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ABSTRACT 
Job satisfaction among employees is a very important factor that determines quality service 

delivery, productivity and employee retention in the hospitality industry. However, even with 

the introduction of numerous motivational techniques, many of the hotels in Uganda 

complain about the consistently high rates of employee satisfaction. Based on this, this study 

evaluated the effects of employee rewards on job satisfaction of employees who work in a 

sample of four-star hotels that are situated in the Kampala Metropolitan region. The aims of 

the research were to define the group of incentive practices used by these hotels, assess their 

role in job satisfaction among the employees, and explain the correlation between employee 

incentives and job satisfaction, on the whole.   

The descriptive cross-sectional research design was used including a mixed-method 

approach. Structured questionnaires were used to collect data by means of conducting the 

questionnaires to the employees of the hotel and semi-structured interviews were conducted 

with the chosen management staff. The research used 254 employee survey questionnaires 

and 12 interviews with managers with a response rate of about 92. Statistical analysis was 

done on quantitative data and thematic analysis on qualitative data.   

The findings have shown that job satisfaction is greatly influenced by employee incentives. 

Non-financial rewards like recognition and appreciation had a bigger influence on job 

satisfaction as compared to purely financial rewards although the latter had a significant share. 

It is concluded in the study that well-design incentive systems increase employee satisfaction 

and recommends that the recognitions programs be reinforced, that there be fair allocation of 

incentives and that career development prospects within the hotel industry be increased. 
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CHAPTER ONE 
1.1 Introduction 

This section will provide contextual information about the research which includes problem 

statement, purpose, objectives, research questions, scope, and significance of the investigation. 

1.2 Background to the Study   

Job satisfaction is a complex phenomenon which has received a lot of research in the field of 

organizational behavior and human resource management (Spector, 1985). Job satisfaction is 

described by Spector (1985) to mean how much individuals like (satisfiers) or do not like 

(dissatisfiers) their jobs. Locke (1976) adds to this definition, by describing this term as a 

pleasant or positive emotional state, which is caused by an evaluation of the job or job events 

(Quest Journals). Through these conceptualisations, it is clear that job satisfaction entails more 

than just compensation; it will also include not only emotional and psychological reactions to 

all job related factors (Locke, 1976; Spector, 1985). 

Job satisfaction in the hotel management setting is also critical in the realm of service delivery, 

employee retention and the guest experience in general (Khuong and Tien, 2013). As an 

example, a front-desk staff member who feels that the organisation supports him or her will be 

more inclined to welcome guests and provide quality services, as well as to create a positive 

environment (Vijit, 2021). On the other hand, an overworked and underappreciated 

housekeeping member might offer poor room cleanliness services to the guests, which will lead 

to complaints and poor reviews (Jang and George, 2012). Employees who are satisfied with 

their jobs in a hotel show reduced turnover, increased teamwork, and productivity, which 

directly lead to customer satisfaction and profitability (Kembabazi, 2010; Geeta and Pandey, 

2021). 

Nevertheless, the lack of job satisfaction may have drastic implications on service-based 

companies (Giannikis and Nikandrou, 2013). A study conducted in the hotel industry in 

Uganda was able to report on the relationship between employee dissatisfaction and poor 

quality of service and reduced customer satisfaction (Muhaire, 2020). According to Muhaire 

(2020), Ugandan hotels have to grapple with ineffective training and poor working 

environments, among other issues, which all undermine the quality of service. This shows that 

there is a systemic problem where employee wellbeing is not adequately considered that 

negatively impacts guest loyalty (Muhaire, 2020; Kyeyune, 2022).   
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Job satisfaction in the hotel industry is also influenced by several determinants such as working 

environment, the way management is conducted, and the opportunity to develop a career 

(Garcia-Sanchez et al., 2019). One of such variables is that of employee incentives, which is 

hypothesized to be a significant variable in the context of job satisfaction (Rosita, 2016). In 

turn, this paper will dwell upon employee incentives as one of the conditioners of job 

satisfaction in the Ugandan environment (Rosita, 2016; Muhaire, 2020). 

1.2.1 Hotel Industry Incentives of employees.   

Employee incentives are the rewards or benefits that are aimed at facilitating performance and 

job satisfaction (Armstrong, 2006). According to Armstrong (2006), incentives can be 

described as a form of reward that offers an incentive to a person to carry out better. Such forms 

of incentives may include monetary rewards, health cover, reward programmes, flexible 

working hours, and career growth opportunities (Milkovich and Newman, 2019). Employees 

are one of the essential organisational resources (Shweta, Mayank, & Shiv, 2016) and may be 

one of the main competitive advantages (Abugre, 2021). 

Incentives are essential in context of the hotel business due to physical and customer-facing 

characteristics of work in hospitality (Khuong and Tien, 2013). Hotels around the world use 

incentive schemes to attract and retain talented employees, decrease employee turnover, and 

enhance service quality (Choi and Kim, 2022). In Uganda, however, many of the hotels are not 

able to create efficient incentive programmes because they have limited budgets and human 

resources (Muhaire, 2020). The consequence of this gap is often low morale, turnover, and 

inconsistent service delivery (Kyeyune, 2022). 

