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ABSTRACT

This study sought to evaluate the factors affectimg performance of Hotel businesses in
Uganda. Looking at the fact that hotel businesdag enormous role in bringing innovation,
economic growth and prosperity through employment @ntributing to GDP of an economy.

The study specifically looked at three factors #iféect Hotels performance in terms of return on
investments, Efficiency of staff and sales growtie factors include: Employee motivation,
Management style and Location of Hotel.

A case study survey was used in the study; botimtgaive and qualitative techniques were
employed in the data collection process, analysissentation and discussion of findings. The
data used in this study was both secondary andapyina stratified random sampling technique
was employed to 52 respondents consisting of; m&anmagt, employees and customers of Desert
Breeze Hotel Arua using self-administered questes, oral interviews were carried out and
observations made where necessary.

The relationships between the independent variabidsdependent variables were analyzed, the
findings and results presented. From the studyirfgg] it can be concluded that factors
(employee motivation, management style and locati@ve significant and positive effect on
the performance of Desert Breeze Hotel Arua thugseesing their return on investments,
efficiency of staff and sales growth.

Therefore, for Desert Breeze Hotel to improve tiparformance and remain competitive in the
hospitality sector, they need to consider factdts Employee motivation, management style,
location, technology, and customer care. The salsly recommends management to involve the
view of employees in decision making for easy comitation and management.

The study generally shows that the three hypotheses developed and successfully tested and
the analysis results showed that the three fadigpothesized significantly affecting hotel’s
performance in Uganda and their availability pesity impacts on the performance of hotel
businesses.
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CHAPTER ONE

GENERAL INTRODUCTION

1.0 Introduction

Hotel businesses have become vital in the econateielopment of both developed and
developing countries, since they are essentialringing innovation, economic growth and
employment opportunities to the local people in tmuntry. The business atmosphere has
become dynamic and as a result the hotel businessallso become dynamic in the business

environment.

This chapter evaluates the various factors affgctime performance of hotel businesses in
Uganda with specific reference to Desert BreezeeHdétrua. The chapter presents the
background of the study, statement of the probjampose of the study, objectives of the study,
research questions, research hypothesis, studg ssgmificance and justification of the study

and definitions of key terms.

1.1 Background of the Study

A hotel is an establishment providing accommodagind meals and hotel is expected to provide
superior range of facilities than establishmenthsas guest house. The hotel industry is a very
important industry because it plays a very gre not only on people’s lives but also on the
national economy (Ying-Chang 2011). Hotel operatingdamentals are generally holding
strong and in some cases outperform expectatiocesube of the economic pressures (LaSalle,

2013).



Due to the development of technology, service ntadfehotels has developed rapidly, the
economy globalization has become a part of thessacg requirement for enterprises to sustain
a successful business operating in a competitivéra@mment, and hence global expansion of
hotel operations has increasingly become a sigmificstrategic development for big hotel

corporations (Ying-Chang 2011).

Today, many hotels in the world try to differengiaheir products with unique concepts as
compared to the traditional hotel products; this lseeated an increase in interest in unique
concepts among the customers, hence a large vaifdtgtels with unique concepts are now

found around the world (Forsgren and Franchet®420

With globalization at high rate and people contllyutraveling abroad to and from different
countries, the hotel industry faces many challengesccommodating these different cultural
influences (Seo, 2007). The hotel industry is By \®@®mpetitive business in which customers
place great emphasis on reliability and timely m&vdelivery. The Ritz-Carlton hotel
corporation, United States of America (U.S.A), reed the Malcolm Bald ridge National Award
(MBNQA) in 1992 for demonstrating quality excellenand establishing best practice standards
in the hotel service industry. Due to its sustaipedformance it was ranked again the second
company to receive the award in 1999.The hoteldeswon the principal concern of its main
customers and strives to provide them with persoe@l services. Attention to employee
performance and information technology is the nstiength that helped it achieve its superior

quality (Evans and Lindsay, 2011).



Top management can build high-performance cultbsesheir efforts to create organizational
climate devoted to quality and their active invohent in promoting quality by engaging the
workforce and establishing lasting relationshipshwéustomers (James, 2011). The issues of
employee involvement which entails continuous impraent programs, employee training and
functioning of teams acts as critical success factor hotels.. Hotels rank highly for sustained
excellence in terms of provision of superior sezgi@nd financial performances have a culture

focused on quality performance and meeting custaor@eds and other stakeholders.

In Africa, according to the African pipe line suwg013), the international and regional hotel
chains had a total of 207 hotels in their pipedine@ith about 40,000 rooms; the pipe line in
North Africa experienced relatively little growtledause of the several hotels that existed in the
region before the pipe line research and the rgqoaitical turmoil in the region. In South Africa,
Johannesburg alone saw an additional 4100 roortteiandton and the Rosebank area during
the 2010 FIFA world cup season, much as the busihas experienced some depression after
the World cup. Out of the 99,000 chain hotels ofjegain Africa, 54600 are located in sub
Saharan Africa, and in the last three years, thasebeen 53% increase in new hotel projects in

sub-Saharan Africa compared to only 9.7% in NortticaA (African business, 2012).

Uganda, since 2000 has seen the hotel industryilootihg to 39% of its foreign exchange
inflows and has enhanced the growth of the coumtiourism sector through encouraging
tourist inflows which is now rising at 20% per anm(@UBOS, 2013). The industry also employs
70,967 people, which represents 15% of the totalkwiorce engaged in nonfarm activities

(UTA, 2007).



Sajith Ansar (2013), (a Dubai based business designbranding expert), warns that old hotels
need to spruce up their image in order to stayaaf®heraton and Serena are considered some of
the brand hotels, but Anser says branding mustndxt®yond sticking a logo on building
signage and letterhead, to tap into the psychaistbmers in order to stimulate the highest level
of interactivity and he says that many hotels dotap into the psyche of customers. Gilbert
Arinaitwe (2013) says that for the past two yedes bureau has been conducting training with
dozens of hotels with the hope that they will seaddze their operations and receive certification

that will grant them international recognition.

1.2 Problem Statement

Despite the enormous actual and potential contdbuhade by the hotel industry to Uganda’s
economy, majority of the hotel industries espegittlose that belong to the small and medium
scale economies (SMEs) are making negligible doution (UHA, 2007). Out of the 300 major
hotel service providers that Uganda has, less it@% contribute significantly to the above
benefits for the country (Sekyewa 2012), the mapontributors include Speak Resort
Munyonyo, Kampala Sheraton Hotel, Hotel Africana &ntebbe Resort Beach Hotel (Kasanga,

2005).

Turyahebwagt al (2013) acknowledged that service businesses likeldrare making positive

contributions to economic growth and developmendganda but the rate of failure is high. The
performance of hotels in terms of profitability agbwth are in most cases hindered by little
attention given to factors that influence the basmefficiency. UIA (2012) reports that starting a
hotel business is a big problem in Uganda becaus& people do not fully understand the

factors that affect performance of hotel businesses



Simon Kaite (2013) stated that most hotels and ikedgp sectors in Uganda are being ruined by
the influx of unskilled personal and unprofessidmaginess owners and that 76% of the workers
have not received any training for their job thisk®s hotels lag behind because hotel owners are

more interested in making easy money than maimgiprofessional standards.

There are number of problems associated with Hmieinesses in Uganda most especially in
Northern part of the country since businesses irtiéon Uganda operate in environment that is
characterized by fragmentation (Okello Obura 200Rgrefore, this study sought to analyze the
major factors affecting the performance of hotelsibasses to inform business owners,
managers, policy makers and government to takeopppte action in order to develop this

sector in Uganda.

1.3 Objectives

1.3.1 General Objective

To assess the factors that lead to variation inpgréormance of hotel businesses with specific

reference to Desert Breeze Hotel Arua.

1.3.2 Specific Objectives

1. To examine how employee motivation affects #tarn on investments

2. To determine the effect of management styleheretficiency of the staff

3. To find out the effect of location on the growatsales in hotel business



1.4 Research Questions

1. What is the effect of employee motivation omuretof investment in hotel business?

2. How does the management style affect the effy of staff in the hotel business?

3. What is the effect of the location of a hoteltba growth of sales?

1.5 Hypothesis

1. Increase in the employee motivation increasesdturn on investment.

2. Good management style increases the efficiehthyecstaff in hotel business.

3. Poor location of a hotel leads to a reductiothengrowth of sales in the hotel business.

1.6 Scope of the Study

1.6.1 Content scope

This study mainly focused on the major factors tiegctly or indirectly affect hotel business
such as management style, location, employee ntimtiyamarket size as the independent
variable while the performance of hotel businessesh as productivity, the number of staffs

employed, return on investment, sales growth areldpendent variables.

