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ABSTRACT

Thestudywascarriedoutwiththepurposeofexaminingtheimpactofemployee

EmpowermentonservicequalityinSorotihotel.Theobjectivesforthestudywasto

determine the effect of autonomy,decision making involvement,psychological

empowermentonservicedelivery.

Atotalof80respondentsparticipatedinthestudyandwereselectedusingrandom

samplingmethod.Thedatawascollectedusingquestionnairesandinterviewsand

presentedusingtables,graphsandpiechartsforeasyanalysis.

TheresearchfindingsrevealedthatemployeeEmpowermenthasimprovedonservice

delivery in the hotel,like cognition,trustworthiness,employees design,flexibility,

employeesrespect.

Despite the good advantages that are associated with impact of employee

empowerment

Servicedeliverymoreattentionneedstobeputonnumberofaccommodationfacilities.

competitivebusinessenvironment,customers’choices.Pooremployeeempowerment

practices customerdissatisfaction with the employerwhich maylead to loss of

customers

Itwashoweverrecommendedthatthehotelshouldputmoreemphasisonnumberof

accommodation facilities.competitive businessenvironment,customers’choices .

Pooremployee empowermentpractices customerdissatisfaction Also the study

recommendedtrainingofemployeesonhotelmanagement
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CHAPTERONE:INTRODUCTION

1.0Introduction

Thechapterpresentstheintroduction,backgroundofthestudy,problem statement,

purposeofthestudy,objectives,researchquestions,scopeofthestudy,conceptual

framework,andsignificanceofthestudyanddefinitionofkeyterms.

1.1.BackgroundoftheStudy

Theglobalizationoftheworldeconomyhasintensifiedinrecentdecades,withthe

servicesectoraccountingformorethanonethirdofthetotalglobalservicestrade

(UNWTO,2018).Thehotelindustryhasbecomeoneofthepopularindustriestostudy

servicequalityandServicedelivery.Withagreaterlevelofuncertaintyemanatingfrom

increasingdemandbycustomers,thereisneedtoemployerhotelemployeestogoextra

milestomeetcustomerexpectation.Employeeempowermentisoneofthepopular

researchprogrammedpracticedbymanyhotelsindevelopedcountries.Itspopularity

beingthecasethatemployeeempowermentleadstothegainingandsustainingof

competitive advantage in service industry.Empowerment enhances employee’s

capacitytodeliverqualityservices,andqualityservicedeliveryleadtoServicedelivery.

Empowermentofhotelstaffisimportantbecauseitgivesthem theautonomytodeal

effectivelywithvisitors’concerns(Ayupp&Chung,2010).

InAfrica,Employeeempowermentencompassesseveralconceptsandissueswhich

coverbenefits and goals such as discretion,autonomy,responsibilityas wellas

commitment.AsstatedbyreportbyUNWTO,(2018)thelastthreedecadeshave

witnessedthespreadofemployeeempowermentpracticesthroughoutthepublicand

privatesectors.Agrowingbodyofevidencesuggeststhatemployeeempowermentcan

be used to improve job satisfaction,Service delivery,organizationalcommitment,

innovativeness,andperformance.Nearlyallpreviousempiricalstudieshaveanalyzed

thedirecteffectsofemployeeempowermentontheseoutcomevariableswithout

takingintoaccountthemediatingroleofemployerandemployeeattitudes

Thistreatisecontributesto thegrowing literatureon employeeempowermentby

proposingandtestingacausalmodelthatestimatesthedirecteffectofemployee



2

empowermentonperformance,aswellasitsindirecteffectsasmediatedbyjob

satisfactionandinnovativeness.Asweknow thatemployeeisthebackboneofthe

organizationbecausehe/sheisonlypersonwhodirectlytouchwiththecustomeronthe

timeofdealingtheservice.Thisresearchfocusonemployeeempowermentinorderto

increase the Service delivery on the other hand we can say that employee

empowermentimproves the quality ofservice which automatically improved the

satisfactionlevelofthecustomertowardstheservice(Timothy&Abubakar,2013).Abu

Kasssim etal(2012)positsthatiftherewastobeanyprogressonofferingofquality

servicethatcouldtranslatetoServicedelivery,itwouldcomeaboutbecausethehotel

organizationchanged.

Thehotelindustryinvolvesfunctionsduetodirectorindirectinteractionwithguest.