Employee incentives will include monetary ones such as cash bonuses and non-monetary ones 

such as flexible work hours (Milkovich and Newman, 2019). The term rewards refers to the 

compensation or payment to an employee as a reward of work, including the financial and 

fringe benefits (Armstrong and Taylor, 2017). This definition incorporates all types of 

compensation, be it a simple salary or incentives (Katz and Green, 2018). Financial incentives 

typically include the basic pay and incentives on the performance of certain objectives 

(Milkovich and Newman, 2017). On the other hand, the non-financial rewards incorporate the 

job security and career advancement opportunities (Gupta and Shaw, 2021). These non-

financial rewards are imperative to employees attraction and retention (Garcia-Sanchez et al., 

2019). 
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Job satisfaction has continued to be a fundamental prism of perceiving employee behaviour 

and attitudes at organisational levels (Usmani and Jamal, 2023). Good employees cannot be 

ignored to provide quality service because they are directly connected to customer satisfaction 

(Choi and Kim, 2022; Gunlu et al., 2020). Dissatisfied workers could develop aberrant 

behaviour that lowers job performance (Jang and George, 2012). Organisations in high-

competitive markets need committed staff, who can be innovative on behalf of customers 

(Judge et al., 2020). 

As the employees feel that they are receiving sufficient rewards in the form of fair 

compensation, a feeling of worthiness is created, and thus motivation is enhanced (Dabholkar 

et al., 2018). In the hospitality industry, job satisfaction is one of the main factors that determine 

innovation (Hu et al., 2019). This statement is justified by Maharani et al. (2013), who revealed 

that employee satisfaction plays a great role in performance. In addition, employees who are 

satisfied tend to give positive comments concerning their organisation (Robbins, 2016). 

Although the beneficial effect of incentives on satisfaction is thoroughly examined throughout 

the world (Rosita, 2016), very little empirical research is available in Uganda. Thus, the current 

research aims to determine the role of employee incentives to job satisfaction among the chosen 

four-star hotels in the Kampala metropolitan region. 

1.3 Statement of the Problem   

The research in Uganda has directly attributed reduced quality of service and declining 

customer satisfaction to employee dissatisfaction in the hotel industry (Muhaire, 2020). Many 

hotels are faced by the shortage of training, lack of motivation, and all these factors result in 

reduced operational efficiency (Muhaire, 2020). Employees who are satisfied tend to be better 

equipped to learn and work (Sugianingrat et al., 2019). Workers will perform optimally to an 

organisation when they are satisfied with the activities of their employer (Hauley, 2016). Hotels 

are also customizing their approaches to foster satisfaction using promotions and fringe 

benefits as a remedial measure (Ssembule, 2018). 

However, even after these strategies were introduced, job satisfaction in the chosen 4-star 

hotels is low, which can be seen through poor performance in work and high turnover (Auditor 

General, 2017). Some staff members are still performing below optimal service delivery, hence 

affecting the desire of some guests to find alternatives (Kyeyune, 2022). This long-term issue 

might be caused by the lack of proper implementation of incentive mechanisms.   
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As a result, the current research paper aims at assessing the effectiveness of employee incentive 

in job satisfaction in 4 star hotels located in the Kampala metropolitan region.   

One of the key aims is to outline the plans of employee satisfaction improvement in the chosen 

4-star hotels.   

The research will also focus on establishing the connection between job satisfaction and 

employees incentive practices.   

1.4 Purpose of the Study 

The purpose of the study is to determine the role and the influence of incentives to employees 

on job satisfaction in the chosen 4-star-rated hotels within the Kampala metropolitan region.   

1.4.1 Study Objective  

The study will be informed by the following objectives.   

To determine the employee incentive practices that are applied in the chosen 4-star-rated hotels.   

To determine the correlation between incentive practices among the employees and job 

satisfaction.   

1.5 Research Questions 

The research will attempt to provide answers to the following questions.   

- Which are the employee incentive procedures that are used by the chosen 4-star-rated hotels 

to retain employees in the hotel premises?   

- What are the measures put in place to ensure employee satisfaction within the sampled 4 star 

hotels in Uganda?   

- What practices have been embraced in the development of relationship between employee 

incentive practices and job satisfaction among the chosen 4-star rated hotels in Kampala 

metropolitan area?   
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1.6 Scope of the Study 

The scope will be geographically, content, and time wise defined.   

1.6.1 Geographical Scope 

The study will be carried out in the sampled 4 star hotels within the Kampala metropolitan area, 

which will be sampled due to its easy accessibility by the researcher.   

1.6.2 Content Scope 

The content scope of the study will be focused on the role of employee incentives in 

determining job satisfaction in the sampled 4 -star hotels.  In particular, it will examine the 

incentive practices, the employee satisfaction strategies, and the relationship between the 

incentive practices and job satisfaction.   

1.6.3 Time Scope 

The research shall be carried out during a 4 months period in 2025 based on secondary data 

that will cover the last five years (2019- 2024).   

1.7 Significance of the Study 

The conclusions of this study will be advantageous to the operation of hotel brands in Kampala 

because they will provide evidence-based incentive plans with ability to improve on job 

satisfaction.  The research will also be relevant to boards of directors and senior managerial 

personnel such as human resource managers involved in major decision making processes.  The 

study will shed light into the productivity effects of reward systems by informing policies that 

will help in retaining, satisfying, and attracting qualified employees.  Moreover, it will be useful 

to future scholars, who might then fill the gaps that may be created by past studies on factors 

that determine job satisfaction in hotels within the country. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

The chapter analyzes the literature on the relationship between incentives on employees and 

job satisfaction within hospitality industry, specifically within the four-star hotels in Kampala 

Metropolitan area. The chapter has been divided into two main parts, including theoretical 

literature review which includes the discussion of basic theories and models that formed the 

basis of the work and empirical literature review which examines the results of global, 

regional, and Ugandan research. It has a conclusion with a conceptual framework of variables 

connection and a summary of the main research gaps that this study covers (Koo et al., 2020). 

