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ABSTRACT

The purpose of this study was to establish thenéxiEemployee empowerment and
determine the relationship between employee empuesr and job satisfaction in
Sarova Hotels in Kenya. The research design wasszrigtive study and the
questionnaire was used to collect data on job faatien as well as employee
empowerment. The data collected were analyzed ghraegression analysis. The
study covered 136respondents employed at Sarov@dHatKenya. From the results
of the study, the respondents agreed that the poreéeempowerment existed in the
organization. Majority agreed they are confidentha leadership of the company, a
fact that leads to job satisfaction. The resporslaigo agreed that their work gave
them feelings of personal accomplishment whilegaiicant number out rightly said
they were satisfied employees. The study recomnuketicde Management should use
empowerment as a tool to improve employer-emplosaationship by creating

confidence and enabling the employees to contritulitein the organization.



CHAPTER ONE : INTRODUCTION

1.1. Background of the Study

Entrepreneurs, managers and researchers in the dfelmanagement regard the
employee as the major resource bringing competgigreantage to establishments,
and they are of the opinion that the involvemerd ampowerment of employees is
key to the success of establishments (Siegall &d@ar, 2000).A new way of

management is employee empowerment or participatimaagement involving the

people responsible for the work processes andtyustlirts where people who know
the processes best are. Allowing employees to hiadependence and feedback

within the organization is what makes the empowertrpeocess successful.

Studies conducted on employee empowerment reveal ih gives rise to

organizational commitment (Han, 2009; Kim, 2002gl& and Pearson, 2000;
Spreitzer and Mishra, 2002), motivation (Caudro893; Janssen et al., 1997),
performance (Sigler and Pearson, 2000) and cust@agsfaction (Chebat and
Kollias, 2000).Employee empowerment does not méwmt management abandon
from its responsibility of performance or for leagithe organization. Rather, in an
employee empowered company, management's resgiiysdames to create and
foster an environment in which it is apparent thaiployee input is desired and

cultivated. The management must trust and commtenigith employees.

Empowerment is more correlated with the Theory yesbf management, which was
advanced by Douglas McGregor in 1960. With Theoryl&aders have a more
optimistic view of the ability to get good work froemployees. This belief makes
them more likely to implement empowerment than The¥ leaders who are less
trusting of worker capabilities. Among the contémtories of motivation (Herzberg,
1959) theory emphasizing the motivator-hygienediecsought to explain satisfaction
and motivation in the organization. The theory f&&si on outcomes of satisfaction
and dissatisfaction. The theory further found thattain aspects of a job cause
satisfaction and therefore motivation, but certaspects caused job dissatisfaction.
Herzberg explained that the factors that lead tsfaation or to dissatisfaction are
different. This theory states that job satisfactaond dissatisfaction is a product of
different factors — motivation and hygiene respatyi. Motivation is seen as an inner

force that drives individuals to attain personad anganizational goals. Motivational
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factors are those aspects of the job that makelpewpant to perform and provide
people with satisfaction. Hygiene factors includpexcts of the working environment
like working conditions, interpersonal matters, anrigational policies and so on
(Hackman & Oldham, 1976).Factors that relate togatisfaction are therefore called

satisfiers or motivators.

In the hospitality industry, empowering staff to keadecisions can improve morale
and increase satisfaction. Since the hotel se@erbdecome very competitive some
hotels allow their employees to pamper their guestis certain rewards like a free
drink without having to obtain authorization frotmetmanagement. Others go to the
extent of giving discounts and complimentary ondfi@o accommodation during their
next visit especially if the guest during the swgs not happy with service, hence,

this becomes a service recovery strategy.

The hospitality industry faces the challenges airaulent and unstable environment
that has forced hospitality organizations to modifd update their services to meet
the change in their customers’ needs and wantssamvive in the market. As a result,
the implementation of innovation from empoweredffsteecomes an important
technique for successful hospitality organizatioms. the twenty-first century,
creativity is considered as a vital factor in thevelopment process in hospitality
(Wong and Pang, 2003).

1.1.1. Employee Empowerment

Empowerment means giving employees responsibilitgl authority to make
decisions regarding all aspects of product devetognor customer service (Noe &
Gerhart, 2006).Employee empowerment is a style arfiagement that puts managers
in the role of coach, adviser, sponsor, or fadditaDecision-making is being pushed
down to the lowest levels of the organization (Robp 2002). Empowerment
involves delegating the decision-making authorggarding the action to be taken on
a task that is considered to be important to ba¢hmanager and employee (Matejka,
1999). These definitions are derived from the manaant theory of power and
authority delegation that gives an employee thietrig control and use organizational

resources to bring desired organizational outcomes.

The main reasons for implementing an empowermeogram are to provide fast

solutions to business problems, to provide grovghootunities for employees and to
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lower organizational costs while allowing the masratp work on multiple projects.
Employee empowerment is most effective when managéimas set clear obtainable
goals and defined specific accountability standarflee success of employee
empowerment relies on the ability of managemengravide resources such as time
and money, to provide support by way of legitimasyd to provide relevant and
factual information so employees can make educdéeisions. Training employees
to take responsibility and make sound decisiong #r& supported by upper
management as well as lower level managers are atbas that are important to the
success of empowerment programs (Neil, 2007).Ensgl®y benefit from
empowerment because they have more responsibilittheir jobs. According to
Robbins (2002) employee empowerment increasesttet f employee involvement
and therefore creates a deeper sense of satisfatid higher levels of motivation.
There are potential problems with empowerment @nogr that often result in
unfavorable outcomes. Many times managers delegeite, unimportant and boring
tasks to employees and they retain the complicated important tasks for
themselves. Empowerment will not work unless ththanity and decision-making

tasks are perceived as meaningful by the employee.

Another problem arises when managers not only assiganingless tasks to their
employees but also then expect the employee tointmnisly consult them for

approval. Managers must evaluate their employ&dls and abilities and determine
if the organization's culture can support an empoveat program before beginning
(Matejka, 1999).

1.1.2. Job Satisfaction

Job satisfaction refers to the attributes and rigslipeople have about their work.
Positive and favourable attitudes towards the jaticate job satisfaction. Negative
and unfavourable attitudes towards the job indigake dissatisfaction (Armstrong
2003). Job satisfaction has been a subject to tfaeresearches with “Hawthorne”
studies in 20th centuries. Job satisfaction is mlesd as pleasurable or positive
emotional state as a result of evaluation of thegojob experiences. Job satisfaction

is a concept which has a close relationship wittivaton and activity.

Job satisfaction is affected by environmental, vitlial and psychological factors.

Factors that relate to the environment are: comoatioin and employee recognition



(Weiss & Cropanzanol1996), while those that relatehe individual are emotions,
genetics and personality (Cote & Morgan, 2002). SEnthat are psychological in

nature include one’s life, family, and community rfgit &Cropanzano, 2000).

Superior-subordinate communication is also an itgmbiinfluence on job satisfaction
in organizations. The way an employee perceivesuersisor's behaviour can
positively or negatively influence job satisfactiostudies also indicate that
employees derive satisfaction from working with gamies that are effective in
human resource management best practice emplogegniéon programs and to
some extent, financial reward programs. Employeegsmition should not be confined
to praise, gifts and points but should extend tanging the organization culture in
order to meet goals, initiatives and connecting leyges to the organization’s core

values and beliefs (Dugguh & Ayaga, 2014).

