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Abstract

This study intends to examine the influence of self-efficacy on the ethical behavior of
sales force along with moderating effects of gender in the telecom sector at Pakistan. In
addition, it also examines the impacts of self-efficacy and ethical behavior on the service
quality in telecom sector. It assesses the mediating role of ethical behavior on the relationship
between self-efficacy and service quality. This study has collected data through self-
administered questionnaire from the sales representatives and managers in the telecom sector
at Khyber Pakhtunkhwa, Pakistan. The collected data were analyzed using correlation statistic
and stepwise regression. The results have shown a positive significant effect of self-efficacy,
while gender has positive but insignificant effect on the ethical behavior of sales force. In
addition, gender has moderating effects on the relationship of self-efficacy and the ethical
behavior. Self-efficacy and ethical behavior have also positive significant effects on the service
quality. Additionally, ethical behavior has mediating role between self-efficacy and service
quality. This study is addressing a need to examine the influence of self-efficacy and the ethical
behavior on the service quality of sales force in undeveloped and less educated areas of
Pakistan, which is useful and helpful to explore understanding in the nature of defined variables
in the eastern culture of Pakistan where male gender is more dominant.

Keywords: Self-efficacy, Ethical Behavior, Gender, Service Quality, Sales Force, Telecom
Sector

Introduction

Every organization needs valuable employees to excellently achieve its objectives, as
the skills, competencies, and behavior of the competent employees can positively influence the
organizational outcomes. Self-efficacy is one of the important factors that can influence the
behavior of sales force in the modern competitive market. Stajkovic and Luthans (1998) have
defined that self-efficacy is the level of confidence about one’s ability to mobilize motivation
and a course of actions needed to successfully accomplish a task in the given context. It is the
perceptions and beliefs of one own aptitude and cognitive resources. Hence, people who
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possess the beliefs that they have abilities and possessions to face stressful and challenging
environment feel lower stress in demanding situations. It can perform a significant role in the
improvement of occupational stress and service quality. While, ethical behavior is linked with
the morality of employees. Ethics are honorable or non- honorable behaviors that may depend
upon the situations and moral values. Evidently, Ate (2012) has defined that ethics are the
principles or a set of principles that are used to evaluate the right and wrong in the justice and
truth perspectives. These predefined principles can develop a culture and provides direction
"how to behave in a particular situations" to the staff members of an organization, particularly
in the sales firms. It is also noted that some organizations are setting ethical measures due to
rare interest of sales force in adopting professional behavior to improve its services. The service
quality plays a key role for the success and survival of every business specifically in public
sector (Ramseook-Munhurrun, Lukea-Bhiwajee & Naidoo, 2010). It has noted that public
sector organizations are now increasingly focus on the service quality, improve efficiencies,
and seeking customers’ satisfaction. Therefore, this study has examined whether self-efficacy
has any relationship with the ethical behavior of sales force in private sector? Is gender has
moderating effect on the relationship between self-efficacy and the ethical behavior in the
eastern culture of Pakistan where male gender is more dominate? Are self-efficacy and ethical
behavior have any relationship with the service quality in telecom sector? Is ethical behavior
has mediating role between self-efficacy and the service quality? For getting these objectives,
a study was conducted in the telecom sector of Pakistan to assess the relationship between the
defined variables.

Literature review

2.1 Service Quality

Service quality is the widely used term in management literature, business operations,
normally perceived in the context of technical quality and functional quality (Ismail & Yunan,
2016), and the key dimensions of service quality are noted as; tangible, responsiveness,
assurance, reliability and empathy. The concept of service quality was started in 1960 and
gradually grew around the world, particularly in manufacturing and services sectors (Prakash
& Mohanty, 2012), and is “the degree and direction of discrepancy between customers’ service
perceptions and expectations”. However, in developed nations, services sector has shown
significant growth, contribution in the economic development (Abby, Simon, & Matthew,
1994), is perceived as innate excellence, and a prime factor to gain competitive advantage. In
addition, due to the birth of internet and advancement in communication technology, the
concept of E-quality service took place around the world. Now, the people are more connected
then earlier age, as in today competitive environment and economy, the quality of service has
become the crucial part of every industry to satisfying their customers and improve business
operations, specifically in the telecom sector. Therefore, this study has applied the (AlBorie &
Damanhouri 2013; Azman, Hafizah et al. 2016, Parasuraman, Zeithaml & Berry 1985, Wong
& Sohal 2003) scale to measure the conception of service quality in the telecom sector of
Pakistan.