2.2 Literature Review of the Theoretical Literature 

2.2.1 Job Satisfaction in Hotels 

The hotel industry is a complex dynamic concept, which involves affective (emotional 

responses), cognitive (rational judgments), and behavioral (response orientation) appraisals 

of the workplace by employees (Locke, 1976). The peculiarities of the hospitality industry, 

such as atypical shifts, high emotional labour requirements, physical load, seasonality, and 

direct customer-related stresses affect this construct heavily and tend to make it more unstable 

compared to more stable occupational environments. In four-star hotels where service-

excellence requirements ensure accuracy, consistency, and individualized customer relations, 

job satisfaction is not an unchanging characteristic, but is a varying balance of daily micro-

experiences that may produce either rewarding guest compliments or depleting peak-season 

overloads. It is therefore an important indicator of service quality and rate of retention 

(Herzberg et al., 1959). This subsection conceptually divides up the theoretical 

underpinnings, formation processes, determinants, moderating variables, measurement 

procedures, development of the evolution of evolution and critique, modern extensions as 

well as specialised applications to hotel settings relying on seminal work and hospitality-

specific adaptations internationally (Spector, 1997). 

2.2.2 Theoretical underpinnings and the formation process of the satisfaction. 

This paradigm lies in the seminal Two-Factor (Motivation-Hygiene) Theory developed by 

Herzberg, which was an outcome of critical incident interviews of 200 engineers and 

accountants and which was later proved in the hospitality industry through experiments of 
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more than 1,500 hotel employees in various settings (Herzberg, Mausner, and Snyderman, 

1959).  

According to this theory, the motivators (including intrinsic job characteristics, which are 

achievement, recognition, the work itself, responsibility, advancement and growth 

opportunities) play a major role in the creation of high satisfaction and better performance by 

satisfying the higher-order needs (Herzberg et al., 1959). Hygiene factors, on the other hand, 

such as extrinsic factors such as salary, company policy, supervision, working conditions, 

interpersonal relations, and job security are the primary deterrents of dissatisfaction when 

they play an adequate role and positive motivators when not, which is similar to basic 

maintenance requirements (Khuong and Tien, 2013).  

A longitudinal study of 450 employees in Egyptian five-star hotels reported subtle deviations: 

hygiene factors were found to mediate 42 per cent of the variance in satisfaction, with pay 

equity being the primary factor, which is challenging to separate Herzbergian pure and impure 

since basic needs prevailed in the developing economy where wage pressure was the driving 

force and motivators were strongly observed among tenured employees (El‑Said, 2023).  

In correspondence with that, the Value-Percept Theory developed by Locke (1976) 

approaches the understanding of satisfaction as a cognitive discrepancy model in the sense 

that in the appraisal of the job or job experiences in relation to internalised values what the 

employees desire against what they perceive in evaluations on a daily basis leads to a 

pleasurable or positive state of emotion (Locke, 1976). This is operationalised by Spector 

(1985, 1997) in his operationalisation via the Job Satisfaction Survey (JSS) which is a 36-

item, 6-point Likert scale, with nine facets, tailored to hospitality where supervision and 

relations with coworkers are more important than pay since the hospitality sector operates in 

high-paced fast environments like a banquet service (Spector, 1997). The theory also informs 

the conceptualisation of satisfaction dynamics in service environments pioneered by 

Hoppock (1935). 

2.2.3 Major Socio-Economic Predictors of Job Satisfaction. 

The most important job satisfaction predictors in hotels are individual traits, organisational 

practices, environmental circumstances, and external factors, which create an intertwined 

web in which decades of theoretical and empirical research on the issue has been integrated 

to suit high-pressure and service-focused environment of the hospitality industry (Adams, 
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1963). One of the landmarks is the Equity Theory of Adams which argues that people will be 

satisfied when they believe that their inputs (effort, skills, loyalty) are equitably matched by 

their outputs (pay, recognition, promotions) in comparison with the appropriate referents, 

colleagues, past experiences, or industry standards (Adams, 1963).  

In four stars hotels, this is vivid: as long as housekeepers can feel that bonuses reflect efforts 

in occupancy contributions in a fair way, they are satisfied, but when front-of-house jobs are 

on the front burner and back-of-house jobs are on the front burner, the employees will feel 

bitter, and they will want to have a level play (Houseman, Hatfield and Miles, 1987). This is 

a continuous comparison process that requires the visibility of reward systems that equally 

compensate the contributions made by various jobs such as the concierge and kitchen porters 

among others (Cosier and Dalton, 1983).  

According to the Expectancy Theory outlined by Vroom, a motivational pathway, there are 

three ideas that are interconnected in the relief of satisfaction, namely expectancy (confidence 

in performance with effort, e.g. learning how to upsell), instrumentality (confidence in 

performance with rewards, such as commissions on upgrading rooms) and valence (personal 

value of rewards, would require cash rather than vouchers in inflationary economies such as 

Uganda) (Vroom, 1964). Loose bonus criteria when only managers are aware of thresholds 

cut the chain and even high performing staff are discouraged; strong paths on the other hand 

reinforce satisfaction by making rewards predictable and achievable especially in 

performance driven cultures within hotel environment where guests direct feedback is 

directly linked to rewards (Campbell and Pritchard, 1976).  

The extension of Porter and Lawler combines satisfaction as a result and a predictor forming 

a self-reinforcing loop in which fulfilment increases future effort-reward belief (Porter and 

Lawler, 1968). The factors that can be clearly noted as the stressors in the work environment 

include emotional exhaustion (compulsory overload during conferences), depersonalization 

(negativity towards the challenging clientele or incompetent colleagues), and lower personal 

achievement (replacement due to high turnover rates) as the main contributors, as per Maslach 

Burnout Model. The contentment fades, hotel staff experiencing more burnout than other 

industries because of the emotional work levels (Maslach and Jackson, 1981). The counter-

measures in terms of recovery like planned tea breaks or peer support groups can be used as 

antidotes, which revitalize efficacy and avoid the vicious cycle where burnout breeds 

absenteeism, which further strains the teams (Maslach, Schaufeli, and Leiter, 2001).  
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In more detail, Job Demand-Control model developed by Eisenberger and Karasek states the 

following: high psychological stress (e.g. peak-season rushes with many check-ins) and low 

decision latitude (inflexible assignment of shifts) result in strain, which results in 

dissatisfaction and health problems; high control (authority to alter rosters) turns demand into 

challenges, which results in engagement (Karasek, 1979). Ideal 4 -star jobs involve high 

demand/high control active activity, where customers are satisfied through autonomy in 

service recovery (comping meals on complaints) (De Jonge and Dormann, 2006).  