1.1.3. The Hospitality Industry in Kenya

Kenya is one of the countries that has adoptedstouas a major economic sector and
the need for hospitality services is rapidly insiag. The industry has grown steadily
over the years and, currently, tourism is a mageifjn exchange earner for the
country. According to the World Travel and Tourigdouncil (WTTC), tourism in
Kenya is most important after agriculture and itasponsible for 14% to the Gross
Domestic Product (GDP) and 12 percent of total eyrpkent. Kenya’s hospitality
industry has been eager to capitalize on the fadertourism outlook and over 500
decent hotels exist in the country and the figuaes growing rapidly. Economic
drivers include the country’s fantastic naturalrismn resources such as beautiful

beaches and spectacular wildlife in their natuadditat.

There are various associations formed in the hal#piindustry in Kenya that runs
under the umbrella body Kenya Tourism FederatiofHK One of the common
hospitality associations under KTF is the Kenya okgstion of Hotelkeepers and
Caterers (KAHC) which was founded in 1944 whichmps together hotels, lodges,
restaurants, member clubs and prominent airlinereeg whose common theme is to

render services in the hospitality industry.

The association helps in representation as a panhcvoice for hotels to the
government on matters of regulation, licensing gdicy formulation. It also

promotes and protects industrial relations throagtective bargaining agreements
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that are negotiated and signed by the union inrdde. When it comes to training the
association coordinates with Kenya Utalii College waining and development
programmes. The association acts as the prinaifbennation exchange network for
members and the industry through its various inglustsearches and maintaining

industry databank (www.ktf.co.ke).

1.1.4. Sarova Hotels in Kenya

Sarova Hotels is one of Kenya's leading independeotel groups, with eight
prestigious properties in key locations across lemor the leisure traveller, Sarova
offers a host of diverse experiences; game drispsits, water sports, health clubs,
health and wellness centres and cultural as wetloatemporary entertainment. For
the business travellers, Sarova Hotels feature®-agate business facilities as well as

conference and seminar venues.

Sarova Hotels in Kenya commenced operation in B in that same year the Hotel
Ambassador Nairobi became the first Sarova Hot&dnya. In 1976, Whitesands on
the North Coast of Mombasa became the second Saroperty, and the first entry
into the tourism industry. In 1978 saw the acqigisiof the New Stanley Hotel, now
known as The Sarova Stanley. The hotel underweteinsive renovations that were
completed in 1998. These renovations restored titel o its former Victorian
grandeur and helped it regain its place as Nasolgiading five-star hotel. Sarova
Mara, a luxury tented camp in the world renownedaséa Mara game reserve, was
opened in 1984. In 1986, Sarova Lion Hill Lodgengid the Sarova group. The
Lodge, with sixty four superbly appointed chaletitfm®ms, is situated in the heart of
the Rift Valley in Lake Nakuru National Park. Samo8haba Lodge in the Shaba
game reserve, eastern Kenya, was opened in 198®92, Sarova hotels purchased
the Panafric hotel, another Nairobi landmark. SarBualtlick and Sarova Taita Hills
game Lodges are the latest two properties to bechttithe Sarova Hotels portfolio.
Sarova Hotels took over the management of the daigds on ¥ April 2007. The two
are situated at the 28,000 acre private wildlifiectaary within the Taita Hills which

forms part of the greater Tsavo ecosystem.

Sarova Hotels has been recognized on numerousiossand has been awarded for

being a keen contributor to the hospitality industéarova Hotels focus on best



practice and sustainable business management éashee group receive numerous

prestigious awards.

At Sarova Hotels, Sandy Vohra Centre for Learnind Bevelopment (SVCLD) was
formed with a distinct mission to be a businessngarleveraging business objectives
at all levels; developing exceptionally talentedmpetent individuals and building
high performance teams in both its internal anckmal community. Sarova Hotels
Corporate Social Responsibility focus is governgdhoee pillars namely, Education,
Environment and Health. SVCLD highlights Sarovaisnmitment to the education

pillar (Sarova Hotels Employee Handbook, 2007).

1.2. Research Problem

Employees are the assets of an organization (Dawjd004) and can make or break
the organization. Highly motivated employees gihe tunexpected output while

employees with low motivation level can drag thenpany growth downwards (Deal,

2005). Lack of commitment on the part of employard frequent changes in duties
by employer without willingness from employees awbstacles to employee

empowerment. Spice and Gilbert (1991) argue thatagers should give authority to

workers in making decisions for maximum utilizatiohhuman capital. Therefore a
caring, respectful behavior and encouraging theleyeps improves the quality and

interest ofthe workers in a job. Promoting corpenalues within the organization in

true sense of implementation is an effective arattiral mode for achieving job

satisfaction.

Sarova Hotels has taken various strategies to eehamployee empowerment by
allowing key non management staff to make deciswitisout necessarily waiting for
a manager to authorize as long as it is in therasteof the company’'s desired
outcome. Junior staff have been encouraged go buher way and do service
recovery for a guest who may not be satisfied whth service provided and pamper
them with gifts such as fruit basket or complempntakes. Staff in specific areas
extend service discounts to customers up to a ioelimit and have also been
empowered to interact with customers and solve safnehe major recurring
customer requests that were only handled by theagean Other empowerment

strategy put in place is giving the staff a platidio suggest innovative ideas that will



help the company eliminate wastage and reduce sinof@wunning the business while

maintaining the set standards (Sarova Masaa TiR04s3).

Ombachi (2011) researched on the relationship mtveenployee empowerment and
the performance of hotels in Mombasa County, Keagd found that the various
programs adopted by hotels like training, informatsharing & participative decision
making greatly affected their performance. The aes®e however comes short in
bringing out the effect of employee empowermengain satisfaction. The research
concentrated more on the Hospitality industry penfnce in Mombasa than
employee job performance. Yatini (2003) looked he trelationship between

employee empowerment and job satisfaction in coroimebanks in Nairobi and

found a strong relationship between employee empuest and job satisfaction but
did not bring out the effect of this relationshiftea he established the strong
relationship. The research also was limited to cenwml banks in Kenya. Ahmed
(2011) researched on the impact of Employee Empoerr on job satisfaction in

Pakistani service industry and found employee engpment leads to higher levels of
employee’s job satisfaction. However, his samplee sivas wide covering major
service industries like banking, telecom and insaceaindustries and not hospitality
hence the conclusions may not generally reflecseghof hospitality industry in

Kenya.

Research findings keep changing with time such it happened a year ago may
not hold now (Opande, 2006). It is evident from fbeegoing research literature that
no previous study, at least in Kenya, has exploteed effect of employee

empowerment on job satisfaction and more so in Ee®grova Hotels. Even the
foregoing studies that were done in different cetstedo not clearly bring out the

effect of employee empowerment on job satisfactind may need to be replicated in
the Kenyan hospitality context. Therefore, it ist mo dispute that there exists a
knowledge gap and this is an area worth furtheear, a research that would
unearth the exact nature of the effect of empla@rapowerment on job satisfaction if
at all there is any. This study attempts to anstverresearch question, what is the

effect of employee empowerment on job satisfadtioBarova Hotels in Kenya?

