the perceived fairness of the disclosed information. Gutierrez et al. (2025) found that transparency can enhance productivity among employees who perceive their compensation as fair or above average, but it can demotivate those who feel undercompensated. Similarly, Cullen (2023) noted that vertical pay transparency, such as disclosing salaries across job levels, improves productivity, whereas horizontal transparency may induce harmful peer comparisons and reduce motivation. These studies emphasise that transparency must reveal equitable, rather than merely equal, treatment to have a consistently positive effect. Therefore, equity in evaluation outcomes is central to realising the motivational benefits of transparency.
When transparency is integrated into feedback systems and goal-setting, it enhances employee motivation and productivity. Vidya and Chandana (2023) showed that transparent, target-based performance appraisal systems lead to higher productivity through goal alignment and continuous feedback. Naga (2023) similarly reported that clear communication of evaluation results improves employee engagement and motivation by clarifying expectations and reinforcing fairness. These findings suggest that transparency strengthens feedback loops and enables employees to understand how their efforts contribute to organisational success. In turn, this alignment fosters intrinsic motivation and improved performance, highlighting the strategic value of transparent appraisal systems.
Transparent evaluation processes that emphasise procedural, distributive, and interactional fairness create trust and positively influence productivity. Uzochukwu et al. (2024) revealed that all three forms of fairness significantly affected employee productivity in Nigerian regulatory agencies. Similarly, Ugoani (2020) found a strong positive correlation between performance appraisal and productivity in charitable organisations when employees viewed evaluations as fair. Moreover, Odunayo (2022) and Yunitasari et al. (2021) supported the link between transparent performance evaluations and productivity in the banking and manufacturing sectors, respectively. These studies confirm that perceived fairness, reinforced by transparency, leads to greater employee trust and improved performance outcomes.
Despite its benefits, transparency in evaluation can produce negative effects, particularly when it triggers social comparison or conformity. Fahn and Zanarone (2021) warned that transparency may necessitate an ‘envy premium’ because of peer comparisons, potentially eroding organisational profitability. Bennedsen et al. (2019) observed that, although gender pay-gap transparency reduced wage disparities, it also led to a decline in firm productivity. Shang et al. (2020) highlighted how high performance transparency may neutralise the performance-enhancing effects of group identity by fostering conformity. These findings suggest that transparency must be carefully managed to avoid undermining morale or reducing performance differentiation. Thus, although transparency can enhance productivity, poor implementation may lead to envy, dissatisfaction, and stagnation.
The absence of transparency in evaluations leads to distrust and low productivity. Zhang et al. (2025) found that employees in business process outsourcing companies were demotivated by unclear evaluation systems, uncommunicated results, and ineffective feedback. Singh and Pandey (2023) also showed that vague performance reviews result in employee discontent and higher turnover. This aligns with Mollel et al. (2017), who reported that feedback and recognition are critical to productivity, whereas the absence of transparent systems undermines performance. These studies reinforce the idea that, without transparency, performance evaluations lose their utility as tools for motivation and growth. Thus, opacity in evaluation erodes employee morale and suppresses organisational productivity.
Research on AI-supported career-development decisions shows that opaque or exclusively automated evaluations can reduce perceived fairness and increase turnover intentions (Köchling et al., 2024). Clear human oversight can restore trust and motivation. An OECD employer survey further emphasises the importance of transparency and accountability in algorithmic management (Milanez et al., 2025). In Kenya Power, Kamaan (2016) found that communication, perceived fairness, and bias were important concerns in performance appraisal. Nevertheless, the empirical relationship between appraisal transparency and productivity in real-time Kenyan utility call centres remains insufficiently mapped. This study addressed that empirical gap.