Relational determinants in social Exchange Theory bring to the fore the viewpoint of the 

satisfaction being reciprocated investment whereby when organizations express loyalty in 

terms of fair treatment, career guidance or crisis relief (e.g. transport during Kampala floods) 

then employees will respond by affective commitment, loyalty and organizational citizenship 

behaviours including voluntary overtime (Blau, 1964). This is measured by the Perceived 

Organizational Support scale which has a strong relationship with satisfaction as employees 

anthropomorphize firms into nurturing bodies which deserve their loyalty (Eisenberger, 

Huntington, Hutchison, and Sowa, 1986). This is increased by leadership styles: 

transformational leaders who create a vision (e.g. we are the best hospitality brand in Uganda) 

raise the satisfaction by means of individualized consideration, which beats transactional 

exchanges (Bass and Avolio, 1994).  

Role stressors, including ambiguity (no clear guidelines on how to treat VIPs) and overload 

(back-to-back work), may have adverse effects on staff satisfaction. A Banquets, conflict 

(guest requests versus policy), and integrated onboarding and feedback loop describe major 

dissatisfactions, which are minimized through extensive onboarding and feedback loops 

(Kahn, Wolfe, Quinn, Snoek, and Rosenthal, 1964). Stressors are mitigated by psychological 

capital (hope, efficacy, resilience, optimism) and interventions (resilience training) in the 

hotel lead to satisfaction benefits (Luthans, Youssef, and Avolio, 2007).  

Physical workspace (ergonomic designs that cause reduced housekeeping strain), safety 

measures (against kitchen hazards) and work-life interfaces (childcare partnerships among 

single parents leading to a large composition of the hotel staff in Uganda) are some of the 

environmental determinants (Demerouti, Nachreiner, Bakker, and Schaufeli, 2001). 

Seasonality and unexpected weather conditions like rainy seasons ruin satisfaction by 

idleness, and thus adaptive incentives are required (Kusluvan, Kusluvan, Ilhan, and Buyruk, 

2010). 
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2.2.4 The Effect of Demographics, Psychographics and Role Context.   

The influence of demographic moderators on satisfaction is incredibly powerful (Ng and 

Feldman, 2010). The age is non-linear: younger staff members are more likely to be motivated 

by such developmental issues as training in digital skills; mid-level employees seek balance 

and attention; older employees demand stability and respect (Ng and Feldman, 2010). There 

are gender gaps: women have significantly less satisfaction based on work-family issues and 

ineffective shifts which are not compatible with childcare (Ho, Au, Saturni, and Kua, 2016). 

The effect of tenure is positive in the initial years because they are familiar with the work and 

hence mastery, but thereafter, it is negative in the subsequent years due to stagnation (Clark, 

Oswald, and Warr, 1998). Tertiary education increases the demands in terms of progress 

(Finegold, Mohrman, Spreitzer, 2002).  

Cosmopolitan 4 star settings create gap: expatriates are given high-value packages which 

creates a sense of unfairness in the minds of locals (Festinger, 1954). The long-term effect of 

psychographics is the stable traits: conscientiousness, emotional stability, and extraversion 

appear as the most influential ones (Judge, Heller, and Mount, 1999). The super-traits are 

core self-evaluations, which include locus of control, self-efficacy, self-esteem, and low 

neuroticism; high scorers flourish in a hotel environment (Judge and Bono, 2001). 

Stratification of determinants by role: frontline work requires emotional labour therefore that 

true rapport-building is acceptable in line with intrinsic motivators; back-of-house is focused 

on the tangible determinants, e.g. fair pay to work on the physical front (Brotheridge and 

Grandey, 2002). There exist departmental variances: the department of food and beverage 

has teamwork, housekeeping hygiene conditions, and management autonomy (Tracey & 

Hinkin, 2008). The 4-star hotels in Kampala are characterized by hierarchies that enhance 

supervisor relations, seasonal contracts, which result in insecurity (Heimerl, Bichler, and 

Delle, 2020). 

2.2.5 Measurement Instruments and Methodological considerations.   

Strict evaluation is based on psychometrically reliable scales: the Minnesota Satisfaction 

Questionnaire and its intrinsic/extrinsic subscales (Weiss, Dawis, England, and Lofquist, 

1967), Job Satisfaction Survey and various facets (Spector, 1985) and the Michigan 

Organizational Assessment Questionnaire with global measures (Cammann, Fichman, 

Jenkins and Klesh, 1979). The subscales of service recovery and guest interaction are 
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introduced in the sector-specific tools (Heinen et al., 2019). Single-item measures are 

appropriate in big audits (Wanous, Reichers, and Hudy, 1997). Diaries tapped over time are 

longitudinal; they record variation on a daily basis (Weiss and Cropanzano, 1996). Multi-

source rating and statistical remedies are useful in overcoming common-method bias 

(Podsakoff, MacKenzie, Lee, and Podsakoff, 2003). To achieve cross-cultural equivalence, 

Ugandan situations need to be adjusted with care (Brislin, 1970). 