1.3. Research Objective
Specifically the study is aimed at achieving thiéofeing:



i.  To establish the extent of employee empowerme8aiova Hotels in Kenya.
ii. To determine the relationship between employee e@mpuoent and job
satisfaction in Sarova Hotels in Kenya

1.4.Value of the Study

As a result of the changing business dynamics arslomers satisfaction trends
where customers are quick to express dissatisfaeti@ vent it out through social
media or guest comments cards due to bad serviggsoos consumed, there is need
for this study to identify and develop policiesttall empower the employee to be
able to handle issues and suggest remedies to pinesems before they get out of
hand. This study will address ways of improving i®as areas of employee
empowerment such as soliciting new ideas from eygas, ways of adopting these
ideas from employees and assigning of understudgmFthe study findings,
organizations may learn how employee empowermeiectaf job satisfaction and
ensure therefore best practices are either maadaor others developed so as to

maintain a competitive edge in the hospitality istriy

The study will enable investors both individual andtitutional to objectively and

strategically apply the best strategies to credfecttve employee empowerment
programmes which lead to high degree of job satigfa. Further, the study findings
will influence policy making in the hospitality indtry by suggesting minimum
requirements required to implement the various egg# empowerments
programmes in a hotel setup. It will also help tloenan resource practice, in that it
will guide the human resource managers on stragegfieleveloping and maintaining
employee empowerment programmes in the work plBee.tourism industry will be

able to easily pinpoint the best strategy for tketor locally.



CHAPTER TWO : LITERATURE REVIEW

2.1. Introduction

This chapter explores the different view of emplyempowerment and job
satisfaction advanced by various writers and thiews on forms of empowerment in
relation to job satisfaction. The conceptual frarodwreveals the relationship
between the various empowerment and job satisfactiotiatives which are

moderated by organizational and individual factors.

2.2. Theoretical Foundation
This study is based on two management theories:faator theory and Theory X
and Theory Y. This is because theories explairfabirs affecting performance of

employees in working environment.

2.2.1. Two-factor Theory

Among the content theories of motivation, Herzbg859) theory emphasizing the
motivator-hygiene factors sought to explain satiéfm and motivation in the

organization. This theory states that job satigbacand dissatisfaction is a product of
different factors — motivation and hygiene respedyi. Motivation is seen as an inner
force that drives individuals to attain personal anganizational goals. Motivational
factors are those aspects of the job that makelpewant to perform and provide
people with satisfaction. Hygiene factors includpexts of the working environment
like working conditions, interpersonal matters, anrigational policies and so on
(Hackman & Oldham, 1976). Factors that relate togatisfaction are therefore called

satisfiers or motivators.

According to Dima (2011) the Two-factor theory retsmthe elements of reasons of
fulfilment. Negative elements are lower wages, ab guarantee and such factors.
Fulfilment elements are, as Herzberg (1976) statelization of worker himself and
reaching his goals. By his two factor theory, Hergbadvanced Maslow’s main,
physiologic and self-realization theory and foetifiit with his. Maslow’s theory is
based on the comparison of the best and worst tionsliat work. The conditions in
which the workers fell well are called the motivyatothe bad conditions are called
defensive factors (hygiene). According to him, preeg factors lead unsatisfactory

conditions and contrary motivator elements leadilfaént. The bad factors are:



corporation policies and management, work conditisalary, status and relations
with co-workers. The motivators are: success, famspecialties of work,

responsibility, awards and advancement (Dima e2Gil1).

2.2.2ZTheory X and Theory Y

McGregor's (1960) Theory X is the root cause ofronitanagement. The concept
surmises workers need to be constantly watched iastducted on what to do.
Managers who believe this philosophy assume tleaterage staff member dislikes
work and avoids work whenever possible. The worlong/ motivated by money,
position, and punishment. In addition, the workesids increased responsibility and
seeks to be directed. The acceptance of Theory IKr@sult in an authoritarian
management style over the team and allowing fdte litollaboration or even

participation in decision making (Weinbach, 2008).

According to Weinbach (2008) leaders (managers) adiftere to Theory X assume
that the average person dislikes work and attetopgs/oid it, lacks ambition, wants

no responsibility, and would rather follow thande#\lso the person is self-centred
and, therefore, does not care about organizatigoals, resists change and act
irresponsibly.

A Theory X type manager would be more inclined e uangible rewards as

incentives. They assume their authority is resemted adopt regulations that are

designed to enforce compliance.

McGregor's Theory Y is the root cause of employsg@verment. This concept
emphasizes that staff are self-discipline and wdikklto do the job themselves. The
team members are active and supportive in our whmkate and find the work itself
rewarding. Adopting this philosophy will produce Ifsdirection towards goals
without coercion or control. Teammates will seekpapunities for personal

improvement and self-respect (Weinbach, 2008).

Weinbach (2008) argues that leaders (managersyahere to Theory Y assume that
work is a natural activity for people and will belfsdirected to meet their work
objectives if they are committed to them. He alddsathat people will be committed
to their objectives if rewards are in place thadradses higher needs, such as self-
fulfilment and that people will seek responsibilifccording to him, most people can

handle responsibility, because creativity and imgggrare common in the population.
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A Theory Y type manager acts in a way that commatei trust and a belief in staff
member's good intentions. They assume that stafhlvees want to work toward

organizational goal attainment and work to set mpeavironment that enhances
growth (Weinbach, 2008).

A Theory Y manager believes that, given the righriditions, most people will want
to do well at work and that there is a pool of wetisreativity in the workforce. They
believe that the satisfaction of doing a good jskaistrong motivation in itself. A
Theory Y manager will try to remove the barrierattiprevent workers from fully

actualizing themselves.

2.3 Employee Empowerment

Employee empowerment has been described as thef agiving individuals and
teams more responsibility for decision making anduging they have the training,
support and guidance to exercise that respongilpiibperly (Armstrong, 2004). The
notion of devolving decision making authority andsponsibility to frontline
employees for control and enhancement of serviedityuand customer satisfaction

during service delivery (Klidas, 2001).

Bowen and Lawler (1992) described empowerment aarirgh with frontline

employees four organizational ingredients; infoipratabout the organization's
performance, knowledge that enables employees teratand and contribute to
organizational performance, rewards based on azgdanal performance and power
to make decisions that influence organization diioecand performance. In a later
article, they observe that research suggests thapwerment exists when companies
implement practices that distribute power, inforimat knowledge and rewards

throughout the organization.

2.3.1Types of Employee Empowerment

Hacket (1995) presents structural and psychologaapowerment as types of
employee empowerment. Kelley (1993) identified ¢hriypes of discretionary
empowerment: routine, creative and deviant, avilaturing the service delivery
process. Hughes (2003) describes two forms of Erepment: direct and indirect

empowerment.

11



Structural Empowerment draws its name from the mimgdional structure, which
depicts a pattern of relationships among positioren organization (Mullins, 2002).
It focuses on empowering management practicesjdimgy the delegation of decision

making from higher to lower organizational levels.

Psychological Empowerment is increased intrinsictivation that is generic of
conditions by an individual, pertaining directly tioe task that produces motivation
and satisfaction (House, 1986).Menon (1995) in &isvey of manufacturing
companies established that the greater the empaemtoh employees, the greater the
motivation and performance of employees. He steesiset empowerment leads to
less job stress and employee commitment to orgtmizd goals. Empowerment is
psychological in that it requires a clear visioarlgng environment both for managers
and employees, participation and implementationstand techniques (Mullins,
2002).

