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[bookmark: _Toc232839144]ABSTRACT
This project sought to examine the effect of having inclusive leadership practices on employee engagement among Generation Z working in contact centres in Birmingham. The project used a case of Sigma Connected, one of the largest business processing outsourcing companies in Birmingham and other regions in the UK. The project adopted the use of a survey approach to collect primary data from a sample of 52 Gen Z. Descriptive and inferential statistics were used to describe data and test hypotheses respectively. Leader-member exchange and social exchange theories were adopted to anchor the project. Results from multiple linear regression showed in overall, approximately 44% of variability in employee engagement was explained by three variables - diversity appreciation, employee voice and participation, and fairness and respect. The model was a moderate predictor and a good fit to explain the variability in inclusive leadership at the Contact Centre. Inclusive leadership on employee engagement (F (3,51) =14.364, P<0.05). The study concludes that inclusive leadership has a positive effect on employee engagement among Gen Z in contact centres. In effect, only fairness and respect had significant positive effect on employee engagement (β=0.333, t (51) =2.833), p<0.05) and diversity appreciation had significant positive effect on employee engagement (EE) (β=0.440, t (51) =3.660), p<0.05). While on the other hand, employee voice participation had no significant effect on EE (β=0.075, t (51) =0.655), p> 0.05). Despite these findings, the project experienced three core limitations around the use of a single case study, cross sectional design, and self-reported measures. The project recommends that future studies use multiple case studies and longitudinal approach to achieve cause-and-effect relationship between variables. This would also help observe changes in inclusive leadership and employee engagement.  



TABLE OF CONTENTS
DECLARATION	ii
ACKNOWLEDGEMENTS	iii
ABSTRACT	iv
LIST OF TABLES	vii
LIST OF FIGURES	viii
CHAPTER ONE: INTRODUCTION	1
1.1	Background of the Study	1
1.2	Research Problem	2
1.3	Research Objective	2
1.4	Significance of the Study	3
CHAPTER TWO: LITERATURE REVIEW	5
2.1	Theoretical Framework	5
2.1.1	Leader-Member Exchange Theory	5
2.1.2	Social Exchange Theory	5
2.2	Empirical Review of Literature	6
2.2.1	Fair treatment and employee engagement in contact centres	7
2.2.2	Employee voice and employee engagement in contact centres	7
2.2.3	Diversity appreciation and employee engagement in contact centres	8
2.3	Conceptual Framework	9
CHAPTER THREE: METHODOLOGY	11
2.4	Introduction	11
2.5	Research Design	11
2.6	Population and sampling	11
2.7	Data collection	12
2.8	Data Analysis	12
2.9	Ethical Consideration	13
CHAPTER FOUR: RESULTS AND DISCUSSION	14
4.1	Introduction	14
4.2	Descriptive statistics	14
4.2.1	Demographic Information	14
4.2.2	Summary of fairness and respect response analysis	21
4.2.3	Summary of employee voice	23
4.2.4	Summary of Diversity Appreciation	25
4.2.5	Summary of Employee Engagement	26
4.3	Hypotheses Test	27
4.3.1	Model Summary	27
4.3.2	Analysis of Anova	27
4.3.3	Standardised Coefficients	28
4.3.4	Discussion	28
CHAPTER FIVE: CONCLUSION, RECOMMENDATIONS, AND LIMITATIONS OF THE RESEARCH	31
4.4	Conclusion	31
4.5	Recommendations	32
4.6	Limitations of the Research	32
4.7	Suggestions for Future Research	33
REFERENCES	35
APENDICES	41
Appendix A: Questionnaire	41




[bookmark: _Toc232839145]LIST OF TABLES
Table 1: Summary of fairness and respect response analysis	22
Table 2: Summary of employee voice and participation response analysis	24
Table 3: Summary of diversity appreciation analysis	26
Table 4: Model Summary	27
Table 5: ANOVA	28
Table 6: Standardised coefficients	28




[bookmark: _Toc232839146]LIST OF FIGURES
Figure 1: Conceptual framework that guided the study	17
Figure 2: age category	21
Figure 3: Proportion of Gender	22
Figure 4: Education Level	23
Figure 5: Length of service	24
Figure 6: Employment Status	25
Figure 7: Areas of work	26
Figure 8: Proportion of employees according to work arrangement	27
Figure 9: Frequency of interaction with supervisors	28
[bookmark: _Toc232839147]	


CHAPTER ONE: INTRODUCTION
[bookmark: _Toc232839148]Background of the Study
The workplace is now gaining new momentum beginning from the entry levels with energy sources coming from Generation Z (Gen Z). Also called the Digital Natives, the iGen, or the Homelanders, they continue to reshape leadership and management practices, as well as work environment designs (Werker, 2016). According to Febriana and Mujib (2024), every generation comes along with unique characteristics to the workplace which in essence, leaders and managers need to embrace. Despite many organizations embracing Gen Z by recruiting them into most entry levels, many still experience significant challenges on how to increase engagement at work or with organization (Bakan et al., 2004; Durman et al., 2026). While the total statistics on the number of Gen Z in Birmingham and the broader United Kingdom is still lacking, various sources acknowledge that Gen Z continues to now dominate sectors such as retail, hospitality, health and social care, business support and customer service, and digital, creative, and marketing industries (Park, 2012). Researchers have also observed that Gen Z have filled up most entry level positions with most of them preferring flexible schedules, part time opportunities, trainees, support work, customer facing roles, and digital roles. 
 Even as Gen Z continue to find spaces in many organizations, many leaders and managers face the challenge on how best they can engage and retain such an emerging workforce. Different from the previous generations, research now point out that a majority of Gen Z emphasize the importance of inclusion, diversity, fairness and respect, and design of workplaces that give them opportunities to express ideas freely (Park, 2012). Consequently, most of traditional leadership practices that depend on top-down and hierarchy decision making might be less effective in enhancing behaviours and attitude among such generation. Many organizations are now turning towards inclusive leadership because of its focus on embracing the spirit of participation, fairness and respect for all, and value for diverse ideas. Consequently, results now associate such leadership behaviours with increased cases of employee engagement. When applied to employees, employee engagement refers to a persistent affective-cognitive state which allows one to feel fulfilled, positive state of mind attributed to dedication, absorption, vigour (Schaufel et al., 2002, p. 74).
Inclusive leadership has attracted the attention of many scholars who now shed light concerning its constructs, theoretical underpinnings, and application in workplace. Through a thematic review, Roberson and Perry (2022) found five major aggregate themes that define inclusive leadership as team focus, skill utilization, understanding and valuing of differences, and allowing involvement of everyone in processes and contribution to teams. While Randel et al (2018) theorized a model of inclusive leadership to incorporate two constructs – facilitation of belonging by supporting individuals as group members, encouraging justice and equity, and sharing of ideas. Second, inclusive leadership values uniqueness because of how they encourage diverse contributions and help members of a group to make full contribution when they feel that an organization does not welcome their contribution.  Kuknor and Bhattacharya (2022) argues that inclusive leaders from a leader behaviour perspective, encourage open dialogue, enhance innovation and creativity, look for commitment to organization thus achieving courage, accountability, humility, and empowerment. Therefore, this study used these foundations to operationalise and conceptualise inclusive leadership around three constructs – fairness and respect, employee voice and participation, and diversity appreciation.  