2.2 Self-efficacy

Self-efficacy is an optimistic approach and a belief of one own capabilities rather
than anticipated outcome (Maddux, 1995). While Tierney and Farmer (2002) have linked
this conception with the creativity of individuals and presumed that self-efficacious
individuals are more creative than others. It was supported that employees having higher
levels of self-efficacy are more sensitive to their work and performance (Luthans et al.,
2006), whereas Lam et al.,(2002) have anticipated that self-efficacious individuals often
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more engage in their work as compared to less self-efficacious employees. Meanwhile,
(Bandura & Locke, 2003; Stajkovic & Luthans, 1998) have suggested that such individuals
are more successful in their lives. Further, Stajkovic and Luthans (1998) have assessed 114
studies and noted that self-efficacy has a strong positive relationship with an employee’s
performance in a working environment. However, Chemers et al., (2000) have noted that
self-efficacious individual possess effective skills of leadership. It is believed that self-
efficacious individual make better use of sources in demanding situations and able to handle
problematic tasks in well-organized ways. Such individuals are expected to get work done
in an efficient way and can provide quality services in manufacturing, education and
military industries (Dinther et al., 2011). As self-efficacy can escalate the level of efforts
which are expanding and strengthening the persistence (Locke, 2003). It is believed that
self-efficacy can influence the choices of activities and enhance the level of performance
through extending the complexity in self-set goals. However, previous literature has
highlighted various dimensions of self-efficacy such as, self-enhancement and self-
confidence (Rehman et al., 2016).

2.2.1 Self Enhancement

Self-enhancement is the dimension of self-efficacy and the level of motivation where
employees can feel better about self and maintaining their standards in the working
environment (Sedikides & Strube, 1995). Such employees prefer positive views rather than
negative (Sedikides et al., 2008). Self-enhancement might help to get positivity into self-
concepts which are useful for self-evaluation and to avoid negativity (Dauenbeimer, 2002).
However, literature has mentioned four important types of self-enhancement that are; self-
evaluation, self-assessment, self-verification and self-improvement. Where, self-evaluation
may focus on personal development to assess what has improved and what needs to be
improved. In self-assessment, employees may want accurate and intent evaluation of self and
will try to reduce any uncertainty in this regards (Sedikides & Strube, 1997). In self-
verification, employees may want to verify their existing notions in themselves. While, in a
self-improvement type of self enhancement individuals may try to improve their performance,
attitude, character, and quality of service.

2.2.2 Self-confidence

The word confidence is derived from the Latin word “confider” which means to have
full trust or to be sure, but when we smack a word “self” at the start of confidence to compose
a word like “self-confidence” then it means, “to have full trust in yourself”. Hence, self-
confidence is the belief about one’s ability to handle problematic situations in an organization
(Grob, 2015). Therefore, Leaders may get sagacity of self-confidence while observing their
skills in getting work done in an organization. This may cause of learning and confidence to
get work done, to get success and gives the courage to effectively communicate, can improve
service quality, behave and decide on special decisions (Maclntyre, 1998). Whereas, Jack
(2013) has assumed that manager’s confidence can be measure through the achievement of
objectives and sustaining high-level performance, and the quality of service in an organization.
However, organizations may often use manager knowledge, abilities, and the skills as a
criterion for determining their level of confidence, and perceptions of service quality. The
quality of willing to be a team member and trust in managers may also give an indication about
their confidence and indication of improvement in service quality. However, the literature has
mentioned two sub types of self-confidence that are; general self-confidence and specific self-
confidence. Where, general self-confidence is the aggregation of your own evaluation in
different situations, while specific self-confidence is referring to one’s abilities and skills to
handle a specific task (Grob, 2015).
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2.3 Ethical Behavior