Kelley (1993) describes routine discretionary em@onent as involving employees
in selecting an alternative from a list of possiblgtions to do their jobs; deviant
discretionary empowerment as behaviours outsides¢bpe of an employee's formal
job description and authority; and creative didoretempowerment as where

employees develop alternate methods of performitagla

Hughes (2003) contends that, empowerment as a rearea practice is of two main
folds. Direct forms involve the delegation of addedponsibility to individuals or
teams for the execution and management of thekstakdirect empowerment

involves representation on bodies ranging fromityueircles to management boards.

2.4Benefits of Employee Empowerment
2.4.1Decision Making

The basis for the belief that empowerment is advapproach to improving
organizational effectiveness is that people whorearest to the problem are best
able to judge it's situation, provided they hav&amework within which to make
their decisions(Armstrong, 1998). Empowered persbhave responsibility, a sense
of ownership, satisfaction in accomplishments, poaxer what and how things are
done, recognition of their ideas and the knowletiyg® they are important in the

organization (Turney, 1993).Empowered employees caake decisions and
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suggestions that will improve services and supgown the line, saving money, time
and disputes between companies and their custo8igerly, 1998). Armstrong
(1998) argues that one of the reasons for empowdringo speed up the decision

making process and reaction time.

2.4.2Use of Employee Full Potential

Babbar and Rai (1993) propose that the organizatiast challenge employees and
engage them intellectually so as to optimize the asd development of human
resource. Mullins (2002) asserts that empowermamitganizes and releases into the
organization the power that people already haviair wealth of useful knowledge
and internal motivation. He further contends thas especially important when there
is a high degree of uncertainty and consequent feedexibility to actions by
employees. Evans (1995) argues that empowered gegdause their initiatives to
find solutions to the problems they face, and freslare their skills, knowledge and

problems with their colleagues.

2.4 3Information Sharing

Entrusting the workers with sensitive informatieran important sign of empowering
them to make decisions on issues they never hadpgaortunity before (Harari,

1997).Make certain that you have given people, adensure they have access to, all
of the information they need to make thoughtfulisiens as a principle of employee
empowerment. Rodrigues (1994) pointed out thatefopowerment of employees to
be successful, an organization must believe in ueat honest, and open
communication with employees. He further asserts tteed for bottom- up

communication to ensure that employee voices asrdhen the managerial and

executive suit. He asserts that if we try to createnind- set that everyone is
responsible for the success of this business, tben people need complete

information.

2.4.4Employee Development

Ina study of 75 employees at a power plant, WaB938) determined that ongoing
evaluation and development of the professional sieetl employees with a
preparation for a greater sense of process owmessid accountability is one of the

critical elements towards employee empowermenta J&B99) emphasizes that, it is
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necessary to have employees trained on how to a&ealplan, do, check, and amend
if empowerment has to be effective. Rodrigues (}98eharks that, training programs
are a primary mechanism through which organizatiemsalize employees to new
organizational values, they also signal an orgaioiza desire for greater employee

empowerment.

2.4.5Increased Productivity

Empowered employees can make decisions and suggeshat will down the line

improve services and support, saving money, tinge disputes between companies
and customers (Sitterly, 1998). Empowering staghtithrough the organizational
structure, every employee will have power to bevative and ensure performance is

good.

2.4.6Reduced Operational Costs

Korukondaet al, (1999) believe that employee empowerment createsgth in a
firm to deliver its mission and realize strategigextives. Kanungo (1988) noted that,
the practice of empowering subordinates is a ppaedctomponent of managerial
organizational effectiveness. Eylon and Herman 913®e employee empowerment
as a source of increased productivity and effentgs inside an organization.
Empowerment involves minimizing structures for eoyeles, to operate more
autonomously by eliminating unnecessary layers ahagement and the consequent

checking and rechecking operations, the operatstsare reduced(Mullins, 2002).

2.4.7Greater Job Satisfaction and Commitment

To employees, empowerment brings benefits to thgmmbking them feel better
about their inputs to the company, promotes greateductivity and provides them
with a sense of personal and professional balaBoerke, 1998). Bowen and Lawler
(1995) contests that empowered employees providekeu on-line response to
customer needs during service delivery and quickeline response to dissatisfied
customers during service recovery. They furtheesthat employees feel better
about their jobs and themselves, interact with amasts with more warmth and

enthusiasm.
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2.4.8Better Employee Supervisor Relationship

Randolph (1995) indicates that, a more subtleygey powerful benefit of employee

empowerment is increased trust within the orgarmnate further stresses that when
employees trust that the company is not out to shek blood and is providing a

competitive product or service they will respondsigigely. Managerial interest in

employee empowerment in the hospitality industrg haen associated with gaining
competitive advantage through improvement in sergoality (Hubrecht & Teare,

1993).

2.5 Job Satisfaction

Job satisfaction is an integral component of otional health and an important
element in industrial relations (Adero, 2011). Sped1997) lists three important
features of job satisfaction. First, organizatieh®uld be guided by human values.
Such organizations will be oriented towards treatiorkers fairly and with respect.
In such cases the assessment of job satisfactignserae as a good indicator of
employee effectiveness. High levels of job sattsfec maybe sign of a good
emotional and mental state of employees. Second, hbhaviour of workers
depending on their level of job satisfaction willegt the functioning and activities of
the organization's business. From this it can becloded that job satisfaction will
result in positive behaviour and vice versa, dis&attion from the work will result in
negative behaviour of employees. Third, job satitéda may serve as indicators of
organizational activities. Through job satisfactievaluation different levels of
satisfaction in different organizational units dadefined, but in turn can serve as a
good indication regarding in which organizationalituchanges that would boost

performance should be made.

2.5.1Determinants of Job Satisfaction

The first category of the factors affecting jobisattion is the demographic factors.
Research has often focused on age as a factoendilng job satisfaction. Recent
studies support the positive, linear relationshimleen age and satisfaction. Sutter
(1994) found that age has a positive linear retstgp to job satisfaction. Available
literature is somewhat inconclusive however, witome studies showing no
significant impact (Brown, 1998). Generally speakijob satisfaction tends to

increase gradually with age (Spector, 1997). Adogrdo Hertzberg this trend is due
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to the fact that job expectations tend to becomeemealistic as employees age and
mature. Concerning gender, there are no simplelgsioos about the differences
between males and females and their job satisfadteels. When it comes to
compensation, researchers in some studies havdudedcthat compensation is an
important variable to be considered in the studyjalf satisfaction (Derlin&
Schneider, 1994).

The second category is the interpersonal factorthil\the context of job satisfaction
research, interpersonal relationships are the eltsminat make up the social and
support network of the employee. These elementadache relationship with one’s
supervisor, the social interaction with co-workeasid even the interactions with
clients and customers. According to Brown (1998)playee supervision and
interaction have been found to be the two mostifsogmt interpersonal factors when
looking at job satisfaction. The importance of corker social support has been
investigated for decades. As far back as the Hawéh8tudies of the 1920’s, research
has shown that workers who belong to a social gemubhave friendships on the job
tend to be more satisfied. Dotan (2007) suggestadwhen employees have trustful
friends at work, they can get help or advice froneirt friend co-workers and,
therefore, gain feelings of security, comfort, aadisfaction with their job at work.
Also, employees in friendship tend to engage inusstic behaviours by providing co-
workers with help, guide, advice, feedback, recomsagion, or information on
various work-related matters (Hamilton, 2007). Tiaure of supervision provided
can also have a significant impact on job satigfactStudies have shown that
employees who have positive interactions with suipers are generally more
satisfied at work (Bruce and Blackburn, 1992).