[bookmark: _Toc232839149]Research Problem
Sigma Connected employs approximately 5000 workforces globally with more than 750 staff working on a hybrid model. The company has also attracted hundreds of youths and graduates aged between 18 and 34 years to work as business process outsourcing (BPO) contact centre both at Birmingham and across the UK offices. Genz Z handles a range of services that range from technical support, complaints, data collection, and customer services on behalf of major brands in retail, telecommunications, water, energy and financial services. Independent feedback from employees on engagement shows divided views. Employees working at the Birmingham office rated the company at 2.8 out of 5 stars accounting to about 27% while culture and diversity rates at 3.5 out of 5 while life balance ranks at 3.0 out of 5.0. In reality however, there is limited research to understand how inclusive leadership at Sigma Connected affects employee engagement. Lack of such important empirical information means that management has to rely on generic information which might fail to have context specific effect. There is need for a study that can help evaluate the effect of inclusive leadership on employee engagement. 
[bookmark: _Toc232839150]Research Objective 
1) To evaluate the relationship between fairness and employee engagement in contact centres
2) To analyse the relationship between employee voice and participation and employee engagement in contact centres
3) To assess the relationship between diversity appreciation and employee engagement in contact centres
[bookmark: _Toc232839151]Significance of the Study 
The results from this study are expected to have academic significant. The results add new knowledge to what already exists in literature because of the current growing gaps within leadership and management research around issues of Gen Z employees working in contemporary service sectors. Even though literature on inclusive leadership has attracted much attention, most of current literature focuses on general population with limited research on Gen Z. This group differ from the past generations because of unique workplace expectations around aspects of meaningful work, recognition, participation, and inclusivity. Additionally, the contact centre workplace presents different context characterised by pressure from customers, diverse staff, and monitoring of performance. This makes it ideal context to examine leadership effectiveness. The results in this study support evolving knowledge on modern leadership practices and management of workforce (Gajda, 2025). Additionally, the topic is significance because of the opportunity to test the theoretical implication of social exchange theory and leader-member exchange theory within the current digitally mediated highly interactive organisations. 
Second, the results from the study are expected to benefit management of Sigma connected company in Birmingham. The results are expected to help in solving operational challenges among contact centres that revolve around issues of attracting, engaging, and sustaining a high number of young employees while also ensuring high performance. Sigma Connected and other similar companies tend to invest heavily in human resource functions, yet disengagement as well as early turnover among Gen Z is likely to contribute to higher costs, reduction in service consistency, and more pressure on team leaders. Therefore, gaining insights about strong inclusive leadership behaviours linked to Gen Z can go a long way in ensuring that leaders develop better inclusive leadership initiatives, team-leader training, orientation plans, and recognition systems. Managers are expected to adopt the results to help them move beyond use of generic engagement practices towards using targeted and focused leadership practices that seek to enhance commitment, psychological safety, service quality, and discretionary initiative among teams working in contact centres. 
The findings from this study also have policy relevance. They align well with general concerns among organizations in the UK around issues of skill development, inclusive workplace, employment quality among youths, and employee well-being. Contact centres have now become major employers of Gen Z population. Results from the study inform policy formulation on equality, diversity, and inclusion (EDI), creation of flexible workplace, and progressive pathways, and management practices among frontline supervisors. Employers, business networks, and other agencies that seek to enhance career sustainability and retention among Gen Z can use insights from this study. 


[bookmark: _Toc232839152]CHAPTER TWO: LITERATURE REVIEW
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[bookmark: _Toc232839154]Theoretical Framework
[bookmark: _Toc232839155]Leader-Member Exchange Theory
George Graen and other scholars developed the leader-member exchange theory to explain how leaders develop better practices allowing them the opportunity to relate with individual employees instead of applying identical measures when treating employees. The quality of exchange leaders develop making them treat following determines how effective a leader becomes. The theory outlines the quality of exchange depend on professional recognition, offering support, being loyalty, and engaging in a mutual respect. Accordingly, high quality exchanges generate stronger psychological links that bring leaders and employees together leading to greater commitment and positive attitude towards work. While major constructs of the theory include professional respect, contribution and mutual liking, professional respect will remain critical to this study. Onumaegbu (2023) finds that Gen Z employees have high value for recognition, appreciation, and inclusion of innovative ideas and opportunities they bring to the workplace. Gabrielova and Buchko (2021) explains that professional respect refers to the extent to which employees perceive leaders appreciate contributions employees bring to the workplace. 
The study is anchored on this theory because of how it explains the influence that inclusive leadership has on employee engagement at Sigma Connect contact centre. The theory is applicable to the context of Sigma Connect because of how it explains the role of inclusive leadership in encouraging Gen Z to participate in idea generation, listen to diverse opinion of employees, offer support, and design fair opportunities for employees to make decisions. The theory anchors inclusive leadership variable in this study. It explains the relational practices through which such leaders build and enhances inclusion. The study measured inclusive leadership by adopting employee voice, leader accessibility, fairness and support. 
[bookmark: _Toc232839156]Social Exchange Theory
George Homans developed the social exchange theory. It was then advanced by Peter Blau who argues that reciprocal exchanges involving benefits between employees and employers define types of workplace relationships. The theory maintains that employees assess the type and degree of value they receive from employers and organizations. Employees evaluate the type of recognition, treatment, respect, and support leaders give to them. Consequently, when employee feel that leaders offer favourable treatment to them, they begin to see the obligation them have in reciprocating by changing their behaviours and attitude. While the theory brings out a number of constructs such as mutual obligations, organisational support, reciprocity, and trust, the study adopted the use of reciprocity. The construct offered a direct explanation about ways that employees respond to behaviours of inclusive leadership. Employees are likely to develop more commitment and engagement to their work as a way of reciprocating to leaders who value what employees bring to the workplace and treat them fairly. 
The theory is applicable in the context of Gen Z working in contact centres because of how it explains the link between inclusive leadership and employee engagement. For example, Gen Z employees are likely to show obligation of being engaged at their workplace when they perceive that supervisors support, respect, and includes them in every aspect of work. The employee engagement variables is anchored on the social exchange theory. The study adopted the theory to help measure employee engagement by focusing on vigour, dedication, and absorption.  

[bookmark: _Toc232839157]Empirical Review of Literature 
The research notes that Gen Z forms a demographic population that succeeds millennial (Hassouna, 2025). They continue to expand across the global market with future projections that such demographic might have significant effect on population by 2030. With an approximate of 80 million, Gen Z has positioned itself among many workforces. Also considered as Gen Zers, iGen, or post-millennials, this generation comprises of a majority of people that fall within the age bracket of 12 to 28 years. Out of this number, a majority of them already navigates jobs and financial responsibilities (Hassan, 2013). A majority of the workspaces now attract Gen Z to work in the entry level jobs, students or graduates in retail businesses, as call centres, administrative support and customer facing functions in business support and customer service sectors, and as digitally native Gen Z in marketing, creative and digital industries. Gen Z places much emphasis on authenticity and looks for leaders that aligns well with their values and experiences. This explains the importance of supporting genuine connection in leadership roles. Essentially, an effective leadership involves jot just guiding but also ensures that everyone is empowered to lead. Stressing the importance of continuous learning and practice among leadership principles to attain positive impact (Doan and Wu, 2026). 