Ethics are the set of principles to assess the right and wrong behavior in different
situations (Ate, 2012). It has noted that ethical behavior measure the attitude of employees in
business environment and has direct or indirect influence on the operations of a business and
the quality of service. According to Gangwani (2012), organizations often settle ethical
measure to control unethical manners of employees in day to day operations to enhance the
quality of service. For instance, a common unethical behavior of employees in the working
environment is to dial long run call on business line during working hours, falsifying the
records of working hours and participation in illegal issues. They may often use the duplication
of software to leak data of a business. Therefore, the predefined and settled principles of ethics
are use as barriers for unethical behavior, particularly in the sale field as they show the face of
business in a market and can influence the overall quality of services. Sometime, unethical
behavior may use to measure or test the ethical behavior of employees in an organization.
Unethical behavior may not be a part of illegal character all the time and may exist between
right and wrong area which creates difficulty for management. Hence, various people have
different perceptions about what is ethical and what is not ethical. For example, people have
different views about making long run call on the company line as sometime they can defend
it in their mind. Therefore, a lot of companies have cleared and defined ethical set of laws
which may include formal codes and policies, the system for registering and dealing with
ethical concerns to sustain the quality of services. But the implementation of these ethical
policies may quite difficult due to shortage of time in the working environment. Hence, many
organizations have established the quality control departments to maintain the quality of their
services. Therefore, this study has interest to examine the role of ethical behavior in the service
quality of sales force along with the mediating role of ethical behavior between self-efficacy
and service quality in the telecom sector at Pakistan.

2.4 Moderating Role of Gender

It may be interesting to know about gender differences in regards of self-efficacy
relationship with the ethical behavior of sales force in the telecom sector of Pakistan. Literature
has noted gender differences in various aspects in different organizations. For example, Gefen
and Straub (1997) have noted a considerable difference between male and female respondents
in the terms of email usage. Likewise, Venkatesh and Morris (2002) have noted a difference
among male and female while using the software at the workplace. At the same time, Ono and
Zavodny (2002) have noted a significant relationship between men usage of internet as
compared to women usage. While Nysveen et al. (2005) have conducted a study about mobile
usage and observed a non-significant influence of gender in using cell phone services. In 2005,
Ramayah and Osman have found that male students spent more time to use the course website
as compared to female students. Therefore, the authors of this study are interested to determine
the moderating effects of gender on the relationship of self-efficacy and ethical behavior in the
eastern culture of Pakistan where male gender is more dominant.

Theoretical Framework and Hypothesis Development

Considerable attention has been given in research towards behavioral aspect, self-
efficacy, and service quality. For instance, Luthans and Youssef (2007) have shown their
interest in the behavioral research, while Boswell et al. (2012) have conducted a study to assess
the relations between self-efficacy, job offer and intensity of the job searching behavior. At the
same time, Saadellaoui (2012) has investigated the influence of self-efficacy on the perceived
ethicality of fear appeals in anti-tobacco advertisings. Likewise, Shacklock (2011) has assessed
the influence of ethical climate, self-efficacy and capacity to deliver ethical outcome in public
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sector human resource management. Later on, Fu (2013) has conducted a study to determine
the influence of emotional intelligence, organizational commitment, and job satisfaction on the
ethical behavior of Chinese employees. Ren and Chadee (2017) have examined the relationship
of ethical leadership and job satisfaction along with the moderating role of self-efficacy.
Likewise, Suksern and Takahashi (2017) have conducted a study to assess the relationship of
learning with the ethical behavior along with the mediating role of self-efficacy. In addition,
assessing the influence of self-efficacy on the service quality specifically in the telecom sector
has been given little attention. Evidently, Mckee, Simmers and Licata (2016) have assessed the
customers self-efficacy in the response to service in the insurance sector. Erlina and Muda
(2018) have examined the effects of self-efficacy on the work quality of internal auditor in
Indonesian context. Notably, Mensah and Lebbaeus (2013) have investigated the influence of
employee’s self-efficacy on the quality of work life at Ghana. The study has noted a positive
correlation between self-efficacy and the quality of work life.