The last category is the intrinsic factors. Intitnfactors are employees' affective
reactions to the job, such as their satisfactioth whe freedom they have to choose
their own methods of working, the recognition thiay receive for good work, and
the opportunity they have to use their ability.riimtic factors may also include
perceived respect and responsibility, task varietgd meaningful work. Dodd-
McCue and Wright(1996) found that job satisfactie®nhanced by the value placed
on one's professional role and identification wiftat role, but negatively affected by
choosing the job because rewards are extrinsieffext to the work itself, such as

fellow workers, salary, or promotion opportunitieReyes and Madsen (1990) found
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that intrinsic rewards had more influence on edwsatthan any organizational
rewards. Stewart (2000) suggested that helpingatkenvorkers feel independent had

large positive effects on both performance andfatiion outcomes.

2.6 Empirical Review

Ndungu(2005) in his study on managers attitudesatdsr employee empowerment
observes that managers with less education fe#atbned with the removal of
organizational structures, which for a long timeated barriers to democracy and
participative management. Honold (1997) observet tha structure that is
decentralized, has controls based on checks aadd®sd, and is flexible allowing for
development over time, promotes employee empowdrnieressence the few the

structures, the easier it is to empower employees.

Klidas(2002) in his presentation of research frone tEuropean hotel industry
established that employees in the south perceilieg have been trained less to
independently master routine and non-routine servituations compared to
employees in the north. John (1999) emphasizes that necessary to have
employees trained on how to evaluate, plan, doclghend amend if empowerment

has to be effective.

Rodrigues (1994) remarks that, training progranesaaprimary mechanism through
which organizations socialize employees to new mimgdional values, they also
signal an organizations desire for greater empl@mpowerment. Yatini (2003) in
his research on the relationship between emplogg®eerment and job satisfaction
of employees in commercial banks in Nairobi recomdsethat training the staff on

relevant job requirements will affect the leveleofiployee empowerment.

Hearthfield (2008) in her article, the top ten piples of employee empowerment,
sites provision of information for decision makiag one of the critical principles.
She asserts that managers should make certairthfiatemployees have access to
sufficient information to enable them make thoughtfecisions. Ondongo (2006) in
her study on empowerment programs in internatioN&O's concluded that
availability of information to employees was vitldr successful empowerment.
Margaret (1993) observes that organizations shmad#e clear their expectations of

the empowered employees.
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Butcher (2005) in his article 'Eliminate Us versiism' contends that, companies that
seek to empower employees demand stronger leadesstd accountability. He
further notes that, this begins with executive &alip, through all management
levels and includes frontline supervisors. He sstgy¢hat, only when the entire
organization is willing to work as a team, will ledits of employee empowerment be
realized.

According to Mullins (2002), Personnel policies amgortant and must be seen to
support the empowerment process. Policies commignigaidelines to control

decisions while defining allowable discretion wittwhich operational personnel can
execute business activities (Pearce and RobinsiV)2They further assert that by
defining discretion, policies in effect control é&ons yet empower employees to

conduct activities without direct intervention lmptmanagement.

According to Carpitella (2003) studies show thasibesses that excel in employee
satisfaction issues reduce turnover by 50% from mleem, increase customer
satisfaction to an average of 95%, lower labout bysli2% and lift pre-tax margins

by an average of 4%.

A survey by the Hay Group reported that 61% of exyets committed to their
current employers found satisfaction in learningvrskills. From those employees
who were not committed to their current employédrg% said that better training is a
major factor in convincing employees to continuestimy with their current employer
(Clark, 2001).

According to Lawson (2001) levels of job satisfanttend to increase as one moves
up the hierarchy in an organization. In generahi@emanagers tend to be more
satisfied with their jobs than entry-level employe8atisfied employees will be more
likely to go an extra mile for their organizatiotess ensure organization efficiency,

effectiveness, and competitive advantage.

2.7 Employee Empowerment and Job Satisfaction

Employee empowerment and job satisfaction are eighents to businesses in most
organizations. The underlying logic behind is thgtinvolving employees in those
decisions that affect them and by increasing thetonomy and control over their

work lives, employees will become more motivatedoren committed to the
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organization, more productive and more satisfiedthwitheir jobs (Fond
et.al.1995).This is supported by the literaturecihsays that employees derive job
satisfaction from being empowered (Koburg et.aB)9 Spreitzer (1995) also argues
that individuals who feel empowered enhance theicgived value of work and
increase their satisfaction levels. In a UK stu@oX et.al.2006) concluded that
empowerment is not simply there or not; there aegreles of embededness, a
combination of depth and breadth of empowermene Greater the depth and
breadth, the higher the resulting commitment arta gatisfaction. Menon (1995)
surveyed 311 employees in a company and found bat the greater the
empowerment the greater was the motivation to v@onkbng employees. This also led

to less job stress and increased employee comniitme@nganizational goals.

In a study carried out by Lwangasi (2008) a sureéyemployees in the non-

governmental sector in Kenya established that thera significant relationship

between job satisfaction and employee empowernitnfurther stated that different

attributes of empowerment can be used to creatnbance job satisfaction in the
NGO sector. Employee empowerment initiatives haaeoime popular because of the
relationship between empowerment, commitment ahdsadisfaction. Empowerment
programs are intended to produce satisfied and étiethemployees (Adero, 2011).
In another study to understand the relationshigraployee empowerment and job
satisfaction, Ugboro (et.al.2000) looked at empomeaatt as it relates to delegation of
decision making authority, participation in decrsimaking and access to information

and found a strong relationship between employgeograrment and job satisfaction.

Several attributes and cognitions of empowermenluding choice, competence,
meaningfulness and impact can be positively assmtiaith job satisfaction (Fried
et.al. 1987). Brossoit (2002) identified a positivelationship between the four
cognitions of empowerment and found a positiveti@iahip between empowerment

and job satisfaction.
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CHAPTER THREE : RESEARCH METHODOLOGY

3.1 Introduction
This chapter will present the process through withehstudy objective was achieved.
The research area, design, study population, smfeat respondents and sample size,

data collection tools, data analysis and expectéoiud will be covered.

3.2 Research Design

The research design was a descriptive survey. Aooprto Kothari (2004) a
descriptive survey is a study that is concerned gftecific predictions, with narration
of facts and characteristics concerning an indi@idwa group or situation. The
descriptive survey design was chosen because tfeetiob of the study was to

describe, explain and validate generalizable figslin

3.3 Population of Study
Population is the aggregate of all that conforma ¢given specification (Mugenda and

Mugenda, 1999). Target population is the compleiection of objects whose
description is the major goal of the study (Ott &nignecker, 2010). This study
focused on Sarova Hotels hence the population efstudy were all employees of
Sarova Hotels in Kenya. Sarova Hotels had an et 354 employees in Kenya at
the time of the study. The target population wasented in Table 3.1.

Table 3.1: Target Population

CATEGORIES

SAROVA HOTELS UNITS | Management| Supervisory Junior

1. Sarova Whitesands 40 33 257

2. Sarova Stanley 43 33 221

3. Sarova Panafric 41 19 207

4. Sarova Mara 10 7 72

5. Sarova LionHill 9 11 70

6. Sarova Shaba 9 8 56

7. Sarova Taita& Saltlick | 9 12 91

8. Sarova Head office 63 1 32
TOTAL 224 124 1006
Source: Sarova Hotels Nairobi, EPR (2015) Group Total= 1354
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3.4 Sample and Sampling Techniques

A sample must be selected carefully so that it apresentative of the whole

population with the relevant characteristics. Tlangle has to be as accurate as
studying the entire population (Cummings, 1993)e Hample in this survey was

selected through the stratified random samplinghriepie so as to produce a

representative sample because the population washomogeneous. The main

advantage of the approach was that it was ablé/&tlye most representative sample

of a population (Hunt &Tyrrell, 2004).

