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ABSTRACT 

 

The aim of the study is to examine the effect of motivation on service delivery in hotel industry, 

a case of Bukusu cross roads hotel in Pallisa district. Hotel industry should offer employees 

with training, promotions, allowances, and favorable working conditions in order to retain 

quality staff and delivery of quality services to customers which results into customer 

satisfaction and revisit intensions to the hotel. The study will benefit the organization on how 

to address and manage problems of poor service delivery and the research findings will be used 

for further research in the field of employee motivation and service delivery. 
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CHAPTER ONE 

INTRODUCTION 

1.0 Introduction 

This chapter consists of the back ground of the study, statement of the problem, purpose of the 

study, research objectives, research questions, and scope of the study, conceptual framework and 

the significance of the study. 

1.1 Back ground of the Study. 

Motivation of employees, whether professional, skilled, or unskilled, is a major issue in all service 

organizations because it helps in retaining quality staff and delivery of quality services. However, 

it is now a challenge to the management of the hotel industry to motivate employees such that they 

stay on job and offer efficient and good services which customers expect (cheng, 1995). 

Globally, in USA, most of the hotels are faced with poor service delivery due to high rate of 

employee turnover. This has resulted into high rates of customer turnover and dissatisfaction since 

every ten hotel rooms, six of them remain empty hence leading to losses (Davahli et Al., 2020). 

Similarly, according to Zhang et Al… (2020), China’s overall level of occupancy by customers in 

hotels dropped by 89% in 2019 and stayed around 10%until 2020. This is due to poor customer 

care and service delivery provided to customers by the hotel attendants. 

Also, in Malaysia, the management of sutera lodges has expressed a dissatisfaction in customer 

service delivery by the front office department as it lost about 64791 customers in the year 

2013/2014 (kalasa and Christopher,2014). 

In Africa, according to Nigeria, there are complaints on the levels of services rendered that are not 

satisfactory and charges that are not commensurate to value of products and services obtained by 

customers. And this started with a slight decrease in the number of customers since 2015 and 

rapidly in 2020, that is, 49.8%,44.7%,43.6%,42.6%,42.4 and then 5% in 

2015,2016,2017,2018,2019 and2020 respectively (Busayo, Ojo,2020). This has been caused due 

to an increased rate of employee turnover of more than 60% (report by ILO, 2020). Furthermore, 

in South Africa, Employees work under difficult situations, for long and odd hours and face 

unpleasant experiences during the service delivery process to customers. This has resulted into low 

occupancy rates of about 30% and below by the customers (Pillay et al., 2021). 
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