[bookmark: _Toc232839158]Fair treatment and employee engagement in contact centres
Different studies have focused on understanding the effect of fairness and employee engagement. Hassan (2013) surveyed 764 professions across 65 geographies. Regression results revealed perception about procedural and distributive fairness increased job involvement. In the latest research, Ardian, Nurhayati, and Madris (2023) focused on procedural compensation fairness and its effect on performance and agility. The results showed that while fairness failed to support performance, it had significant effect on agility. The relationship comes from the fact that employees seem to follow demand from employers to adapt and offer agile performance when organizations support them with fair compensation. Every employee who received an equal compensation find reason for stimulation to continue engaging the company in different levels. While seeking to understand the antecedents and consequences of employee engagement, Saks (2006) notes that procedural justice predict how employees engage with their jobs and organizations in overall. Moreover, they note that while job characteristic predicts how employees engage with their jobs, procedural justice on the other hand predicts how employees engage with organization. Colquitt and Zipay (2015) define justice as perceived adherence to rules that guides how organizations make decisions around truthfulness, respect, and consistency, and equity. While fairness on the other hand, explains the global perceptions about how appropriate justice works for everyone. 
Even though studies have succeeded in showing the effect of distributive, procedural, and interactional justice as core determinants of job and organizational engagement (Ghosh, Rai, and Sinha, 2014; Pakpahan, 2020), little research exists on perception from Gen Z. Despite the lack of studies, this study used the foundational studies conducted on the general employees from past generations to extent a study among Gen Z working in contact centre at Sigma Connected. Besides, the study proposed the following hypothesis:
H1: Fairness towards Gen Z employees has a positive effect on job and organizational engagement in contact centres. 
[bookmark: _Toc232839159]Employee voice and employee engagement in contact centres
Febriana and Mujib (2024) conducted explanatory research in order to test the effect of participation on emotional engagement among Gen Z working in Indonesia call centres. The study distributed survey instruments among a sample of 266 participants. Five items measuring participation included team briefing, self-management teams, job enrichment, power sharing, and mutual understanding. While on the other hand, the study measured engagement by focusing on pride, trust, dedication, vigour, and sense of belonging. The findings showed the estimated parameter that participation supported employee engagement of 0.588 and a critical ration of 6.121 (p = 0.001). Employee participation at the workplace enhances emotional engagement when it helps employees to gain deep understanding and clarity of what the company needs them to accomplish. For example, Northouse (2016) uses the path goal leadership model and explain that developing strong understanding of an effect between paths and goals creates stronger sense of responsibility among employees to achieve the set-out goals. Consequently, the results lead to emotional engagement. Osborne & Hammoud (2017) explain that participation among employees enhances the emotional engagement among Gen Z because such employees see the value of autonomy. They also begin to develop strong perception that the organization they work for also values how they contribute towards its success (Osborne and Hammoud, 2017). Accordingly, participation can also make employees to come up with better decisions because those who feel that they are closer to the problems or issues that affects them, can easily come up with information and inputs to solve the problem (Bakan et al., 2004).
Research reveal that engaging employees requires that employers focus on higher needs such as offering employees the freedom to have their own control, responsibility and policies that contribute to meaningful work (Osborne & Hammoud, 2017). An employee perceives that the contribution made has value to the organization, it also affects how they become responsible and how one does the work (Mehra and Mehta, 2025). A majority of employees whose voice shows participation in decision making, is likely to feel part of the team hence, leads to higher creativity and self-esteem (Rahman and Supriadi, 2025). Therefore, the study proposes the following hypothesis;
H2: Employee voice of participation has a positive effect on employee engagement in contact centres. 