Masimane et al. (2022) investigated the effect of relational transparency on the performance of employees in commercial banks in Kenya. A cross-sectional descriptive research design was used. The population comprised 31,605 employees from 38 commercial banks in Kenya, and a sample of 395 respondents was obtained through proportionate stratified sampling. The results showed that relational transparency had a statistically significant influence on employee performance. The previous investigation focused on employees of commercial banks in Kenya and used a cross-sectional descriptive design, whereas the present study focused on Kenya Power’s call centre and adopted an explanatory sequential mixed-methods design.
Kasina (2024) examined how transparency in evaluation within the appraisal system influenced job satisfaction using a descriptive research design. Stratified random sampling was used to select 307 respondents from a target population of 1,315 managers, supervisors, and employees. The data were analysed using descriptive statistics, Pearson correlation, and multiple linear regression. The study concluded that transparency in evaluation is important in shaping job satisfaction at the Kenya National Highways Authority. Whereas Kasina (2024) focused on the Kenya National Highways Authority, the present study focused on Kenya Power’s call centre. In addition, the previous study used a descriptive research design, while the present study adopted an explanatory sequential mixed-methods design.
2.2 Critical Review of Theories and Gaps in Theories
Organisational Justice Theory, initially developed by Greenberg (1987) and later expanded by Colquitt et al. (2001), posits that employees’ perceptions of fairness influence their attitudes and behaviours at work. The theory is organised around three main dimensions: distributive justice (fairness of outcomes), procedural justice (fairness of processes), and interactional justice (fairness in interpersonal treatment). Its strength lies in robust empirical support linking perceptions of fairness to job satisfaction, commitment, and productivity (Cohen-Charash & Spector, 2001; Colquitt et al., 2001). However, a noted limitation is that it traditionally focuses on justice perceptions without fully integrating broader organisational culture or leadership attributes, such as management integrity, which recent studies suggest are critical in shaping these perceptions (Brown et al., 2005). Additionally, the theory does not explicitly address the effects of transparency in performance evaluation systems, which can reinforce or undermine trust and motivation (Fahn & Zanarone, 2022). Organisational Justice Theory can be used independently to understand fairness dynamics but is often complemented by other theories to address its limitations.
Social Exchange Theory, developed by sociologists George Homans (1958) and Peter Blau (1964), explains social behaviour through reciprocal exchanges in which mutual benefits sustain relationships. In organisational contexts, it suggests that fair treatment and respect from employers elicit employee loyalty and enhanced engagement (Cropanzano & Mitchell, 2005). The theory’s strength lies in framing motivation as a relational process grounded in reciprocity, making it useful for explaining employee responses to ethical management practices. Nonetheless, it has limitations in capturing the complex emotional and psychological stresses experienced in high-pressure environments such as call centres (Lewig & Dollard, 2003). Moreover, it gives less attention to formal institutional factors, such as employee-rights policies and mandated transparency, which influence exchange relationships at the organisational level. Social Exchange Theory is best applied alongside other theories to account for both interpersonal and structural dimensions affecting productivity.
Psychological Contract Theory, developed by Denise Rousseau (1989), focuses on the unwritten and implicit agreements between employees and employers concerning mutual expectations and obligations. The theory emphasises how breaches or fulfilment of these psychological contracts influence employee motivation, trust, and performance (Guest, 2004; Yu, 2024). Its key strength is its emphasis on subjective perceptions and emotional responses to organisational practices, making it highly relevant to understanding employee reactions to management integrity and respect for rights. However, Psychological Contract Theory presents challenges in operationalisation for practical management interventions and lacks a comprehensive focus on formal transparency mechanisms or explicit organisational policies (Guest, 2004). It is most effective when integrated with other frameworks that address formal structures and procedures.