1.6.2 Geographical scope

Due to constraints in terms of time and other ress) the study dwelled on Desert Breeze
Hotel Ltd located in Arua municipality, 500metrasrii Arua post office along weather head
lane and along Odaa close in Arua district. Thgdgd population was the management,

employees and the customers of the Hotel, morecgslyethe routine customers.



1.6.3 Time scope

The researcher focused on the period of three yhatswas 2012 to 2015 because the period
was long enough for the researcher to find outrinta about factors that affect the performance

of hotel businesses.

1.7 Significance of the Study

In light of the objectives above which this study det to achieve, the following are the

significance of the study to researcher, policy erakDesert Breeze Hotel and their customers;

Although many researchers have researched abdotmpance of small and medium businesses,
few have carried out research on the performanckot#l businesses. This research benefits
Desert Breeze Hotel as well as individuals integdim start hotel businesses to guide them in
avoiding problems associated with management dtytation of the business and relation with

employees. This helps to them to improve their potigity of efficiency of operation hence

better performance in the hotel sector.

The research enabled the researcher to fulfill rdguirements of degree of Bachelor’'s of

business Administration and Management (BBAM) ofblda martyrs University.

The study findings regarding the factors affectpgyformance of hotel businesses was also

meant to form basis for further research.

1.8 Justification of the Study

Much as there have been several studies carrieth eagards to hotel businesses, there are few
who eloguent on the factors affecting the perforoearof hotel businesses, and more so, among

the few are Ugandan based.



Given the limited research on the factors affectihg performance of Hotel businesses in
Uganda, this research is imperative in providingarstanding to the people of the factors to be

considered when operating Hotel businesses soesstoe better performance of the business.

There is high competition in the modern world inievhorganizations are operating, and this
requires organizations to analyze factors thatcafteeir business to ensure efficiency and

effectiveness hence helping them to have compet#dvantage over other competitors.

Conclusion

The factors affecting the performance of Hotel basses are very important and needs to be

examined before an enterprise is established ierdodachieve better performance.

1.9 Definitions of Key Terms

Hotel

According to business dictionary.com, hotel is anowercial establishment providing lodging,

meals, and other guest services.

Motivation

According to Kreitner (1995), motivation is the phyglogical process that gives behavior
purpose and direction. Motivation refers to a ppdsition to behave in a purposive manner to
achieve specific, unmet needs (Buford, Bedeian,iddher, 1995). Motivation is the process of
boosting the morale of employees to encourage thiemwillingly give their best in

accomplishing assigned tasks. Motivation is thetkegchieving extraordinary results.



Management: Managementis the process of getting activities completed ceghtly and
effectively with and through other people (Mintzpelr973). According to Peter Ducker (2005)
management is the organization and coordinatiothef activities of a business in order to

achieve defined objectives.

Location: According to Entrepreneur.comlocation is physical space where business exists.
Location is also named geographical place (sucmnaairport, seaport, container freight station
or terminal) that provides permanent facilities floovement of goods good (such as customers,
storage, and other support services) or is desgndbr a stated purpose (Business

dictionary.com).



1.10 THE CONCEPTUAL FRAMEWORK

Figure 1: Conceptual Framework

Independent Variables Dependent Variables
FACTORS « PERFORMANCE OF
» Employee motivation HOTELS
« Management style * Returns on investment
* Location > * Productivity
+ Technology used * + Efficiency

» Sale growth

INTERVENING VARIABLES

» Government policy
* Economic environment
e Level of infrastructure

* Organizational size

Source: Developed by the Researcher after the ditere review of,Gursoy & Swanger (2007),

Boone and Kurtz (1995) and Chien Wen. T (2008)
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Explanation of the Conceptual Frame work

The arrow linking the two variables, that is, thelependent and the dependent variables
demonstrate that the two are interrelated. Eacthefaspect under the independent variable is
used to generate both positive and negative resnlthe dependent variable. The independent
variables like Management Style, Location, Emplolsivation, Market Size and Technology
used envision on dependent variables like prodigtiReturn on investment, Efficiency and
sales growth. The performance of the dependenabarican be hindered if the factors are not
evaluated well or effectively. Superior evaluatiohthe Factors leads to good performance.
However, the independent variables and Dependetdbla are surfaced by the Intervening
variables like Government policy, Economic envir@mty Level of Infrastructure and

Organizational Size.

Conclusion

Having looked at the background of the study, tlublem statement, the objectives of the study,
research questions, the hypothesis; the signifeaf¢he study, Justification of the study, scope
of the study, definitions of key terms used, and tionceptual framework, it is imported to

consider both the independent variables and demendariables while carrying out research
since both go hand in hand and they are surfacdtidoyntervening variables like Government
policy, Economic environment and others. So to rdet®e how the independent variables

influence the dependent variables, the reseamsbhat ahead to review related literature on the
objectives of the study in order to expose theowariviews of the different scholars who have

carried out a similar research.
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CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction

In this chapter, the works of the past researcaerssummarized and only those with pertinent
ideas to this study are highlighted. As such aveash were not sufficiently covered in the past
studies are identified and only those in line witlke objectives of the study are captured. The
literature review was conducted in accordance with objectives and citations made in each

objective indicating the research gaps that theysitatends to fulfill.

2.1 Over view of Hotel Businesses

Ying-Changet al. (2011) describes hotel industry as a very imporiadustry because of the

great role it plays not only on people’s lives llgo on the national economies. According to
UBOS (2013), since 2000, Uganda has seen the inoiestry contributing to 39% of its foreign

exchange inflows and has enhanced the growth ofcthentry’s Tourism sector through

encouraging tourist inflows which is now rising21% per annum. The industry also employs
70,967 people, which represents 15% of the totalkwiorce engaged in nonfarm activities
(UTA, 2007). UHA, (2007) and Sekyewa, (2002) repgb#et out of the 300 major hotel service
providers in the country, less than 10% contribsigmificantly to the above benefits for the
country; only very few hotels such as Speak Rdgaryonyo, Kampala Sheraton Hotel, Hotel
Africana and Entebbe Resort Beach Hotel make sogmf contribution (Kasanga, 2005), yet

Uganda has a lot of dormant potential for tourismibess

12



The success of a hotel company depends on a nurhieeternal and internal factors. External
factors include several macro-environments suchdesographic, economic, natural, and
technological and therefore companies have litdeno control over this factor (Gursoy &
Swanger, 2007). Internal factor include variousdkirof knowledge, production equipments,
buildings personal capital, marketing capabilitesl other company resources that can influence
the company level of success. These internal factan be labeled company competencies

(Harmson et al, 2000).

2.2 Theoretical Framework

The research stands on the theory of F.W Taylaiisciple of scientific management in which
he proposed that by optimizing and simplifying jopeoductivity would increase. He advanced
the idea that workers and managers needed to aiepeith one another. This was very
different from the way work was typically done indinesses beforehand. A factory manager at
that time had very little contact with the workensd he left them on their own to produce the
necessary product. There was no standardizatiah,aaworker's main motivation was often
continued employment, so there was no incentiwedxk as quickly or as efficiently as possible.
Taylor developed four principles which includedge tidevelopment of a true science, the
scientific selection of the workman, scientific edtion and development of the workman and
Intimate and friendly cooperation between the mansznt and the workers to encourage

efficiency and effectiveness (Smith 2007 and Mioolg 2014).