[bookmark: _Toc232839160]Diversity appreciation and employee engagement in contact centres
The role of creating a diversified and inclusive work environment on employee engagement has also attracted much attention from studies. Goswami and Goswami (2018) analysed the relationship between diversity and inclusion on employee engagement. The study surveyed 383 Gen Z from India. Results showed statistically significant relationship between workplace diversity and engagement. A more inclusive and diversified workplace encourages and facilitates employees from different historical background to bring their expertise to the fore. Employees also begin to see how employees appreciate contribution from other employees to enhance everyone understanding. Downey et al. (2015) reiterates that diversity practices function as a signal that commits organizations to support employees from different historical background. Any initiative that supports diversity and inclusion communicates objectives in a manner that positions diversity as company opportunity and not as a threat (Kalla, Alam, and Loreño, 2025). 
The well-being literature argues that engagement among employees work as an approach one uses to repay an organization in exchange for supporting social or career development (Jerónimo et al., 2022). People develop relationship over time which eventually turns into reciprocity and loyal partnerships. For example, when an organization offers different resources that help employees, it is easier for the same employees to begin seeing the value that organization make in their life. Consequently, employees also begin to reciprocate in equal measures by becoming fully engaged in their responsibilities to achieve goals before them (Itam and Bagali, 2018). Past studies have shown that values, workload, rewards, recognitions, fairness, and any social support operate as antecedents of employee engagement (Gusain and Gujral, 2024). 
Nonetheless, while previous studies have succeeded in showing that diversity practices help mitigate negative effects of discrimination and enhances attitude and performance among the general population, there is little research linking diversity on engagement among Gen Z population. As explained by Nguyen, Tho, and Nguyen (2024), is that Gen Z tend to depict different meaning from the past generations because of how they perceive their availability, meaning, and psychological safety. A majority of Gen Z seek environment that are nonthreatening, safe to work even when not available in the office space. This study proposes that the following hypothesis;
H3: Gen Z employee’s positive perception of diversity practices has positive relationship with engagement
[bookmark: _Toc232839161]Conceptual Framework
The conceptual framework shows how three constructs of inclusive leadership relate with employee engagement. The fairness and respect for Gen Z is hypothesised to have an effect on employee engagement through equal treatment, recognition, and respect. Besides, the framework also shows that employee voice and participation is hypothesised to have a positive effect on engagement when inclusive leaders allow Gen Z to share, get involved, and consult on different matters that affect them. Third, the framework also maintains that inclusive leaders appreciate diversity enhancing relationship employee engagement. 
[bookmark: _Toc232839198]Figure 1: Conceptual framework that guided the study
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[bookmark: _Toc232839162][bookmark: _Hlk232782734]CHAPTER THREE: METHODOLOGY
[bookmark: _Toc232839163]Introduction
The study used this chapter to presents five areas to guide research process. The rest of the chapter provides in-depth explanation of each section around design, population and sampling procedure, data collection and analysis. 
[bookmark: _Toc232839164]Research Design
The study used cross-sectional survey to collect quantitative data that would help evaluate how inclusive leadership affects employee engagement among Gen Z working at contact centre. The study adopted such design because it was easier to allow collection of numerical data and carry out objective assessment of the effect that one variable has on another by conducting statistical analysis. Specifically, the study sought to understand and measure perception of Gen Z towards inclusive leadership and assess the effects they have on job engagement. According to Yin (2013), researchers use cross-sectional design when they want to collect data at a single point in time. Hence, the design is more applicable to examine the current experiences that employees have. The design is also imperative for testing the hypothesis developed using the two hypotheses. Hence, it enhances establishing of an empirical relationship between inclusive leadership and work engagement. Robson (2011) also explain that quantitative research helps studies support both reliability and generalisability of results by allowing the collection of data from a large sample through standardised questionnaires. Additionally, the fact that the study sought to focus on measurable constructs like employee voice and participation, diversity appreciation, and fairness and respect, as well as employee engagement, the use of questionnaires provided an opportunity to measure them using self-reported measures. 
[bookmark: _Toc232839165]Population and sampling 
The study used the population of all Gen Z working at Sigma Connected	 Contact Centre. The study targets employees born over the period between 1997 and 2012 with the age groups between 18 to 28 years. Employees within this age groups work in their entry levels as either customer service or support functions. The study sought to focus on this category of population because they form the larger part of the workforce and have different expectations from the past generations concerning employee involvement, workplace inclusion, and leadership. Additionally, because of practical limitations that collecting data from the entire population, the study used a sample of employees that form the proportion of the population a representative of entire population. 
The study adopted the use of purposive sampling approach. Saunders, Lewis and Thornhill (2012) reiterates that purposive sampling allows picking respondents that meet specific criteria only. The study selected Gen Z working in the contact centre. It was easier for the study to pick Gen Z participants with experience of working in the contact centre. The study determined participants to respond to questionnaires because it was easier to access them, approved by the company management, and accounted for 52 participants. For example, by focusing in employees within this age group, it was easier to analyse and find insights to understand the effect between inclusive leadership and employee engagement.  
[bookmark: _Toc232839166]Data collection
Structured questionnaires were used to collect data from the sample of participants working at Sigma Connect Company. The study selected to use questionnaires for purposes of collecting data from a large sample of participants at a low cost, over a short period, while at the same time ensuring that it sustains measurement of variables. Additionally, the study adopted the use of closed-ended questions measuring Five Point Likert scale items measured on 1 to represent strongly disagree to 5 to represent strongly agree. 
For example, the study adopted questions measuring leadership inclusive operationalised into three constructs – fairness and respect, employee voice and participation. While on the other hand, the study also adopted item questions to measure perception of employees concerning the degree of engagement. The self-reported items focused on vigour, dedication, and absorption. All questionnaires were distributed using Google Form platform and social media company pages. Participants were allowed a period of seven days to fill and submit their questionnaires. 
[bookmark: _Toc232839167]Data Analysis
Quantitative statistical technique was adopted to analyse and present primary data. SPSS VS. 26 was used in this case. Besides, initial procedures such as screening, coding and cleaning were done for purposes of identifying any missing values and correcting of inconsistencies. The first phase followed descriptive statistics to assess the demographic characteristics of participants who participated in the study (Saunders, Lewis, and Thornhill, 2012). For example, frequencies and percentages were analysed to describe the proportion of Gen Z who participated in the study. Apart from the demographics, the study also analysed the mean and standard deviation for the items measuring fairness and respect, employee voice and participation, and diversity appreciation, as well as the employee engagement. 
The second inferential statistics was adopted with the goal of testing the relationship between independent and dependent variable. Pearson Correlation and multiple linear regression were adopted to test the association and relationship. For example, the Pearson Correlation was used to assess the strengths and direction of association between inclusive leadership and employee engagement. Additionally, the study conducted multiple linear regression to assess the effect of three independent variables – fairness and respect, employee voice and participation, and diversity association on employee engagement. 
[bookmark: _Toc232839168]Ethical Consideration 
The study gave attention to ethical consideration at different phases of research. The study did this to compliance with both academic as well as professional standards. For example, before commencing with data collection, the study obtained ethical approval to collect data from humans. Ethical Approval Form was submitted to obtain approval before collecting data. The second phase involved securing informed consent from both management and employees of Sigman Connected. Introduction and goals were submitted to the management to permit their responses to participate in the study without measures of implication such as punishment. Management was given the approval letter from the university indicating the purpose of the study. 
At the time of data collection, informed consent was sent to employees in the contact centre allowing them to participate in the study. For example, the introduction section of questionnaire explains the objective, and the right for voluntary participation were assured to every participant. Besides, they were informed about withdrawing at any stage of data collection without harm. Another ethical consideration was made when interpreting and presenting the findings. Confidentially of participants was achieved by ensuring that no participant provided their names, place or residence, and bank accounts. 
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[bookmark: _Toc232839172]Introduction
This section presents the findings from the primary data collected from a sample of 52 participants working at Sigma Connections Company in Birmingham. This chapter presents data from descriptive analysis and inferential statistics. The presentation covers tables and figure for easier interpretation and analysis. 
[bookmark: _Toc232839173]Descriptive statistics
[bookmark: _Toc232839174]Demographic Information
Figure 2 below presents the proportion of participants in the sample according to their age categories. At least 21 comprised the majority of the participants were aged between 27 and 28 years. They were more than the second (18) majority aged between 24 and 26 years. Only two of the respondents were the youngest Gen Z in the age group 18 to 20 years. 

[bookmark: _Toc232839199]Figure 2: age category




The figure below also presents the proportion of participants according to their gender.  Out of 52 respondents, the study results showed female participants (28) were more than the male participants (23). However, only one of the participants preferred to self-describe.
[bookmark: _Toc232839200]Figure 3: Proportion of Gender


Figure 4 below shows the frequency of participants according to the highest level of education attained. At least 18 participants indicated that they had attained undergraduate as the higher level of education. They were significantly higher than 14 participants who indicated to have college diploma. Approximately 9 participants had secondary education. While on the other hand 8 participants indicated to have had post graduate degree. 
[bookmark: _Toc232839201]Figure 4: Education Level 


Figure 5 below shows the lengths in years that participants have been working at Sigma Connected at the time of research. A majority of the participants accounting for 23 had worked in the company for a period of 1 – 2 years. The second major of the participants accounting at 20 indicated to have worked in the company for a period of 3 – 4 years. However, only 9 participants had worked for more than five years at Sigma Connected BPO.   
[bookmark: _Toc232839202]Figure 5: Length of service 


	The study also collected data to understand the employment status of employees. As indicated in the figure below, the results show four categories of employment and frequency of each category. Participants working on full time arrangement (21) were the same number as those working on contractual basis (21). However, 8 indicated they worked on part-time arrangement while only 2 participants worked on temporary arrangement. The distribution in the number of participants as indicated in the figure presents an opportunity to understand varying experiences with leadership. 
[bookmark: _Toc232839203]Figure 6: Employment Status 


At least 14 participants worked in a customer service department. An equal number from 11 participants from the sample worked in the collections, sales or customer acquisition. Other category of participants worked in technical and reach out departs to help with problem debt. Such a wider variable in proportion of participants helped provide different perspectives of employees on supervisors who work as their leaders. 


[bookmark: _Toc232839204]Figure 7: Areas of work


Figure 8 presents the proportional number of respondents employed in different work arrangements. At the time of research, the results showed 26 Gen Z worked fully onsite. While 18 noted that they worked under hybrid arrangement. The lowest number of employees in the sample accounted for 8. Such a variation in distribution of employees also helped generate deeper insights. 



