
Ihis thesis is my original work and has not been presented for
a degree in any other University.

ABW7O

This thesis has been submitted for examination with
my approval •

IF

'V PR - ............................... ’

flla

5?BIS THESig 
2’HE DEGRrr 

COPY 
tJNlVERspi'y

•M/K



March 1981

J

MOTEVAITON OF N0N-MmA3ERIAL HOTEL WORKERS 
NAIROBL

t
KA^AIDZA ALIVtDZAj ABWAD

A thesis submitted in partial fulfilment 
for the degree of tfester of Arts in 

Psychology at the University of Nairobi

■iir



k ?J= Fl

Ah ’

i - ■ r-' ' f'

r..' I ■
’ I ‘

i' ’ Mu'

'n, I = :n».,-." JhHk



CONIENIS

Page

1 Acknowledgement (i)
2 Abstract (ii)

3 Chapter 1
Theoretical consideration and review 1

of literature: 4

Review of Relevant literature
Studies in Industrialized countries
Basic and Safety needs 11

Affiliative needs 12

Studies in Industrialized countries 14

Affiliative needs 14

Esteem needs 18

4 Chapter 2

Construction and pre-testing the

Design of the Study: 21

Problems encountered 33

Afelidity 34

Reliability 35

5 Chapter 3 34



Design, sampling and instrumentation: 37
Introduction 37
sampling procedure/Collection of data 38
Instrumentation — Likert's method 38
Hotels studied: 39

Hotel A 39
Hotel B 40
Hotel C 40

T^eement Kenya Association of Hotel Keepers and) 41

'Association '/Domestic and HotelCaterers,
workers Union, 'Union'
Engagement, appointment 42
and probation 42
wages 42
Hours of work 43
Overtime 43
Housing 43
warnings 44
Ttermination of employment 44
Redundancy 44
Annual leave 44
Maternity leave 45

Sick leave 45
Medical treatment 46
Uni forms 46
Acting appointments 46



46Public holidays

47Compassionate leave

Itemporary/Seasonal employment 47

Certificate of service 47

Service charge 48

48Sifari allowance
Retirement benefits 48
Full shift work 49

Night transport 49

Change of classification 49

Priority in engagement 50

50Summary

Chapter 4 526

Presentation of results 52

Discussion 58

Reooramendation for further research 61
Conclusion 63
summary 65

7 Appendix A 66
Questionnaire

8 impend! X Bl 69

Statements constituting the five

need-areas on Maslow's hierarchy



Distribution of the ratings for the
twenty statements in the questionnaire 70

Distribution of Ratings 70

J^pendix B29 71

Statistical analysis 71

Analysis of variance 71

Summary 72

10 T^pendix B3 73

Multiple ccsnparison of means 73

Bibliography11 76



TABLES

Page

TABLE I 23

Rewards of ten companies

TAEff.E II 27

Analysis of responses of ten

non-managerial hotel workers

summary of results 28

TAEUE III

No. of points obtained in need area of
Maslow's Hierarchy 32

TABLE IV

Correlation matrix 53

TABLE V

Means and standard deviations 53

'TABLE VI

57

FIGURE A MASLOW'S HLERARCHZ OF NEEDS 7

hMltiple comparison of means



FIGURE A MASLOW’S HIERARCHY OF NEEDS 58

58

I

•«
1

I

I

J
■ >

FIGURE B HOTEL WORKERS HIERJ^CpY



(i)

ACKNOP^LEDGEMENT

It has been through the co-operation of various organizations
and people that the writing of this thesis has been possible.

I am especially thankful to the management of the hotels where
workers were interviewed.

My sincere appreciation goes to my family whose encouragement
saw me through difficult times.

and to Miss
Bali for advice in statistical procedure.

I am indebted to supervisor Dr J.M. Igaga whose guidance 
and patience enabled me to conplete this work.



(ii)

ABSTRACT

This study was designed to examine needs on Maslow’s hierarchy which
may act as motivators and directors of behaviour for non-managerial
hotel workers in some Nairobi hotels.

It was hypothesized that there would emerge
from the one proposed by Maslow.

subjects with knowledge Kiswahili319 of and Englishor were
included in the study where twenty statements representing the five
need areas on Maslow’s hierarchy were rated on a seven point scale
according to how strongly each subject agreed or disagreed with each
statement.

Results obtained sL?>ported the hypothesis. There did emerge a
different hierarchy from the one proposed by Maslow. Nevertheless
the results are suggestive rather than conclusive and it may be that
the cultural aspects of the subjects had a bearing on the results.

a different hierarchy
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CHAPTER 1

THEORETICAL OONSIDERATICMS AND REVIEW OF LITERATURE

involved inused for the phenomena theMotivation is terma
drives and motives. motivatingincentives.operation of A

(1973), has both subjective and objectivesituation. states Maier,
The subjective side is a condition in the individual v^ichaspects.

is called a need, a drive, a motive or a desire. The objective side
is outside the individual and may be called the incentive or goal.
VJhen the nature of the need and of the incentive are such that
obtaining the incentive satisfies and therefore removes the need.
the situation is said to be motivating. For example hunger is a
need and food is an incentive, food satisfies hunger.

Organization Psychologists, Herzberg (1966), Likert (1961), McGregor
(1957), Argyris (1957) and Maslow (1954) are in agreement that human

is not completely disorganized and without motivation.behaviour

related to effect some degree of apparent balance. The needs of
classified intohuman beings be three categories. thecan

physiological, social and egoistic.

Physiological needs often termed primary, are those that result from
the necessity to sustain life? food, water, air. rest, sex, shelter

The human personality is composed of multiple elements which are
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and the like.

they are more nebulous and intangible. They vary in intensity from

social category are the needs of physical association and contact;
lover affection and acceptance. Egoistic needs are derived from the
necessity of viewing one’s self or ego in a certain manner. Among

the following;identifiable egoistic needsthe recognition.are
dominance, independence and achievement.

Although there is agreement as regards the categorization of human
needs, each psychologist (mentioned above) has defined and presented
motivation in a slightly different manner from the other.

One of the more stimulating studies of human nature developed in
recent years is that done by Herzberg (1966), and his associates.
Herzberg reinforced the Freudian theory that human beings have two
basic needs; the need to avoid pain and survive and the need to

analysis of eirployee jobdevelop and learn.grow. an
satisfaction would result in the formation of two separate continue.
rather than the traditional one of satisfaction/disatisfaction. The
first continuum, ranging from dissatisfaction to no dissatisfaction
would be affected by environmental factors over which the employee
has limited influence. lypical of these "hygenic factors" are pay.
interpersonal relations. supervision. andpolicyconpany

The remaining two types of needs are often termed secondary since

one person to another, much more than do primary needs. In the

As such.
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Herzbergworking conditions^ status and security.administration.
jobpromotetoindicates do notthat these factors serve

deficiency createsatisfaction. their absence canrather or
eliminatetoonlydissatisfaction. serveTheir canpresence

dissatisfaction.

n makes up aThe second class of factors referred to as
satisfaction.satisfaction tojobcontimuum leading from no
recognition.itself.worktheSxanples from this class are

All of these

If the worker is
source of motivation.

the
environment and prevent dissatisfaction.
approach towards human behaviour.

a

termed "Theory X”.
ifand will avoid itworkbeing has ofinherent dislikean

Because of this human characteristic of dislike of work.possible.
controlled, directed and threatenedmost people must be c6erced.

Alsowith punishment to get them to put forth adequate effort.

Another dual a^>roach towards behaviour of humans was presented by 
After observing the actual practice of

achievement, possibility of growth and advancement.
rather than its surrounding

All of the other "hygenic factors" can serve only to
Thus Herzberg has a dual

Douglas McGregor (1957).
many traditional managers, he proposed that they were acting on 
set of assumptions of v^at they knew of human behaviour; this he

Under this set of assumptions, the average human

"clean up"

"motivators

are concerned with the work itself.
physical, administrative, or social environment, 
truly motivated, the job itself is the major
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this assumption. it is statedunder that the average eiT5>loyee

directed. wishes avoidprefers be responsibility.to hasto
relatatively little ambition, and wants security above all.

On the basis of psychological and social research results, McGregor
opposing view of the human being, which he called

"Theory Y" as a more realistic assessment of the capabilities of an
individualY" that isindividual. "Theory suggests bornan

basically good with considerable potential for growth? at least he
is born neutral with a "blank page" to be written upon by society.

the expenditure of physical and mentalIn the work environment.
play willis natural rest. exerciseHeeffort orasas

self-control in the service of objectivesself-direction and to
The average human being learns, under properwhich he is conmitted.

conditions, not only to accept but to seek responsibility. Though
approach towards human behaviour.dual thehasMcgregor a

presentation is different from that of Herzberg.

Closely following the dual approach towards human behaviour is
Argyris (19,57) proposed thatcontinuum of human growth.Argyris’

there are several dimensions of maturation through which the person
will develop to achieve good mental health. At the immature, infant
end of this continuum are seven characteristics? being passive.

submitted an
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being capable of behaving in only a few ways. On the other hand.
with maturationnatural wouldmovement be toward behaviour

characterised by increasing activity, independence, an awareness of
control over self, aspiring to occupy an equal or superior position.
having long-term perspective, developing deeper interests, and being
capable of behaving in many ways to satisfy needs.