3.0 Methodology
3.1 Research Design
An explanatory sequential mixed-methods design consisting of two distinct phases, namely a quantitative phase and a qualitative phase, was adopted (Creswell, 2014). The study was conducted at Kenya Power’s head office at Stima Plaza in Nairobi, Kenya. It focused on two groups of participants. The first group comprised 275 call centre agents employed at Stima Plaza, who represented the main population for the quantitative strand. These employees were directly involved in customer interaction and service delivery, making them suitable respondents for the structured questionnaire. The second group consisted of supervisors and team leaders within the call centre. Although smaller, this group provided essential managerial perspectives on ethical practices and organisational processes. The quantitative sample was drawn from the 275 call centre employees working at Kenya Power’s customer call centre in Nairobi.
Yamane’s formula considers the desired level of precision or margin of error and the confidence level, thereby ensuring an appropriate balance between accuracy and practicality when determining the sample size (Yamane, 1967).
𝑛 = 𝑁/1 + 𝑁𝑒2
Where n is the desired sample size when the population is fewer than 10,000.
N is the population size at the 5% level of significance.
e is the level of precision or sampling error, that is, 0.05.
𝑛 = 275/1 + 275(0.05)2 = 163
A sample of 163 respondents, representing more than 30% of the total population, was selected. This proportion aligns with the recommendation of Mugenda and Mugenda (2003) that a sample of between 10% and 30% is generally acceptable for descriptive studies, particularly when the population is relatively homogeneous. Stratified random sampling was used to ensure representation across important demographic and occupational categories, namely gender, age group, years of service, and job rank. Within each stratum, simple random sampling was applied to select the required respondents. This approach ensured that the sample reflected the diversity of the call centre workforce while reducing selection bias and improving the reliability of the findings.
For the qualitative strand, a smaller purposive sample was selected from among supervisors and team leaders working in the call centre. This group was important because it provided managerial perspectives that complemented the frontline experiences of the call centre agents. The Kenya Power call centre at Stima Plaza had an estimated 10 supervisors and 6 team leaders. From this population, the study purposively selected 4 supervisors and 3 team leaders, making a total of 7 qualitative participants. This number was considered sufficient to provide diverse insights while maintaining the feasibility of in-depth interviews. Purposive sampling was appropriate because it deliberately targeted individuals with direct managerial responsibilities and experiential knowledge of the ethical practices under investigation.
4.0 Results and Discussions
4.1 Correlation Analysis
Correlation analysis is an inferential method used to assess the level of association between explanatory variables and a dependent variable.
Table 1 Correlation results
	
