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ABSTRACT
This study examined the effect of employee motivation on financial performance of the hospitality

industry. The study utilized a cross-sectional research design and quantitative approach. Data was
collected from 60 as a target population with accessible unit of inquiry being 52 respondents
consisting of cooks, managing directors, accountant, human resource, food and beverage, guests,
receptionists, trainees and cleaners. Data was collected using a closed ended questionnaire and
statistical package for social sciences was used for analyzing data from which frequency tables,
descriptive statistics, reliability, validity, correlation and regression results were obtained. From
the research the study findings revealed that having employee motivation increases on the
customer satisfaction. The more the customers satisfaction the more the customers increase and

hence more revenue is generated.
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CHAPTER ONE:

INTRODUCTION
1.0 Introduction
This chapter comprises of the background of the study, statement of the problem, general objective
of study, specific objectives of study, research questions, scope of the study, general terms and
significance of the study and the conceptual framework.
1.1 Background of study
Hospitality industry is a billion dollars industry, which includes many activities, from which the
main is hotel business, tourism services, event planning and transportation. This industry is a quick
growing industry, where main factors are service quality and quest satisfaction through motivation
of employees (Abdullah & Othman, 2019). Hotels are one of the most important components when
it comes to tourist lodging sectors. The motivated and committed employee offer more interest and

effort, ensuring customer satisfaction and retention (Othman et al. 2019).

Therefore, Employee motivation has been defined by means of preceding research in diverse fields
and a lot of them supply distinct definitions. However, some of these definitions have similarities.
From the view of economics, psychology, and human sources, motivations talk over with motives
or factors that inspire or encourage people to behave in a selected manner (Ann & Blum, 2020).
In addition, motivation also refers to the inherent and exogenous elements that influence an

individual to act in certain ways or to take certain actions (Du Plessis et al., 2015).

And Post & Bryon (2018) describes financial performance as the act of performing financial
activities. Broadly, finance performance is the degree with which financial objectives are achieved.
To some, it is a process of measuring results of a company’s policies and operation based on
monetary terms (Walker & Wan, 2019).

Many steps and intervention have been taken worldwide to boost financial performance of
hospitality industries in the different parts like providing ensuring good accounting systems,
monitoring and evaluation, supports from external sources and many others but still problems
persists hence encouraging the researcher to conduct a study of employee motivation on the
financial performance of hospitality in Uganda by using Serena Hotel in Kampala as a case study
as a result, Hotels are business aimed at establishing themselves and their success in measure with

regard to financial performance (Waweru, 2018).
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