Organizations need human resources to fill positions necessary to
achieve organizational objectives. Though one might contend that
mature personnel are a prime necessity, Argyris argues that many

in such that
infant-likeimmature, behaviour is required for retention and

’success’. isAn employee asked submitto to orders. plans.
policies, procedures and rules as given. He is asked to work in an
environment where he has little control over his life, is expected
to be passive and dependent upon authority, and is asked to
few skin-surface shallow abilities.

Faced with the incongruity of organizational demands
human isitneeds. suggested the employee will adapt theto

to higher positions where there
freedom and autonomy. by being resignedor to frustratinga
situation and adopting an attitude of apathy and disinterest.

Both Argyris and McGregor that industrial organizationssuggest

use a

environment by leaving the job that insults personal integrity, by 
attenpting to advance

a manner

and mature

organizations are structured and managed

is more



- 6 -

seriously harm human beings through management based on assumptions
of employee immaturity and irresponsibility.

The approach presented by Likert (1961), varies from the dual
approach of Herzberg (1966), McGregor (1957), Argyris (1957), in
that he spells out three types of areas of human motivation; the ego
motives, the security motives, and economic motives.

In the category of ego motives. Likert recognizes the desire to
achieve maintain of personaland worth. The desiresensea
manifests itself in many forms depending upon the norms and values
of the persons and groups involved. Thus it is responsible for such
motivational forces the desire for growth and significantas

in one’sachievement ofterms values and goals, thatown is,
the desire for status. recognition.as
andapproval, acceptance. to undertake significantpower and

important tasks.

The security motives manifest in the form of curiosity, creativity
and desire for new experience. Finally the economic motives are
realized by tapping all the motives which yield favourable and
co-operative attitudes. Maximum motivation oriented towards
obtaining the organization's goals as well as fulfilling the needs
of each member.

Thus allfor three oftypes motives. Likert recommends a

self-fulfilment as well
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consultative leadership style if motivation is to be maintained in

the long run.

Maslow’s approach towards human behaviour indicates greata
difference frcan that of Herzberg (1966), McGregor (1957), Argyris
(1957), and Likert (1961)• Acxzording to Maslow's theory. human

needs hierarchy ofarranged importance • Differentare on a

researchers and scholars have suggested different terms for needs

but for the purpose of this study the following were used; basic.

safety, affiliative, esteem and self-actualization. At the lowest

level are the basic (physiological) needs, followed by safety needs.

the affiliative needs. the esteem needs and the self-actualization

(See figure below)•needs.

LF

ACTUALI

ZATION
1

' I?ESI

AEFILIAUVE

SAFETY

BASIC

are arranged in order of importance. The

iwai

In man, Maslow's needs

FIG .A MASLOW'S HIERARCHY OF NEEDS

basic needs, the need for food, drink and sex are the most -important
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Maslow (1943) pointed out that theseneeds at the lowest level.
physiological needs are to be considered unusual rather than typical

localizabletheybecauseandisolabletheybecause areare
That iS/ the needs are relatively independent of eachsomatically•

other, of other motivations and of the organism as a whole, and in
it is possible to demonstrate a localised, underlyingmany cases.

somatic base for the drive.

Undoubtedly, these physiological needs are the most prepotent of all
What this means specifically is that, in the human being whoneeds.

is missing everything in life in extreme fashion. it is mostan
likely that the major motivation would be the physiological needs

A person who is lacking foods, safety, loverather than any others.
probably require food more strongly thanesteem would mostand
the needs are unsatisfied, the organism isIf aUanything else.
physiological needs.then dominated by the

become simply non-existent or pushed into the backgroud.

The physiological needs when repeatedly gratified cease to exist as
active determinants or organizers of behaviour. They now exist in a

in thepotential fashion again tosense
dominate the organism if they are thwarted.

If the physiological needs are relatively well gratified, there then
emerges a new set of needs, which may be categorised as the "safety

security.needs"• dependence.They are the needs for stability.

needs may

that they may emerge

all other
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freedom from fear of anxiety and chaos. the need forprotection.
The organism may equallystructure, and the need for law and order.

They may serve as the almost exclusivebe dominated by these needs.
recruiting all the capacitiesbehaviour, of theorganizers of

organism in their services, and the organism may be described as a
safety-seeking mechanism. Other broader aspects of the atten^Jt to
seek safety and stability in the world are seen in the very common
preference for familiar rather than the unfamiliar.

Otherwise the need for safety is seen asrather than the unknown.

emergencies.

the physiological and safety fairlyneeds wellbothIf are
gratified, then there will emerge the affiliative needs. They are
the needs for conpanionship, the need for acceptance, the need for

love. and affection.belongingness. The person willfriendship/
feel keenly as never before the absence of friends and family. He

affectionate relations with people in general.will hunger for
place in his group and he will strive with great

intensity to achieve this goal. he will want to attain such a place
more than anything else in the world.

The esteem needs are at the next level on the hierarchy. They are
the need for achievement, the desire for strength, for adequacy, for

and for independence and

For example war, disease, natural catastrophies, crime
waves, and societal disorganizations.

namely for a

or the known

an active and dominant mobilizer of the organism’s resources only in

confidence in the face of the world,
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In addition there is a need for reputation or prestige.freedom.
is.that from otherrespect esteem people, need foror a

recognition, attention, importance or appreciation. Satisfaction of
the self-esteem need leads to feelings of self-confidence. worth.
strength, capability, and adequacy of being useful and necessaiy in
the world.

Even if all the needs mentioned are satisfied, it is often (if not
always) expected that a new discontent and restlessness will soon
develop, unless the individual is doing what he is fitted for. The
final need on Maslow’s hierarchy is self-actualization, the need for

own potentialities
for continued self-development, and the need for being creative in
the broadest sense of the word. Self-actualization is the desire to
become more and more what one is, to become everything that one is

The clear emergence of these needs rests uponcapable of becoming.
prior satisfaction of the physiological.

Though organization psychologists Herzberg, McGregor,esteem needs.
Argyris, Likert recognize the needs of human beings, and categorize

towards the organizationalthey havethem.
environment in relating the needs of man and the objectives of the

As a result, less attention is focused on the primaryorganization.
Maslow’s approach focused more on the human being andneeds of man.

his needs rather than the organizational environment. He proposed
that if we could match the needs of man to the objectives of the
organization, we could begin to speak of a motivating situation.

self-fulfilment, the need for recognizing one’s

safety, affiliation and

tended to lean more
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Thus Maslow’s theory is unique in that he did not attempt to design

of understanding man’s behaviour at any particular time would enable
the design of a work situation where those needs could be fulfilled.

He further proposed that needs higher on the hierarchy do not become
motivators of behaviour until needs lower on the hierarchy have been

needs lower the hierarchy remainIfadequately fulfilled. on
basis for motivatingthe and directingthey becomeunfulfilled

Maslow’s approach in my view is more realistic. in thatbehaviour.
it deals with the human being as a coirplex animal, of many needs.
and that motivation will depend on the most important need at any
particular time.

this chapter the currentthis respect.In
literature relevant to Maslow’s theory of motivation.

REVIEW OF RELEVANT LITERATURE
Studies in less industrialized countries

basic and safety needs

study by Zalenznick, Christiensen, Roethlisberger (1958),In a
menial workers were interviewed in order to determine their motive
to work.
means of fulfilling their basic and safety needs.

a theory of work motivation as such, but stated that the capability

It was found that the workers relied on their jobs as a

focusses on some of
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interviewsthrough(1963) noted that factorySingh and Wherry
workers perceived job security to be their most iirportant need.

(1970) found that employees in a public bureaucracy stressedWeaver
security as being a very important aspect of their work. A very

level errployees. that

lack of institutional safeguards.

Investigations in less industrialized societies by Kerkhoven (1962),

in Niger ia.(1971),Belli
intake,
the job, enployees did not perform to the required standards, or at
the same level as their counterparts in western Europe.

Greenwood (1971) interviewed non-managerial workers in several West
African societies about their jobs. He found that a majority of the
people worked in order to fulfil their lowest level of needs. the
basic (survical) and security needs.

Affiliative needs

Bizman and Goldberg (1976) selected seventy fiveYoel,Yinnon,
subjects from a cross-section of Israel industry. These subjects

or lack of sufficient nourishment to replace energy lost on

service workers, felt very insecure about their job status due to

were given seven story situations representing the five areas of

high percentage of lower is clerical and

concluded that due to less calorific
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needs from which they were to select one statement whichMaslow's
closest to their satisfaction level. The results revealed thatwas

goes up on Maslow's need hierarchy/ the criterion for judgingas one
need has been fulfilled becomes less self-dependant

The indicateothe r-dependant• results thus thatand more

closely tied with the other needs higher on Maslow's hierarchy.

study on motivation was conducted by a research
team from the Hague, under the direction of Robinson Graham (1972,

was made to determine factorsIn the study/ an attemptand 1973)•
which influenced workers to perform their jobs. Subjects were drawn
from three Kenya organizations; the Cargo and Handling (Mombasa) and
the East African Posts and Telecommunication (Kenya branches only).
During interviews/ the subjects were asked to consider the following
work characterisitics each on its own merit; conpany administration/

recognition. The questionnaireand containedatmosfhere 75
forced-choice attitudinal questions. For each question/ a range of

Respondents were to select an answer closestresponses was given.
approximation. Results obtained revealedto their own

highly collaborativeneed foremployees had group workingaa
where each member had clearly defined role, workingtogether/ a-

under the guidance of a bosS/ who was himself a member of the team/
rather than an aloof source of instructions or directives.