[bookmark: _Toc232839205]Figure 8: Proportion of employees according to work arrangement

	Understanding of the frequency at which participants interacted with supervisors was also critical in this project. About 31 interacted with supervisors (leaders) on a weekly basis than those who met on a monthly rate. While only 4 meets on a daily basis, 2 of the participants indicated they rarely interact with their supervisors directly. 

[bookmark: _Toc232839206]Figure 9: Frequency of interaction with supervisors

[bookmark: _Toc232839175]Summary of fairness and respect response analysis
Table 1 below describes the findings concerning the opinion of participants about fairness and respect they received the leaders (supervisors). Five items were used to measure fairness and respects on a five-point Likert scales where 1 = strongly disagree while 5 = strongly agree. The mean and standard deviation values show the average point on a Likert scale and the degree of deviation from the average values. 
In overall scores showed clearly, that on average, a majority of the participants working at Sigma Connected help positive perceptions concerning being treated in a fair and respectful manner by their leaders at the contact centre (. Because the values are slightly greater than the central point, it suggests that Gen Z employees working at Sigma Connected moderately agreed that their supervisors applied fair and respectful leadership behaviours. Specifically, the lower levels of standard deviation also confirmed that most of the scores converged towards agreement. There consistency in ways that participants said supervisors applied similar practices with a majority of employees sharing similar perception about fairness and respect. 
When we consider the above overall scores from the inclusive leadership perspectives, the supervisors in charge of Gen Z employees at Sigma agree have succeeded in modelling a working environment that embraces fairness and how it treats everyone. Employees are made to feel that company respect and treats everyone equitably. The fact that fairness and respect comprise of major dimensions around inclusive leadership, this indicates that Sigma Connected Company have succeeded in modelling a positive environment where every Gen Z employee can relate with one another. However, it is also surprising that the overall score ranks below the threshold likely to indicate a strong agreement among participants. Nonetheless, the company still has numerous opportunities where leaders can improve to ensure all Gen Z employee experiences similar fairness and respect from their supervisors.
In comparison, there were a few items that were in support of the overall score. For example, there were items that came out strongly to support and enhance the overall assessment concerning fairness and respect that supervisors have for their employees. Employees indicated that they were successful in accessing similar opportunities just like other employees without having to go through bias against their characteristics (. Such a high score was a clear depiction that Gen Z perceived supervisors offered equal opportunities to everyone in equal measures to grow their careers. This was possible regardless of their personal characteristics. Additionally, a high score on the second item also indicates that supervisors made objective decisions without favouring other employees ( The third statement also revealed that a majority of the participants perceived their supervisors as leaders who always considered the importance of treating everyone with dignity and respect (. 
However, it is also surprising that not all items were in support of the overall score. Specifically, two of the statements scored relatively lower than the rest of the statements. For example, participants had low perception concerning how supervisors recognised and appreciated their contributions (. Similarly, participants also had lower perception concerning whether supervisors treated everyone fairly (. The results present in the table are a clear indication that despite participants having general perception concerning the practice of fairness opportunities and decision making, some of the participants were also concerned regarding the level of consistency at which supervisors recognised efforts and contributions of other people.  
[bookmark: _Toc232839192]Table 1: Summary of fairness and respect response analysis
	Items of Fairness and respect 
	Mean
	Std. Dev

	I access similar opportunities as other employees without basing on my characteristics
	4.442
	0.751

	My supervisor makes impartial decisions
	4.403
	0.602

	I am treated with dignity and respect by my supervisor
	4.115
	0.808

	My supervisor recognises and appreciated my contribution
	3.480
	0.727

	All employees are treated fairly
	3.269
	1.011

	Overall score 
	3.803
	0.406



[bookmark: _Toc232839176]Summary of employee voice 
Table 2 below presents the results from the primary data showing the perception of participants concerning their voices and participation in decision making. The results depicts that in overall, Gen z perceived their supervisors gave them opportunity to raise their voice and participate in Sigma Connected decisions. This is reflected in a score of Mean at 3.9 with a standard deviation of 0.42. This value is at least more than the average point of 3.5 indicating that generally, a majority of participants agreed that their supervisors working in different departments gave them the opportunity to raise different ideas, share opinions, and take part in work-related matters. Additionally, by scoring lower standard deviations, it was clear that a majority of the participants had converging opinions hence, a reasonable level of agreement among most of the Gen Z working within the Contact Centre. When we consider this from an inclusive leadership point of view, we can as well argue that most of the supervisors working at the centre make deliberate initiatives to allow most of the employees take part of the company discussions and processes involving problem solution. Most of Gen Z see such processes as important because they find working spaces where they can contribute ideas to improve performance, collaborate with their team members, and make decisions that not only affect the entire organization but also their well-being. 
Comparative along all the items show that while some items score higher, we also have some where participants showed some level of disagreements. Nonetheless, participants showed stronger agreements across many items. Notably, a majority of participants perceived that supervisors always considered their opinions whenever they were taking part in discussions ( 0.599). Most of the Gen Z working at the Constant Centre perceive that supervisors play core role of allowing them the opportunity to make suggestions. Similarly, participants also noted that supervisors consulted them whenever they felt the need to make decisions. Most of the employees are consulted to participate in work related issues. This also gives them more opportunities to offer inputs when called along to do so. Similarly, participants showed agreement from a strong mean score revealing that Gen Z were encouraged to participate in solving of problems ( at their places of work. Together, the findings are true reflection that supervisors continue to play an important role in designing better work environment where employees see the need to raise their views and take part in important discussions that not only affect the company but also their work. All these outcomes align perfectly with practices of inclusive leadership. The principles maintains that such leaders support employees to collaborate, benefit from active involvements, and participation. 
However, comparative across all the items reveal that some items score lower than the rest of the items. In particular for example, the participants scored lowest mean across all other items. This indicated that Gen Z working at the Contact Centre were less convinced that they made meaningful contribution over discussions that had direct effect at the workplace. Additionally, the item on feedback scored lower mean score than the rest of the higher scores on participation. This was a clear indication that when it comes to opportunities to seek feedback, this does not occur across all the departments. 
[bookmark: _Toc232839193]Table 2: Summary of employee voice and participation response analysis
	Statements of employee voice
	Mean
	Std. Dev