Likewise, Feinberg and Kennedy (2008) have proposed a model to examine the effects
of self-efficacy and adoptability on sales person’s orientation, customer’s orientation, job
performance and customer’s satisfaction. In addition, Roman (2003) has empirically examined
the impacts of ethical sales behavior on customer’s satisfaction, trust and loyalty in the financial
sector. Basnayake and Hassan (2015) have empirically investigated the effects of employee’s
ethical behavior on customer’s satisfaction in the fast food industry in Malaysian context.
Therefore, several studies have been conducted in various aspects of self-efficacy, ethical
behavior and service quality and its relationship with other variables, but previous literature
had less focused on determining the relationship of self-efficacy with ethical behavior and
service quality in the telecom sector of Pakistan along with moderating role of gender. In
addition, the effects of ethical behavior on the service quality have not been determined. Also
assessing the mediating role of ethical behavior between self-efficacy and service quality
would be a novel contribution. Therefore, this study has found a gap of knowledge to determine
the relationship of self-efficacy with the ethical behavior, service quality of sales force in the
telecom sector of Pakistan as well as the relationship of ethical behavior with the service quality
and the moderating role of gender while mediating role of ethical behavior. The study has
selected the telecom sector as sales force may often deal with uneducated people in less
developed areas and eastern culture of Pakistan where male gender is more dominant. Hence,
this study will examine the moderating effects of gender on the relationship of self-efficacy
with ethical behavior due to non-flexible culture of consumers. For the purpose, this study has
developed a conceptual framework of self-efficacy, ethical behavior, service quality and gender
which is given in Figure 1. The following conceptual model is developed to assess the
relationship among defined variables. On the basis of theoretical model, the study has
formulated the following hypothesis;

H1.There is a significant relationship between self-efficacy and the ethical behavior of sales
force in the telecom sector of Pakistan.

H1A.There is positive correlation between self-enhancement and the ethical behavior of sales
force in the telecom sector of Pakistan.

H1B.There is positive correlation between self-confidence and the ethical behavior of sales
force in the telecom sector of Pakistan.

H2.There is a significant relationship between self-efficacy and the service quality of sales
force in the telecom sector of Pakistan.

H2A.There is positive correlation between self-enhancement and the service quality of sales
force in the telecom sector of Pakistan.
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H2B.There is positive correlation between self-confidence and the service quality of sales force
in the telecom sector of Pakistan.

H3.There is a significant relationship between ethical behavior and the service quality of
sales force in the telecom sector of Pakistan.

H4.There is moderating effect of gender on the relationship of self-efficacy and the ethical
Behavior of the sales force in the telecom sector of Pakistan.

H5.There is mediation effect of ethical behavior on the relationship of self-efficacy and the
service quality of the sales force in the telecom sector of Pakistan.

Gender
Self-Efficacy Ethical
Behavior
Self-Enhancement |2
Service
Self-Confidence Quality

Fig.1. Conceptual Framework of the Study

4. Methodology

This study has collected data through questionnaires based survey, with a sample size
234, from the sales representatives and managers in the telecom sector of Pakistan. However,
only 190 questionnaires were useable. Data were collected in different regions of Khyber
Pakhtunkhwa, Pakistan. Khyber Pakhtunkhwa was selected due to its rigid culture where male
gender is more dominant as compared to other parts of the country. Most of the respondents
were under the age of 35 years. The survey instrument was comprised of demographic factors
and questions about the variables of study. It was assured to the respondents that the
information collected from them will be only used for research, publication purposes and will
be keep it confidential. The study instrument was adopted from (Pelletier & Bligh, 2006; Yun
et. al., 2007, Al-Borie & Damanhouri 2013; Azman, Hafizah et al. 2016, Parasuraman,
Zeithaml & Berry 1985, Wong & Sohal 2003). After data collection, the study applied
correlation and stepwise regression for statistical analysis. Stepwise regression was applied to
quantify the impacts of the independent variables on the dependent variables of the study.