Thus,theindustryrecognizesthevalueandcontributionofemployeeempowermentin

increasingemployeeproductivityandproduct/servicequalityinordertogetService

delivery.Theroleofemployeeinserviceorganizationsiscomparabletotheroleofthe

serviceitself(Zeithaml,2016).Employeesaretheserviceandthebrand,andtheir

importancetothefirm iscriticaltobothservicedeliveryandserviceproduction.In

servicesindustry,itisallaboutthepeople(employees)becausetheyappearmoreoften

to be the mosttangible clue to the qualityofthe service offered.Withoutthe

empowermentemployeenotconfident,notbecreativeandnotenoughknowledge

thereforeunabletoprovidebetterperformanceasperexpectation.Employeewillbe

successfulifmanagementprovidethem someauthorityandprovidethem systematic

knowledgeaccordingtotheirwork,whichisknownastheemployeeempowerment

(Nikkietal.,2015).

1.2. Statementoftheproblem

Despitethefactthathospitalityindustryisamongthefastexpandingindustriesandan

importanttop foreign earners forUganda,ithas been characterized with many

challengesranging from numberofaccommodation facilities.With theincreasing

competitivebusinessenvironment,customers’choiceshavewidenedandmorethan

evercustomersarelesslikelyofforgivingforservicefailures(Roodurmun&Juwaheer,

2018).Sinceempowermentresultsfrom amanagementsystem thatgivesemployees

morepowerandautonomytoperform theirjobs,itislogicaltothinkthatempowered
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employeescouldusethisfreedom tomakecustomizedandquickdecisionstobetter

servetheircustomers’needs.Becauseempoweredemployeefeelsmoreconfidentand

trytogivetheirbesttotheiremployers.Accordingtopreviousresearch,employeeswith

highlevelsofemployeeempowermentpracticesinfluencetheleveloftheircustomers’

satisfactionandcommitmenttothefirm (Kim &Ok,2010).Mostofthetime,inthe

service industry,supervisors seem to be interested to controlthe interaction of

employeesandcustomersbydictatingthedecisiondirection.However,supervisors

cannotcontroltheservicedeliveryprocesstoorigidly,becauseemployeesneedto

retainadequateflexibilitytosatisfycustomerswithintheirdiscretion.

Pooremployee empowermentpractices cause customerdissatisfaction with the

employerwhichmayleadtolossofcustomersandaspreadofnegativeworldofmouth

(Kim,2009).Thiswouldleadtotheclosureofhotels,lossofjobsandhencelowGross

Domestic Product(GDP),which willlead the countryfailure to service recurrent

expenditure,capitalexpendituresandinternalandexternaldepts.Thiswilllowerthe

countrycompetitivenesswhichwilllowertherateofinnovationasaresultoflower

entrepreneurialorientation.Severalstudieshavebeendoneontheareaofemployee

empowermentand Service delivery.(Komunda,2012)investigated the effects of

employee empowermenton Service deliveryand loyaltyin a commercialbanking

environment.(Lagat,OderdaandMumbo,2012)conductedastudyontheeffectsof

distributivejusticecomplaintsresolutionstrategiesonServicedelivery.Thisindicates

thattherearelimitedlocalempiricalstudiesontheeffectofemployeeempowerment

onServicedeliveryinthehospitalityindustry.Therefore,thisstudywasintendedtofillin

onthisexistingknowledgegapbyidentifyingtheeffectofemployeeempowerment

practiceonservicedelivery.

1.3. Purposeofthestudy

Thepurposeofthestudyistodeterminetheimpactofemployeeempowermenton

servicedeliveryinSorotiHotel

1.4. ResearchObjectives

Thisstudywasbythefollowingspecificobjectives

 Todeterminetheeffectofautonomyonservicedelivery.
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 Todeterminetheeffectofdecisionmakinginvolvementonservicedelivery.

 Todeterminetheeffectofpsychologicalempowermentonservicedelivery.
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1.5. ResearchQuestions

Thisstudywasguidedbythefollowingquestions

 Whatistheeffectofautonomyonservicedelivery?

 Whatistheeffectofdecisionmakinginvolvementonservicedelivery?

 Whatistheeffectofpsychologicalempowermentonservicedelivery?

1.6.0 ScopeoftheStudy

Anystudyfrom theearlybeginninghasitsownscopetodeterminetheleveland

extentofthestudy,similarlythisresearchhasalsoitsownfocus.