	Employees Productivity
	Workplace fairness
	Management integrity
	Employees’ rights and respect
	Transparency in evaluation

	Employees Productivity
	Pearson Correlation
	1
	
	
	
	

	
	Sig. (2-tailed)
	
	
	
	
	

	Workplace fairness
	Pearson Correlation
	.645
	1
	
	
	

	
	Sig. (2-tailed)
	.000
	
	
	
	

	Management integrity
	Pearson Correlation
	.555
	.771
	1
	
	

	
	Sig. (2-tailed)
	.000
	.000
	
	
	

	Employees’ rights and respect
	Pearson Correlation
	.586
	.630
	.724
	1
	

	
	Sig. (2-tailed)
	.000
	.000
	.000
	
	

	Transparency in evaluation
	Pearson Correlation
	.522
	.593
	.647
	.585
	1

	
	Sig. (2-tailed)
	.000
	.000
	.000
	.000
	


Source: Field Survey (2026)
As Table 1 shows, the relationship between employee productivity and workplace fairness was positive and statistically significant (r = .645, p < .001). This means that equality in job distribution, promotion, and disciplinary measures was strongly associated with increased productivity among Kenya Power call centre employees. Employees who perceive that they are treated fairly in organisational processes are more likely to demonstrate greater commitment, efficiency, and job performance.
The findings also indicate a moderate, positive, and statistically significant correlation between employee productivity and management integrity (r = .555, p < .001). This implies that integrity, ethical leadership, and consistency in managerial judgement play an important role in developing productive employee behaviour. Within Kenya Power, management integrity may foster trust and reduce counterproductive work behaviour, thereby increasing productivity. This finding is consistent with Brown et al. (2005), who established that ethical leadership predicts important employee outcomes through social learning and value congruence.
A moderate, positive, and statistically significant correlation was also identified between employee productivity and employee rights and respect (r = .586, p < .001). This indicates that employee dignity, freedom from harassment, and recognition of fundamental workplace rights are important factors in enhancing productivity in a call centre setting. Respectful treatment improves psychological safety and motivation, which can contribute to improved service delivery and performance. This interpretation is consistent with Almahri and Abd Wahab (2023), who linked psychological safety with employee productivity.
Table 1 also indicates a moderate, positive, and statistically significant correlation between employee productivity and transparency in evaluation (r = .522, p < .001). This implies that higher productivity among employees in Kenya Power’s call centre is associated with clear, open, and objective performance appraisal mechanisms. Openness in appraisal can minimise perceptions of bias and favouritism, thereby encouraging employees to perform better. This finding is consistent with Kamaan (2016), who reported a positive relationship between performance appraisal and employee productivity at Kenya Power. The correlation findings indicate that workplace ethical practices are strongly associated with employee productivity at Kenya Power. However, statistically significant associations do not establish causality. Regression modelling was therefore used to determine the extent and direction of the effect of each ethical practice on employee productivity.
4.6 Regression Analysis	
Regression analysis estimates the magnitude and direction of the effect of one or more explanatory variables on a dependent variable.
Table 2 Model Summary
	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.695a
	.482
	.465
	.46101


Source: Field Survey (2026)
Table 2 presents the multiple regression model analysing the effects of workplace fairness, management integrity, employee rights and respect, and transparency in evaluation on employee productivity in Kenya Power’s call centre. The predictors had a strong collective relationship with the dependent variable (R = 0.695). The coefficient of determination (R² = 0.482) indicates that workplace ethical practices explained approximately 48.2% of the variation in call centre employee productivity. Given the sample size and number of predictors, the adjusted R² of 0.465 provides a more conservative estimate of model fit and indicates substantial, although not complete, explanatory power. Properly implemented workplace ethical practices may therefore enhance employee efficiency, commitment, and overall productivity at Kenya Power, while other factors not included in the model may also influence productivity.
Table 3 Model Summary
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	23.580
	4
	5.895
	27.737
	.000b

	
	Residual
	25.291
	119
	.213
	
	

	
	Total
	48.871
	123
	
	
	


Source: Field Survey (2026)
Table 3 presents the ANOVA results for the regression model, which was statistically significant (F = 27.737, p < .001). This indicates that the combined effects of workplace fairness, management integrity, employee rights and respect, and transparency in evaluation were significant in explaining employee productivity in Kenya Power’s call centre. The F-statistic demonstrates the overall usefulness of the model and suggests that implementing and reinforcing ethical workplace practices can contribute to improvements in employee effectiveness, commitment, and productivity in the public utility sector.
Table 4 Coefficients Results
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.672
	.310
	