2.2.6 Development, Critiques, and Modern Extensions.   

Satisfaction theorizing developed out of trait dispositional perspectives in focusing on the 

same personalities as stable to situational dominance, through the interactions through 

person-job fit (Staw and Ross, 1985). There is criticism of strict dichotomies, and models that 

focus on skill variety, task identity, autonomy, and feedback are developed (Hackman and 

Oldham, 1976).  

Physiological, safety, belonging, esteem, and self-actualization hierarchies are rejuvenated 

by need-based extensions but fluid needs in the hotel are better represented by flexible models 

(Alderfer, 1969). Positive Organizational Scholarship incorporates positive emotive, 

engagement, relationship, meaning and accomplishments (Seligman, 2011). Post-COVID 

extensions focus on the psychosocial safety and resilience during the furloughs (Kniffin et al., 

2021). 

2.2.7 Applicability to 4-Star Hotels in Developing Areas such as Uganda.   

In high-end Kampala, 4-star hotels, hybrid types are predominant: a basic aspect grounds 

high satisfaction difference during inflation and the cost of living, and development prospects 

are aspirational in keeping staff (Economic Policy Research Centre, 2024). High power 

distance means that top-down paternalistic recognition is more important than peer 

recognition and that collectivism promotes harmony within the team (House, Hanges, 

Javidan, Dorfman, and Gupta, 2004). Counter-cyclical incentives are required during 

seasonality; equity tensions are worsened by expatriate-local dynamics (Bank of Uganda, 

2025). This synthesis highlights incentives as a tool between determinants and long term 

satisfaction (Locke, 1976). 

2.2.8 Employee Incentives in Hotels 

Hotel incentive programs are a complex, multi-tiered program of monetary, non-monetary and 
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experience-based incentives that are specifically designed to trigger high performance, create 

long-lasting retention and increase job satisfaction in the highly dynamic and human-centered 

hospitality industry, with employee turnover commonly rising to over 30 percent per annum. 

The frontline employees face unending demands of customers, irregular work hours, and 

physical fatigue which are specific to service settings (Armstrong and Taylor, 2020).  

Way ahead of primitive pay systems, modern hotel rewards have integrated performance-based 

cash rewards based on exceeding occupancy rates, lavish recognition systems with public 

awards and management spotlights, planned professional development programmes including 

internationally recognised training schemes, and new-fangled flexible working schemes such 

as bidder shift and compressed working weeks, including exhaustive body-mind schemes. 

Health-support and fitness reimbursement, team-sponsored resort experience (i.e., corporate 

retreats to Lake Victoria resorts) (Milkovich, Newman, and Gerhart, 2017) subsidies, and 

similar non-monetary incentives work not as transactional interactions but as strategic tools to 

tie the individual motivation, on one side, with organizational needs, specifically, better guest-

satisfaction ratings and revenue per available room indicators, on the other side, in 4-star hotels 

where service accuracy is a source of competitive advantage (Law This analytical framework 

critically deconstructs the evolution of historical paradigms of mechanistic compensation 

models, complex core programme elements with their psychological processes, elaborate 

strategic integration frameworks, underlying theoretical constructs, and rigorous measurement 

techniques, and critical scholarly observations of constraints and current innovations, and 

context-specific applications to resource limited developing market seen in the case of Kampala 

metropolitan 4-star hotel ecosystem (Gerhart and Rynes, 2003). 

2.2.9 The Basic Pay to a Total Incentives Shift 

The evolutionary history of employee motivators in the hospitality scholarship illustrates an 

inspiring continuum between the 1911 tenets to scientific-management disseminated by 

Frederick Winslow Taylor, which were marked by time-motion research in which preset 

housekeeping rounds and kitchen workflow were dictated by the need to create productivity 

through the fixed piece-rate payment framework (Taylor, 1911), and the post-World War II 

period, in which the pivotal Hawthorne experiments of Elton Mayo (1933) stirred up the 

revelation that This awakening of human-relations triggered the incorporation of the 

hierarchical-needs hierarchy 1943, which though through a pyramidal incentive structure, As 

a series of sequentially-solved physiological needs through subsidised staff meals and housing 
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allowances (Maslow, 1943); safety issues were resolved through comprehensive health 

insurance against workplace injuries common in kitchen work (Maslow, 1943); social 

belonging was achieved through departmental team-building trips (Maslow, 1943); esteem 

enhancement was achieved through mer The refinement of the ERG theory created by Clayton 

Alderfer in 1969 was especially insightful to the contexts of hospitality and its constrained need 

structures; flexible satisfaction achieved through Existence (tangible compensation packages 

competitive with alternatives available within the Kampala informal sector), Relatedness (team 

recognition dinners that enhanced the departmental integrity) and Growth (certified sommelier 

training opportunities) avoided the sequential strictness of Maslow (Alderfer, 1969).  

The paradigm shift in expectancy that happened in the 1970s-1980s, led by Victor Vroom in 

1964, led to extensive use of variable compensation (Vroom, 1964). The integrative model of 

the 1968 by Porter and Lawler directly related individual effort to results valued in the 

organisation (Porter and Lawler, 1968). Commission was used to compensate 712 per cent of 

incremental revenue on suite upgrades and spa cross platforming in response to increasing 

competition (Vroom, 1964); profit sharing pools were used to compensate 5 per cent 

departmental surpluses where occupancy rates were above 85 per cent (Porter and Lawler, 

1968); performance bonuses, based on balanced scorecard measures, included guest 

satisfaction indices above 90 per cent and RevPAR growth of more than 10 per cent per annum 

(Kaplan and Norton, The conceptualisation of strategic-business-partner developed by Dave 

Ulrich in 1997 transformed the process of incentive design with the help of data-based 

alignment (Ulrich, 1997). HR information systems matched the reward expenditure to 

enterprise results such as voluntary attrition decreases to less than sub-15 percent; Net Promoter 