In summary the findings revealed that in the six different studies

s

For our purpose/ a

a source of motivation and areaffiliation needs are important as

whether one' s

remuneration, security, growth, responsibility, achievement, social

that the
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(Zalenznickr Christiensen, Roethlisberger (1958); Singh and Wherry
Kerkhoven (1962) , Belli(1963)r (1970), (1971), GreenwoodWeaver

needs lower on Maslow's hierarchy were(1971), more important as
motivators of behaviour for the subjects in question. In the two

1972) and Yinon,studies (Graham (1971, Bizman andYoel,other
the affiliative needs important(1976)Goldberg were more as a

source of motivation.

Since there are findings from only one study conducted in Kenya,
there is a need to examine further Maslow's hierarchy in the Kenyan

Only then can we be able to accept or reject the notionsituation.
that there exists a different hierarchy of needs for workers in the
Kenyan context fran the one proposed by Maslow.

STUDIES IN INDUSTRIALIZED COUNTRIES

Studies with similar findings as the Kenyan study have been reported
in industrialized societies.

Affiliative needs

Mayo (1924-1927), conducted studies at the Western Electric Conpany
These studies knownin Chicago, U.S.A. the Hawthornewere as

Factors in the work situationstudies. which reflected aswere
Maslow's hierarchy that is.lower light.needs on teiTperature,

humidity, rest pauses and length of day, were investigated as items
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contributing to the level of motivation. Mayo found that many of
the factors did not explain the results.
investigations were not related to the findings. Any variation made
in the factors showed an upward trend in increased motivation. This
trend became very clear when removal of the favourable conditions
did not decrease the motivation of the subjects to its previous

Further analysis of the data revealed that a more favourablelevel.
work atmosphere had developed since the employees felt ftee to

and theyinteract with each other
In this study, the affiliativedeveloped confidence in the company.

needs were found to be a more important source of motivation than
the factors under investigation.

began to examine the(1955),Likert
members of an organization.
geographically separated departments of
nationally in the United States of America.
workforce of five to fifteen eirployees. The following variables

Maslow's hierarchyneedsthesimilar examined.to on were
Organizational structure, that is what it is supposed to be and what

the extent to which each subordinate and hisit is in actual fact;
understandingsuperior have the tosame responsibility.as

deadlines;authority. and thegoals andamount quality for
co-operation within each unit of the organization between units and
between superiors and subordinates; the extent to which each work
group is functioning as a highly effective the efficiencygroup;

Each department had a

He selected subjects from thirty one

that is, the factors under

a company which operated

as well as their supervisor,

levels of motivation among
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of the communicationand adequacy vertically andprocess
horizontally on the organizational hierarchy;
members of the organization feel that the atmosphere of the
organization is supportive and helps maintain the enployees’ worth.
The above variables were compounded into
to be responded to by the subjects, who in the first instance were
managers.

The results obtained represented an approximation of the extent to
which each manager had a supportive (motivating) attitude toward his
en^>loyees and the extent to which he believes in utilizing group
methods of supervision. The scores based on the managers* responses
reflected their concept of their jobs. A seven response option was
established from the results obtained from the Themanagers.
original questions reconstructed thatwere so non-managerial
employees could be included in further studies.
on different aspects of the work situation were conducted. response
options being modelled on the original study of the itemseven
questionnaire with the managers.

Results approximation of the attitudegave an non-managerial
employees had towards their jobs. Findings from the study of

andmanagers estimatenon-managers gave ofan the level of
motivation for the different levels on the organizational hierarchy.

The purpose of administering the first test (with managers) was to

a seven item questionnaire

Additional surveys

and extent to which
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criterion upon which further investigationsestablish could bea
flexible scale examine motivationaltobased. and createto a

patterns for members of an organization at different levels.

This procedure followed by Likert in his study was adapted in the
present study in that, initially, managerial enployees in different

interviewedindustries in Nairobi to enable thewere so as
acquaint herself with differentresearcher theto oftypes

motivational patters and how these were interpreted by management.

criterionestablish whichSecondly questionsto fora on
non-managerial employees could be constructed.

collect job(1959) toset out attitudesHerzberg from which
behaviourassurnptions about human could be made. Two hundred

representingandengineers accountants cross-section of thea
industry were interviewed.(USA) They were askedPittsburg about

events they had e>^erienced at work which had either resulted in a
marked improvement or reduction in their job satisfaction. Herzberg
found that what the subjects mentioned when they were happy about
their jobs were genuine motivators. These had to do with feelings

growth, job interest and responsibility.of accomplishment. These
factors which contributed to an increase in motivation were related
to needs higher on Maslow’s hierarchy.

In a study conducted by Porter (1961, 1962, 1963), Porter and Lawler
(1968), five need areas were selected for investigation because of
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the concept of hierarchy of prepotency ofa
securityr socialneeds. They the esteem r andautonomywere

self-actualization. The subjects were asked rank in order ofto
importance the most motivating of the need areas. as far as they
were concerned.

iirportant for large percentage of the 75 middle managementa
employees and needs lower on the hierarchy were more inportant for a
majority of lower management enployees.the 64 These findings
indicate that as one moves up the organizational scale needs higher

Maslow’s hierarchy tend to become more importanton
motivation.

Cornell University (U.S.A.) spent time with production workers and
found that monetary incentives became quickly entangled with lota
of other motives which had little or nothing to do with Themoney.
ultimate effect of money itself was not easy to identify.

Esteem needs

Hall (1963), and (1968) observed that employees in an industrialized
society (USA) were driven by ambition to achieve recognition through
meeting a challenging job. It was argued that organizations v^ich

the needs of their eirployees would providemet

Under the direction of William F. Whyte (1963), social scientists at

The analysis revealed that needs higher on the hierarchy were more

as a source of

a high level of

their relevance to
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the motivational patterns at General I4otors is a case inmotivation.
point.

General Motors, the largest car manufacturing conpany in the world
with more than 78,000 eiiployees recently experienced problems with

It became evident that there was lack of motivationthe work force.
for en^loyees to perform satisfactorily. This was manifested in
behaviour such as absenteeism, alcoholism, careless workmanship and

Delma (1978) directed a group of psychologists to study thetheft.
problem.

Analysis of the situation showed that the boring routinised work on
in motivation and

decline in pride of achievement.

A philosof^y was thereafter developed where each worker was given
tasks. control decisionsdiversified greater whichovermore
and larger of participationwork.affected his in thea sense

production of the final product. As a result, production inproved.
indicating an increase in motivation. Though the subjects in this

non-managerial workers.study were
higher on Maslow"s hierarchy were more important as motivators of
behaviour than needs lower on hierarchy.

Some of the studies conducted in industrialized societies reviewed
in this chapter, yield different results from those conducted in

the assembly lines contributed to the decline

(assembly line workers), needs
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the exceptionsocieties, with of theindustrialized studyless
(1972 and 1973) where results are similar to theconducted in Kenya

findings of the western studies.

In our society, we yet have to determine the needs which urge man to
spend most of his time in an organization. Sound judgement of our

be basedmotivational patterns thecannot Kenyan studyon one
mentioned earlier on in this chapter (pp.13) In order to find out

further investigationsmotivational patterns. beexisting must
carried out through the study of man in his working environment. In
this respect, the study was designed in order to determine the needs
which urge non-managerial hotel enployees to go to work.
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CHAPTER 2

CONSTRUCTING AND PRE-TESTING THE MEASURING INSTRUMENT-PILOT STUPES;

DESIGN OF THE STUDY

The study was designed to examine the needs on Maslow’s hierarchy
directors behaviourof forandmotivatorswhich act as

non-managerial hotel workers.

During the actual study, the researcher reported to the personnel
study conducted. Eachthewherehotelsof the wasmanagers
researcher the variousintroduced the topersonnel . manager
subjects to interviewed.be

the researcher was conducting interviews in each department.time
the subjects thattold those beselecting towasThe person

that is an employeeto be selected randomly. oninterviewed were
The

departmental heads to take some time to respond to the questionnaire.

Once

duty irrespective of his/her background or type of job held.
brief discussion with the various departmental

heads, during which time she explained the purpose of her visit, and

departmental heads who
Subjects were selected from those employees who were on duty at the

explained the format of the questionnaire (refer to Appendix A). 
Likewise the subjects selected were briefed and requested by their

selected the

researcher held a

each candidate had completed the form, he handed it to the
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researcher who checked no missing
The researcher was at hand to give further explanationresponses.

whenever it was needed.

The purpose of the pilot studies was to get acquainted with the
types of industries in the Nairobi area/ to determine how best to
study motivation^ and the level of workers. to be included in the
study.

Before the pilot studies were conducted. a familiarization survey
in which ninecarried personnelout in variousmanagerswas

organizations were interviewed. Some of the firms visited were the
East African Power and Lighting Conpany, the East African Posts and
Telecommunications, East African Industries, Union Carbide (Kenya)

Limited,Limited, Cal tex Oil (Kenya) Barclays Bank International,
(Nairobi) Headquarters, British American Tobacco Conpany, Central
Bank of Kenya and the Hilton Hotel.