The research also stands on the Expectancy thegiri@stivation. The underlying basis of this
theory is that people are influenced by the exgeogsults of their actions. According to this

theory motivation is a function of the relationshetween effort expanded and perceived level
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of performance and the expectation that rewardk heilrelated to performance. There is also
expectation that rewards are available. This @tatip determines the strength of motivation
link. Performance therefore depends upon the perdegxpectation regarding effort expanded

and achieving the desired outcome (Mullins, L.J®01

Theory X and Y also applied for this research. Meger (1960) describes theory X as a model
of management style based on an assumption thdopees naturally dislike work, and avoid it
where possible. Lacking personal motivation, staffst be persuaded to work and must be
closely supervised and controlled. This meansnfatagers must manage, direct and control the
efforts of their staff to ensure high performanoethe organization (Morden Toney 2004).
Mc Gregor (1960) describes theory Y as a model afagement style based on the assumption
that subordinates find the investment of physicadl anental effort in work as natural and
desirable as that in leisure. The management psctesild aim to release in work as great a part
as possible of the personal potential of subordsyanhvolving them by encouraging staff to take
increasing personal responsibility for the orgatraand management of their own affairs and
encouraging personal autonomy and self supervisiiiie giving clear guidance on the
operating constraints and values within which imdlnal is to work. That is, managers need to
delegate sufficient authority in management to emdugh performance in order to achieve

organization goals and objectives.
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Review of Related Literatures

2.3 Employee motivation and performance of hotel bainesses

According to Pessaran (2011), one of the impoant effective components of human resource
management is the employee’s motivation or maimtgian effective workforce. Mullins Laurie
(2010) noted that the aim of motivation is to gpeople what they really want most from work

and in return managers expect more in the fornradyectivity, quality and service.

Motivation is the creation of stimuli, incentivesdaworking environment that enable people to
perform to the best of their ability. Motivationsal refers to any efforts to set an individual or
individuals into action for a definite purpose (Be2013). Motivation of employees is major
issue in all service businesses whether professiskiéled or unskilled (Petcharak 2002) and
Petcharak noted that hotel industry forms a sigaift part of the tourism industry worldwide
and its employees play a key role in deliveringvieess for creation of lasting positive

experiences for their customers.

Similarly Kingir and Mesci (2010) argued that Emy#tes’ performance and efficiency is among
the factors that affect the success of hotel bgse® and that, employees showing high rate of
performance and working efficiently relate to thdequate satisfaction of their jobs (Toker,
2007). Therefore today, to remain standing in cditipe world, hotel businesses need both to
increase their employees’ motivation and to be fioreof continuous development of their
businesses facilities provided for their custonféissu, 2000). | agree with the arguments above
since employees need to be motivated through diftemeans like rewards, promotions and
others to increase their productivity since lacknaftivation among the employees of hotel

establishments has many possible adverse effects @81 not enjoying the works assigned,
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reluctance, discontent, failure to complete a wiorkime and even the desire to quit may be

seen.

In the research carried out by (Zhang & Wu, 20049,factors that affect the employees of hotel
industry in a negative way are insufficient wagey jnsecurity, limited training programs, new
opportunities’ not developing, business managensgbeeprived of manager qualifications and
high job transfer speed. Yu (2005) reported thabrider to reduce labor turnover and retain
productive employees, management has to improv&imgconditions and keep the employees
properly motivated. Human resource managers thergfeed to understand the motivational
processes and human needs in different culturéshi@&eak, 2002). According to Lundberg, et al
(2009), to get optimum benefit from the knowledgel @ompetence of the human resources in
hotel establishments depends on how psychologitdl material needs of the workers, who
constitute the intellectual capital, are analyzedt and eventually how they are motivated.
Rutherford (2010) stated that all managers realiaé motivation is important and if employees
are enthusiastic about task accomplishments, tigdgp o their jobs to the best, the organization
will benefit. And Pattarinee, Petcharak (2002) dottat organizational goals cannot be
effectively attained unless employees work togetberit is obvious that the need for teamwork

in the hospitality organization is essential.

The fact that the products offered at hotel establients are abstract and created by a lot of
people by its very nature thrusts the behaviomwarkers to the forefront. These behaviors leave
an impression on consumers’ perception in accomariit the motivation levels of the workers.
Not being the only factor, morale is highly impattan human relations and workers with high
morale are more enthusiastic, joyful, committed gmdductive (Mescon, Bovee and Thill,

2002).
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According to Serpil Ayta¢ (2003), individuals whaseeds are met contribute in the productivity
of organization in which individual and organizai@ goals are achieved, and there is
cooperation and harmony between the employers apdogees. Saud Aarabi et al (2013) also
stated that employee’s performance can increasanmafional productivity by varying the

inputs needed to attain their expected outputs Altedof Kranton (2010) reported that many

organizations would be successful in their goald parposes if the identity economics and
people’s identity is identified, that is, their c@ption of who they are and of whom they choose

to be.

According to Lemieux et al (2009), existing evidenshows that when there is good
performance measure, performance pay can enhargleysa productivity and improve match
quality. Warbler and Harris (2009) stated that emjpés are ready to make an extra effort if they
are satisfied with strategic decisions of theiramrgations. Although most of the pervious
researches showed that employee motivation imprpreductivity and general performance of
the organization, this may vary from one organ@atio another since employee motivation is

not the only factor considered to ensure produgtivi
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2.4 Management styles and performance of hotel bussses

According to Robbins (2013) management style isnedfas the leadership method a manager
uses in administering an organization and it inetudontrolling, directing, indeed all techniques
and methods used by leaders to motivate suborditatllow their instructions. Management
styles can be categorized according to the marsagewer, usage of such power and behavior
as; autocratic, democratic, and laissez-faire, e/management styles are distinguished by the
influence managers have on subordinates (Dr. Mskiie Ababneh 2013). According to
Kavanaugh and Ninemeier cited by Karadag Islam Zp0@utocratic style is embedded by
leaders who have full organizational power and @ity for decision making without sharing it
with their subordinates, while a democratic styiplies that leaders do not share their authority
of decision making with employees and delegate,fenadly a laissez-faire exists where leaders

give their employees most of the authority ovenglen making (Erkutu, Chafru 2006).

According to the findings by Robbins (2013), Denadir management style encourages
employees to be part of the decision making in dhganization since democratic manager
develops plans to help employees evaluate their periormances, allows employees to
establish goals, encourages employees to grow @rjoth and be promotes, recognizes and
encourages achievement .This helps employees &apekigh sense of personal growth and job
satisfaction hence leading to efficiency of thefstan hotel businesses. Considering the role of
employees in service businesses, | agree with Rebbrgument that democratic management
helps to develop high sense of personal growthjalmdatisfaction since involving the view of

employees makes them feel part of the organizaimhpromotes interaction.
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On the other hand, Laissez-faire management stylleei one where the manager provides little
or no direction and gives employees as much freedsmossible. All authority or power is

given to the employees and they determine goalkerdacisions, and resolve problems on their
own. A laissez-faire manager abdicator’'s possihilitelays decisions, gives no feedback, and
makes little effort to help followers satisfy theieeds. There is no exchange with followers of
any attempt to help them grow (Karadag, Islam 20Baging on theory X of management style,

Karadags’ argument is true since staffs must beuagied, closely supervised and controlled due

to lacking personal motivation to work.

Autocratic management style is the one in whichrttaager retains much power in decision-
making. The premise of the autocratic managemse & the belief that in most cases the
worker cannot make a contribution to their own teettheir goals, to deliver the products and
services they are specialized , and finally to eshicompetitive advantage (Godwin Charles et
al 2011). Accomplishing tasks and performing atighHevel can be a source of satisfaction,
with feelings of mastery and pride. Low performarasel not achieving the goals might be
experienced since dissatisfying the employees Isecdhey feel they are not part of the

organization which can lead to inefficiency (Scoted Motowidlo, 2000).

Following the different management styles discusdsunl/e, General Managers for hotels occupy
a crucial role in the midst of hotel operationseTdecisions they make in this strategic position
play a large part in determining the effectivenetshe hotel staff and the satisfaction of the

hotel guests. A hotel's success is largely a fanatif the general manager's expertise. According
to Karadag, Islam (2002), effective hotel generahagers need specific management skills and
personal characteristics and Schyns and Sande@¥)(28rgued that the management styles

employed by a manager can either motivate or disgguemployees, which in turn can cause
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employees increase or decrease in their level dbpeance In order to achieve the desired
objectives of hotel businesses. According to Jask®004), managers must ensure that there is
interaction between management and staff becagseméimagement style that characterizes the
inter-action between managers and their staff mesnisemost important in terms of employees
‘efficiency and productivity. Similarly, Godwin CHas (2011) stated that hospitality
organizations like hotels need to employ effectisadership to improve guest services and
employee job satisfaction since Organizations ia lospitality industry are under constant
pressure to meet change, develop their structares,improve performance and he stated that
Managers can improve employee job satisfaction sipgutheir leadership style to motivate
employees and to achieve organizational goals.|€hatso argues that an autocratic leadership

style is deeply rooted in the hospitality industiye to the unpredictability of demand.