1.6.1 ContentScope

The studywillbe based on the employee empowermentand service deliveryon

hospitalitysector/hotelsinSorotiCity.Theconceptualscopeofthisstudywillbein

ordertoexaminetheeffectofemployeeempowermentonservicedeliveryatSoroti

Hotel.

Therefore,Employeeempowermentinthisstudywillbefocusedonemployeesofthis

hotelinSorotiCity.Thedependentvariableofthisstudywillbeservicedelivery.The

independentvariablesarealsolimitedtosomeemployeeempowermentlike;employee

participation,capacitydevelopment,team work,communication effectiveness and

managementsupport.Thestudywillbeadescriptivesurveyinnatureandtheresearch

willbeappliedthemixedresearchmethods.

1.6.2 Geographicalscope

ThestudywillbecarriedoutatSorotiHotellocatedinSorotiCityalongSt.Immaculate

Catholic Church Lane.The researcherhas chosen this area because ofeasy

accessibility and availability ofinformation employee empowermentand service

delivery.Duetoinadequacyoftimetheresearchergeographicalscopewasboundtobe

concentratedonlyonsingleorganization.

1.6.3Timescope

Theliteratureofthisstudywillcoveraperiodof7years;from 2013to2020and

anythingbeyondthisperiodwillbeleftout.Thiswillbeduetodataavailabilityand

comparison.Thisisalsoconsideredaperiodgoodenoughtoenabletheresearcher
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acquirethenecessaryinformationinlinewiththestudy.

1.7.0SignificanceofThestudy

Thepurposeofthestudyistodeterminetheeffectofemployeeempowermentpractice

on ‘service delivery in SorotiHotel. The results of the study,findings and

recommendations to effectively measure, evaluate and implement employee

empowermentpracticesinitscorporatestrategy.

Thisstudybenefitshotelindustriesthroughprovidingclearinformationconcerning

employee expectation and perception to manage good employees’empowerment

practicesandhassignificantimportancetoSorotihotelanditsmanagement.The

readerswillbe able to understand new relationsbetween differentvariablesand

conceptualunderstandingofthesevariables.Theywillreadnewconceptsinthecontext

ofhospitalityindustrye.g.organizationalimage,effectiveness and efficiencyand

buildingtrust.

Thisresearchwasalsotargetedatthemanagementoforganizationswithinthehotel

industry,andindustriesproducinghighlyintangible-dominantservices,assuggestion

regardingemployeeempowerment,whichwhenpracticedcanenhanceservicedelivery

andcreateagoodcustomer-perceivedservicequality.Managersinotherorganizations

willalsofindthestudyusefulinenhancingtheirappreciationoftheneedtoempower

employees

1.7.1Limitationsofthestudy

The studyfocused on respondentsfrom variousrestaurants,both managersand

superiorswereinvolvedinthestudy,thestudydidnotrevealmuchontheincentives

usedintheorganizationasthiscouldhavebeenduetofearofvictimizationfrom

managementupondisclosureortarnishingthecompany’simageleadingtoincorrect

judgmentswhich were nottrue reflection ofthe employee’s overallperformance.

Confidentialityofinformationgivenwasassuredtotherespondents.

Datacollectionwasdoneusingquestionnaires;somerespondentsfoundittiringtofill
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them,outofthe240questionnairesissued;only210questionnaireswerefilledto

completeness,26werenotcompletewhile4questionnaireswerenotreturned.The

questionsweremadesimpleandeasytounderstandandparticipationinthestudywas

alsobevoluntary,thiswastoencouragetherespondentstofillthem totheend.

Itwaschallengingtogatherinformationfrom alltheparticipantsduetotheirbusy

workingSchedulesandshifts.Thequestionnairesweredeliveredbypickanddrop

meansandtherespondentswerealsoencouragedontheimportanceofparticipatingin

thestudy.

Thetimingforcarryingoutthestudyinfluencedtheresultsespeciallyincaseswhere

salaryreviewsandbonuseshadnotbeengiventowardstheendoftheyear2018.For

somecontractshadbeenrenewedwithsimilartermsatthebeginningoftheyear2019.

Therespondentswereencouragedtobehonestintheiropinionsandanswers.

1.7.2Organizationofthestudy

The projectreportisorganized into five chapters.Chapterone hasprovided the

introductiontothestudyfocusingonthebackground,problem statement,objectives,

research questions,significance,scope,limitationsand organization ofthe study.