	My supervisor always considers my suggestions
	4.615
	0.599

	I am always consulted to make contributions in any decision
	4.173
	1.115

	My supervisor encourages me to participate in solving of problems
	4.000
	1.047

	My supervisor always encourages me to raise my opinions
	3.962
	0.928

	My supervisor seeks feedback from me
	3.846
	0.871

	I have an opportunity to influence decisions that affect my work
	3.327
	0.984

	Overall score 
	3.910
	0.419






[bookmark: _Toc232839177]Summary of Diversity Appreciation 
The results shown in Table 3 below summarises the mean and standard deviation across six items measuring diversity appreciations. The overall score shows a mean above the cutoff point of 3.5. This indicates that Gen Z working at the Contact Centre has moderate positive perception concerning diversity appreciation (. A majority of Gen Z showed general agreement that their supervisors working in different departments practiced behaviours supporting inclusion as well as acknowledging diversity across the workforce. By scoring a low standard deviation of approximately 0.5, this was a clear indication that a majority of participants had converging perception and consistency in their reasoning across responses. 
Comparative analysis across all the items also shows that while some items were in support of the score concerning appreciation of diversity, some items on the other hand were in disagreement.  Specifically, an item scored higher mean score (. Such a mean score showed most of the Gen Z had a perception that most of their supervisors support a work environment where employees are welcomed to take part in diversity. Similarly, the second item also scored a high mean score ( showing that most of the Gen Z perceive their supervisors to play a core in how they recognise and appreciate unique strengths among the members of the team. Besides, item 3 also generated favourable mean score where participants perceived their supervisors to offer them more opportunities that contributes beyond their personal background and characteristics. Generally, it is evident that the results indicate that supervisors remain effective when it comes to promotion of an inclusive environment. What such supervisors do is that they come up with deliberate efforts to recognise the strengths available among some Gen Z in terms of what they can do to the organization. Additionally, the supervisors also go a long way in creating a workplace that encourages teams to also work with their friends from different background. Therefore, all these practices align well with inclusive leadership emphasising the need to model a workplace where every employee begins to feel that they are welcomed, valued, and accepted despite their differences. 
Even though we see positive implications of such practices, some items also recorded lower scores. Specifically, the descriptive statistics revealed lowest scores showing that Gen Z are less convinced concerning the role of supervisors to encourage employees to come up with varying perspectives when they participate in discussions. Besides, when compared with the overall score, participants also failed to achieve consistent experience in appreciation of diversity in their daily interactions, when discussing, or making decisions. Such results show that even though supervisors have succeeded in creating an inclusive environment at the Contact Centre, such efforts seem to fail to translate into behaviours that can actively strengthen and support diverse viewpoints and historical background. The results indicate differences between enhancing diversity as a practice and fully integrating different perspectives at the workplace. Failure to reflect diversity across all departments where Gen Z work, how they communicate and interact, then this can also lead to limited innovations, creativity, and involvement. 
[bookmark: _Toc232839194] Table 3: Summary of diversity appreciation analysis
	Items
	Mean
	Std. Dev

	My supervisor supports an inclusive workplace that welcomes diversity
	4.076
	0.967

	My supervisor always recognises and appreciates unique strengths among our members
	4.019
	1.093

	My supervisor encourages me to contribute ideas without basing on my background
	3.596
	1.033

	My team members appreciate different perspectives
	3.557
	0.916

	My supervisor values my team members because of different background
	3.423
	0.824

	My supervisor encourages us to come up with varying perceptions when discussing
	3.365
	0.990

	Overall score 
	3.827
	0.504



[bookmark: _Toc232839178]Summary of Employee Engagement 
	
	Mean
	Std. Deviation

	I am always proud working for Sigma Connected
	4.404
	0.799

	My work has more meaning and worth to me
	4.327
	0.706

	I always maintain strong mental status whenever I am working on my work responsibilities
	4.250
	0.883

	The work I do inspires me
	4.231
	0.731

	I am always focused on my work activities even when someone destructs me
	4.154
	0.849

	I have commitment to attain the goals set out by my team
	4.096
	0.995

	Sometimes I have to put in more effort in my activities when needed
	4.077
	0.947

	I always have energy whenever I am working on my work activities
	4.019
	0.700

	I ensure that I motivated at all times even when I have more work
	3.789
	0.915

	Time passes quickly whenever I am working
	3.712
	0.637

	I am enthusiastic concerning my work
	3.654
	0.926

	It is easier for me to concentrate on my work activities
	3.327
	0.944

	I persevere when challenges come my way
	3.019
	0.874

	I get involved deeply in the work activities whenever I am performing them
	3.019
	0.874

	I am always absorbed when handling my activities
	2.769
	0.757

	Overall Score
	3.924
	0.460



[bookmark: _Toc232839179]Hypotheses Test
The study conducted multiple linear regression while generated the model summary, analysis of variance, and standardised coefficients.  
[bookmark: _Toc232839180]Model Summary
[bookmark: _Hlk232474759][bookmark: _Hlk232474791]According to Table 4 below, approximately 44% of variability in employee engagement was explained by three variables DA (diversity appreciation), EVP (employee voice and participation), and FR (fairness and respect). Specifically, the degree of variability was moderate showing that not all leadership factors influenced employee engagement but some factors had an effect. Moreover, the comparison between the R-squared and the adjusted R-squared showed that while the formed attained a variability of 47.3%, consideration of significant factors only in the model still generated a significant effect on inclusive leadership. We therefore conclude, that the model was a moderate predictor and a good fit to explain the variability in inclusive leadership at the Contact Centre. 
[bookmark: _Toc232839195]Table 4: Model Summary
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	
	
	

	0.473
	0.44
	0.344

	a Predictors: (Constant), DA, EVP, FR
	
	



[bookmark: _Toc232839181]Analysis of Anova
[bookmark: _Hlk232474869]Additionally, the results showed in Table 5 below generated the analysis of variance for all the indicators of inclusive leadership included in the model. For instance, a high F-statistic showed that in overall, the linear regression achieved a statistical significance effect of inclusive leadership on employee engagement (. The study concludes that inclusive leadership has a positive effect on employee engagement among Gen Z in contact centres. 
[bookmark: _Toc232839196]Table 5: ANOVA
	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	Regression
	5.118
	3
	1.706
	14.364
	.000b

	Residual
	5.7
	48
	0.119
	
	

	Total
	10.818
	51
	
	
	

	a Dependent Variable: EE
	
	
	

	b Predictors: (Constant), DA, EVP, FR
	
	



[bookmark: _Toc232839182]Standardised Coefficients 
[bookmark: _Hlk232474903]Despite the overall model showing statistically significant effect of inclusive leadership on employee engagement, the findings on standardised coefficient revealed that not only constructs had significant effect. In effect, only fairness and respect had significant positive effect on employee engagement ( and diversity appreciation had significant positive effect on employee engagement (EE) (. While on the other hand, EVP had no significant effect on EE (.
[bookmark: _Toc232839197]Table 6: Standardised coefficients
	Model 
	Beta
	t
	Sig.

