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Abstract
This paper discusses the main concepts that underpin the relation between responsible
transformational leadership style. It is presenting several literature based arguments for supporting the
general hypothesis that responsilble transformational style in positively influencing the climate of
quality service in public organization from Israel.The research method is quantitative, based on a
survey administrated to 300 managers and employyes of Israeli public organizations. The teoretical
contribution is a proposed definition of the responsible transformational leadership style and the
practical will be validate the formulated hypothesis.

1. INTRODUCTION
We will present the hypothesis for the research related to the influence of
responsible leadership on the climate of quality service in public organizations from
israel in 2018. These hypothesis are based on a comprehensive critical literature
review. We are currently undertaking the recovering of distributed questionnaires to
managers and employees from all the types of public organizations from Israel. The
main contribution of this article is the proposed definition of the concept of
responsible transformational leadership style and of the positive strong influence of
this leadership style on the climate of quality service in the Israeli public institutions.
2. RESPONSIBILITY
Responsibility has long been recognized as one of the cornerstones of
successful public administration (Forrer, Kee, Newcomer & Boyer, 2010).The
relationship between leadership and accountability is presented by Grimshaw, Baron,
Mike & Edwards (2006) who argue that the process of promoting a culture of
"accountability" in the public organization is a process carried out by managers and
leaders. The motives for the process are the variables that determine whether the
followers will perform what is expected of them.
Responsibility as a leadership concept has been found to promote supportive
behavior, pro-social behavior, which similarly plays an important role in determining
service-oriented behavior (Williams, & Sanchez, 1998). Organizations that have a
system of process management policies that include employee accountability are
organizations that excel in promoting customer service. Schneider and others (2005)
have defined as common perceptions of employees and relate to methods, processes
and behaviors that are rewarded and valued - by the organization in everything related
to customer service and quality of service.
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The characteristics of accountability as defined by Winston et al. (2005) and
Roberts (2002) discuss transparency, reliability, responsibility, and responsiveness.
The role of managers in the organization is to assimilate these values. The role of
accountability as a process factor is to help the organization's managers develop an
atmosphere of sharing and developing a service climate within the organization, as
part of the policy set by the organization's leaders.
In order to achieve a higher level of accountability management has become
more challenging in modern management paradigms. These paradigms hold that
organizations that provide public service must reinvent themselves and sometimes
even redesign their activities, all in order to provide better service to their customers
(Kearns, 1996).
3. TRANSFORMATIONAL RESPONSIBLE LEADERSHIP STYLE, A NEW
CONCEPT
Leadership styles deal with behaviors towards peers and subordinates
throughout the process once objectives have been set through planning and executing
the task to drawing lessons from the experience and results. If responsibility is
required throughout the process, and not only in the evaluation of results, then the
question is, what is the weight attributed to it by the leader and if is it different from
one leadership style to another? For each of the three styles of leadership, avoidance
leadership, rewarding leadership and formative leadership, the characteristics of how
the leader behaves represent a personal positive example to be followed and that also
encourages responsibility and openness in his relationships between the leader and
his/her followers.
Bass (1985) argues that formative leadership creates identification and
internalization of values that the leader wishes to assimilate. The style of
transformational leadership is based on an inspirational relationship that breaks
through the familiar management barriers of manager-subordinate relations. This
leadership style captures the hearts of employees and encourages them towards
challenging goals. The level of employee awareness of their growth potential within
the organization validates their self-expression and motivates them to a higher level of
performance. Transformational leadership influences employees in shaping beliefs
and value systems (Vigoda-Gadot & Angert, 2007).
Two characteristics identified with the transformational leadership as
defined by Bass & Avolio (1997) in the full range model of leadership are: a)
intellectual stimulation, b) solving problems by encouraging innovation.
The first characteristic, intellectual stimulation constitutes the high point in
the continuum of formative leadership, with emphasis on moral and behavioral
models, and emphasis on the moral and ideological considerations involved in
decision making by the leader. This is an activity that leads followers towards the
identification and imitation of the leader. The leaders are willing to sacrifice personal
interests in favor of the interests of the organization, do not hesitate to take risks and
do not avoid taking responsibility for actions carried out by their people.
The second characteristic deals with solving problems by encouraging
innovation and creativity through challenging the accepted methods, and tolerance
towards making mistakes and considering them a constructive part of the learning
process. The leader does not necessarily solve the problem without his followers,
he/she acts to improve their ability to solve it themselves. The leader encourages his
people to ask, to show openness to criticism, and to offer creative alternatives. The
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followers demonstrate deep, independent and critical thinking. These characteristics
are in direct relation with the encouragement of accountability and activity under full
transparency.