According to Auzair (2011), the survival and suecced hotel businesses thus depend on
manager’s endeavor towards meeting their custoneectation and Damontd al (2010)
contended that, an appropriate information systema hotel can help managers satisfy their
customers’ expectations and achieve organizatigoalls. Mia and Partiar (2001) acknowledged
that, due to the level of uncertainty in the woskdd by managers, empirical evidence available
in the manufacturing industry may not be directpplécable to hotel industry and that it is
important for managers in the hotel industry to emsthnd the business strategy in order to

improve performance of hotel businesses.

Hotels and restaurants are continually competingefaployees, locations, and more recently
information about customers (Koutroumanis, 20119 dalls for a continuous improvement of
company’'s performances in order to beat competitiott the dynamism of the business world

and many approaches now days are available to irapowganizational performance and
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develop better management techniques (Jean andaM2€d2). Like most sectors of the
economy, the hotel industry has gone through teriduimes in the last two decades, there is a
stiff competition in the hotel industry which makésurists some times to prefer other
destinations (Jean and Mzera, 2012). So the mamaged to employee effective management
style in order to ensure efficiency of the emplayé® provide quality products and services to
the customers in order to compete with other coitgustsince the hotels operate on dynamic

environment which requires a lot of innovation ®unique from others.
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2.5 Location and performance of hotel businesses

Right location is crucial to service businesses hbtels and consideration of factors like income
level of people, security and safety of the regicustomer accessibility, availability of labour,
raw materials, suppliers and population of peopithinv area of location are vital to service
businesses most especially in the sector of hdgpisence customers need places which are safe

and easily accessible at cost effective (BarrievS&tet al 2002).

Spatial location is one of the most important festor a new hotel establishment (Yaag al,
2012) and Customer accessibility is generally apairtant consideration in locating service
businesses. According to William Peltey al (2008), service businesses like hotels must be
located in accessible places so as to make acoeassrdent for target customers since customers
are not willing to regularly travel long distandesget services due to transport costs .The hotel
operators management ability, the scale and Ievileohotel and ties with the local markets are
the general conditions for deciding the succedwmiture of Hotel management, but prior to the
above conditions, location environment of the hae®ds to be satisfied on the preferential basis

for its importance as a factor directly affectihg success of the investment (Park, 2012).

Findings from previous research showed that masteters consider hotel attributes like
cleanliness, location, room rate, security, senguality, and the reputation of the hotel chain
when selecting a hotel (Ndhlovu & Senguder, 20@ilarly, Fottler Ford, Roberts & Spears
(2000) important principle learned by the guesviserindustry is to create an environment that
meets customers’ needs for safety, security, sippompetence, physical comfort (MD, Fottler
2000) and stated that Spatial location is ohehe most important factors for a newehot

establishment compared with enterprises in matufiag industry, since service industries,
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such as hotels, rely heavily on an effectiveation strategy to succeed in the comjoetiti
to attract hotel guests to rent their roofas(g 2011). A strategic location will
undoubtedly augur well for superior performanby the hotel in terms of revenue

generation, in the short as well as longnt€Johnset al., 1997; Nicolau, 2002).

According to Barros (2005) one incentive for a@biog to locate close to other hotels is to
gain a significant positive influence in hotefficiency which means that hotels can get
positive spillover effects from their neighboRsvers et al.(1991) stated that the convenience
of location influences tourists ‘hotel seleatiosignificantly especially for all business

tourists. As a service industry, hotels amerk on locations that are proximate to their
potential markets because hotels seek foreased demand from potential guests. Barros
(2005) also stated that hotels close to potentiarket outperform their counter parts with

poor accessibility in terms of efficiency. limis case, large demands for accommodation
are situated in the city center which magy the central business district or the tauris
district. Shoval (2006) and Weaver (1993) argubat this is because tourists prefer a
location where various services are availaloleestments for successful hotels start from a
comprehensive assessment of not only the valuesaept time, but also the future value of the

site from the time of the selection of the locat{doo, Jag-Geon, 2005).

Hotel location factors such as the convenienceawisportation and parking are among the most
important factors in assessing the service qualitigotels (Tsaur and Tzeng, 2010). According
to SBA studies (2012) poor location is among theefclbauses of all business failures. In
determining a site for a retail operation, you maestwilling to pay for a good location. The cost

of the location often reflects the volume and gyaif the business you will generate.
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According to Small Businesses Encyclopedia (20@B¢ most important consideration for
choosing a site for a service business is conveai#or customers. Service businesses that deal
directly with customers, like hotels, restaurantides and travel agencies do not need to locate
in high-rent districts; they just need to be coneatly located on the beaten path and visible to
their customers since the customers are not witlinghove to inaccessible places due to fair of

insecurity and reducing costs in terms of transport
Conclusion

In general, the literature indicates that thereinmportant relationship between Employee
Motivation and return on investment, ManagementeSand efficiency of staff, Location and
growth of sales and finally there is relationshiptvieen factor like Employee Motivation,
Management Style, Location and general performafd¢otel businesses. Proper evaluation of

these factors by the organization positively impgactthe performance of Hotels.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.0 Introduction

This chapter presents the study design used inrdsearch, the study area, the targeted
population, sample size of the study, the samptewhniques, data sources, data collection
methods ,data instruments that are used, relyalaihd validity of the data, research procedure,
data analysis, ethical considerations and limitetiof the study. These guidelines provided

information for evaluating the factors that afféet performance of Hotel businesses.

3.1 Research Design

The researcher used a case study design wherewdatecollected from the Management,
employees and customers of Desert Breeze Hotel. ABaae study research design was used
because it was appropriate for the co relationaureaof the research and it allowed the
researcher to examine individuals and groups bingithem the opportunity to express their

views and best suited the collection of primaryadabm the organization.

Since in modern research, it is inevitable to tidate methodologies, study was both

guantitative and qualitative. Under the quantrfatmethod, the researcher used cross sectional
survey where data was collected on the variablastefest from the selected sample. Under the
gualitative method, the researcher availed infolonahs given by the respondents on thematic

basis.
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3.2 Study Area

The study dwelled on Desert Breeze Hotel locatedrira municipality, 500metres from Arua
post office along weather head lane and along u@se in Arua district. As researcher, |
considered the choice was sufficient because deseeize is the biggest hotel in Arua district
which made it easy to get data from the managerneembloyees and customers of desert breeze

hotel.

3.3 Study Population

The study was carried out in Desert Breeze HotelihtArua district. The targeted population
to give the required information was 60 which im#d the management, employees and

customers especial the potential customers. Tlily gtopulation was obtained based on the table

below;
Category Number
Management 4
Employees 24
Customers 32
TOTAL 60

Source: interview with Mr. Oluma Micheal the managef desert breeze hotel Arua2014
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3.4 Sampling procedures

3.4.1 Sample Size

According to Mugenda and Mugenda (2003), it is possible to study the whole targeted

population and therefore the researcher decidedeosampled population

The researcher used the population of the manadememployees and customers of Desert
Breeze Hotel Ltd Arua to select the sample sizee dsearcher selected the sample size of 52

people of which 4 were the management, 20 wereayapk and 28 were customers.

The respondents were arbitrarily selected and these given questionnaires and interviews
which was conducted and used to get informatiordegd¢o evaluate the factors that affect the

performance of hotel businesses. The sample sizdbased on the formula or statistical method

below;
n=N
1+ Né Where n = sample size
N = population
e= standard error (0.05)
n= 60
1 + 60(0.05)
n= 60
1+0.15
n= 60
1.15 n=>52
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3.4.2 Sampling Techniques

The probability technique (simple random sampliwgs used in the case study of Desert Breeze
Hotel Arua among the employees, managements ardneess of the hotel because it ensured
that specific groups are represented, even prapaity, in the sample(s) (for example., by

gender), by selecting individuals from strata list.

3.5 Data Source

The researcher used the relevant books and otieeatlire as regards to the topic to obtain
information needed. This method was used becausehe best way to get secondary data with
primary data. Therefore the proposed source okctitlg data by the researcher included; the

use of library (secondary) and field visiting adlvas observation (primary source).

3.6 Data Collection Methods

Data collection methods included questionnaire eygvand interviews and observation as

discussed below;

Questionnaire: questionnaire was the main collection tool usedresli®y respondents we are
given questionnaires to fill in the answers of tlevn choice which the researcher analyzed and
it helped the researcher to get first hand, adufi@accurate information about the factors that

affect the performance of hotel businesses.