The aim of the familiarization survey was to aid in finding out the
existing labour practices in Kenya, to obtain information theon
different types of motivation and how they are interpreted by the
managers in the work situation. Each manager stated the types of
rewards and benefits their enployees received, whilst the researcher

themnoted and lateron inre-arranged them
with Maslow’s hierarchyaccordance of needs. Table (pp.23)1

illustrates the various types of rewards given by the different

that there were

a piece of paper

to make sure
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Generally, the companies offer similar rewards, theyorganizations.
are.

con^aniesexan^Jle the includedcompanies. inFor the
offer salary. uniformsfamiliarization and have theirsurvey

would-be enployees take a medical examination before confirmation of
As regards housing, companies give housingemployment. some a

some provide housing, while others do not offer either.allowance.
Retirement benefits are handled in two ways; some conpanies provide

pension scheme where an enployee does not contribute, while othersa
have a Provident Fund Scheme where an employee contributes a certain
percentage of his salary and the company contributes on behalf of
each employee an equal percentage.

enployee is aided financially ifIn addition. hean encounters
For instance two of the conpanies assist the family ofproblems• an

employee if he dies; so as to enable the purchase of a coffin and
the bodyof histo hometransportation Incrementsarea. and

promotion are awarded for good performance. Most of the companies
send their enployees for training while others aid employees who

The analysis of responses given by the Personnel Managers revealed
that a wider perspective of employee motivation could be obtained if
employees themselves were inteviewed. Subsequently, a questionnaire
containing thirty-eight open-ended questions was constructed. There

course if successful examinations results are obtained.

a variety of ways by the differenthowever administered in

wish to further their education by reimbursing money spent on a
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and sixteen on the
included as it was believed that differences-employee's background.

in background will produce variations in the motivational patterns.

The pilot studies were conducted at a hotel institution in Nairobi.
to endow the researcher acquire a

better understanding of the research problem by establishing the
motivational patterns for non-managerial workers. as viewed by the

than by their managers.workers themselves. rather of
ej^ected to certain questions.responses which might be and to

the alternatives whereby Maslow's theory of motivationestablish
work situation offramed into the non-manager ial hotelcould be

by analysing obtained. Finallyworkers. measuringresponses a
whichbe created fromtoinstrument could bewas responses

statistically analyzed.

Ten non-managerial hotel workers were selected to take part in the
They were called to the training room individually, wherestudy.

officer (of the hotel)training and thethe researcher were
training officer introduced the researcher to eachwaiting. The

and explained the purpose of the exercise.candidate. During the
the training officer posed the questions from hisinterviews. own

copy of the questionnaire, and the researcher recorded the responses
Bach candidates responses wereon

recorded on a different questionnaire.

Responses given were analyzed. Table 2 (pp.27) iJAustrates the

a separate questionnaire form.

were twenty-two questions on the present job.

The object of the studies was

the range
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Columns I to IV contain
the background of the individuals. columns V IX

Though
there was (4 differentages. age
groups, as shown in Table 2), a difference in the educational level

difference in the place of birth. (7
different locations) a very high percentage (89%) of the subjects

as a source of motivation.

Out of nine subjects, eight were married and one was single. The
difference in that respect was negligible. A summary of the results
therefore, show that the variations in the background factors did

difference innot the motivationalcause any patterns of the
employee.

1

I

I

*
i;

'■JS

IV
1

show the numbers of points obtained under each need-area.

indicated that the affiliative area of need was the most important

information on
manner in which responses were analyzed.

a degree of difference in the

(3 different categories), a
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TABLE 2 SUMMARY OF RESULTS

6 different areas (city culture/town life)I
4 different variations/degree not vast (great)II
3 different variations/slight (6:7)III
2 variationsIV

VARIATIONS IN BACKGROUND
1) Place of birth - 6 different areas of Kenya
2) (i) 2Age (41)

(ii) 2 (30:31)
(iii) 3 (25:26)
(iv) 2 (22:23)

Educational3)
(i)Status 5 (4th form)

(ii) 1 (2nd form)
(iii) 2 (std 6: std 7)

4) Marital status (i) 8 (married)
(ii) 1 (single)

MOTIVATIONAL PATTERN
1) Need for affiliation highest in 8 cases
2) Need for esteem 2nd highest in 6 cases
3) Need for basic highest in 2 cases

3rd highest in 6 cases (tied with affiliative)
4) Need for safety 4th highest in 5 cases
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lowest in 2 cases

5)
tied with safety in 2 cases
2nd lowest in 2 cases

The degree of variation in the background of the subjects does not
reveal any differences in the motivational pattern.

Subsequently, the measuring instrument was re-designed, questions on
the background being omitted • Secondly, it was realised that time
needed to conduct and analyze responses from open-ended questions

not adequate • Nevertheless results obtained fromwas the pilot
study suggested that given more time for careful planning ofmore
the questionnaire better results could be obtained from responses
given in ended ques tionna ire.openan Consequently responses
obtained from the open-ended questions re-structured intowere

I would like to get more money for I feel I do a good job.1)
2) Better instructions should be given

work I am supposed to do each day.
3) Misunderstanding among people in the department should be

avoided.
4) My workmates are friendly and co-operative.
5)
6) I like to work with good tools.

Need for self-actualization lowest in 4 cases

statements as follows :

tied with self-actualization in 1 case

so that I know how much

I like my job because I know what I am supposed to do.
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7) I would like to learn more about my job.
I would like to use all the knowledge I have at my job.8)
I enjoy praise from my superior.9)
More difficult and different duties added to my job would10)
make it interesting.
Con^etition with other companies is good when my company does11)
better for I am assured of a job.

boss harrasses me by telling me things I already know.12)
Putting in a good effort and doing much work is good.13)
Additional rewards given14)
better job.
I do not want to leave the conpany because the retirement15)
benefits are attractive.

show16) Our interest in enployees bymore us
sponsoring social suchevents and informalsportsas
gatherings after working hours.
It is important for me to show that I am proud of my work.17)
Security in a job is iirportant.18)
It is important to have the freedcan to talk to our highest19)
bosses •

20) My boss should give me time to organize my work.
Good conditions and friendliness is inportant.21)
One good friend in the place of work is important.22)

aboveThe statements further refined bewere toso moreas
conprehensive in their representation of Maslow’s needs. Each area

to me would encourage me in doing a

bosses should
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of need was represented by four statements (see T^pendix A). This
was to aid in the reduction of the bias there may have been in the
previous questionnaire.

To pre-test the measuring instrument.
responded to by more subjects. The forms were given to the training
officer of the hotel to distribute to forty non-managerial workers.
The researcher briefed the training officer on the format of the
questionnaire. Each read through to clarify any

didpoints which not clear, and also thatseem consistent
interpretation of each
procedure was adopted when the training officer was explaining the
format of the questionnaire to each candidate. Adequate time was to

allocated for thebe completion of the questionnaire by the
In this respect the researcher allowed two days beforesubjects.

collecting the questionnaires from the training office. Thirty
three conpleted forms were returned.

need
Table 3(pp 32)computed.

The affiliative area of need was rated
the strongest source of motivation (309 points) followed by the

of need (275 points), the self actualization (249
points), the safety need (225 points) and finally the basicarea
area of need with 214 points. A different hierarchy of needs from
that proposed by Maslow was indicated from the results obtained

area were

esteem area

the statements

statement could be maintained.

were to be

statement was

Scores for each subject, each question and each

The same

illustrates the total number of points
obtained in each need area.
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TABLE 3

TOTALS

s

214s

225S3

309

275

249

Anova
I(0.05)Critical 5.86

I16.27Ctoserved

1

'1

laai

BASIC
QI

9

+ 
+

+

+ 
+

Q9
71

+ 
+

+ 
+

+
+

+ 
+

Q13
73

Qll
51

Q12
34

+ 
+

+ 
+

+ 
+

+
+

Q19
89

Q18
83

Q16
81

Q17
65

Q20
74

+

Q6 
73

Q14
61

ES*]
Q4
54

+ 
+

TOTAL NO OF POINTS OBTAINED IN EACH NFF:n AREA 
OF MASLOW'S HIERARCHY BZ 33 SUBJECTS USSD TO PRE 

TEST-MEASURING INSTRUMENT

SAFETY 
Q2 + Q7 
75 + 51

^15

^15

AFFTT.TATTXF.
Q3 + 08 +
91 + 62 +

LF-ACTUALIZATTCN
QIO + Q15

13 + 45
Q5
57
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among non-managerial hotel workers.

varianceAn analysis of computed to determine whether thewas
indeed different

from the one proposed by Maslow. The results showed a difference
(.05) was 5.06/ and the

PROBLEMS ENCX)UNTERED

greatest problems encountered in theof the ofOne was area
precise ofexact the variablesobtaining underor measures

examination/ which could be easily analysed statistically.

A questionnaire with open-ended questions was constructed for the
it presented several difficulties. Thebut precisepurpose/

desired could not be obtained rendering it difficult tomeasure
kind of statistical treatment. As stated previously.apply any

given more time for more careful planning/ better results could be
obtained.

It was not feasible to quantify needs on Maslow’s hierarchy, and the
best that could be done was to acquire a measure where the needs
could be con^ared one with another by the use of a rating scale.
Although the scale utilized was carefully evaluated, personal bias
and error should be considered when it comes to rating of any type.

between the two hierarchies, the critical 154observed F was 16.27.15

hierarchy among non-managerial hotel workers was
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positive than negative. This might have been caused by a response
set on the part of the subjects where they elected to answer most of
the questions in the same manner; positively. As stated earlier on.

estimatesthe obtained employee of motivationalmeasures were
patterns which existed in the work environment at the time of study.

revealed that there existed a different hierarchyThese estimates
among non-managerial hotel workers form the one proposed by Maslow.