The sample size of this study was arrived at bysttim of the employees into 3 strata
namely: Management, Supervisors & Junior employAesample of 136respondents
was selected from the 3 categories of the populatbich was 10% of the total

sample size as shown in Table 3.2 below.

Table 3.2: Sample frame

STRATA POPULATION SAMPLE
Management 224 22
Supervisory 124 13
Junior 1006 101
TOTAL 1354 136

3.5 Data analysis and Presentation

The data collected from this study was analyzedhgusilescriptive statistics.

Descriptive analysis provided away of summarizimglihgs from research while still

providing the relevant information needed in orderunderstand the results. The
effect of employee empowerment on job satisfactisas assessed using the
regression model. The findings and conclusion &f $kudy depended on the full
utilization of statistical data collected and anmaly using SPSS. Data analysis
technique used was frequencies, means and peresnige results were presented in
form of tables.
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CHAPTER FOUR : DATA ANALYSIS, RESULTS AND
DISCUSSION

4.1 Introduction

This chapter presents the analysis of data findingsthe effect of employee
empowerment on job satisfaction in Sarova Hotel&emya. The respondents were
employees in Sarova hotels in Kenya. Out of a samgdl 136 employees, 72

responded to the questionnaire implying that teas a 53% response rate.

4.2 Demographic Data

The data collected was quantitative. Data was ct@teregarding employees’ gender,
age, and level of education, designation and leafjffervice. This data was important
because all the said subsets of demographic datadraimpact on how employees

perceive empowerment and job satisfaction in tigawmization.

4.2.1Respondents’ Gender
The data was collected from both male and femahelges in the organization. This
was important because gender has an influence am dmployees perceive

empowerment and job satisfaction in the organimatio

Table 4.2.1Respondents’ Gender

Frequency Percent Cumulative Percent
Male 37 51.4 514
Female 35 48.6 100
Total 72 100

The respondents were requested to indicate theiegeacross all ranks and it was
observed that the female population consisted of6 48ercent of the entire

respondents who returned their questionnaires whdanale percentage was 51.4 %.
According to this data, the researcher also felt tioth genders were appropriately
presented in the study. The main reason thatribatiéd to the low number of women

in the study is that only few were recruited in Kenya police service therefore this
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calls for improved affirmative action strategiesnad at increasing the number of

women in the department.

4.2.2Respondents’ Age
Data was collected regarding the age of the samptagdloyees. The researcher
considered this important because employees percempowerment and job

satisfaction differently based on their age.

Table 4.2.2Respondents’ Age

Frequency Percent Cumulative Percent
15-25 6 8.3 8.3
26 — 35 35 48.3 56.9
36 — 45 24 33.3 90.3
46 — 55 7 9.7 100
Total 72 100

According to the table 4.2.2 above the respondentie age group between 26-35
had the highest percentage of 48% at the Sarow. [idtis was followed by an age
group of 36-45 years who constituted of 33.3%. [Hast of representation of the age
group was between 15-25 which had 8.3%. This isditation that majority of the

employees at Sarova are youths.

4.2.3Job Category
The researcher collected data regarding the designaf the sampled employees.
This was important since employees at differenelewf the organization perceive

empowerment and job satisfaction in the organinatiéferently.

Table 4.2.3Job Category

Frequency Percent Cumulative Pence
Junior 15 20.8 20.8
Supervisory 24 33.3 54.2
Management 33 45.8 001
Total 72 100
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According to the table 4.2.3 above the respondiuatisgave us the information were
asked to indicate their job category. By the resghown in table 4.2.3 above,
majority of the respondents were management witB%45 These were followed by
24 Supervisors with 33.3%, and the least of thpardents were the Junior members
of staff with 20.8%. This indicated that most ofetinformation was from top

management who were well positioned for the infdroma

4.2.4Job Grade
The study was intended to determine how the pregresin the job grade was
determined in Sarova and the study found the fofigindings as shown in the table

below.

Table 4.2.4Job Grade

Frequency Percent Cumulative Perot
Grade 1-3 9 12.5 12.5
Grade 4 -5 23 31.9 44.4
Grade 6 -9 40 55.6 100
Total 72 100

The study results in the table above showed thaif 48e respondents were job grade
6-9 which was 55.6%. The study further indicateat tine least Job grade was Job
grade 1-3 with 12.5%. Finally Job group 4-5 consgitl of 31.9 this indicated that job

grade at Sarova hotels is based on merit and ltbaetwho have demonstrated their
work have been promoted to the next grades. Howevere are those who have not
been promoted despite of their merit. The resualtscated that, job grade enable the
organization to abide with its rules and regulatias well rewarding employees who
have worked hard and to enable the organizationt i@ clients! demands in

terms of service delivery.

4.2.9_ evel of Education
Data on the level of education of those sampled wa@iected because not all

employees have the same educational qualificatidiasyy employees get to advance
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their education once in the organization so asetddtter placed to grow within and
outside the organization.
Table 4.2.5Level of Education

Frequency Percent Cumulative Percent
Primary 2 2.8 2.8
Secondary 9 12.5 15.3
Certificate/Diploma 38 52.8 B8.
University 20 27.8 95.8
Postgraduate 3 4.2 100
Total 72 100

According to the table 4.2.5 above the respondgat® a brief background of their
education level in the study and the following fings were noted. Respondents with
education qualification of Certificate or diplomevél made up the highest percentage
of 52.8% followed by University graduates’ that sbiuted 27.8%. Those with O
level certificate had 12.5% while Post Graduatespondents made up 4.2%. The
least of the respondents were Primary level qealiion which had 2.8%.From these
results it can be inferred that the bulk of resmondg had training in hotel

management and therefore were better placed talygveequired information.

4.2.6Length of Service

Data on the length of service of the respondentthéir current department in the
organization was collected. According to the restear, this was critical because how
long an employee stays in the same department wtithwing offered an opportunity

for job rotation does impact empowerment and jalsfsection.

Table 4.2.6Length of Service

Frequey Percent Cumulative Percen
Less than a year 3 4.2 4.2
1-5Years 22 30.6 34.7
6 — 10 Years 27 37.5 72.2
More than 10 Years 20 28.5 100
Total 72 100
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Table 4.2.6 illustrates the percentage of the leogtime the respondent has been in
service at Sarova. The results indicated that Zpamdents have been employed
between 6-10 years and this constituted a rat& &°8. This was followed by 30.6%
who have worked between 1-5 years. 20.8% had beemployment for more than
10 years and 4.2% had been employed in less tgaara This finding illustrates that
majority of Staff at Sarova have been employed betw6-10 years. Therefore this
implies that the hotel is enjoying an average mteemployee turnover. A good
number of the employees have stayed with the ozgéion for, more than 10 years
compared with those that have just joined the dmgdion in less than a year. This
indicates a high rate of employee retaining andva fate of employment of new

people.

4.2.7 ocation of Respondent
The researcher collected data regarding the wardtilon of the sampled employees.
This was important since employees at differenation of the organization perceive

empowerment and job satisfaction in the organinadifferently.