Interview: interview was mainly used to cater for those resots who were not in hurry and
do not understand the language used in the quesifenbecause it permits clarification for

guestions.

28



Observation: observatiormethod was also used to see some tangible indscafdiactors that
affect business performance. This method was useduse it is cheap to obtain accurate

information that may not be captured using the tiolsaire and interview method.

3.7 Data Collection Instruments

Under the questionnaire survey, questions weregdedi which was answered by the
respondents; under Interview method, an interviendey and check list was used. Under the

observation, pens, eyes, digital camera and otteral senses were used.

3.8 Quality control methods

This is a process through which researcher seedsdore that the research quality is maintained
and errors are reduced or eliminated. The researded this method to make sure that data

collected was of required quality by using the rodthbelow;

3.8.1 Reliability and Validity

To ensure reliability and validity, the researches-tested the instruments to check the accuracy
of perception. The degree of truthfulness was mredshy the use of face validity where by the
researcher made conclusions that what was intetmldik measured had been successfully
measured. The instruments were also subjectexipertereview and the Content Validity Index
(CVI) was calculated. In order to be certain thaakd concept was measured and not something
else, the following types of validity was used. @uon validity ensured a representative set of

items and adequate items was included in the imsnds.
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Permission to conduct the research was obtained fedevant authorities; questionnaires were
administered to management, employees and thensestovho get service from Desert Breeze

hotel. The data was collected, edited and validbjetihe researcher.

3.9 Data Analysis

After collecting data, it was compared and reduicgd table and was allocated into values or
percentages. The SPSS was used to process dataprDeessing involved editing, summarizing
and tabulation. The findings were analyzed, in&gqu to give meaning to the raw data. Editing,
coding was necessary and narration of personal riexges. This technique allowed the

researcher to categorize data according to the stiojegctive and research questions.

The instruments that were used gave both quanttaid qualitative data. The quantitative and

gualitative data were analyzed differently as deslow,

3.10.1 Qualitative data content analysis approach was used by whichebearcher picked the
main points from the various responses given byyndifferent respondents to compile the

findings.

3.10.2 Quantitative data,statistical package for social science (SPSS)usad to analyze data.
By this, the researcher came up with tabulatedgmages of the data and made references from
numbers to generate findings. The data collectest ahalysis was compared to the information
in the literature review or secondary data so aduate the factors that affect performance of

hotel businesses.
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3.10 Ethical Consideration

Before carrying out the study, the researcher gwoductory letter from the university to get

permission for carrying out research in Desert Beddotel Ltd. The researcher took the letter to
top management to seek for permission. The reseraotbarly explained to the respondents the
purpose of the study and provided assurance toeepondents that the study will help them on
how to benefit from findings of the factors thateat the hotel. Issues to do with the research
were confidentiality and conditions of anonymity @rasized to the respondents. Seeking
approval and permission from the authorities ad aglobtaining consent from the respondents
was guaranteed to the respondents. Data sourceéBefaesearch were recognized by citing or

referencing the data sources.

3.11 Limitations of the Study

The researcher faced some challenge during theeggoof collecting date and some of the

limitations include the following;

Lack of accuracy of the date, this was due to sosspondents falling to fill the information

required since making some data’s to be missingnduhe final date analysis.

Finance problem, it was costly to collect the @llquestioners from the respondents since the
respondents were lazy in filling the questions trey kept postponing the days for giving back

the questioners which made it costly in terms afisport and time.

The management of Desert Breeze Hotel safeguam®e sf the information as confidential
and was not willing to discharge it to the researalihich made it hard to get all the information

required for the research.
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The researcher faced problem with the customerswére not willingly to fill in the questions
since they were arguing that there were releasiress of office work hence facing allot of

challenges with the customers.

Some respondents found the questionnaire hard derstand that the researcher had to take
more time to explain to them. There was also difficin obtaining recent related literature

about the variables since there were few journadsighotels.

Conclusion

This chapter provided a broad explanation of tlseaech design, study population, sample size,
sampling design, methods of data collection, ims&mts of data collection, procedures followed,
validity of data, data analysis, ethical considerabf the researcher and limitations of the study.
The chapter also involved the questionnaire as asareng instrument that was used for the

study and how the data was analyzed by using giseriStatistics.
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CHAPTER FOUR

DATA PRESENTATION, ANALYSIS AND DISCUSSION

4.0 Introduction

In this chapter the researcher analyzed, preseatell interpreted both quantitative and
gualitative data got from the field on the factthrat affect the performance of Hotel business at
Desert Breeze Hotel Arua and discussed the reséadihgs from observations, interview, and

guestionnaires in line with the objectives of thedy.

In order to ensure adequacy, the researcher desgmestionnaires and supplied them to the
Management, employees and customers of Desert 8idetel. The researcher distributed 52
guestionnaires and 2 of them were not returned.rébearcher conducted interview by the use
of the interview guide, and observations were atsale. This therefore provided the researcher
with enough reliable information for the study. T¢tepter presents two sections, that is, section
one explains General information of the respondaertits participated in the study and section

two presents results of the findings, analysisdisdussion of findings.

4.1.0 General information of respondents

The general information that the researcher comsitisignificant in the study included the
Position of the respondents, Gender of respond@ggs,of the respondents, level of education

attained, Experience of the respondents and rgterédrmance of the Hotel.
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4.1.1 Position of the respondents

The positions of the respondents at the Hotel M@rked at in their different categories. And
this was believed to help in analysing the difféfactors in relation to their position within the

Hotel. Details about the respondents’ positionmesented in table 1 below;

Table 1: the respondents’ Position in the Hotel

Position frequency Percentage (%)
Management 4 8
Employee 20 40
Customer 26 52

Total 50 100

Source: Primary data 2015

From table 1 above, 8% of the respondents werenlieagement, 40% of the respondents were
the employees and 52% were the customers, thift tegnonstrated that different categories of
staffs and clients participated. This indicatedt ttheere was element of hierarchical diversity.
However, there were few respondents from managebexm@use members of management were

few in number compared to the employees, and clestm
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4.1.2 Gender of the respondents

This part considered the gender distribution ofrsepondents. This was stared with the aim of
establishing whether there was gender balancedrditel as inclusion strategy. The result is

presented in figure 2 below;

Figure 2: Gender of the respondents

B Male M Female

Source: Primary data 2015

The data presented in figure 2 above shows that &@6te respondents were male and 44% are
female. This indicates that there was almost anialh representation of respondents of both
genders in the hotel. This difference was becausedmposition of male customers was higher

than that of female.
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4.1.3 Age of the respondents

The age composition of the respondents was stunliexthe grouping the respondents. Studying
the age composition of the respondents was eskeatitne researcher because it helps in

studying different age groups in the hotel. Theiltssare presented in table 2 below;

Table 2: Age of the respondents

Age Group frequency Percentage(% )
18-25 10 20

26-35 20 40

36-45 15 30

46-55 4 8

56 and above 1 2

Total 50 100

Source: Primary data 2015

The table above indicates that the majority nundfethe respondents were aged 26-35 years
forming 40% followed by those between 36-45 yeatsctv forms 30%, followed by those
betweenl18-25 years which forms20%, between 46-35sy@ere 8% and final 56 years above
forms 2%. So the research shows that majority ®ptople in the hotel are within the useful age
bracket of 25-35years which is active and hardwayki These greatly impacts on the

performance of the hotel.
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4.1.4 Education level of the respondents

The education level of the respondents at the Hess looked at in their different categories.
And this was believed to help in analysing the l@feeducation attained by the different people

in the hotel. Details about the respondents’ edocd¢vels are presented in figure 3 below;

Figure 3: Education level of respondents

Education level of the respondent

2049

157

Frequency
o
1

5—

T T T T
cerificate Diploma Degree Post graduate
Education level of the respondent

Source: Primary data 2015

The data in the figure 4 above indicates that nitgjaf the people in the hotel had degree
followed by those with diploma, certificate and dily post graduate. This implies that the

population sampled had more of the Bachelors Debtpesl people than Diploma, Certificate

37



and Post Graduate. This is because most of theroass from the hotel were with degree level

of education.
4.1.5 Experience of the respondents

The study also looked at the level of experiencéhefrespondents. The date is presented in table

3 below;

Table 3: Level of experience of the respondents

Level of experience frequenc Percentage(% )
1 year 5 10

2 years 15 30

3-5 years 22 44

5-10 years 8 16

Total 50 100

Source: Primary data 2015

Basing on the research carried out at Desert Brelezel Arua, the researcher found out that
majority number of the management, employees astbmers have experience in this Hotel for
a period of 3 to 5 year forming 44%, followed bye®ars that is 30%, then 5t010 years who

forms 16% and lastly 1 year that is 10%.
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4.1.6 Rate of performance of the hotel

The table below shows the rate of performance seidoreeze hotel among hotels in Uganda;

Table 4: Rate of performance of the hotel

Rating frequency Percentage (%)
Excellent 10 20

Good 40 80

Total 50 100

Source: Primary data analysis 2015

In the table above, 80% of the respondents ratexbiD&reeze Hotel as good while 20% as
excellent. This implies that all respondents bai¢iat Desert Breeze Hotel is doing well in
many aspects like, offering quality service, accadations, customer care, security, and

management, among others.