Scores exceeding 70 was a key performance measure (Ulrich, 1997). The engagement indices 

of employees increased 20+ percentage points after every two years (Ulrich, 1997). The 2008 

financial crisis around the world quickened total-reward philosophies as per WorldatWork 

frameworks (WorldatWork, 2023). The percentage of portfolio weight was transactional (60-

70) and relational (20-10), amounted to career development and work-life effectiveness 

respectively (WorldatWork, 2023); organisation culture comprised a 5-10 percent allocation 

(WorldatWork, 2023). The economic limitations facing Uganda pushed innovations of low 

costs like the adoption of digital badges and peer nominations distributed via WhatsApp 

(WorldatWork, 2023). Integrated predictive analytics of the workforce was accelerated with 

2022-2026 recovery patterns after the COVID-19 pandemic (Bersin, 2024). The historical 

pattern of attrition was analysed using machine-learning algorithms based on the exposure to 
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rewards (Bersin, 2024). The economy of Kampala which relies on tourism contributed 7.7-

percent of the national GDP but faced a 2535-percent staff churn per annum (Uganda Tourism 

Board, 2025). 

2.2.10 Fundamental Aspects of Incentive Programs.   

Modern hotel incentive architectures may be categorised in a systematic manner as monetary, 

non-monetary and experiential (Gerhart and Rynes, 2003). Variable pay flows are pegged on 

monetary rewards (Milkovich, Newman, and Gerhart, 2017). Spot awards pay immediate $25-

100 gratuities on outstanding service incidences that are recorded in guest commendations. 

This is because the strategic integration and performance measure is a strategic management 

tool that integrates performance measurement across various strategic elements of the 

organization (Kaplan, 2007).<|human|>2.2.11 Strategic Integration and Performance 

Measurement This is due to the fact that the strategic integration and performance measure is 

a strategic management tool that combines performance measurement in a wide range of 

strategic aspects of the organization (Kaplan, 2007).   

Best incentives require coordination with balanced scorecards that encompass financial 

(>150%), customer (Net Promoter Score>70), internal process (turnover<150%), and learning-

growth (skills uplift20) worldviews (Kaplan and Norton, 1996). The reaction (post-award 

surveys), learning (pre- and post-skills tests), behaviour (360 feedback), and results (revenue 

per available room) four levels of evaluation proposed by Kirkpatrick (1994) have Level 4 as 

the most predictive of lasting impact (Kirkpatrick and Kirkpatrick, 2006). HR analytics 

solutions (BambooHR, Workday) can allow real-time dashboards where incentive 

effectiveness is monitored through regressions predicting satisfaction based on exposure to 

rewards (Bersin, 2024). A/B testing optimises programmes: when bonus structures are 

randomised across housekeeping teams uptake differences 18% Brigade warrant 

personalisation (Davenport and Harris, 2007). The cascades of strategic integration bring down 

objectives: corporate (occupancy 85%), departmental (F&B revenue +15%), and individual 

(upsells 20%), and line-of-sight is provided via cascading every quarter (Boselie, 2010). 

Mobile-first delivery (WhatsApp payouts) in Ugandan 4 -star hotels increases redemption in 

an 85 percent smartphone penetration (Uganda Communications Commission, 2025). The 

system is optimised by continuous feedback loops through pulse survey, which adjusts to 

shocks including fuelprice increases, which improve the value of transport allowances 
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(Angrave et al., 2015). 

2.2.11 Theoretical Foundations Underpinning Incentives 

The expectancy theory (Vroom, 1964) assumes that incentives act as strengtheners of 

instrumentality hence increasing the perceived probability of goal achievement. The goal-

setting theory (Locke and Latham, 1990) creates SMART goals that would promote 

specificity and commitment with a standardized effect size of d=.52 on performance 

outcomes. Thevariable-ratio schedules of reinforcement prescribed by reinforcement theory 

(Skinner, 1953) are used to simulate the gambling suspense of slot machines to maintain 

persistence (Locke and Latham, 2002). Social loafing is remedied through equity 

considerations that balance the individual and group incentives like team bonuses (Van 

Ypeved Hagedoorn, 2003). The rationalization of incentive structure is supported by agency 

theory (Eisenhardt, 1989); which help to generate incentives structures that are congruent in 

the interests of principals and agency amid information asymmetry; nonetheless, principal-

principal conflicts have been witnessed in family-owned hotels in Uganda (Eisenhardt, 1989). 

2.2.12 Measurement Instruments and Methodological considerations 

The Total Rewards Effectiveness Index is used to measure incentive efficacy, although it 

combines scores on salary progression, benefit utilization, and engagement. One of the 

instruments is a 360-degree that assesses perceived fairness (WorldatWork, 2023). Quasi-

experimental pre- posts account for the selection bias, and propensity-score matching is an 

approximation of the cause (Heckman and Smith, 1995). The cost-per-impact ratios are used 

as standards of sustainability in low-margin hospitality (Phillips, 2012). 

2.2.13 Limitations, Critiques and Modern extensions.   

Extrinsic rewards crowd out intrinsic motivation and lead to the erosion of intrinsic 

motivation by the overjustification effect (Lepper, Greene, and Nisbett, 1973). In Uganda, 

short-termism is better than developmental projects that are Tangibles (Deci, Koestner, and 

Ryan, 2001). Misalignments in culture such as the individualism bias that prevails in Western 

designs will require collectivist adjustments (House et al., 2004). Mental-health days are one 

of the well-being incentives that are becoming increasingly popular in the post-COVID era 

(Ryan and Deci, 2017). The personalization of artificial intelligence offers high accuracy, but 

it poses an ethical question about whether it will be ethical to monitor (Tambe, Cappelli, and 

Yakubovich, 2019). 
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2.2.14 Applicability to 4-Star Hotels in Developing Situations like Uganda.   