	(Constant)
	0.855
	1.585
	0.119

	FR
	0.333
	2.833
	0.007

	EVP
	0.075
	0.655
	0.516

	DA
	0.440
	3.660
	0.001

	a Dependent Variable: EE
	
	



[bookmark: _Toc232839183]Discussion  
 The objective of this study sought to examine the effect inclusive leadership on employee engagement among Gen Z working in a Contact Centre at Sigma Connected Company. In order to find answers to this study, three specific objectives were set out. For example, the study set out four hypotheses to assess the relationship between fairness and respect, voice and participation, and diversity and appreciation on employee engagement. Primary data was collected from a sample of 52 Gen Z employees working at the Contact Centre at Sigma Connected Company. 
The results supported H1 and found that higher degree of fairness and respect for Gen Z was likely to increase employee engagement. The results were also supported by past studies (Hassan, 2013). Specifically, Collectively, all these results shade a clear picture on how they align together to support the overall scores and perception among Gen Z participants that their supervisors apply inclusive leadership behaviours when treating them, making objective decisions, and respecting everyone’s personal interactions. Such positive opinions remain consistent with the aspect of inclusive leadership whose core argument maintain that leaders treat everyone with respect, equality, and fairness.  Because the values are slightly greater than the central point, it suggests that Gen Z employees working at Sigma Connected moderately agreed that their supervisors applied fair and respectful leadership behaviours. 
	However, the study results did not support H2. The results showed lack of statistically significant between EVP and employee engagement. The results revealed that a majority of Gen Z were not convinced that inclusive leadership did enough to enhance employee voice and participation. Specifically, in overall, the score indicated that while both employee voice and their participation at the contact centre remain relevant, the company still has some opportunities to elevate how everyone takes part in decision making. The results presented here shows that the company encourages employees working at different functional areas within Sigma Connection to raise their opinions and contribute their ideas. There might be some differences between supervisors consulting them and making genuine influence in decision making. Besides, the results show important gaps between participation approach and the power to make decisions. The study finds this important because a majority of Gen Z try to look for a sense of empowerment and take part in decision making at any chance that comes their way. While at the same time, supporting opportunities to make meaningful effect and utilization of feedback are likely to enhance perception of inclusiveness.
	The results supported H3 by maintaining positive statistical significance relationship between diversity appreciations. By making a majority of leaders practice inclusive practices, a majority of Gen Z at Sigma Connected perceived that they would help increase emotional engagement. These results were supported by past studies (Osborne and Hammoud, 2017; Febriana and Mujib, 2024). However, there were slightly smaller variations across participants reasoning concerning supervisors allowing diversity. When considered from an inclusion leadership perspective, we can as well, argue that a majority of supervisors working in different departments try to make some deliberate efforts to enhance an environment where they recognise the essence of diversity among teams. Such efforts are core in assisting Gen Z working in most of contemporary workplaces. Specifically, most of Gen Z see the importance of working with other members who come from different background away from their own historical background, bring fort varying experiences, and viewpoint. However, the overall score remains lower than expected. This indicates that inclusive leaders at the company still have more opportunities to fill up the gaps that could enhance strong diverse appreciation (Astari and Suharnomo, 2024). 


[bookmark: _Toc232839184]CHAPTER FIVE: CONCLUSION, RECOMMENDATIONS, AND LIMITATIONS OF THE RESEARCH
[bookmark: _Toc232839185]Conclusion 
The study embarked on a research journey to examine the effect of inclusive leadership on employee engagement among Gen Z working in a Contact Centre at Sigma Connected Company in Birmingham. The study established three specific objectives – to evaluate the relationship between fairness; employee voice and participation; and diversity appreciation and employee engagement in contact centres. The study applied correlational cross-sectional approach to carry out a survey on a sample of 52 participants. Consequently, the study established three corresponding hypotheses to test using leader-member exchange theory and social exchange theory.  
  The linear regression revealed fairness and respect had statistically significant effect on engagement among Gen Z working at a Contact Centre at Sigma Connected. Specifically, three items were found to support the overall perception that participants had towards inclusive leaders in creating an enabling environment. For example, the results showed inclusive leaders who acted as supervisors at Sigma Connected, gave a majority of participants similar opportunities just as others without necessarily considering their characteristics. Second, the support came from the positive perception that participants had concerning their supervisors whom they argue that made impartial decisions that turned out to be objective without biases. This also follows the fact that supervisors treat members of the team with high level of dignity and respect. 
Second, the study did not support the second hypothesis. For example, there was a non significant effect of employee voice and participation on employee engagement. Major factors that contributed to lack of statistically significant included participant having less perception and doubts on what leaders were able to consider suggestions of other team members, ability to consult members when developing decision, and whether they were likely to encourage their employees the participate in solving of problems. Participants doubted the ability of supervisors to allow employees to seek feedback from employees and getting the opportunity that could influence their decision making. Third, the study shows the results supported the hypothesis that diversity appreciation had significant effect on employee engagement. Many factors at the workplace play central role in supporting higher score on diversity appreciation and hence, its effect towards inclusive leaders (Thomas and Sharma, 2025). According to this study, it is now clear how strong perception Gen Z had towards leadership that they received strong support and an inclusive support which Gen Z finds to support diversity. 
[bookmark: _Toc232839186]Recommendations
1. Inclusive leadership training – management of Sigma should now prioritise training its leadership teams on inclusive leadership. The training should specifically focus on how to appreciate diversity in teams (Katsaros, 2026). All supervisors should undergo mandatory training sessions to gain more skills on how to recognise, value, as well as leverage on diversity. The training program should equip supervisors with knowledge on how to encourage members of the team from coming up with different viewpoints and make them see how the company values them (Cawla et al., 2026).
2. Implement and enhance fair and transparent practices- even though the company has some elements of fairness and respect, it is important to establish simple and clear instructions that supports fairness and consistency in how supervisors make decisions (Huyler et al., 2025). For example, the instructions should explain about allocated work, how to evaluate performance, available promotional openings, and how employees are recognised. Supervisors should avoid using personal preferences and instead, lay out clear objective instructions. 
3. Regular surveys – Management should carry out periodic employee engagement and leadership surveys. The approach would help evaluate how employees perceive all constructions like respect, fairness, and diversity. Besides, management should use granular approach to analyse results at team and department level. Maintain accountability as part of managers’ responsibility (Dimokas, 2025). Carry out periodic monitoring to identify and respond to emerging issues.  
[bookmark: _Toc232839187]Limitations of the Research
Despite the study results showing support for the hypothesis, it is also imperative to point out that anyone who seek to use the results as a reference should always do so with caution. This is because the study experience three major limitations. The first limitation for the study revolves around the use of a small sample size from a single company – Sigma Connected Contact Centre in Birmingham. While the results showed support of two hypotheses and overall linkage to engagement at the company, such results cannot be applied and generalised to other BPO companies in the UK. The results remain context specific and not applicable to all other research designs. Companies tend to have varying cultures, different employee demographics, and leadership practices which all together, can have profound effect on how employees perceive inclusion leadership. Therefore, anyone who wishes to use the study as a reference point, should do so with caution. 
 Second, the study also experienced limitations of surveying participants with the help of cross-sectional data collected through a single point in time. While the analysis helped test the hypotheses concerning the effect of fairness and respect, employee voice, and diversity on employee engagement, such data cannot be used to test the cause-and-effect relationship. The variables under study are likely to undergo changes over time because leadership changes, influence from external forces, or development with the company. Therefore,  
Third, the study also experienced the limitation of using self-reported measures in the questionnaire. Even though questionnaire instruments offer the best tool for collecting primary data the from a large sample of respondents, questionnaires have been found to experience common method bias as well as social desirability bias. For example, participants working of Sigma Connected case study might have responded in a way that they found more socially acceptable to them and not considering actual reflection of their opinions or experiences. In addition, engagement among employees working in the company might have undergone other determinants not included as part of the research model. Some of the factors that might have influenced the level of engagement among employees could range from opportunities to develop their careers, compensations, internal cultures, as well as job satisfaction (Perera and Rebecca, 2024). Anyone who wishes to use the findings can only do so within the variables under study.   
[bookmark: _Toc232839188]Suggestions for Future Research 
The study suggests that future researchers that seek to adopt similar should consider collecting data from multiple companies, geographical regions, or sectors. This move would ensure that the results are generalisable to other companies. Studies that seek to investigate the effect that inclusive leadership has on employee engagement should extend such research to other industries where Gen Z work in different entry level positions such as e-commerce, retail, and social care, health care, and delivery. The results from such studies might reveal whether what has been observed in these studies remain similar across other industries with a high number of Gen Z. Moreover, conducting comparative research that involves different organization might offer broader insights concerning different ways that organizational workplace influence inclusive leadership approaches. 
The study also recommends that future studies use longitudinal research designs to assess ways that inclusive leadership affects employee engagement over a long period. Conducting such research can offer deeper insights concerning the long-term effects that leadership practices have and help in generating stronger evident concerning the cause-and-effect relationship. Additionally, adopting longitudinal design is likely to explore evolution of employee over time even as Gen Z employees continue to go through varying phases of career development. 
Studies that seek to focus on the same topic should now consider incorporating other constructs than what is included in this study. For example, other studies have noted that culture, satisfaction, and psychological safety affect engagement (Thomas and Sharma, 2025). All these might play a significant role of exploring broader factors that continue to affect Gen Z in different work settings. Besides, studies could consider comparing Gen Z across geographies to understand how they function in different organizational settings. 