Qualitative data collected on what motivated thspomdents to join Desert Breeze Hotel,
majority of the respondents gave various reasodstlaese include; good customer care, good
road, good location, prompt payment of salary. ha8ty, good administration, conducive

environment, cheap services, security and others r@ught by friends.

4.2 Effect of Employee Motivation on Performance oHotel Businesses

The table below shows the analysis of the quaivéatata on the Effect of employee motivation

on the performance of hotel businesses in sumnaaryd respondents.
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Table 5: Effect of Employee motivation on performaige of hotel businesses

Code 1 2 3 4 5

Status Strongly agree Agree Neutral Disagree Stronglyegre

Value in Number and Percentages (%)

Employee motivation and performance 1 2 3 4 5

1 | There is low level of employee motivation pg0(20) | 23(46)| 13(26) 4(8) 0
shareholders in Uganda

2 | Lack of employee motivation is a key hindranceg 1®(20) | 29(58)| 8(16) | 3(6) 0
Hotel performance in Uganda
High level of employee motivation leads to inceea6(52) | 21(42)| 3(6) 0 0

3 in productivity and better performance

4 | Employee motivation increases return on investmé&4(28) | 29(58)| 7(14) | O 0
in Hotel business

5 | Employee motivation increases customer care and 35(70) | 13(26)| 1(2) 1(2) 0
Satisfaction

6 | It is possible to achieve high performance withdd 1(2) 4(8) 25(50) 20(40
employee Motivation.

7 | Employee motivation improves general performang2é(54) | 22(44)| 1(2) 0 0

in hotel an organization

Source: Primary data 2015
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The analysis in table 5 about the statement theretis low level of employee motivation by
shareholders in Uganda, 20% of the respondentagiyraagreed that there is low level of
employee motivation by shareholders in Uganda,489d also agreed with that, while 26% were
neutral that is, they were not sure and only 8%hef respondents disagreed. This analysis
implies that there is low level of employee motiwatby shareholders in Uganda because in
total 66% of the respondents agreed with the seténThis response is related to Zhang & Wu
(2004) who stated that factors that affect the eyg#s of hotel industry in a negative way are
insufficient wage, job insecurity, limited trainirgyograms, new opportunities’ not developing,

business managers being deprived of manager guadilifins and high job transfer speed.

On the statement that employee motivation is atkegirance to hotel performance in Uganda,
table 5 shows that 20% of the respondents stroagiged, and 58% also agreed with the idea.
While 16% of the respondents were neutral and &4gieed with the idea that lack of employee
motivation is a key hindrance to hotel performameeUganda. This implies that lack of
employee motivation is responsible for hindrancéatkl businesses in Uganda because 78% of
the respondents agreed with the idea. This imptias majority of the respondents agreed with
the argument of Kingir and Mesci (2010) that Empley performance and efficiency is among

the factors that affect the success of hotel bgsie®

In response to the statement that, high level oplepee motivation leads to increase in
productivity and better performance, 52% of thepoeslents strongly agreed and 42% also
agreed to the response, while 6% were are nettaali$, not sure. Basing on this response,
majority view of the respondents are similar tot thiaToker (2007) who stated that employees
showing high rate of performance and working eéfintly relate to the adequate satisfaction of
their jobs.
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On the question that employee motivation increas&gn on investment in hotel businesses,
28% strongly agreed and 58% agreed with the saatensént, while 14% were neutral. This
implies that majority of the respondents agreedhviRutherford (2010) who stated that all
managers realize that motivation is important an@mployees are enthusiastic about task
accomplishments, try to do their jobs the best, drganization will benefit. Rutherford also
noted that organizational goals cannot be effelgtistained unless employees work together, so

it is obvious that the need for teamwork in thepiiadity organization is essential.

On the question that employee motivation increasesomer care and satisfaction in table 5
above, 70% of the respondents strongly agreed, @8teed, while 2% were neutral and 2%
disagreed with the statement. This response imfiiegsemployee motivation increases customer
care and satisfaction in hotel businesses becaageity of the respondents agreed with the idea
and this connects to the argument of Aksu (20184, tio remain standing in competitive world,
hotel businesses need both to increase their emgdgdymotivation and to be in effort of

continuous development of their businesses faesliirovided for their customers.

About the statement that it is possible to achl@glé performance without employee motivation,
40% of the respondents strongly disagreed and 58%gmiked with the idea, while 8% were
neutral and 2% agreed that it is possible to aehibigh performance without employee
motivation. According to the analysis showed inleégh above, it is not possible to achieve high
performance without employee motivation becauseoritgjof the respondents disagreed with
the idea. This idea relates to the argument thaal@ds highly important in human relations and
workers with high morale are more enthusiasticfyhycommitted and productive (Mescon,

Bovee and Thill, 2000)
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Finally about the statement that employee motivatimproves general performance in an
organization, 54% strongly agreed and 44% agredilev2% were neutral. This means that
employee motivation improves general performanceannorganization because 98% of the
respondents agreed with the statement. This respetetes to the argument of Pessaran (2011)
that one of the important and effective componefthuman resource management is the

employee’s motivation or maintaining an effectiveriforce.

The researcher had asked additional question imjtiestionnaire and the interview guide in
order to know how employee motivation helps to iovar the performance of hotel business,
majority of the respondents stated that employedivatmn has positive impact on hotel
business through various ways like, increase oflyebvity, hard word, creating understanding

between employees and employers, good customesicexe increase of sales and profit.

In qualitative data collected about the ways of invading employees to their expectation, the
respondents stated that employees can be motivlitedigh salary increase, promotion,
involving employees in decision making, awardingthgerformers, providing allowances like
accommodation, medical, transport and meals, awerpayment, organizing parties and giving

leaves.
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4.3 Effect of Management Style on Performance of Hel Businesses

The table below shows the analysis of the quaiv#atata on the effect of management style on

performance of hotel businesses in summary foeSpandents.

Table 6: Effect of management styles on performancef Hotel businesses

Code 1 2 3 4 5

Status Strongly agree| Agree Neutral Disagree Stronglygiisa

Value in Number and Percentages (%)

Management style and performance 1 2 3 4 5

1 | Implementation of management style by managéf(30) | 23(46)| 7(14)| 5(10)] O
greatly affect the efficiency of staffs

2 | Allowing employees to take part in decision making 22(440| 22(44) | 6(12) | O 0
increases their efficiency

3 | Employees perform better when they are not déokcO 0 14(28)| 21(42)| 15(30)
by the Managers

4 | Delegating upon employees improve their perforear6(12) | 28(56)| 12(24) 4(80 0

5 | Interaction between management and staff lead38§660| 14(280| 3(6) 0
better Performance

Source: Primary data 2015
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Results of the statement that implementation ofagament style by managers greatly affect the
efficiency of staffs, 30% of the respondents stiprapgreed and 46% also agreed, while 14%
were neutral and 10% disagreed with the statenmatnplementation of management style by
manager greatly affect the efficiency of staffs.hisTresult means that implementation of

management style by managers greatly affect theiexfty of staffs because majority of the

respondents agreed with the statement. This réiseiefore corresponds to the argument of
Auzair (2011) who stated that the survival and sasof hotel businesses thus, will depend on

manager’s endeavor towards meeting their custor@pectation.

In response to whether allowing employees to ta&e m decision making increases their
efficiency, 44% strongly agreed and 44% also agreddle 12% were neutral. This response
implies that great majority view of the respondeaite similar to that of Robbins (2013) that
democratic management style encourages employeke part of the decision making in the
organization since democratic manager developsspiarhelp employees evaluate their own
performances, allows employees to establish gealspurages employees to grow on the job
and be promoted, recognizes and encourages acteavemnd this helps employees to develop

high sense of personal growth and job satisfaction.