	2.165
	.032

	
	Work Fairness
	.369
	.087
	.451
	4.243
	.000

	
	Management Integrity
	-.082
	.107
	-.094
	-.773
	.441

	
	Employee Rights and Respect
	.316
	.111
	.283
	2.859
	.005

	
	Transparency in Evaluation
	.147
	.089
	.150
	1.663
	.099


Source: Field Survey (2026)
The results presented in Table 4 show that the constant term was positive and statistically significant (B = .672, p = .032). This indicates a baseline level of employee productivity when the ethical-practice predictors are held at zero. The result provides the intercept required for the regression specification.
As shown in Table 4, workplace fairness had a positive and statistically significant effect on employee productivity (β = .451, p < .001). This finding indicates that employees who perceive greater fairness in workplace processes, resource allocation, promotion, and treatment are more likely to demonstrate higher levels of productivity.
The finding indicates a positive relationship between employees’ perceptions of workplace fairness and productivity. A greater degree of workplace fairness was associated with increased productivity, and workplace fairness was the strongest predictor among the factors considered. This finding is important because it identifies workplace fairness as a major productivity driver in Kenya Power’s call centre. Fair treatment can foster workplace trust, and employees who receive such treatment are less likely to doubt organisational decisions. The finding is supported by Cohen-Charash and Spector (2001) and Colquitt et al. (2001), who reported positive relationships between distributive and procedural justice and employee attitudes and performance.
As shown in Table 4, management integrity had a negative but statistically insignificant effect on employee productivity (β = −.094, p = .441). This suggests that, although management integrity is important for promoting trust and ethical leadership, it did not independently predict employee productivity within Kenya Power’s call centre environment.
This finding implies that Kenya Power can improve employee productivity by strengthening workplace fairness practices. Fair work allocation, equitable promotion opportunities, consistent policy application, and transparent organisational procedures can enhance employee motivation and commitment. The finding supports Organisational Justice Theory, which posits that employees who perceive fairness in the workplace are more likely to demonstrate positive work attitudes and higher productivity.
According to Table 4, employee rights and respect had a positive and statistically significant effect on employee productivity (β = 0.283, p = 0.005). The finding suggests that employees who feel respected, protected, and valued in the workplace are more likely to demonstrate higher levels of productivity.
This implies that efforts to strengthen respect for employee dignity, voice, safety, and grievance-handling systems can produce substantive productivity benefits. The conclusion is consistent with Social Exchange Theory and Psychological Contract Theory, on which the study was based. It is also consistent with empirical evidence indicating that respect-based ethical climates can mitigate burnout and improve performance in high-pressure service settings. Heinz et al. (2020) and Schneider and Harknett (2019) similarly emphasised that adverse employer practices and unstable work arrangements can undermine productivity and worker well-being.
As presented in Table 4, transparency in evaluation had a positive but statistically insignificant effect on employee productivity (β = 0.150, p = 0.099). This implies that, although employees value transparent evaluation systems, their direct influence on productivity may depend on how evaluation outcomes are implemented and used within the organisation. This result may reflect concerns about the credibility and practicality of appraisal systems, particularly when assessment results are not clearly linked to rewards, promotions, and developmental opportunities. The observation aligns with Zhang et al. (2025) and Kasina (2024), who indicated that transparent appraisal systems may fail to promote productivity when employees perceive politicisation, inconsistency, or inadequate managerial follow-through. Conversely, the result differs from Yunitasari et al. (2021) and Zainuddin and Isa (2019), who found that procedural transparency in performance evaluation and budgeting positively affects employee performance by strengthening perceptions of fairness and trust in management. These findings support the theoretical proposition that open appraisals can reinforce the psychological contract and promote reciprocal effort among employees.
5.0 Conclusion and Recommendations
5.3 Conclusion
The study concluded that workplace fairness had a positive and statistically significant influence on employee productivity among call centre employees at Kenya Power. Employees who perceived fairness in organisational processes, treatment, and decision-making were more likely to demonstrate higher productivity. The findings confirm that workplace fairness is an important ethical mechanism that motivates employees and improves performance in high-pressure call centre conditions. The study also concluded that management integrity had a negative but statistically insignificant influence on employee productivity. Although management integrity remains important in promoting trust and ethical leadership, its influence on productivity may be indirect and may operate through other workplace ethical practices.
The study concluded that employee rights and respect had a positive and statistically significant influence on employee productivity. Employees who felt respected, protected, and valued in the workplace were more likely to demonstrate higher levels of commitment, engagement, and performance. Making employees feel respected, valued, and appreciated is therefore an important determinant of performance because it encourages greater engagement, commitment, and effort among call centre employees.