5. Results

This study has applied correlation statistics to determine correlation among variables.
(Table 1) presents the results of correlation statistics. The results of correlation analysis
indicate that self-efficacy is positively correlated with the self-enhancement (r = 0.783**), self-
confidence (r = 0.655**) ethical behavior (r = 0.536*%*), service quality (r = 0.439), and gender
(r = 0.327) of the sales force in telecom sector. Likewise, ethical behavior has positive
correlation with the self-enhancement (r = 0.467**), self-confidence (r = 0.384**), service
quality (r = 0.452**) and gender (r = 0.304). In addition, service quality has positive correlation
with the self-enhancement (r = 0.546**), self-confidence (r = 0.432**), gender (r = 0.537) of
sales force in the telecom sector of Pakistan, in the eastern culture where male gender is more
dominant. In addition, gender has positive significant relationship with the self-confidence (r
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= 0.484**), and self- enhancement (r = 0.532**) of the sales force in the Telecom sector of
Pakistan.

Table-1.Correlation between Variables
Self- Self- Self- Ethical Service

Efficacy enhancement Confidence Behavior Quality Gender

Self-Efficacy 1

Self- 0.783%* 1
enhancement

Self- o o

Confidence 0.655 0.579 1

Ethical 5 cagun  gug7er  0.384% 1

Behavior

Service 0.439 0.546%* 0.432%*  0.452%* 1

Quality

Gender 0.327 0.484** 0.532* 0.304 0.537 1

** Correlation is significant at the 0.01 level ( 2- tailed)

Notably, (Table 2) provides the statistic of stepwise regression. In step I, self-efficacy
has positive significant (B = 0.47*) relationship with the ethical behavior of sales force the in
telecom sector. It can be inferred from the results that self-efficacy has positive relationship
with the ethical behavior of sales force as they may be able to show favorable behavior to
impress their customers. It can also be inferred that self-efficacy has a positive influence on the
ethical behavior of sales force as they might behave according to their local culture. Moreover,
self-efficacy has positive influence on the ethical behavior of sales force as their high level
confidence, self-enhancement and abilities may create good inspirations.

Table-2. Results of Hierarchical Regression Analysis

Beta Step.1 Beta Step. Il Beta Step. 111
Self-efficacy 047* .038* .031*
Gender 231 418
Self-efficacy* Gender .041*
R? 527 614 543
Adjusted R? .326 .336 .368

** P <0.01, *P<0.05

In step 11, the relationships of self-efficacy and gender with the ethical behavior of the
sales force were determined. In this step, self-efficacy (p = 0.038*) and gender (f =0.231) both
had a positive influence on the ethical behavior of sales force. In this step, self-efficacy has
significant while gender has an insignificant relationship with the ethical behavior of the sales
force. In step 111, a joint relationship of self-efficacy and gender with the ethical behavior of
the sales force was determined by taking the product of gender and self-efficacy. In this step,
self-efficacy (B = 0.031*) had positive significant relationship with the ethical behavior of the
sales force. Similarly, the gender (B = 0.418) had positive but insignificant effects. The
interaction term (Product of self-efficacy and gender) had positive (B =0.041%*) and statistically
significant relationship with the ethical behavior. Therefore, results indicate that gender has
moderated the relationship between self-efficacy and the ethical behavior of sales force in the
telecom sector of Pakistan, in the eastern culture where male gender is more dominant.