[bookmark: _Toc232404584][bookmark: _Toc232839189]
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Introduction.
Hello, my name is LILIANA COZMA. I am currently enrolled at the University of Wales in Birmingham. I am conducting a research for my project about THE EFFECT OF INCLUSIVE LEADERSHIP ON EMPLOYEE ENGAGEMENT AMONG GENERATION Z EMPLOYEES IN CONTACT CENTRES: CASE OF SIGMA CONNECTED, BIRMINGHAM. It is part of the fulfilment of the requirements for the award of the Degree’s in BA (Hons) Leadership and Management Skills in the Workplace at the University of Wales Trinity Saint David, Birmingham Campus. Because of your experience in your position and age category, I would like you to help me provide answers that would help me understand how inclusive leadership affects employee engagement among Gen Z. 
Section A: Basic Information 
1. Age category
1. 18 – 20
2. 21 – 23
3. 24 – 26
4. 27 – 28

2. Gender
1. Male
2. Female
3. Prefer to self-describe
4. Prefer not to say
3. Highest Education
1. Secondary
2. College Diploma
3. Undergraduate Degree
4. Post Graduate degree
5. Other 
4. Length of service (years)
1. Less than 1
2. 1 – 2
3. 3 – 4
4. 5+
5. Employment Status
1. Full time
2. Part time
3. Contract
4. temporary
6. Current position
1. Customer service
2. Technical support
3. Sales/customer acquisition advisor
4. Reach out – helping with problem debt
5. Collections
6. Complain management
7. Offshoring solutions
7. Work Arrangement
1. Fully on site
2. Hybrid
3. Remote
8. Interaction with supervisor
1. Daily
2. Weekly
3. Monthly
4. Rarely 

Section B: Inclusive Leadership 
On a scale of 1 – 5, what is your level of disagreement or agreement with the following statement where 1 – strongly disagree while 5 – strongly agree. 
	Category
	Item
	1
	2
	3
	4
	5

	Fairness and respect
	All employees are treated fairly
	
	
	
	
	

	
	I access similar opportunities as other employees without basing on my characteristics
	
	
	
	
	

	
	I am treated with dignity and respect by my supervisor
	
	
	
	
	

	
	We use AI to assist us maintain consistency in our brand messaging in all our channels
	
	
	
	
	

	
	My supervisor recognises and appreciated my contribution
	
	
	
	
	

	
	My supervisor makes impartial decisions
	
	
	
	
	

	Employee voice and participation
	My supervisor always encourages me to raise my opinions
	
	
	
	
	

	
	I am always consulted to make contributions in any decision
	
	
	
	
	

	
	My supervisor always considers my suggestions
	
	
	
	
	

	
	My supervisor encourages me to participate in solving of problems
	
	
	
	
	

	
	My supervisor seeks feedback from me
	
	
	
	
	

	
	I have an opportunity to influence decisions that affect my work
	
	
	
	
	

	Diversity and appreciation 
	My supervisor values my team members because of different background
	
	
	
	
	

	
	My supervisor encourages us to come up with varying perceptions when discussing
	
	
	
	
	

	
	My team members appreciate different perspectives
	
	
	
	
	

	
	My supervisor always recognise and appreciate unique strengths among our members
	
	
	
	
	

	
	My supervisor encourages me to contribute ideas without basing on my background
	
	
	
	
	

	
	My supervisor supports an inclusive workplace that welcomes diversity
	
	
	
	
	





SECTION C: Employee engagement 
On a scale of 1 – 5, what is your level of disagreement or agreement with the following statements concerning your engagement? Where 1 – strongly disagree while 5 – strongly agree. 

	Number
	Statement 
	1
	2
	3
	4
	5

	1
	I always have energy whenever I am working on my work activities
	
	
	
	
	

	2
	Sometimes I have to put in more effort in my activities when needed
	
	
	
	
	

	3
	I ensure that I motivated at all times even when I have more work
	
	
	
	
	

	4
	I persevere when challenges come my way
	
	
	
	
	

	5
	I always maintain strong mental status whenever I am working on my work responsibilities
	
	
	
	
	

	6
	I am enthusiastic concerning my work
	
	
	
	
	

	7
	I am always proud working for Sigma Connected
	
	
	
	
	

	8
	My work has more meaning and worth to me
	
	
	
	
	

	9
	I have commitment to attain the goals set out by my team
	
	
	
	
	

	10
	The work I do inspires me
	
	
	
	
	

	11
	I am always absorbed when handling my activities
	
	
	
	
	

	12
	Time passes quickly whenever I am working
	
	
	
	
	

	13
	It is easier for me to concentrate on my work activities
	
	
	
	
	

	14
	I get involved deeply in the work activities whenever I am performing them
	
	
	
	
	

	15
	I am always focused on my work activities even when someone distrusts me
	
	
	
	
	











 







Frequency	
Male	Female	Prefer to self describe	23	28	1	


Secondary	College Diploma	Undergraduate Degree	Post Graduate Degree	Other	9	14	18	8	3	#REF!	Education Level


Number (n)



Frequency	
 1 - 2	 3 - 4	5+	23	20	9	


Temporary	Part time	Full time	Contract	2	8	21	21	#REF!	Employment status 


Number



Frequency	
Technical Support	Reachout - helping with problem debt	Sales/customer acquisition advisor	Collections	Customer Service	8	8	11	11	14	Area of work


Number 



Frequency	
Fully on-site	Hybrid	Remote	26	18	8	

Frequency	
Daily	Weekly	Monthly	Rarely	4	31	15	2	


Frequency	
18 - 20	21 - 23	24 - 26	27 - 28	2	11	18	21	Age Category 


Number 



image1.png
Fairness and respect
Equal treatment
Recognition
Respect

H1

Employee voice and
participation

Sharing

Involvement

Consultations

Diversity Appreciation
Diverse perspectives
Experiences

Identifies

Background

Employee Engagement
* Vigor

* Dedication

* Absorption