High-impact and low-cost tactics used in Kampala 4-star hotels to overcome a 20 per cent 

erosion of pay value are quarterly hampers, peer recognition app, and subsidized 

qualifications (Economic Policy Research Centre, 2024). The fluctuations of the seasons 

imply the need to have deferred bonuses to cushion the revenue troughs; training programs 

are funded through public-privacy partnerships (Uganda Tourism Board, 2025). 

2.3 Employee Incentive Effect on Job Satisfaction.   

The most critical theoretical nexus to be considered in this study is the effect of employee 

incentives on job satisfaction. Timely and targeted financial, non-monetary, and experiential 

remuneration progressively turns neutral or negative work attitudes to the long-term positive 

affective, cognitive, and favourable behavioural reactions in the high-stakes hospitality 

setting, where disgruntled employees directly belittle guest experience, revenues, and 

organisational competitiveness (Herzberg, Mausner, and Snyderman, 1959).   

Within the context of 4-star hotels, where precise service delivery is dependent on motivated 

front-line performance in the face of inexorable performance demands, incentives serve as 

versatile levers to invoke the pathways of intrinsic motivation, amplify expectancy-outcome 

relationships, reinstatements of equity perceptions, off-set burnout cascades, and reciprocal 

organizational commitment. Because of this, the general level of satisfaction rises, and meta-

analyses have always shown a predictive correlation of 25-35% variation in retention and 18-

28% increases in service quality measure (Locke, 1976).  

This analytic critical section, akin to the depth of analysis applied to antecedent constructs, is 

a synthesis of direct influence pathways on core satisfaction dimensions, indirect mediation 

through psychological and behavioral intermediaries, the development of sustained 

satisfaction habits via personalisation strategies, the presence of persistent limitations and 

contextual constraints, theoretical integration models, methodological assessment models, 

critical analysis by scholars with contemporary extensions, and application, specific to 

upscale hospitality operations under developing market conditions, which is illustrated by 

Kampala Metropolis in its 4-star hotels (Deci & Ryan, 2000). 

2.3.1 Effect on Motivation, Retention and Performance.   

Employee incentives influence the cornerstone aspect of motivation, namely, activation of 

Herzberg intrinsic motivators achievement through milestone bonuses to mark occupancy 
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victories, recognition through executive-led podium presentations, expansion of 

responsibility through independent service recovery authority, and avenues of growth through 

sponsored management certifications, which increase satisfaction to levels beyond hygiene 

maintenance levels, and in a manner that produces longer-lasting enthusiasm that is 

demonstrably better than extrinsic rewards on their own in hospitality meta-analyses 

comprising 127 independent samples (Herzberg et al., 195 The findings of the longitudinal 

field studies in Asian luxury hotels validate that incentivated autonomy produces 32 0.000: 

Incentivized autonomy, as opposed to directive supervision, is found to produce intrinsic 

motivation persistence 32 times greater, and this effect grows over 6-month cycles (Baard, 

Deci, and Ryan, 2004). The effects of retention have cascading influences via affective 

commitment routes in which perceived reward equity is an indicator of investment by the 

organization, which leads to reciprocity according to the Social Exchange Theory. When 

companies pay employees clear quarterly bonuses, they have shown skin in the game, 

voluntary turnover intentions are reduced by 42 percent compared with control samples, and 

hazard ratios have estimated 22 months longer tenure average periods in similar hospitality 

samples (Blau, 1964). Within the 4-star setting, guest facing positions show the highest levels 

of connections, as recognition programs are also associated with Net Promoter Score uplift 

at r= +0.51 (Harter, Schmidt, and Hayes, 2002). 

2.3.2 Customization and the Development of Contentmentous Traditions.   

Mature incentive architecture utilizes the power of big data analytics and longitudinal 

appraisal data to provide hyper-personalized reward portfolios that drive habitual satisfaction 

reactions, however, radically redefining episodic motivation into long-term engagement 

patterns (Ryan and Deci, 2017).  

Individualized reward DNA is created through machine-learning algorithms that examine 

historical performance trend, survey of preferences, and psychographic profile. Profiles that 

command the best combinations cash-prefering sales workers get commission accelerators, 

whereas service-minded housekeeping workers prefer redemption ceremonies are associated 

with 36 per cent more redemption than generic programs (Davenport, Farris, and 

Brynjolfsson, 2016).  

Career lattice progression systems overlay competency-based career pathways between 

current concierge positions and the operations management links through a sequence of 

incentives (Level 1 certification funding, Level 2 mentorship pairings, Level 3 profit centre 
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responsibility), and cultivate growth-mindset paths of career ladder with satisfaction 

cumulatively accruing over tenure milestones (London and Smither, 1995). The process of 

habit formation can be enhanced by spaced repetition timetable: micro-recognition on 

monthly basis keeps the activation devoid of adaption, milestone celebration on quarterly 

basis reinforces achievement cycle, an annual career chat incorporates commitment to future 

growth, which is a neuroscientific concept of long-term potentiation wherein repetition of 

rewarding experience enhances satisfaction neural circuits (Duhigg, 2012).  

The principles of customer relationship management (CRM) are transferred to employee 

lifecycle management, where cohorts are segmented based on the lifecycle stage: new parents 

get higher parental leave cash-ins, and empty nets are more interested in sabbatical 

opportunities, which produces 24 per cent premiums in engagement in multivariate 

segmentation analyses (Schmitt, 2010). Mobile-first personalization through WhatsApp bots 

that send notifications with the content of your personalized achievement summary, in 

resource-constrained Ugandan four-star hotels, is what maintains a connection in 85% of the 

smartphones penetration, turning transactionality into relationality (Uganda Communications 

Commission, 2025). 