Table 4.2.7 Location

Frequency Percent Cumulative Penae

Stanley 2 2.8 2.8

Panafric 5 6.9 9.7
Whitesands 27 37.5 47.2

Mara Game Camp 14 19.4 66.7

Lion Hill Game Lodge 9 125 79.2

Shaba Game Lodge 5 6.9 86.1

Taita Hills and Saltlick 6 8.3 94.4

Head Office 4 5.6 100

Total 72 100

Respondents were asked to indicate the Sarovdronitwhere they were currently
working. Out of the 8 units under Sarova hotels, tighest number of respondents
came from Whitesands hotel with 37.5%. This watofeéd by Mara Game Camp
with 19.4 % Lion Hill Game camp comprised of 12dspondents while the rest
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ranged between 2-8%. The least among them waseS$taith 2.8%. This indicated
that the Whitesands Sarova unit had more employkeswere willing to respond to

our questionnaires.

4.3 Employee Empowerment

The various factors that contribute to employee @mgyment were analysed after
proper coding and data cleaning. The Mean and Stdrideviation were calculated,;
work impact on success of company had the highestnnof 4.65 and a standard
deviation of 0.479 meaning that it can best factor represent employee
empowerment. This factor was closely followed byegi authority and flexibility
which had a mean of 4.50 with a standard deviaiioh 698, followed by encouraged
learning and trying new things as a factor whic hamean of 4.36 with a standard
deviation of 0.504.The last three factors with litngest mean were, new ideas with a
mean of 3.88 and a standard deviation of 0.93ve@ld by clear communication
channels which had a mean of 3.58 and a standasidtide of 1.045 and lastly
rewarding team work had a mean of 3.53 and a stdrtiteviation of 0.934.

Table 4.3 Employee Empowerment

Mean Std. Deviation
Confidence & Trust in Leadership Team 4.08 0.818
New Ideas 3.88 0193
Proud Of High Performing Team 4.19 0.850
Encouragement & Open to Change 4.03 0.822
Express Views & Listened To 3.94 0.977
Clear Commutation Channels 3.58 1.045
Spirit of Teamwork 411 0.797
Ideas Information Technology Sharing 4.15 0.763
Rewards Teamwork 3.53 0.934
Work Gives Sense of Accomplishment 4.22 0.859
Encouraged To Learn & Try New Things 4.36 0.698
Given Authority & Flexibility 4.50 0.504
My Work Impact on Success of Company 4.65 0.479
Outstanding Performance Celebrated 4.19 0.882
Given Feedback to Improve 4.19 0.929
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4.4 Job Satisfaction
This study sought to find out the satisfaction lexfehe employees in the

organization, the analysis are as outlined below.

Table 4.4 Job Satisfaction

Mean dSDeviation

Support & Authority to Make Decisions 4.42 0.599
Gets Feedback to Make Improvements 4.36 0.718
Enough Involvement in Decisions 4.39 0.595
Job | Feel Sense of Accomplishment 3.89 0.928
My Work Makes A Difference 4.46 0.555
My Work Contribution to Company 4.00 0.839
Feel Valued Team Member 4.39 .688
Encouragement on Better Ways to Do Things 3.82 1.025

Satisfaction on Good Job Recognition 3.72 1.024

The factor under job satisfaction that had the ésfjimean score of 4.46 and standard
deviation of .555 was the fact that employees tteir work makes a difference at
Sarova Hotels. This was followed by the fact thapkyees felt they have support
and authority to make decisions necessary for masdigask. The mean and standard
deviation calculated was 4.42 and .599 respectivEhe employees shared equal
feelings on the value place on them as team memaed on their enough
involvement in decision making. The mean tallied4t89. This was followed by
getting feedback to make improvement with a measresof 4.36 and standard
deviation of .718.The meaning that it can best diadib represent employee

empowerment.

4.5 Regression Model
This study sought to determine the strength ofr¢fetionship between the dependent

and independent variable the findings are as @dllvelow.
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Table 4.5: Regression Model

Model Summary”

Model R R Square Adjusted R Std. Error of the Durbin-Watson
Square Estimate

1 7122 507 .500 .392 .631

a. Predictors: (Constant), MY WORK IMPACT ON SUCCESS OF COMPANY
b. Dependent Variable: MY WORK MAKES A DIFFERENCE

4.6 Coefficients of the Regression Model
Regression analysis was carried out for the vaegalnl the study. The study sought to

establish the effect of employee empowerment onsgisfaction. The factor with
highest mean on employee empowerment was my wagpkétmon success of Sarova
Hotels and it was chosen to represent the indepen@eiables while the factor with
the highest mean was my work makes a differencdatamds chosen to represent the

dependent variable job satisfaction. The two factwere regressed and the results

were as follows.

Table 4.6: Coefficient of Determination

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) .621 .454 1.368 176
1 WORK IMPACT ON SUCCESS
.825 .097 712 8.491 .000
OF COMPANY

a. Dependent Variable: MY WORK MAKES A DIFFERENCE

Table 4.6 depicts the numerical relationship betwibe independent variable and the
predictor variables in the following resultant etioia:

Empowerment = 0.621 + 0.825X;
From the above equation it meant that when empkgee empowered work impact
on success of the company increases by 0.825 Batscally there exists a positive

relationship between employee empowerment andgbosfaction
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CHAPTER FIVE : SUMMARY, CONCLUSION
RECOMMENDATIONS

5.1 Introduction

This chapter summarizes the research findings dswl @resents conclusions and
recommendations of the study. The conclusions eaerd from the findings of the
study which sought to find out the extent to whichployee empowerment affect job

satisfaction of employees at Sarova Hotels.

5.2 Summary of the Research Findings

The aim of this study was to ascertain the extenwhich employee empowerment
affects job satisfaction at Sarova Hotels in Kenyhree job categories of Sarova
hotels were interviewed and they were: managensrgervisor and junior level
employees. It was important to establish three nmapd issues: demographical
information of the respondents where 37 of respotsdevere male and 35 were

female translating to 51.4% and48.6% respectively.

Most of the respondents had worked between 6-1@syaad 20 respondents had
worked for over than 10 years. Regarding the isfuemployee empowerment, the
respondents agreed that the concept of empowermastied in the organization.
They also agreed that the factor that workers impadhe organization success had
the highest mean of 4.65 meaning that is the badiorf to represent employee
empowerment. This was followed by workers beingegiauthority and flexibility.
This resulted to delegation of authority, contreéotheir own jobs, opportunities to
learn and grow, facilitation of equipment and mialsy accountability and
responsibility. It also resulted in to informatieharing and freedom of control, where
employees were always being informed about whafiag on in the organization

and had considerable opportunity for independence.

All these were found to contribute to employee wation and enhanced employee
performance, productivity and organization effegtigss. Empowerment was
therefore realized to be essential in all orgaionatbecause it also created room for
proper planning especially in respect to transéloreplacement. It also provided
room for promotions and scale improvement. It iase®l employee retention and
reduced employee turnover. The next issue of inapod in the study was the

influence of management level on job satisfactlmh satisfaction is of a combination
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of psychological, physiological and environmentatemstances that could cause a
person to believe they are satisfied with theirsjobhe feeling would be positive or

negative depending upon whether the need is saisby not as confirmed by (Gupta

2005).