On the question that employees perform better vwhey are not directed by the managers, 30%
of the respondents strongly disagreed and 42% misdgwhile 28% were neutral. In this case,
majority of the respondents disagreed with the itled employees perform better when they are
not directed by the managers because 72% disagiiethe idea. This response shows that the
idea of the respondents relates to the argumemiastien Toney (2004) that due to lacking

personal motivation, staff must be persuaded tokward must be closely supervised and
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controlled. This means that managers must managet dnd control the efforts of their staff to

ensure high performance in the organization.

Based on the statement whether delegating uponogegsd improves their performance, 12%
strongly agreed and 56% also agreed, while 24% wertdral and 8% disagreed with the
statement. This response implies that delegatingn upmployees helps to improve their
performance because majority of the respondentsedgwith the statement. In this case, the
views of the respondents were related to that oivio Charles (2011) who stated that the
premise of the autocratic management style is 8iefothat in most cases the worker cannot
make a contribution to their own to meet their gp&b deliver the products and services they are

specialized and finally to achieve competitive adage.

Finally looking at the statement that interacticetween management and staff leads to better
performance, 66% strongly agreed, 28% agreed and&8 neutral. This implies that the view
of majority of the respondents agreed with the arguot of Jaskyte (2004) that in order to
achieve the desired objectives of hotel businestes,managers must ensure that there is
interaction between management and staff becagsmm#imagement style that characterizes the
inter-action between managers and their staff mesnisemost important in terms of employees

efficiency and productivity.

The researcher also asked questions in the queatrerand in the interview guide to know the
management style which best suits for the hoted, @@jority of the respondents stated that
democratic management style suits for the hotetyTdave various reasons for their response,

and these include: making employees feel part @fotiganization, enabling employees to bring
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new ideas on board, easy understanding between gmewemt and other staffs, better

performance and easy management.
4 .4 Effect of Location on the Performance of HoteBusinesses

The table below shows the analysis of the quaivéatata on effect of location on the

performance of hotel businesses in summary foeSpandents.
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Table 7: Effect of location on the performance of ldtel Businesses

Code 1 2 3 4 5

Status Strongly agree Agree Neutral Disagree Stronglygiisa

Value in Number and Percentages (%)

Location and performance of Hotel businesses | 1 2 3 4 5

1 | Easy accessibility of business location attra®d2(64) | 18(36) 0 0 0
more customer and increases sales growth

2 | Good location leads to easy accessibility of re24(48) | 25(50) 0 1(2) 0
materials and suppliers

3 | Financial status of people within the busine8¢16) | 22(44) 16(32) 4(8) 0
premises affects the profitability of the business

4 | Availability of labour within the location gf16(320| 30(60) 4(8) 0 0
business reduces cost and increases profitability

5| Good transport and communication netwp87(74)| 13(26) 0 0 0
within business location leads to high productivity
and increases sales growth

6 | Existence of many competitors within the locat|dl(220| 18(36) 14(28) 7(14) | O
of business increases quality and productivity

Source: Primary data analysis 2015
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In table 7 above, the response to the statemenE#dsy accessibility of business location attracts
more customers and increases sales growth showae@4fo of the respondents strongly agreed
and 36% agreed to the statement. This impliesaih#éhe respondents agreed to the argument of
William Peltry (2008) that Customer accessibilisy generally an important consideration in

locating service businesses like hotels since ouste need places which are safe and easily

accessible at cost effective and this eventuallyeiases sales.

On the question of whether good location leads asyeaccessibility of raw materials and
suppliers, the response indicate that 48% stroaghged, 50% also agreed and 2% disagreed.
This response shows that good location leads tp aasessibility of raw materials and suppliers
since 98% of the respondents agreed with the seaterfihis response relates to the statement of
Barrile Steve (2002) that right location is crucia service businesses like hotels and
consideration of factors like income level of peg@ecurity and safety of the region, customer
accessibility, availability of labour, raw matesakuppliers and population of people within area

of location are vital to service businesses magst¢e@slly in the sector of hospitality.

Based on the statement whether financial statugeagple within the business premises affects
the profitability of the business, 16% strongly et and 44% also agreed, while 32% were
neutral and 8% disagreed with the statement. Hsslr shows that financial status of the people
within business premises affects profitability dkethotel and this is shown by 60% of the

respondents agreeing to the statement. The respmmsesponds to the statement of Barros
(2005) that hotels close to potential markettpetform their counter parts with poor

accessibility in terms of efficiency. In thisase, large demands for accommodation are

situated in the city center were majority of fheople are financial stable.
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Response to the question that availability of labaithin the location of business reduces costs
and increases profitability showed that 32% @& tbspondents strongly agreed, 60% agreed,
8% were neutral. This result shows that over 90%hefrespondents agree that availability of

labour within the location of business reducessastl increases profitability since cheap labour

due to availability of labor.

Also on the statement that good transport and camuation network within the business

location leads to high productivity and increasaes growth, 74% of the respondents strongly
agreed and 26% agreed. This result therefore isyphat good transport and communication
network within the business location has positiffeat on the performance of hotel businesses
since 100% of the respondents agreed with thenséaie This is supported in the findings by
Tsaur and Tzeng (2010) who stated that hotel locatactors such as the convenience of
transportation and parking are among the most itapbfactors in assessing the service quality

of hotels.

In the last question in table 7, the researcherswaas to find out whether existence of many
competitors within business location increases ityjuahd productivity, and the response was
that 22% of the respondents strongly agreed thiatesce of many competitor within business
location increases quality and productivity and 3&8teed, while 28% were neutral and 14%
disagreed. This indicates that existence of mamgpatitors within business increases quality
and productivity since majority of the respondeatgeed with the statement. According to
Barros (2005), one incentive for choosing tucate close to other hotels is to gain a
significant positive influence in hotel effécicy which means that hotels can get pesitiv
spillover effects from their neighbors hencepired an organization to ensure quality of its
products and services in order have competitivaaidge over other organizations.
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The researcher also asked additional questionangtrestionnaire and the interview guide in
order to know whether the respondents find it gasgccess the location of the hotel, all the
respondents affirmed that the location of the hitejood since making it easy to access. And
the respondents gave number of reasons and thelselen good road, good location within

town, advertisement, and sign posts, city clockheyroad side, and the hotel has website which

it easy to access information on internet.

4.4 Conclusion

General conclusion can be made that, althoughititinfys of the study reveal that there are
significant, positive relationship between the ipeledent variables (Employee motivation,
Management Style and Location) and dependent MaggReturn on investment, efficiency of
staffs and sales growth), these relationships W¥eogn one value of objective to the other

according to the significance of their influencetba dependent variable.
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CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.0 Introduction

In this chapter the researcher presents the summifarthe findings from questionnaires,

interviews and personal observation during dateecttbn. The summary focuses on the findings
in relation to objectives of the study that it imtis to achieve and concludes on each of the
research objectives; gives recommendations to thandzation on issues to be addressed; and

suggests areas for further research.

5.1 Summary of Findings

The researcher obtained data from different respotsd and these include; Management,
Employees and Customers, male and female of ageebpl8 to 56, with various education
levels and experiences. Both qualitative and qtativie data was collected using various
methods like questionnaires, interviews, and olzdem with regard to the specific objectives of

the study.

5.1.1 Findings on the effect of employee motivatioon the performance of Hotel Businesses

Following the analysis of both qualitative and ditative data, majority of the respondents
affirmed that employee motivation has positive effen the performance of hotel businesses.
This is showed by employee motivation enhancindgoperance of employees leading to better
hotel performance in terms of sales, customer gamaguctivity, profitability and returns on

investment.
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The findings also revealed that there is low lesfeémployee motivation by shareholders since
causing hindrance to Hotel performance in Ugandgg8stions by the respondents to the ways
to motivate employees include; salary increasemptmn, involving employees in decision

making, awarding best performers, providing alloeemlike accommodation, medical, transport

and meals, overtime payment, organizing partiesgandg leaves for employees.