Res Militaris, vol.13, n°1, Winter Spring 2023 3837



WffARES MILITARSS Social Science Journal

Additionally, (Table 3) shows the result of regression. In this step, the effects of self-
efficacy on the service quality of sales force in telecom sector were determined. The results
have shown that self-efficacy has positive significant relationship with the service quality of
sales force. In the same manner in step 2, ethical behavior has also positive significant
relationship with the service quality of sales force. However, it has noted that ethical behavior
has stronger positive relationship with the service quality as compared to self-efficacy in the
defined context. Therefore, on the basis of results, it can be said that the sales representative
are able to provide better services due to their high level confidence and continuous
improvement in their behavior. It can also be concluded that the ethical behavior of sales force
put good impression on their customers mind and deliver their services in satisfactory way. In
step 3, the results indicated that ethical behavior has mediating effects on the relationship
between self-efficacy and the service quality of sales force in the Telecom Sector of Pakistan

Table—3.Effects on Service Quality

Beta T-value R-square  Significance
Model 1 Self-Efficacy 0.475 4.83 0.42 0.01
Model 2 Ethical Behavior 0.582 5.24 0.49 0.00
Model 3 S(?If-Efflcacy_/ 0.342 4.33 0.57 0.00
Ethical Behavior 0.465 4.67 0.67 0.03

**P<0.01, *P<
0.05

Precisely, this study has relatively compared the effects of self-confidence and self-
enhancement on the ethical behavior as well as service quality of sales force. Results have
shown that self-enhancement has strong positive relationship with the ethical behavior as
compared to self-confidence. In the same way, self-enhancement has strong positive
relationship with the service quality as compared to self-confidence. Therefore, on the basis of
results, it can be inferred that continuous improvement and modification in attitude can
improve the quality of services of sales force in the eastern culture of Pakistan. It can also be
said that the adoption of favorable attitude can increase the ratio of reliability among consumers
and their level of satisfaction.

Fig.2. Effects on Ethical Behavior Fig.3. Effects on Service Quality
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'
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6. Discussion

This study has examined the influence of self-efficacy on the ethical behavior and
service quality of the sales force in the telecom sector of Pakistan. The study has shown interest
to determine the moderating effects of gender on the relationship of self-efficacy and ethical
behavior as well as the effects of ethical behavior on service quality. This study has used
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questionnaires based survey to collect data and applied a stepwise regression to analyze it. The
results have indicated that self-efficacy has positive significant relationship with the ethical
behavior and service quality of the sales force and gender has moderating effects in the defined
context. It has also noted that ethical behavior has positive significant relationship with the
service quality of sales force. The results of this study have important implications for
marketing research and contributed to the body of knowledge that self-efficacy and ethical
behavior can be used to create a good impression on the targeted consumers. From the results,
it has assumed that continues self-enhancement, high level of self-efficacy and self-confidence,
acceptable behavior have the advantage to achieve the marketing objectives in less educated
areas of Pakistan. It has also noted that gender is an important factor to consider in marketing
strategies to implement the business operations in less educated and undeveloped areas of
Pakistan where male gender is more dominant.

The managerial implication was to examine whether self-efficacy has any relationship
with the ethical behavior and service quality of the sales force in the telecom sector. The results
have shown that self-efficacy can be applied to influence the ethical behavior and service
quality of the sales force. Further, results show that gender has moderating effects on the
relationship of self-efficacy and ethical behavior. It has also noted that ethical behavior has
positive significant relationship with the service quality in telecom sector at Pakistan. Ren and
Chadee (2017) have assessed the relationship of ethical leadership, self-efficacy, and job
satisfaction along with the moderating role of guanxi. The study has noted that self-efficacy
positively and strongly mediates the relationship between ethical leadership and job
satisfaction. This study is inline in the sense of self-efficacy. Likewise, Sukserm and Takahashi
(2017) have assessed the relationship between learning and ethical behavior along with the
mediating role of self-efficacy in the corporate social responsibility context. The study has
noted that self-efficacy mediates the relationship between learning and the ethical behavior.
This study is in line in the sense of self-efficacy and the ethical behavior. This study is in line
with Saadellaoui (2012) where a relationship of self-efficacy with the perceived ethicality of
fear appeals in anti-tobacco advertising assessed. It is noted that self-efficacy has a positive
influence on the perceptions of the ethical nature of advertisement. It was also noted that self-
efficacy has a positive significant effect on the intention to quit smoking. Likewise, Shacklock
(2011) has assessed the influence of ethical climate, self-efficacy and capacity to deliver ethical
outcome in the department of human resource management in public sector. The study has
noted a significant difference between human resource practitioners who are operating in a
different ethical environment like for example perceived realism of the scenarios or human
resource practitioners’ non-compliance judgment may vary from one environment to another.
It has noted that the ethical climate in an organization will affect both the human resource
practitioners self-efficacy and their capacity to deliver ethical outcomes when faces with ethical
dilemmas. This study is in line with the term of self-efficacy and ethical behavior.