Originally^ performance of eirployees was to be included as a sixth
An attenpt was to be made to determine whether therevariable. was

co-relation between performance and motivation. The rationalea
behind this was that efforts made by any organization to iirprove

in the hope of increasing job
performance, (production). A scale to objectively measure employee
performance was not readily available and time needed to develop
such an instrument was not adequate. As a result, this part of the
study was deleted.

In view of the above, it is clear that more time is required for
thorough investigation into the question of employee motivation, and
that t>etter results would be procured.

VALIDITY

As with other psychological measuring instruments. the problem of

A relatively larger percentage of the responses given were more

motivation of employees does so
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validity is a basic one in the development of the rating (scale)

procedure.

ofbeing the employee fc>ehaviouraccurate assessment beingof
evaluated. The scale employed in the present study was not claimed

isfor thereabsolutely accurate/ such thingbeto no as an
objective accurate rating procedure. Rating in the present study

estimate of the motivational patterns which existed in the
work situation of non-managerial hotel enployees. It was therefore

in which workersrecord felt theypossible to were
motivated at the time of the study.

An analysis of the responses given by the supervisors and their
subordinates showed a strong correlation (7.53). Content validity
of these ratings was determined by comparing them with ratings of
supervisors of the same subjects. That is, certain supervisors were

would.

Other researchers have also found similar results using different
instruments.
utilised in the present study produced valid results.

RF.r.iABILITy

was an

asked to respond to the statements as some of their subordinates

It was important that the rating be valid, in the sense

rating scale involving discreet categories concerns the number of

It can therefore be stated that the rating measure

The problem that always presents itself in the construction of a

the manner
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steps or standards to be enployed. The best that can be done is to
discover empirically the optimal number of steps for the scale.

Through careful evaluation of the numerous responses given in the
pilot studies, it was determined that a representative rating scale
with seven steps would cater of the variation in reponses and that
the of rating using such scale wouldease fewera present
difficulties to the subjects.

The rating enployed inscale the present study be termedcan
reliable (<8.27), in that results obtained both in the pilot and the
final study revealed a different hierarchy from the one proposed by
Maslow. the affiliative needs provedcases, beto the
strongest source of motivation.

reason for enploying the rating scale in the present study hadThe
failurebeen objective technique for

measuring the complex needs of the workers. Thus through subjective
ratingestimates. the scale made it possible to obtain a

quas i-qu antification of the motivational patterns of the
non-managerial workers.

to develop or

In both

to find an
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CHAPTER 3

DESIGN, SAMPLING AND INSTRUMENTATION

INTRODUCTION

This chapter describes the design of the the sanplingstudy.
instrumentation, and a brief history of the hotels inprocedure.

which the study was conducted. The agreement between the Kenya
Association of Hotel Keepers and Caterers, and the Domestic and
Hotel Workers Union which governs the three hotels is also covered.
The chapter-also explains the method utilized to collect the data.

SAMPLING PROCEDURE/OOLLECTION OF DATA

A sampling frame was established from which relevant data could be
Names of as many hotels in Nairobi area were writtenobtained• on

small pieces of papers, folded and put in a basket ready for random
selection. From the hat, three hotels were randomly selected to be
included in the final study.

In order to reduce bias in sampling, it was decided that subjects to
included in the study should be selected from those presentbe

during the time the researcher was interviewing in each department.
and three daysBetween interviewing inone spent eachwere
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The study was restricted to subjects who spoke Kiswahili and/or
English. The possibility of having statements translated into
numerous tribal languages was rejected on the following grounds; it

difficult to determine the number of statement forms needed forwas
each interpretation and statement translation would have restricted
the scope of the study which had to be completed within reasonable

permittedis time by Universitytime. that the Regulations.
knowledge of the Kiswahili and/or English language isMo rover. a

It was considered advantageous to conductcondition of employment.
the research during the low season in the hotel industry. because

relatively small number of guests to be attended to.
hence enabling workers to get sometime to take part in the study.

The sanple consisted of 319 non-managerial workers from three hotels.

INSTRUMENTATION - LIKERT'S METHOD

According to Likert's method, subjects were asked to respond to each
of a seven point scale defined by labels; stronglyitem in terms
slightly agree. don't know.I slightly disagree.agree. agree.
strongly disagree (see questionnaire Appendix A).disagree and
thisAccording criterion. theto favourable person'smore a

attitude, the more likely he should be able to endorse a favourable
response to the items. and vice versa. The items were constructed

department depending on the number of people there were.

there was a
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that ambigious items well items which elicitto asensure as
responses based on factors other than attitude were eliminated.

In Likert scaling, item iseach assumed indicate eitherto a
favourable are
given on a seven point scale ranging from strong agreement (+3) to

The attitudestrong disagreement (-3) • the
above product for all questions (refer to T^pendix Bl).

Although it is usually assumed that there is a symmetry about zero
isfavourable intostatement converted unfavourablewhen ana

statement by the use of negation, the assunption may not always be
warranted.

theitems.of andnumber the resultingerrors
attitude score will approximate the 'true’ attitude score.

HOTELS STUDIED

HOTEL A

Hotel A is an organisation whose headquarters are in New York City,
United States of America. The hotel began operations during April

first phase of the hotel hadThe1969.
rooms, an addition of another two hundred and twenty being conpleted

The hotel can acconmodateduring 1978. up to eight hundred and
The number of foreign guests outnumbers that of thefifty guests.

However, it is generally accepted that across a large

(+1), or unfavourable

score is the sum of

will cancel out

(-1) attitude, and responses

two hundred and twenty
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local ones as far as occupancy is concerned^ with only ten percent
of the guests being local. The policy of the company comes from New

applied withoutis muchit change•York, and However for
non-managerial workers, terms and conditions of work are covered in
the agreement between the Kenya Association of Hotel Keepers and
Caterers, and the Domestic and Hotel Workers Union.

HOTEL B

Hotel B began operations during 1904. It is a privately owned hotel
which comes under the management of Block Hotels. Previously the
hotel catered for Europeans only, and that policy did not change
until Kenya attained independence in December 1963. The hotel can
accommodate two hundred and fifty guests, and the number of foreign
visitors outnumbers that of the local ones.

At the time of the study, the total population of enployees was
the number was reduced to two hundred andthree hundred, however
followingworkers changes in theninety-three management’s

administrative policy.
work for non-managerial workers are covered in the agreement between
the Kenya Association of Hotelkeepers and Caterers, and the Domestic
and Hotel Workers Union.

HOTEL C
I

Hotel C is a privately owned hotel and is the smallest of the three

Like hotel A, the terms and conditions of
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hotels included in the study. The building was put up during 1931
after the owner had managed to obtain enough funds from a kiosk he
had been running previously. Operations of the hotel began shortly
after completing the building in 1931. Unlike the other two hotels.
it caters more for local than foreign guests, having catered for
Europeans only during There hundredera. are one
employees whose terms and conditions of work are covered in the same
agreement that covers hotel A and B.

The agreement made between Kenya Association of Hotel Keepers and
’Association’,referred to and the Domestic andCaterers

Hotel Workers Union, referred to as the ’Union’, seems to govern the
of themotivational non-managerialpatterns hotel workers

interviewed.
necessaxry amendments are made.

the following teinns and conditions of workIn the agreement. are
appointment andengagement. probation; wages.covered: hours of

housing, warnings.overtime. terminationwork. of enployment.
annual leave, maternity leave, sickredundancy. leave, medical
uniforms. acting appointment. publictreatment. holidays.

compassionate leave, temporary/seasonal enployment, certificate of
service, service charge, safari allowance and retirement benefits.

addition full shift work. nightIn transport. change of
classification and priority in engagement are also covered.
It further states that no enployee already in service shall receive

as the

The agreement is reviewed every five years, and the

the colonial
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tenns and conditions of service subsequent to the signing of the
agreement.

ENGAGEMENT, APPOINTMENT AND PROBATION

All persons engaged by the on probation in the
The probationary period does not exceed two monthsfirst instance.

duration, while for an employee who has been in the industry for at
least one year, the probationary period is one month. During the
currency of this term, the enployment may be terminated by either

in writing.
payment of the equivalent amount of wages in lieu. On engagement.
the employee is given two copies of He
signs the original which he returns to the enployer. The letter
indicates clearly the job and wages offered. On successful

the probationary period.completion of the engaged isperson
automatically confirmed in his appointment, and is placed on monthly
terms of the enployer.

WAGES

Wage rates are negotiated and agreed upon between the ’Union’ and
'Association* as part of the agreement.the

is always at liberty to pay wages at higher rates.
discretion in cases of outstanding ability.

a letter of appointment.

at his own

'Association' are

However, the employer

or byparty giving two days notice of termination
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HOURS OF WORK

Enployees engaged as gardeners are not to work more than forty-eight
hours spread over six days in any one week. Other eirployees are not
to work more than fifty-four hours spread over six days in any one
week.

OVERTIME

Overtime is paid at the rate of double tyne per hour for the time
worked in excess of fifty-four hours in any week of six working

or, in excess of sixty-three hours in any weekdays. in which the
enployee’s rest day has been deferred.