Wood & Winston (2005) define the responsibility of the leader as: a) the
leader's agreement to bear the inherent responsibilities of the leadership, in order to
serve the interests of the organization: b) the expectation that he/she (the leader) will
stand behind his words, actions and reactions, directly or implicitly; c) the expectation
that the leader may be called upon to explain his beliefs, decisions and commitments.
The role of leaders who act based on the principles of "accountability" is to
assimilate these principles within their organization, too. In examining the three
factors discussed above that make up accountability according to Wood & Winston
(2005), we have remarked that the characteristics that define responsibility are
characteristics inherent in the definition of transformational leadership. These
characteristics are: taking responsibility on the part of the leader, the manager
providing support to his/her employees, encouraging bi-directional critical thinking
without fear of sanctions, emphasis placed by the leader on moral and behavioral
models, and explaining the ideological considerations involved in making decisions.
Therefore, we define the transformational responsible leadership as the
transformational leadership style that explicitly is based on the three aspects of the
leader’s responsibilities: 1) to act responsible and show responsiveness in serving the
interests of the organization; 2) to fulfill the expectations of his followers that he will
stand behind his words, actions and reactions: and 3) to fulfill the expectations to
explain his beliefs, decisions and commitments to ths superiors and followers.
4.
THE
RELATIONSHIP
BETWEEN
TRANSFORMATIONAL
RESPONSIBLE LEADERSHIP STYLE AND CLIMATE OF QUALITY
SERVICE IN PUBLIC ORGANIZATIONS
Following to the increasing demand for better involvement of citizens and
interest groups in policy making and policy implementation, public sector managers
need to work to develop their management capacity (Markovits et al, 2011), while the
trend of providing services to the public through outsourcing has increased, with the
desire to provide quick and quality services in areas such as sanitation and
infrastructure services. The New Public Management (NPM) has made the citizen a
significant player in the interaction between the government and service providers to
the public.
Therefore, a situation is created in which the citizen as a client constantly
raises the level of demands placed on the government for responsiveness,
transparency and accountability (Vigoda-Gadot&Meisler, 2010; VigodaGadot@Mizrahi, 2008). Gill (2009) examined the relationship between leadership
and service climate while comparing the private and public sectors and argued that
leadership has a greater influence today than in the past on the service climate in the
public sector.
Another dimension that influences the relationship between leadership and
service is the formal and informal supervision by various media and interest groups
on the activities of public organizations. Unlike the private sector, there is
transparency regarding the activity of managers in the public sector. This transparency
enables an examination of the performance of the public organization and of the level
of service it provides.
Guthridge & Wearing (2003) argue that there is a strong connection between
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the manager's leadership style and the service climate in the organization. They argue
that this connection between the manager's leadership style and the service climate in
the organization is also influenced by the leader's ability to create a suitable climate
and environment for the development of the service climate. This relationship is
important for building a service climate in the public organization that meets the
needs of the public today.
Service quality in the public sector is the yardstick for the functioning of the
public organization. It is the responsibility of the leader to act in order to meet public
demands for high level quality of the service. Vigoda-Gadot & Anger (2007) found
that the leadership style by which managers operate in public organizations has a
direct impact on the performance of the organization. Vigoda-Gadot & Mizrahi
(2008) argue that based on the new public management approach, public service
providers are expected to address their duties and tasks differently than in the past in
an attempt to respond first to citizens' needs.
On the other hand, Walumbwa et al, (2010) argue that leaders who have a positive
attitude that enables and encourages a service climate in an organization will
positively influence the employees in the service they provide. They argue that a
positive service climate makes it possible to define a goal that targets employees to
achieve excellent service performance.
There are key actions that managers can take to be effective leaders. These
actions can be grouped into three main clusters: 1) Task-oriented operations; 2)
Actions directed at people; 3) Actions characterized by morality. Such actions are:
making at taking decisions at the appropriate timing, motivating employees, providing
instructions and setting plans and dates for implementation.
In an effective service environment, managers influence and encourage
employee service behavior by setting goals for the service providers. Managers of this
type are empowering, energizing, rewarding and serving as role models for their
employees, in order that service providers in the organization will be made aware of
how the best of them could provide the best service (Hui et al., 2007).
A combination of leadership theory and organizational climate perspectives
in a study conducted by Kozlowski& Doherty (1989) found that employees who are
supported and backed by their managers will have a more positive attitude towards
the organizational climate than those who have little contact with their managers.
Salvaggio et al, (2007) found that the manager in the organization is a factor
influencing service orientation and influencing the service climate.