Notably, Boswell et al. (2012) also have noted that self-efficacy has a positive impact
on the intensity of job searching behavior, the number of job offers and pre-entry fit perceptions
in a working environment. This study is in line in the context of self-efficacy. Likewise, Erlina
and Muda (2018) have examined the effects of self-efficacy on the work quality of internal
auditor in Indonesian context. The study has noted that self-efficacy has positive significant
relationship with the work quality of internal auditor. This study is inline in the sense of self-
efficacy and its effects on service quality. However, Feinberg and Kennedy (2008) have
proposed the effects of self-efficacy and adoptability on sales person’s orientation, customer’s
orientation, job performance and customer’s satisfaction. Therefore, the findings of this study
show the direction to Feinberg and Kennedy conception. In addition, authors like, Fu (2013)
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has conducted a study to determine the influence of emotional intelligence, organizational
commitment, and job satisfaction on the ethical behavior of Chinese employees. It was noted
that emotional intelligence, organizational commitment, and job satisfaction have a significant
relationship with the ethical behavior. This study is in line in the sense of ethical behavior and
service quality. Likewise, Hyman and Tansey (1990) have noted that unethical advertisement
has a negative influence on short and long term attachment of customers with organizations.
This study is in line in the sense of ethics to satisfy customers. Roman (2003) has empirically
investigated the effects of ethical sales behavior on customer’s satisfaction, trust and loyalty in
financial services industry. The study has noted that the sales people ethical behavior has
positive significant effects on the customer’s satisfaction, trust and loyalty in banking sector.
This study is in line in the sense of ethical behavior of sales force and its relationship with
customer’s satisfaction. In the same way, Basnayake and Hassan (2015) have empirically
investigated the effects of employee’s ethical behavior of customer’s satisfaction in the fast
food industry in Malaysian context and noted a positive significant relationship between
variables. However, this study is unique in the context to examine the influence of self-efficacy
and ethical behavior on the service quality simultaneously.

7. Conclusion and Recommendations

The study has examined the influence of self-efficacy on the ethical behavior of the
sales force in the telecom sector and the moderating effects of gender. In addition, this study
has also examined the influence of self-efficacy and ethical behavior on the service quality of
sales force in Telecom sector of Pakistan along with the mediating role of ethical behavior on
the relationship between self-efficacy and the service quality. The study has applied
quantitative techniques to collect data through questionnaire based survey from the sales
representatives and managers of the telecom sector in Pakistan. The study has used a stepwise
regression for data analysis. The results indicate that self-efficacy has positive significant
relationship with the ethical behavior of the sales force, while gender has moderating effects
on this relationship. The results have shown that self-efficacy and ethical behavior have
positive significant relationship with the service quality in telecom sector. It has also noted that
ethical behavior has mediating effects on the relationship between self-efficacy and the service
quality. Therefore, the results of correlation and stepwise regression have accepted the
developed hypotheses. However, while interpreting the results, it should be kept in mind that
data used in this study was collected from a single state of Pakistan. Therefore, readers need to
be cautious in generalizing the results. To further enrich the analysis, we therefore recommend
that future research should include other variables like education and culture for assessing the
moderating effects. Further, the study was limited to telecom sector only and future research
can include other sectors like pharmaceutical, education and other services as well as
manufacturing sectors.
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