HOUSING

Every employee who is not provided with free housing accommodation
by his employer, is entitled in addition, to the basic minimum wage.

as

lower allowance after completion of this agreement than the amount
already being paid.

WARNINGS

to housing.
This is published from time to time, and no employee is to receive a

as contained in the first schedule of the Agreement, to a housing 
allowance laid down by government wage regulations
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has workedAn enployee who and whose conduct is unsatisfactory
1

and/or who coinnits an offence, which in the opinion of the eirployer
does not warrant instant dismissal, is warned in writing.

TERMINATION OP EMPLOYMENT

After the completion of the probationary period, the eirployment is
terminable by either party giving to the other one month’s written
notice. or by paying one months In cases
where the eiiployee has been with the same employer continuously for
ten years and over, the notice of termination is two months. At the
request of the employee. for termination may be stated.reasons
provided that nothing shall prejudice the right of either party to
terminate the employment summarily for lawful cause.

REDUNDANCY

In the event of redundancy, the following principles are applied;
the union is informed in writing with at least one months notice, of
the andfor. of the intended redundancy.extent Thereasons
principle adopted is of in.last in the particular
category of employees.

ANNUAL LEAVE

is entitledAn employee to twenty-four consecutive paiddays

wages in lieu thereof.

first out.
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holiday. exclusive of public holidays. conpletion of twelveon
consecutive months of service.

annual leave.

MATERNITY LEAVE

A female employee who has coirpleted twelve months continous service

maternity, provided that such leave is not to exceed three months
to be without pay. The employer makes
shillings the enployeehundred to at the ofcommencement the

maternity leave for medical expenses. On completion of three months
leave, the employee returns to a post of equal seniority and rate of
pay.

SICK LEAVE

the completion of the probationary period.After an employee is
entitled to sick leave with pay, up to a maximum of twenty days, and

sickthereafter leaveto toup twenty days witha
half-pay, and thereafter thirty days unpaid leave in each period of
twelve months consecutive service. This leave
employee producing certificate signed bya qualified medicala
practitioner or behalf in charge of a
dispensary or medical unit covering the total period of absence.

An employee is also entitled to a

a payment of one

maximum of

and is

a person acting

is subject to the

travelling allowance of seventy five shillings when proceeding on

on his

with the company is granted leave of absence for the purpose of
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MEDICAL TREATMENT

All eirployees covered by the agreement are provided with medical
the inby employer, thetreatment prescribed in themanner

of (MedicalErrployment Treatment)Persons Rules 1951, or any
amendment thereto. Where an ertployee in emergency attendsan an
approved private hospital or dispensary, then all expenses incurred
are met by the employer.

UNIFORMS

the employer providesare necessary.
such uniforms inlcuding shoes and ties.

ACTING APPOINTMENTS

When an employee is required to act in a position of higher category
of fifteen days. he receives the differencefor

between his wage and the minimum salary for the acting category.
theproviding employee vdiothat acts the fullacceptsso

responsibilities and duties covered by the acting appointment.

PUBLIC HOLIDAYS

a minimum period

In all cases where uniforms

Enployees are granted leave with full pay on all Gazetted Public
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Holidays, provided they do not absent themselves from work without
permission the proceeding day. theand for dutyreporton on
following day.

COMPASSIONATE LEAVE

Upon application,, an employee may be granted compassionate leave for
a reasonable personal matter with or without pay at the discretion
of the eiTployer. Coirpassionate leave may be extended beyond the

If suchperiod granted originally, by the approval of the employer.
leave has been granted with pay, it is deducted from the employee’s
annual leave entitlement.

TEMPORARY/SEASONAL EMPLOYMENT

The enployer may eirploy persons on a tenporary/seasonal basis, for a
period not exceeding four months. Tenporary/seasonal employment may

genuinely temporary/seasonal purposeoffered foronly be a or
project. terms and
conditions as other enployees.

CERTIFICATE OF SERVICE

On termination of employment for any reason, an employee is given a
certificate service.of The certificate followingthestates
particulars: full of enployee.name date of engagement and

Teitporary employees are subject to the same
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termination, wages on termination, and nature of the work done-

SERVICE CHARGE

The enployer operates a service charge.
through the service charge is distributed to all enployees on terms
advised by the works committee. after consultation with the
enployees of the individual establishments.

SAFARI ALLOWANCE

An allowance of sixty shillings per day. is paid to drivers whose
duties on any occasion may necessitate being away from their place

duty for periods inof of twenty-four hoursexcess and where
subsistence and accommodation is not provided. Where an enployee
incurs expenditure of more than sixty shillings, in any such period
of twenty-four hours, reimbursement of such excess expenditure is
made on production of supporting vouchers.

RETIREMENT BENEFITS

An employee who has attained the age of sixty years. (fifty-five in
the case of a female) may be retired. On retirement or termination
of services, the employee who has been in the service of the same
enployer, covering a period consnencing prior to the introduction of
the National Social Security Fund by the enployer, is entitled to be

and the money collected
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paid by the employer retirement benefit. in addition to sums due
from the National Social Security Fund, of a sum equal to half of
one months pay for each year of service prior to the introduction of
the National Social Security Fund at the rate of pay applicable
prior to joining the National Social Security Fund.

FULL SHIFT l\ORK

In cases where full shift work, that is a continuous nine hour duty
is necessary, arrangements are made for a break in the working time.
for a meal to be taken.

NIGHT TRANSPORT

Every enployer will take such steps
that enployees reach theirtransport. respective placesso of

accommodation with safety after late night work. Compliance with
this provision would in certain circumstances be the subject of
separate negotiations between the Union and the employer

CHANGE OF CLASSIFICATION

In cases where it is necessary to transfer an employee to a lower
grade of employment without being able to continue the wage rate of
the higher grade, then redundancy is declared in the original grade.

PRIORITY IN ENGAGEMENT

as are possible to provide
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in ofis expected that all redundancy. the firstIt cases

declared redundant when new opportunities arise for employment for
which they may be considered suitable.

SUr4MARY

As previously stated, the agreement discussed above applies to the
three hotels included in the study.

In this study, a number of limitations are recognized against which
In the first place, not enough time was spentfindings were made.

in each hotel to appreciate and experience in detail the human and
technological problems which may be related to motivation. Although
the method of obtaining information did not allow for exhaustive
probing into the situation of each individual. it was realized that
statements prepared after thorough investigation of the problem
through pilot studies were adequate in illiciting responses which
could indicate how an individual may be motivated by the different
need areas on Maslow’s hierarchy. The mode of measuring responses
utilized in the study is a relatively
workers in Nairobi, and even though modifications were made in the
instrument so as to suit the Kenyan context, it may be that with the
limited amount of time, subjects had to respond to the statements.
and some of the subjects could have in some cases misunderstood the

new one for non-managerial

consideration for re-employment will be given to those employees
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concept of the measuring instrument, hence probably causing them to
respond in a biased manner. Moreover, a number of subjects may have
suspected the researcher as spying for management and therefore may
have attenpted to please her by responding not according to what

believed would satisfythey may have the researcher andmanner
management.

It therefore cannot be claimed that the results constitute a model
for motivating non-managerial hotel workers. for the ofscope

suggestion of events at the
taking the circumstances into cons ideration•time. However, the

responses given were to aid in indicating how needs on Maslow’s
motivatorshierarchy act and directors of behaviouras for

non-managerial hotel workers. It was hypothesized that a different
hierarchy from the one proposed by Maslow will be revealed among
non-managerial hotel workers.

measuring can at best only permit a

they genuinely felt about each statement, but by responding in a
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CHAPTER 4

ANALYSIS AND DISCUSSION

PRKSENTATIQW OF RESULTS

This chapter presents descriptive statistics such as total scores.
deviations.and standard correlationA matrix ismeans also

As stated earlier, the aim of the study was to determinepresented.
there exists a different hierarchy amongstwhether non-management

hotel workers (Nairobi) , from the one proposed by Maslow. Maslow
(1954) proposed that needs higher the hierarchy do not becomeon
inportant as motivators. until needs lower the hierarchy haveon
been adequately fulfilled.

In this respect, it is esqjected that there should be
between needs at the same level on the hierarchy.

significantresults obtained.Prom the correlations coccurred
between needs higher and lower on the hierarchy. Whilst the highest
correlation occurred between the esteem and self-actualization need
(.532), the second highest correlation was between the ’safety’ and
the ’esteem’ area of need (.528). The basic need area did not only
have a high correlation with the safety need (.512) but alsoarea

(Refer to table IVwith the self-actualization area of need (.486). 
on correlation matrix.

a relationship
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The table below illustrates the interdependence of the different

levels on the hierarchy, in a correlation matrix.

TAH.E IV CORRELATtON MATRIX

BASIC SAFETf ESTEEM

1.00BASIC

.512SAFETY 1.00

AFFILIATIIE .373 .482 1.00

yi .428ESI .528 .418 1.00

.486 .489 .449 .532 1.00

question and each need area on the hi ^rarchy. T&ble V. below
illustrates the total score, mean and standard deviation for each of
the need areas. The means were obtained by dividing the total score

for each area by the nuiriber of subjects included in the study.