Thus, it is possible to conclude that leaders who are aware of the importance
of quality of service will act in such a way as to enable the construction of a service
climate in the organization (Schneider et al., 1998). They have found a link between
leadership that creates commitment to the role and organization and high levels of
service climate. Hossain (2010) argues that interpersonal relationships can facilitate
the assimilation of responsible behavior that operates within formal professional and
social frameworks, between this style of leadership and inspirational motivation and
cooperation, which harness the worker to the processes in the organization and build a
commitment to the organization. According to her, social relations have a strong
influence on the accountability and performance of public office holders.
From a review of this part, I have surmised that there is a strong positive
relationship between responsible leadership and the climate of service in the public
organization.
According to Vigoda-Gadot and others (2016), the climate of service in the
public sector is now characterized by a change in paradigms that were common in
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outdated bureaucratic organizations. In the current period, marketing orientation,
organizational flexibility, efficiency and responsiveness to citizens' needs are
increasing. Such a process requires different thinking of renewal and abandonment of
established norms. This demand for flexibility and openness to change is inconsistent
with the rewarding leadership style. Therefore, we will research only the
transformational responsible leadership style in Israeli public organizations.
5. THE RESEARCH METHODOLOGY
Based on the literature review we have formulated the following six research
hypotheses:
1. There is a positive relation between transformational responsible leadership
and the climate of quality of public service.
2. There is a positive relation between classical transformational leadership and
the climate of quality of public service.
3. There is a positive relation between responsibilities and the climate of quality
of public service.
4. There is a positive relation between accountability of the leader and the
climate of quality of public service.
5. There is a positive relation between the accountability of employee and the
climate of quality of public service.
6. There is a positive relation between the organization's accountability and the
climate of quality of service.
The approach we are undertaking is a quantitative research, using a survey
based on a specific questionnaire.
We are currently in the process of executing a survey of the situation in the
public sector organizations in Israel. The research population refers to all employees
and managers in the public sector in Israel. Of these, a sample of about 300
employees and managers from all the organizations in the public sector will be
selected randomly.
A questionnaire will be distributed in order to examine the research variables.
The questions in the questionnaire of the research variables will be composed of
indexes that have been examined in the literature in the past, and describe the
dependent variable - the quality of service and the independent variables in the
research -leadership and accountability.
For the independent variable “Leadership” we have used the Multifactor
Leadership Questionnaire 360 (MLQ 360) of Bass and Avolio (1990). The MLQ 360
is composed of two forms: the Leader Form (36 items) and the Rater Form (45 items).
It is a multi-rater form, meaning that it analyzes the leader's self-assessment alongside
how superiors, peers, subordinates, and others perceive their leadership behaviors.
The MLQ 360 measures transformational leadership, transactional leadership,
passive/avoidant behaviors, and outcomes of leadership. We have used the Rater form
consisting of 36 questions.
The Quality Service climate questionnaire consists of 7 questions that are
asking respondents to evaluate (to scale) various aspects related to the service quality
climate in their own organization. Description of what happens in people’s work units
with regard to the service-focused policies, practices, and procedures they experience
as well as the behaviors they observe being rewarded, supported, and expected
(Schneider, White, and Paul, 1998).
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Currently, the research is the stage of distribution and collection of
questionnaires. The research results and discussion will be presented in another article
following the completion of the field research.
6. CONCLUSIONS
Responsibility has long been recognized as one of the cornerstones of
successful public administration (Forrer, Kee, Newcomer & Boyer, 2010). The
process of promoting a culture of "accountability" in the public organization is a
process carried out by managers and leaders.
Service quality in the public sector is the yardstick for the effective
functioning of the public organization. It is the responsibility of the leader to act to
ensure a climate of quality service in order to meet public demands for high level
quality of the service.
The climate of quality service in the public sector is now characterized by a change in
paradigms that were common in outdated bureaucratic organizations. In the current
period, marketing orientation, organizational flexibility, efficiency and responsiveness
to citizens' needs are increasing. Such a process requires different thinking of renewal
and abandonment of established norms. This demand for flexibility and openness to
change is inconsistent with the rewarding leadership style. Therefore, we will focus
our research on the transformational responsible leadership style in Israeli public
organizations.
We consider that transformational responsible leadership is the
transformational leadership style that is explicitly based on three aspects of the
leader’s responsibilities: 1) to act responsible and show responsiveness in serving the
interests of the organization; 2) to fulfill the expectations of his followers that he will
stand behind his words, actions and reactions: and 3) to fulfill the expectations to
explain his beliefs, decisions and commitments to his superiors and followers.
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