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Abstract

This master’s thesis examines how leadership behaviors influence employee motivation and
burnout in customer support teams. The central argument is that employee effectiveness and
motivation do not depend only on whether a manager is formally competent, technically
knowledgeable, or “good” in a corporate performance-management sense. In customer-support
environments, employees also evaluate their immediate supervisors as human beings: how
respectfully they communicate, how fairly they treat the team, whether they listen, whether they
provide constructive feedback, whether they protect agents during difficult customer situations,

and whether they create a psychologically safe working atmosphere.

The study uses a qualitative research design. Data were collected in May 2026 through an online
form containing open-ended, interview-style questions. Sixteen responses were submitted. After
screening, three responses were excluded because they were blank or non-substantive, and one

response was excluded from direct evidentiary use because of inconsistency in the age/consent
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confirmation. The final thematic analysis was based on twelve substantive responses, while eleven
clearly country-identifiable responses were used for a modest Georgia—Bosnia and Herzegovina
comparison. The analysis was conducted through Excel-assisted manual coding and reflexive

thematic analysis.

The thesis is grounded in Self-Determination Theory, the Job Demands—Resources model, burnout
research, emotional-labor literature, psychological safety, and leadership research. The findings
reveal five major themes: human respect and communication; constructive feedback and
recognition; autonomy versus micromanagement; supervisor support in difficult customer
interactions; and leadership as protection against burnout. Respondents repeatedly emphasized
calmness, empathy, fairness, honesty, open communication, trust, and support.
Micromanagement, public criticism, inconsistent rules, lack of backing, and pressure without

support were associated with frustration, demotivation, and burnout risk.

The thesis concludes that leadership in customer support should be understood as a
resourcedistribution process rather than only a KPI-control function. Managers who provide
respect, autonomy, competence support, relatedness, recognition, and recovery opportunities
become organizational resources. Managers who intensify pressure, shame employees, or restrict
judgment without support become additional job demands. Practical recommendations include
supervisor training in respectful communication, private developmental feedback, reduced
micromanagement, clearer autonomy boundaries, stronger recognition systems, and

psychologically safe procedures for handling abusive customers.

Keywords: leadership behavior; customer support; employee motivation; burnout; qualitative

research; Georgia; Bosnia and Herzegovina; feedback; autonomy; psychological safety.
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