The study also analysed the effect of transparency in evaluation on employee productivity and found a positive but statistically insignificant influence. Although transparent evaluation systems contribute to perceptions of fairness and accountability, their direct influence on productivity appears to depend on the presence of other supportive workplace ethical practices. Their effectiveness may therefore depend on the extent to which other ethical practices are consistently implemented in the workplace.
Overall, the study concludes that workplace ethical practices influence employee productivity within Kenya Power’s call centre. Among the ethical dimensions examined, workplace fairness and employee rights and respect emerged as the strongest predictors of productivity, indicating that employees perform better when they experience fair treatment, dignity, inclusion, and respect. Although management integrity and transparency in evaluation did not have statistically significant direct effects on productivity, they remain important components of an ethical organisational environment because they promote trust, accountability, and confidence in management processes. Ethical workplace practices should therefore be viewed not merely as compliance requirements but as strategic tools for enhancing employee motivation, commitment, well-being, and organisational performance.
The findings support the theoretical foundations underpinning the study. The significant influence of workplace fairness supports Organisational Justice Theory, which argues that employees become more motivated and productive when they perceive fairness in organisational procedures, outcomes, and interpersonal treatment. Similarly, the positive influence of employee rights and respect supports Social Exchange Theory, which suggests that employees reciprocate positive organisational treatment through increased commitment, loyalty, and performance. The findings also indicate that an ethical workplace environment contributes positively to employee attitudes and productivity. Consequently, the study confirms the relevance of these theoretical perspectives in explaining employee behaviour within public-sector call centre environments.
For Kenya Power, the key implication is that ethical workplace practices should be viewed as strategic management tools for enhancing employee productivity and service delivery, rather than merely as compliance requirements. Employees perform better when they feel fairly treated, respected, heard, and supported. Management should therefore prioritise the institutionalisation of ethical workplace practices as part of its broader strategy for improving operational performance, employee well-being, and customer satisfaction.
 5.4 Recommendations
Based on the empirical findings, several recommendations are made for the variables examined. Kenya Power should institutionalise and consistently implement workplace fairness policies across all call centre functions. This can be achieved by developing clear policies for fair work distribution, recognition, and decision-making. Regular training on fairness and ethical behaviour should be provided to ensure that managers and supervisors consistently apply these principles and understand that fairness directly enhances employee motivation and output.
Kenya Power should reinforce measures that indirectly encourage ethical behaviour and integrity by cultivating a strong workplace culture. Such measures may include mentorship programmes, ethical leadership sessions, and feedback mechanisms that link integrity with practices such as fairness and respect. Integrity should be developed within a holistic ethical system rather than treated as an isolated solution.
The organisation should focus on policies and initiatives that protect and promote employee rights so that staff feel respected and valued. These measures include establishing sound grievance procedures, providing regular training on employee rights, recognising and encouraging respectful relationships, and creating a conducive work environment. Such interventions are essential for maintaining high levels of performance and engagement among call centre staff.
Kenya Power should strengthen transparency in evaluation by integrating it with other ethical practices. Actionable measures include linking evaluation systems to fair reward and recognition programmes, providing transparent feedback mechanisms, and ensuring that performance appraisals are delivered constructively. Transparent appraisal should form part of a comprehensive system of fairness and respect to produce meaningful productivity benefits.
Kenya Power should develop and implement comprehensive workplace ethics policies that clearly define standards for fairness, employee treatment, grievance handling, performance evaluation, and ethical conduct. These policies should be regularly reviewed and communicated to all employees to ensure consistent implementation.
The organisation should establish mechanisms for monitoring the effectiveness of workplace ethical practices through periodic employee surveys, ethics audits, feedback systems, and employee engagement assessments. These mechanisms will help management identify ethical gaps and implement corrective action promptly.

Limitation

The study was conducted in Kenya Power’s call centre at Stima Plaza and therefore reflects a specific organisational and operational context. The cross-sectional evidence also limits causal interpretation. In addition, self-reported responses may be affected by social desirability or perception bias. These limitations should be considered when interpreting and generalising the findings. 
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