Chaptertwopresentsliteraturereview,consistreview oftheoriesguidingthisstudy,

empiricalliterature,summaryofresearchgapsandconceptualframework.Chapter

threediscussedtheoverallmethodologyofthestudy.Itoutlinestheresearchdesign,

thepopulation,thesamplingdesign,datacollectionmethod,theresearchprocedure,

anddataanalysismethodbeusedforthestudy.Chapterfourprovideddataanalysis,

Interpretationanddiscussionoffindings.Chapterfivediscussedthesummaryofthe

findings,conclusions,recommendationsandareasthatfurtherresearch.

1.8ConceptualFrameworkoftheStudy

ServicedeliveryinregardstothestudyusesthedefinitionofScottetal(2009)asthe

reliability,responsiveness and assurance ofservice.The studyshows thatwhen

employeesexperienceaenhancedlevelsempowerment,theybecomemoreengagedto

ensure high levels of services are delivered to the desired quality standard

(Lawrence,2008).Employee empowermentaccording to Velthouse(1990)defined

empowermentas a heightened levelofintrinsic taskmotivation characterized by
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commitmenttoatask.ThisisexhibitedinfourdimensionsofImpact,competence,

meaningfulnessandchoice.Inourstudyemployeeempowermentisconceptualized

withthedimensionsofautonomy,decisionmakinginvolvementandpsychological

empowerment. This in line with Sprietzer(1995) who argued that employee

empowermententailsanactiveorientationtowardsaworkrole.
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Figure1.1:ConceptualmodeloftheStudy.Extractedfrom reviewofrelatedliterature

EmployeeEmpowerment

Psychologicalempower

ment

 Intrinsic

motivation

ServiceDelivery

 Reliability

 Responsiveness

 Assuranceof

service

Autonomy

 Taskfreedom

 Discretion

Decisionmaking

involvement

 Information

sharing

 Rewardsharing

Source:Lawrence(2018),Sprietzer(1995)modifiedbytheresearcher

Thissection describes the conceptualframeworkthatguides the research paper

clarifiesrelevantconceptsontheimpactofemployeeempowermentonservicedelivery.

Through thisstudytheresearcherdeveloped aconceptualmodelthatguidesthe
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researcherindesigningdatacollectioninstruments,dataanalysisandinterpretation.It

willbepresentedinordertounderstandthewholeprocessinaconcisely.Accordingly,

theconceptualmodelhasbeendepictedinFigure1.1.Morespecifically,thisframework

indicatesdependentand independentvariables;employee empowermentpractices

(independentvariables)suchasemployeeparticipation,capacitybuilding,team work,

communication effectiveness and managementsupportthathave effecton the

outcomevariablenamelyservicedelivery(dependentvariable).

1.9. DefinitionofKeyTerms

Theresearchersoughttoclarifytechnicaltermsorwordsbydefiningthem astheyare

wishedtobeunderstoodinthisresearchasshownbelow:

Employee:An individualwho works full-time orpart-time undera contractof

employment,whetheroralorwritten,expressorimplied,andhasrecognizedrightsand

duties.

Empowerment:isapositiveuseofpowertocreatemorepower,whichhasapositive

energizingeffectontheorganization(VogtandMurrel,2014).Empowermentinthis

studyismeansencouragingtheemployeestomakedecisionswithleastintervention

from highermanagementandasgivingthepowertoemployeestomakedecisions.Itis

aform offreedom inwhichemployeetakesdecisionstoensuremaximum satisfaction

tocustomers.

Leadership:istheprocessofempowering,influencinganddirectingthesubordinatesor

employeestoachieveacommongoalandvision.

Employeeempowerment:According to thisstudyemployeeempowermentmeans

givingemployeeauthority,skillsandself-controltoperform theirtasksandamethodof

delegationwhichenablesworkdecisiontobetakenasnearaspossibletotheoperating

unitsandtheircustomers.

Management:Theorganizationandcoordinationoftheactivitiesofabusinessinorder

toachievedefinedobjectives.Managementisoftenincludedasafactorofproduction

alongwithmachines,materials,andmoney.

ServiceDelivery:Thestatehasavitalroleinthedeliveryofawidearrayofpublic

services from justice and securityto services forindividualcitizens and private

enterprises.Besidestraditionalpublicservices,suchashealthcareoreducation,there
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areadministrativeservices,suchasdeliveryoflicensesandpermissions,whichare

subjecttoregulationofadministrativeproceedings
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