TABLE V MEANS AND STANDARD DEVIATIONS

TOTAL SCOREAREA OF N MEAN STANDARD DEVIATION

2341BASIC 7.34 3.76

1977SAFETY 6.20 4.02

2634AFFILIATIVE 8.26 3.30

2465ESI 4 7.62 3.47

2178 6.82 4.09

naai

laai]

iiaw

AFFILIA 
TI\E

SELF 
ACTUALIZATION

gn'F- 
ACTUALIZATLON

SELF 
ACTUALIZATTQN

The results were obtained by cxanputing scores for each subject, each
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The analysis revealed that the affiliative need-area was rated the
the of motivationinportant strongest for themost or source

subjects in question. It had of 8.26/ and standarda mean a
This in effectdeviation of 3.30. that statementsmeans

constituting the affiliative need area, that is, statements 3, Q, 13
favourable thanreceived unfavourable ratings18 (seeand more

Appendix Bl) . There was greater agreement amongst the subjects in
the manner in which responses were given to these statements. This

indicated by a relatively low standard deviation of 3.30.was
Values for statements ranged from (-6) to (+12). (Refer to appendix
B2) .

’esteem’The
source of motivation. A mean of 7.62 and standard deviation of 3.47

This area consisted of statementsare shown in the table V (pp.53).

rated the third strongest source of motivation closely following the
esteem need area with a mean of 7.34 and a standard deviation of

The values for statement 1, 6, 11 and 16 ranged from (-6)3.76. to
(see appendix B2).(+12).

The two areas of need indicated as comparatively less inportant as

a maximum value of (+12), as illustrated in Appendix Bl.

The ’basic’ need area, the most prepotent of all needs (Maslow) was

4/ 9/ 14 and 19 and responses ranged from a minimum value of (-6) to

■-

need area was rated the second most important as a
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•self-actual!zation’ ’safety*and
need-areas.

’self-actualization' area of need was made up of statements 5,The
10, 15 and 20 (see appendix Bl). In rating these statements. the
subjects showed less agreement in responses. is illustrated byas
relatively high standard deviation of 4.09.

deviated than in the othermore responses mean areas
mentioned earlier on. A mean of 6.82 was obtained. (refer to table
V on e^.53) .

the least
important as a source of motivation. Subjects did not consider the
safety measures provided by their conpanies as more motivating than
the attributes in the other areas of need.

which6.20of obtained from responses givenwas to
statement 2, 7, 12 and 17. A relatively high standard deviation of
4.02 was also obtained. (refer to table V

From the foregoing presentation of results. it is shown that there
different hierarchyexists of importance of needsa for the

non-managerial hotel workers, one which is different from the one
proposed by Maslow.

results lend supportThese the findings ofto the Hague study
by Robinson Graham indirected 1972 1973,& when study wasa

on pp.S^j .

This was indicated by a

’safety’ need-area was

This means that many

low mean

from the

Results also revealed that the

sources of motivation were the
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workers of the then Africanconducted East Posts &among
Telecommunications, East African Harbours and workers of the Cargo
and Handling Services, and the study conducted by Yinon, Yoel,
Bi2anan and Goldberg (1976) in Israel.

In order to determine whether the difference between hierarchy from
the present study, and that proposed by Maslow was significant. a
one way analysis of variance was computed. It was selected in order
that all the need-areas would be computed in one single test. The

was 2.37 and 17.56.was

judgement on the results obtained by the analysis of variance. a
inCOTiputed order determinetot-test exactly where thewas

differences amongst the means lay. (refer to appendix B3). All the
compared with another, and the table belowoneweremeans

differencedegree ofthe obtainedillustrates between all the
poss ible combinations. The ’basic’ area mean was conpared with the

’affiliative* ‘esteem’ and ‘self-actualization’ means.•safety’ The

need mean was cOTipared with the ‘affiliative’•safety’ ‘esteem and
’self-actualization’ ’affiliative’ with thethethe ’esteem’means;

and the ’esteem’ need mean with the
’self-actuatlization’ need mean.

In all the (5%)a

and ’self-actualization’ means.

results obtained revealed a significant difference at .05 (5%) level
4 4where the critical F was 2.37 and the observed F15 15

(see appendix B2 for calculation of analysis of variance) . Basing

comparisons, a t-test was employed at the 0.05 
significance level, for a two tail test, wiiere the critical t was 
1.96.



- 58 -

The results oonfirm to us that there indeed exists a different

■hierardrxy amongst non—managerial hotel workers from the one propDsed

by Maslow, (refer to figure A and B below) •

FIGURE A MASLOW'S HIERARCHY FIG. B HOTEL WORKER'S HIERARCHY

aixF-j^^IUALI ZAITCN SAFETY

ESTEEM LF-ACTUALIZATTON

AFFILIATTAE BASIC

SAFETY ESI 4

BASIC AFFILIATIVE

affiliative withneedThe of 8.26 andarea standarda mean a

deviation of 3.30 became the most important of all the needs on

Maslow's hierardiy. The order of the importance of the other needs
was also altered as can be seen from figure B.

DIS3USSICN

As inferred from the results presented, the proposed hypothesis that
there will emerge a different hierarchy amongst non-managerial hotel
workers from the one proposed by Maslow was accepted.

'affiliative'The needs. the need for oanpanionship, fr i end^ip,
belongingness, love and affection were rated the most importantas

source of motivation. It may be that these subjects v^o may have
everchanging society, to move frombeen conditioned by aspects of an
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their traditional homes where they were always assured of fulfilling
affiliative needs.their find that city environment. these

needs were not readily fulfilled.

On the job therefore. their need for affiliation
the concern for friendly colleagues, opportunities for interaction
with others. harmonious interpersonal relations. for
team membership so as to create an organizational family into which
they could be accepted.

conditionsWhen favourable work maintained. enployeesare are
motivated to continue work, and specifically, employees reduce the
tension of missing being from their families inor theaway
traditional homes which are extremely important for their existence.
as they are part and parcel of these homes.

Subsequently the creation of an organizational family would be of
considerable advantage to both the enployer and the enployees.

The fact that the safety need was shown to be the least iirportant
area of motivation suggests that these employees may have aspects
peripheral the situationwork which provideto better security
measures than those provided within the work environment.

thisIf would be proved absolutely correct.as it would be
consistent with this culture in that for many workers and especially

was reflected in

in a

and concern
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those of similar status to that of non-managerial hotel workers find
security in their traditional homes, by owning
piece of land.

indicated greater interdependence between
needs higher and lowerthose the hierarchy. significantAon

correlation between the safety and esteem suggest that an individual
cannot be esteemed in his society (remembering that in this context
he is not independent but part of a larger family unit) unless he
has a house or a piece of land in the traditional home.

Subsequently one cannot feel self-actualized and esteemed until such
he has been able to meet adequately

hisrequirements of family. and in this thecontext. extended
family, and has been able to provide security for them. Sufficient
fulfilment of the above needs readily assures one of satisfying his
affiliative needs. He will get the coiipany, friendship. love and
affection and acceptance from his family.

Once the individual moves to city or town enployment. he will lack
the association of his family and therefore attempts to maintain the

quo by looking for favourable sociable and friendly workingstatus

for the motivationalaccount pattern non-managerial hotelamong
In the preceding discussion, reasons have been supplied which will

time as

The correlation matrix

environment, (a substitute for home).

a house and or a

the necessary basic
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it is suggested that difference in terms of culture amongworkers.
in the study may have bearing theexaminedsocietiesthe a on

findings.

One of the underlying factors of this study was to identify where
of weakness might be in Maslow’s model developed in the Unitedareas

organizations in Kenya community.our own

The findings reveal that the most irrportant need is the need which
rated as the strongest source of motivation for non-managerialwas

Nairobi, affiliativethein needs. the need forworkershotel
friendship. belongingness,acceptance.coirpanionship, love and

affection.

It follows that training and developnent strategies which are likely
to be appropriate, are those which build upon co-operativeness and
the development of good working relationships.

Basing judgements on the findings, there would be a good deal to be
gained if there
skills oriented towards dealing with people rather than with the
accomplishment of tasks.

recommendations for further research

obtained in theResults present study encouraging, andare

was investment in the developnent of supervisory

States of America, and to adapt relevant methods of motivation for
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especially since it is suggested exists differentthat there a
hierarchy amongst non-managerial hotel workers, from the one
proposed by Maslow and confiimied in various studies. (Singh and

(1963), (1970),Wherry Kerkhoven (1962), BelliWeaver (1971),
However this study should not be regardedGreenwood (1971) ). as

the research in the particularend ofthe but rather thearea.
beginning, it has beenfor stated the results are suggestiveas
rather than conclusive• Therefore further extensive and intensive

certainresearch makeshould enable to statements aboutus
motivation in the Kenyan community

isthat there of class if ication1 Now ofan awareness
inhotels. research the industry should be more

systematic. is.That saiTpling of hotels should be
systematic rather than random.

A much more representative sanple will be obtained if
hotels selected represent the different classes

Research should be expanded to include hotels2 in other
cities and towns in Kenya.

