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ABSTRACT

This study aimed at determining the role of employee motivation on customer satisfaction in the
hotel industrial sector in Uganda with the study objectives; To find out the role of Motivation
Incentives on customer satisfaction of hotel industry in Kampala city. To find out the role of
Engagement on customer satisfaction of hotel industry in Kampala city. To find out the role of
Employment Benefits on the customer satisfaction of hotel industry in Kampala city .The study
was anchored on Agency theory as suggested by Jensen & Meckling (1976) which recommends
employee motivational tools are some of the mechanisms that can be used in an entity to solve the
agency problem by reducing the agency outlays that further boosts customer satisfaction (Kamau,
2022). In addition to that, the study applied a cross-sectional research design and quantitative
approach. The study had a target population of 38 respondents and collected data from a sample
size of 36 respondents as guided by Krejcie and Morgan (1970). Data was collected using close
ended questionnaires of up to five Likert scale. Furthermore, data analysis was done using
statistical package for social sciences from which descriptive statistics, frequency tables,
reliability, validity, correlation and regression remarks were obtained. The study findings showed
that employee motivation positively impacts customer satisfaction in the hotel industry. Based on
the findings of the study, the researcher therefore recommends that Mestil hotel should endeavor
to ensure and maintain motivational incentives categorized by allowances, rewards, decision
making, training etc. to help in boosting employee’s performance which in the due course enhances

customer satisfaction.

Xi



CHAPTER ONE

INTRODUCTION

1.0 Introduction
This chapter comprises of the background of the study, statement of the problem, objectives of the
study, research questions, scope of the study and significance of the study and the conceptual

framework.

1.1 Background of the study

Customer satisfaction is defined as the consumer’s response to the evaluation of the perceived
discrepancy between prior expectations and the actual performance of the product or service as
perceived after its consumption (Osinde et al., 2020). Consequently, in the hospitality industry
customer satisfaction is very important, and is a measure of how products and services supplied
by a business meet customer expectation(Wampande, 2021) .This implies that satisfaction is an
overall post-purchase evaluation by the consumer. According to Kotler (2020) Customer care is

considered as a major tool for customer satisfaction derived from employee motivation.

Also, Ayofe & Martha, (2021) noted that employee motivation are those psychological
characteristics of human that contributes to an individual’s level of commitments to the
organizational goals and objectives. In addition, the hospitality industry is a service-based industry

which requires employees to have close relations with the customers (Khalaf etal, 2016).

In the several hospitality destinations, diverse phases have been adopted to increase on the
customer satisfaction with in different contexts of the world for example implementation of
customers complaints management strategies, consecutive service delivery, enlightening customer
care, ensuring safety and health measures to wards the hospitality clients(Christine, 2018) .still,
deprived customer satisfaction is still a challenge in the hotel industry, hence this research study
to establish on employee motivation and customer satisfaction of hospitality industries in Uganda

a case of Mistil Hotel.

Globally, In Europe according to Annual report and accounts,(2018) on park plaza hotel group, a
high level of service was recognized in improvements of both guest satisfaction and service

performance scores compared with those achieved in 2017.Furthermore,as measured through the

1
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