Several statements were raised to the respondadtshair responses included the
fact that majority agreed they are confident in edership of the company, a fact
that leads to job satisfaction. 64% of the respotslagreed that their work gave them
feelings of personal accomplishment while 62% ayhtly said they were a satisfied

employee. In other areas of the employees work, @&%¥e proud at work even as

84% said they had variety in their jobs.

5.3 Conclusion

On the literature of the responses of the studys itrue of the way to increase
productivity of the workforce was to empower thena @anvolve them in the operation
of the business because evidently the study firsdiegeal that employees have a say
in all important decisions and suggestions on idleasaffect them. Sarova Hotels has
ideal levels of management and to some level camtyHuman Resource practices

that positively create empowerment and job satigfac

The willingness of both employees and managersné af the crucial factors for
managers. When empowered, employees will have thandage of providing
unsatisfied customers with various alternatives Wiizimg their creativity and
personal skills in quick decision making to resptmthe customer as fast as possible.
Other issues like work environment, participatarydlvement in decision making in
work itself, relationship between management arteroemployees and especially
clear job descriptions that separate the managertexais were found to be
important, it is therefore important to note thastidct management levels with
designated job descriptions contributed to the nded empowerment for
organizational effectiveness and with empowermidwetn there is the most important
result; job satisfaction which contributes to erdeaperformance and productivity and

organizational effectiveness and efficiency.

According to Wong (2003) the nature of service \@@ly necessitates on-the-spot
solutions and responsiveness. Empowered employdebenable to use individual

skills and initiative to offer on-the-spot solut®rand responsiveness, which are
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thought to enhance service quality. Service quaditdefinitely concerned with the
way services are delivered, job environment, anihaity of the employees over
specific issues. Empowering the above-mentioneifadn line with the expectations

of the employees will be reflected in customersatition as well as job satisfaction.

5.4 Recommendations

As a matter of policy, it is important for an orgaation to maintain various levels of
management especially taking into account educaltievels, skills and experiences
of those designated the management responsibdityer than delegate unwanted
tasks. Managers should involve the employees kstdsat will impact opportunities
such as engaging in project development, produgeldpment with main aim of
achieving organization objectives. Management shaléo use empowerment as a
tool to improve employer-employee relationship bgating confidence and enabling

the employees to contribute fully in the organzatiAs

5.5 Limitations of the Study

The study was only carried out at Sarova Hotel<iviie among many of the hotels in
the country. The findings of the study may not ¢fiere be adequate enough for
generalization, especially taking into account thi is a hospitality industry whose
management setup is different from other formsusfitess organizations.

5.6 Suggestion for Further Study

Since this study was carried out in the Sarova Kateis suggested that similar
studies should be carried out in other hotels Ireosectors of the economy to allow
for findings which would contribute to generalizati
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APPENDIX I:  QUESTIONNAIRE

INTRODUCTION

Please read the questions carefully and fill out the following questionnaire on the
spaces provided. Please tick [V] in the appropriate box or fill in the empty spaces.
Kindly respond to all questions freely and honestly. All the information you give will
be treated confidentially. The information will be used to prepare an academic report

and will not include any specific names.

PART I: DEMOGRAPHIC INFORMATION

1. What is your gender?

[ ] Male [ ] Female
2. How long have you been employed by the Comp&woyihd off to the nearest year

[ ]lessthan 1 year [ 160 years
[ 11-5years ] more than 10 years
3. Please select the Sarova Unit where you aremtlyriocated. Choose one answer:
[ ] Stanley [ ido Hill Game Lodge
[ ] Panafric ]Shaba Game Lodge
[ ] Whitesands [Fdita Hills and Saltlick Game Lodges
[ ] Mara Game Camp [ ] Sardiead Office

4. Please select your job category:

[ ] Junior [ ] Supervisory [ ] Management
5. Please select the grade grouping that bestidespour job/position. Choose one
answer

[ ] Grades 1-3 ] Grades 6-9

[ ] Grades 4-5
6. Please indicate your age group. Choose one answe

[ 115-25

[ 126-35

[ 136-45

[ 146-55

[ ]Over 55
7. Indicate your highest level of education quedifion:
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[ ] Primary [ ] Secondary[ ]Certificate/ Diptma [ ] University [ ]

Postgraduate

PART II: EMPLOYEE EMPOWERMENT

In this section please think about how Sarova perfoin various areas. For each
statement, you tick\] the NUMBER that comes closest to your opinioringsthe
five point scale where:

5= strongly agree.4= agree. 3= neutral. 2= disadrestrongly disagree.

Please select only one point in each question.

8. To what extent do you agree with the followirtgtements about your job in

Sarova Hotels?

# Employee Empowerment Ratings

i.| I have full confidence and trust in the senior Eadtip| [1] [2] [3] [4] [5]

team.

ii.| The senior leadership encourages new ways of dditid2] [3] [4] [5]
things.

iii. | | feel proud that Sarova is a high-performing team. [1]112]1[3]1[4] [5]

iv.| My immediate manager encourages me and is openilid2] [3] [4] [5]

change.

v.| | feel that | can express my views and | will ldned to. | [1] [2] [3] [4] [5]

vi.| There is clear communication channels for compaws [1] [2] [3] [4] [5]

and important information.

vii. | There is a spirit of teamwork and helping each othe [1]112] [3] [4][5]

viii. | Ideas, information and technology are always shareen| [1] [2] [3] [4] [5]

across different departments.

ix.| My immediate manager always encourages and rewaidi§2] [3] [4] [5]

teamwork

x.| | like the work | am doing, as it gives me a sewse [1] [2] [3] [4] [5]

accomplishment.

xi.| | feel encouraged by my immediate manager to always[2] [3] [4] [5]

learn and try new things.
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xii. | I am given reasonable authority and flexibilitydo what| [1] [2] [3] [4] [5]
is best for the company and customer.

xiii. | I understand how my work impacts on the success[Xf2] [3] [4] [5]
Sarova Hotels.

xiv. | Outstanding performance is recognized and celdtrate | [1] [2] [3] [4] [5]

xv.| My immediate manager gives good feedback to help ihE?2] [3] [4] [5]

improve.

PART IlI: JOB SATISFACTION

In this section please think about how Sarova perfoin various areas. For each

statement, you tick\] the NUMBER that comes closest to your opinioringshe

five point scale where:

5= Very Satisfied. 4= Satisfied. 3= Neutral. 2= Soevhat Dissatisfied. 1= Very

Dissatisfied.

Please select only one point in each question.

9. To what extent would you describe your satisgbactevel with the following

statements about employee empowerment and jolfesditis in Sarova Hotels?

Job Satisfaction

Ratings

| have the support and authority to make the deass

necessary for accomplishing assigned task.

i[1] [2] [3] [4] [3]

.| My department uses employee feedback to n

improvements.

1akg(2] [3] [4] [3]

| have enough involvement in decisions that affiegt

work.

[1] [2] [3] [4] [5]

This is the type of job in which | can feel a sernde

accomplishment.

[1] [2] [3] [4] [5]

The work | do makes a difference here.

[1] [2] [3] [4] [5]

Vi.

| understand how my work contributes to the comfminpt] [2] [3] [4] [5]

overall goals and strategy.

Vii.

| feel valued as a team member.

[1] [2] [3] [4] [5]
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viii. | | receive encouragement to come up with new anteheitl] [2] [3] [4] [5]

ways of doing things.

ix.| Overall, how satisfied are you with the recognitigou | [1] [2] [3] [4] [5]

receive for doing a good job?

Thank you once again for your valuable feedback
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