3 Factors such as age, educational t>ackground and position

the organizational hierarchy should be includedon as

individual.
variables which could effect motivational patterns of an
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Since research in our society is an attempt to establish4

statementsdefinitecertainto

CONCLUSICttJ

examining needs on

workers

the incentive satisfies and

but
lhe results suggest that for

the need for
love and affection were

more

therefore removes
I

recommendations have been considered will 
about

commitments vi^ich lie outside their 
impact upon the motivational

Only after all the above 
makeit be possible

motivational patters in the Kenyan community.

researcher concentrated on
of behaviour for 319motivators

did not set tp a theory of 
his theory could be utilized in 

industrial

Maslow's 
non-managerial hotel workers.

such, but rather

appropriate theories of motivation it should be extended 
to include other non-hotel industries.

a motivating situation.

as a source

Respondents 
work situation, 

their work 
hotel workers, 
acceptance, belongingness, 

of motivation than any of the other need

showed strong social 
which have an 

environment.
the affiliative needs.

in any

patterns in 

nai-managerial 

companionship,

important

work motivation as
designing motivational patterns 
setting. As stated in Chapter 1, when 
the incentive are such that obtaining 

the need, we speak of

In this study, the
hierarchy which acted as

Maslow

for
the nature of the need and of
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areas on the hierarchy.

individual industry.enters the drivingan force which
propelled him there is fulfilled.

and to
motivate him to fulfil those human needs vdiich
motivation itself. The needs which employees have should therefore
be well understood so that the appropriate stimulus may be used to
motivate them.

be that greater undrstanding behaviour will be
gained if the affiliative needs could be classified as the fc)asis for
man’s existence. my view it is through affiliation withIn other
human beings that to learnone comes that food and drink are
important for sustenance of life. itand is through social
conditioning that humans come to learn of all the other need-areas
on Maslow’s hierarchy.

The findings from the research conducted in the
the hotel

organizations. but they should be adapted to contribute theto

of

Results from the study reveal that co-operation amongst employees is 
in^xortant in motivating good performance.

the community the organizations 
serve should be well placed to meet their individual needs far more 
effectively than utilizing a standardized international motivational 
prograimie, which is not sensitized to the special ch a r act a r is t i c-s 
the Kenyan cannunity.

hotel industry
should not only contribute to the effective development of

are at the root of

A new driving force beginning 
with his employment should move in to dominate his behaviour

of man’sIt may

Kenyan society as a vs^ole, that is.

When an
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SUMMARY

In this study the researcher examined needs on Maslow’s hierarchy
and directors of behaviour for the

non-managerial hotel workers included in the study.

theoretical consideration and review of relevantIn chapter one.
description of thechapter two.literature was presented. In a

pilot study, the process for selection of the measuring instrument.
its validity and reliability were specified. Problems encountered

three describedChapter the samplingspelled out.alsowere
and the historical background of the three hotel whereprocedure.

the research was conducted, and finally the agreement between the
Kenya Association of Hotel Keepers and Caterers and the Domestic and
Hotel Workers Union was described.

an analysis of the results was presented.In chapter four. after
v4iich there followed a discussion.

Finally, a tentative conclusion was given-
«

which may act as motivators
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APPENDIX A
concerned about how employees in the hotel industry feel aboutI am

their jobs, and therefore request you to answer a few single
but the trueThere are no right or wrong answers.questions.

feeling of each eirployee is the best answer.

In answering each question.Below is a scale marked from -3 to +3.
the scale beside the question andplease select one of the points on

encircle.

+2 +3+10-1-2-3
AgreeDisagree

EXAMPLE
their jobswho dogiven to eirployeesshould beIncrease

+32+10-1-2-3
I should get more money if I do my job well.1

+3t2+10-1-2-3

I must be told in detail what I have to do everyday.2
+2 +3+10-1-2-3

important to have friendly people in the place of work.It is3
+3+1 +20-1-2-3

feel good and work better when I am praised for what I have done4. I
+30 +1 +2-1-2-3

Strongly
disagree

Slightly 
disagree

Slightly 
agree

Strongly 
agree

Don’t 
know

in salary 
very well.
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I would like to see different and more challenging duties5.
added to my present job.
-3 ~2 -1 0 +1 +2 +3

The room/area where I work should always be checked to6.
see if it is in good order.
-3 “2 -1 0 +1 +2 +3

7. My corrpany ought to do better than other corrpanies in
business so that I can be assured of keeping my job.
-3 -1 0 +1-2 +2 +3

It is iirportant that I get on well with my supervisor.8.
-2 -1 0-3 +1 +2 +3

I should use all the knowledge I have, and do the best9.
at my work.

-2 -1 0-3 +1 +2 +3

I should give the best I can in everything I do in my job10.
-1 0-2 +1-3 +2 +3

I would do better if I was given rewards for what I11.
individually do.

0-2 -1 +1-3 +2 +3

I do not want to leave because the company's retirement12.
benefits are attractive.

0-2 -1 +1-3 +2 +3
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13.
working hours.

+3+2+10-1~2-3 ■

14.
-2-3

15.
+3-2-3

16.
-2-3

17.
+2+10-2-3

It is18.
-2-3

19.

+3+24-10-1-3

20

-+-3+2-3

that I have a steady secure job.
43"

Showing that I have pride in my work is inportant
■ZJ 0 +1 +2

Good equipment is irnportant in order to do a good job-

Zi 0 +1

inportant to have friends among the people I work with.
ZX 0 +1 +2 +3

It is important to me

A good conpany should sponsor social events after

Having freedom to talk to our upper management is 
inportant to me.

To be able to organize my work with as little supervision 
from my boss as possible is inportant to me.

Z2 -T 0~

I feel good when I know I have done my best at my work.
Zi 0 +1 +2 +3
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APPENDIX BI

STATEMENTS CONSriTUTING 'THE FIVE NEED-AREAS

ON r^lASDOW'S HIERATCHY

BASIC 1 6 11 16

2SAFETY 7 12 17

3 8 13AFFILIATIVE 18

4 9 14RfiTEFM 19

5SELF ACTUAL-IZATION 10 15 20

I

t
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DISTRIBUTION OF RATINGS FOR THE TWENTY STATEZ-IENTS IN THE

QUESTIOl'JNAIRE (APPENDIX A) THE NUI-IBER OF PEOPLE RESPCWING IN A

CERTAIN MANNER.

27 104 1390520 17 0720
34 109 1421309 06 0519
38 109 14410 06060618

09 27 106 1560707 0717
03 15 94 19602050416

10514 22 13115141815
38 8609 14 128192514

15 3810 • 110 118062213
2512 39 65 95-314612

19 12 24 89 124252711
07 31 110 • 14407120810
04 2603 116 16106039
04 1607 96 18703068

10 44 44 93 9419157
12 17 12725 12707036

42 9511 44 9918105
13 11 31 127 120'€6114

01 20 108 1690506103
41 124 124140706032
26 11605 1210726181

0 +1 +2 +3’1-2-3

Question 
Number
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APPENDIX B2
STATISTICAL ANALYSIS

CONSTANT MEAN MINIMUM VALUE MAXIMUM VALUE

7.34 -9BASIC 12 3.76

6.20 -9SAFETY 12 4.02 !

8.26 -6AFFILIATIVE 12 3.30

7.62 -64 12EST 3.47

6.82 -7 12 4.09

ANALYSIS OF VARIANCE

TOTAL PER EACH NEED-AREA

SAFETY AFFILIATIVEBASIC ES'j

1.311 2634 24302341 2178

Tbtal sum of squares SST X

Within sum of squares SSW 2r (xij xij )
J=iSSA r 2

. j(x • jX

J-1
SST

19007 .94

839.52SSA

11468T IS

7.21X

naai

STANDARD 
DEVIATION

SELF-
AC TUAI.IZATION

SEIF- 
ACTUALIZATION

i=lj =
18912 .44

SSW =

-X..)2



SUMMARY

has (N-1) dfSST

dfhas (N-K)SSW

(K-l) dfhasSSA

18912.44 dfSST (SST) (N-1) (1595-1)eg s

.18912.44SMST 11.86

df(SST) 1594

839.52SSA +MSA 209.88

df (SSA) 4

1900.7.94- SSW 17.95

1590df (SSW)

20.9.88MSA 17.56

11 1/2 05MSW

(.05) 2.3715
4:. 17.56^5Observed

15

4
Critical F at 5% level is P
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APPENDIX B3

MULUPLE COMPSDN OF MEANS

T-TEST AT .05(5%) SIGNIFICANCE LEVEL

t

t 6.20 5.30

t 8.26t
4.16

t
t 7.62 « 1.29

t
t 6.82 = 2.34

In the above
'affiliative',compared, with the safetywas

'self-actualization* need mean.'esteem * and

= 7.34
.222

= 7.34
0.216

« 7.34
0.221

0.215

expression the basic need-area mean

^<4^

^5

’'4

’‘2^

^^2

’‘l ^^2

’‘1

SE(x^

SE(Xj^

SE (x^

SE(Xj^
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8.26tL 9.80

SE

7.62t t 6.96

t
6.82’ t 1.96

'safety' need area mean was crxnpared with the 'affiliative'.Ihe

'esteem' and ‘self-actualiz:aticn' need mean.

6.20 
0.204

6.20 
0.210

6.20 
0.315

=^4

xp

’^4

Xz

(Xz

^2

^2

SE(Xz

’^3

SE(Xz
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tt 3.13

t t 6.82 6.54

'affiliative' mean was compared with theThe

'esteem' and 'self-actualization' need mean.

6.82t 3.68t

The

'self-actualizaticxi' need mean.the

• 1

IK

8.26 -
0.22

7.62
.217

’'4^

’'a

=^4

^5

SE(x,4

’^3

SE(x^

'esteem' need mean was oompared with

8.26 -

’^5^
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