5.1.2 Findings on the effect of management style @erformance of hotel businesses

From the researcher’s analysis of both the quasl@gaand quantitative data, majority of the
respondents affirmed that implementation of managenstyle by managers affects the
performance of hotel businesses. The findings i@geled that interaction between management
and staff, and Democratic management style hadiymsffect on the performance of hotel
businesses by enabling employees to bring new idaakoard, easy understanding between
management and other staffs, making employeegé&tbf the organization, easy management
and better performance since increasing the efiisieof the employees. However, majority of
the respondents complained of the autocratic maneage style used in the hotel and they
suggested the management to use democratic manaigemi@volve the view of the staff in
decision making because employees interact withctieomers more than the management,

although the majority of the respondents also desadywith laissez-faire management style.

5.1.3 Finding on the effect of location on the pesfmance of hotel businesses

Findings on both qualitative and quantitative daticate that good location has positive effect
on the performance of hotel businesses. Based enegponses, majority of the respondents
affrmed that easy accessibility, good transportl @aemmunication network leads to high

productivity, attracts customers since increasaigssand profitability.
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The research also revealed that good location l&adssy accessibility of raw materials and
suppliers since reducing cost of production. Howgewgher factors which are vital in the
location of hotel business includes; financialstatf the people, number of the competitors, and

availability of labour within the location of thetel.

5.2 Conclusion

The study looked at the effect of employee motorgtimanagement style and location on the
performance of Hotel businesses in terms of retamimvestment, efficiency of staff and growth

of sales in Desert Breeze Hotel Arua.

Momentous issue drawn from finding of each objexgivf the study has led to the following

conclusions;

5.2.1 Employee motivation and Return on investment

From the findings, it was found out that employesiwation leads to high returns on investment
in hotel businesses because employee motivatioaneels performance of employees leading to
better hotel performance in terms of sales, custaraee, productivity, and profitability hence
high returns on investment. However, the sharedielcheed to take the issue of employee
motivation into consideration because there id ki level of employee motivation by the

shareholders in Uganda.

5.2.2 Management Style and Efficiency of Staffs

Management style like democratic management styeshpositive impact on the efficiency of

the staff in Desert Breeze Hotel as it gives opputy for the employees to participate in the
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activities of the hotel like decision making whictakes them feel part of the organization hence

improving their efficiency.

5.2.3 The location of Hotel and Growth of Sales

Concerning the location of hotel, it can be conetlithat sales growth for Desert Breeze Hotel
has increased due to its good location in termseady accessibility, good transport and
communication net work. This has attracted moreornsrs because majority of the customers
affirmed that they easily access the hotel dudstdocation within town area hence increased

sales growth.

5.3 Recommendations

The following are the recommendations the reseanvbeald like to make to the management of

Desert Breeze Hotel.

The management should increase level of employegvation through different ways like
promotions, parties, giving the allowance to img@ohkeir efficiency since there is still low level

of employee motivation in the hotel.

The directors of the hotel should employee competeganager to manage the hotel so as to

ensure efficiency and effectiveness of the business

The management should hire par timed employeesiadigeduring workshops to avoid cases of

overworking the employees.

They shareholders of desert breeze hotel shouldh gpere branches in Arua and other

neighboring districts like Koboko, Moyo and Adjunhamorder to capture large market.
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It would be important for the management to invothke view of the employees in decision
making because the employees interact with theomests more than the management since

bring customer complaints to the board for effextwnd efficient operation.

5.4 Suggestions for further research

Research needs to be conducted on the influenemplioyee motivation on customer care.

Further studies should compare Democratic managestge to Autocratic management style

and their effect on the performance of service oiEgions.

Future research on a similar topic should focusthwer factors like customer care, competition,

information technology, influence of family members
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Appendix I: Questionnaire Survey

Questionnaire for management, employees and custorse

Dear respondent, | am SODRI VIOLA, a student of g Martyrs University pursuing
bachelor degree of Business Administration and Mameent, | am carrying out a research on
the topic “Evaluating the factors that affect thexfprmance of Hotel businesses in Uganda”

with a specific reference to Desert Breeze Hotdlthis research is purely for academic purpose.

Kindly fill in this questionnaire as honestly asspible, | guarantee you that all the information
provided will be treated with highest degree of fatemtiality and anonymity and will be used

only for the purpose of this study.

| thank you in advance for your corporation.

Section A: General Information

Please tick the box after the specific categonyhich you fall.
Position: (please tick the appropriate)

Management [ ] Employed_| Customer[_]

Gender: Male[ | Female [ ]

Age: 18-25[ | 26-35 [ | 36-45] ] 46-59 | 56 above [ ]
Level of Education

Certificate ] Diploma|:| Degre[ ] Post grad uate ]



Experience:
1yr [ ] 2yrs [ ] 3-5yrs[ ] 5-10yrs [ ]

What has motivated you to join Desert Breeze Hotel?

How do you rate Desert Breeze Hotel's performamoeray Hotels in Uganda?

a. Excellent
b. Good

c. Poor

10O O O

d. Very poor

SECTIONBTOD

Answer the following statements by ticking the agpiate response basing on the scale below

for section B to D. Please answer all the items.



SECTION B: Effect of Employee motivation on performance of hotel businesses

Code 1 2 3 4 5

status Strongly Agree Neutral Disagree Strongly
agree agree

Employee motivation and performance 1 2 |3 |4 5

1| There is low level of employee motivation py

shareholders in Uganda

2 | Lack of employee motivation is a key hindrance taeH

performance in Uganda

High level of employee motivation leads to inceeas

3 | productivity and better performance

4| motivation increases return on investment in Hopte
business

5| Employee motivation increases customer care and

satisfaction

It is possible to achieve high performance without
g | employee Motivation.

7 | Employee motivation improves general performante i

hotel an organization

How does employee motivation help in improving peeformance of your business?



SECTION C: Effect of management styles on performace of Hotel businesses

Code 1 2 3 4 5

Status Strongly Agree Neutral Disagree Strongly
agree disagree

Management style and performance 1 2 3 14 |5

1| Implementation of management style by managexstiyr

affect the efficiency of staffs

2| Allowing employees to take part in decision makin

increases their efficiency

Employees perform better when they are not ddckbly the

3 | managers

4 | Delegating upon employees improve their perforcean

Interaction between management and staff lehe tter

5 | performance

Which management style do you think best suityéar organization? Explain why




SECTION D: Effect of location on the performance ofHotel Businesses

Code 1 2 3 4 5

Status Strongly Agree Neutral Disagree Strongly
agree disagree

Location and performance of Hotel businesses 1 |2 |3 |4 |5

1 | Easy accessibility of business location attractsemo

customer and increases sales growth

Good location leads to easy accessibility of raviemals

2 | and suppliers

Financial status of people within the business [Bem

3 | affects the profitability of the business

Availability of labour within the location of busess

reduces cost and increases profitability

Good transport and communication network withinibhess

5 | location leads to high productivity and increassss growth

6 | Existence of many competitors within the locatidn o

business increases quality and productivity

Do you find it easy to access location of this Hbtéso, explain why



Appendix II: Interview guide

1.

2.

What factors affect the performance of your Hotel?

Do customers easily access the location of youeHot

How do you determine the performing of your Hoisl,it through sales, profits, and
return on assets?

Is motivation of employees necessary for your Hbotel

Do you normally involve the view of employees i tinanagement and decision making
of your organization?

Which management style is commonly used in youamiation and what is its effect on

the employees.
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Appendix IlI: Introductory Letter

Usanda

arcvrs
Urnversiy

making a difference

(MTice of the Lean
Faculty of Husiness Administeation and Mapagement

Yo el
{ i g

Skoz: 3" Febmagmy, 20015

To ¥hom it may Concern
Chee Sivblacka,
Fe: Assistanee for Research:

Crneetings and besy wishes frons Lganda Martyes Hinoversty,

This Bl intoduse Lo Sou B{'.‘- .D'Qll M L ;'-?,{} whio i student of Upazda
helarivrs Universily. As part ol the reguivsments Tor the weard of The Depree of Bachelor of Business
Adimimismacion and Managemaen! of the L eiversisy, the stdent is required fo submit & dissertinion
whick invelves a lield reseazck oo selected cose study sech asa lieme  povernmental or non
governmenta! organation: Eooeoial or other mstitutions.

The purpoi 00 his letber i o reguest vou parmil dd faeiliate die student i thissorvey. Yoorsuppor
wall begreatly spprecieded,

Thank veu inadvance.

Ninirs Sincerely.
"
H‘) Q! 54
Fro Edward Sserangersie
Associabe Dean

U Martyrecbiviser s 100 B S350 - S e - Ugande
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