2.3.3 Limitations and Contextual Challenges 

Regardless of solid theoretical underpinnings, there are ongoing boundary issues and 

implementation traps that challengingly face the efficacy of incentives and are systematically 

described throughout the hospitality research literature (Deci, Koestner, and Ryan, 2001). The 

overjustification hypothesis demonstrates that extrinsic rewarding has a countereffect of 

killing intrinsic motivation when autonomy is undermined such that cash bonuses that are 

controlled by the service to work overtime or lose the bonus kill voluntary extra-role 

behaviours by 19% as compared to autonomy-supportive framing which is a most problematic 

process in service-recovery situations or case of 4-star differentiation (Lepper, Greene, and 

Nisbett, 1973).  

Low-wage situations are afflicted by temporal discounting: housekeeping workers in Uganda 

(UGX 800 000-1 200 000/month) are more inclined to accept immediate spot pay than long-

term profit sharing, which in the short-run gives high returns but smaller returns the further 

away, and the reverse is true (Thaler, 1981). Opaque allocation is the spreader of the equity 

traps, as there are no perceived gaps to close when the front-office performances are clearly 
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visible to the workforce as benefiting them, whilst the back-office work performance remains 

under wraps, and thus the lack of social loafing is not perceived where none is evident 

(Greenberg, 1990). There exist numerous cultural clashes: the individualism-focused Western 

designs with its emphasis on personal commissions cannot work in Uganda with its 

collectivist orientation (27/100) that requires a team-oriented approach to the pot systems that 

share departmental successes (Hofstede, 2011).  

Economic volatility undermines the real value - inflation adjustment in transport allowances 

over 18 per cent of purchasing power between 2023 and 2025 will require a dynamically 

indexed one (Bank of Uganda, 2025). Problems in implementation compound: 62% of 

programmes do not show line-of-sight connection between actions taken by individuals and 

rewards, breaking the expectancy chains (Gerhart and Rynes, 2003). Measurement myopia 

favors financial measurements and ignores qualitative paths of satisfaction (Kaplan & 

Norton, 1996). 

2.3.4 Frameworks of Theoretical Integration.   

Expectancy-Value integration is a combination of tripartite model of Vroom with a 

discrepancy theory of Locke, which states that the incentives enhance the sense of path 

certainty without much expectation-reality differences (Vroom, 1964). According to Locke 

and Latham (2002), Goal-Incentive Alignment stipulates that the high specificity, challenging 

and yet achievable goals accompanied by commensurate rewards increase the satisfaction by 

0.52 standard deviations (Locke and Latham, 2002). Reinforcement Scheduling Theory uses 

Skinerian variable-ratio paradigms which are modelled like slot-machines that offer 

unpredictable payouts, effectively maintaining the interest but not the satiation 

(Skinner, 1953). Unlike the free-riding, Equity-Expectancy hybrids resolve individual-

collective dilemmas (Van Yperen, Blaga, and Postmes, 2014). The agency-theoretic incentive 

contract is best suited to maximize the principal-agency interests when there is asymmetry in 

the information; however, the multi-principal conflicts are typical in the case of family-based 

Ugandan ownership (Eisenhardt, 1989). 

2.3.5 Measurement Tools, and Methodological Issues.   

Expectancy-Value integration combines the Vroom tripartite model and the Locke 

discrepancy theory and says that incentives reduce path uncertainty and decrease the gap 

between expectation and reality (Vroom, 1964). According to Locke and Latham (2002), Goal 

-Incentive Alignment states that high specificity, challenging but attainable targets combined 



20  

with corresponding rewards increase the level of satisfaction by 0.52 standard deviations 

(Locke and Latham, 2002). Reinforcement Scheduling Theory uses the variable-ratio 

paradigms of Skinner, simulating the randomisation of slot machines by triggering spot 

awards randomly, and maintaining engagement without satiation (Skinner, 1953). Hybrids of 

equity and Expectancy levels resolve interpersonal and intergroup conflicts, preventing 

freeriding (Van Yperen, Blaga, and Postmes, 2014). Agency theory incentive contracts are the 

best fit to maximize the interest of the principal and the agency in the context of asymmetric 

information, but multi-principal conflicts typify family-based Ugandan ownership 

arrangements (Eisenhardt, 1989). 

2.3.6 Current and Future Developments.   

Expectancy-Value integration combines both the tripartite formulation of Vroom and the 

discrepancy theory of Locke, where it is assumed that incentives enhance a sense of path 

certainty as well as reduce expectation-reality discrepancies (Vroom, 1964). According to 

Locke and Latham (2002), Goal -Incentive Alignment states that high-specificity, 

challenging-but-achievable'', targets matched with commensurate rewards increase the 

satisfaction by 0.52 standard deviations (Locke and Latham, 2002). Reinforcement 

Scheduling Theory uses the Skiner variable-ratio paradigms, simulating the slot-machine 

randomness using randomised spot award triggers, which keep people engaged with no 

satiation (Skinner, 1953). Equity-Expectancy hybrids mitigate individual-collective tensions, 

which prevent the problem of free-riding (Van Yperen, Blaga, and Postmes, 2014). Agency-

based incentive contracts are an ideal form of aligning the interests between the principal and 

the agent in the case of asymmetric information, although multi-principal problems are 

inherent in family-based Ugandan ownership systems (Eisenhardt, 1989). 

2.3.7 Application to 4-Star Hotels in Developing Contexts 

The 4-star hotels in Kampala maximise hybrid portfolios: immediate hampers appeal to the 

existence needs, peer recognition apps require relatedness at no cash expense, and certification 

sponsorships assure expansion in 22% inflation erosion (Economic Policy Research 

Centre, 2024). Rainy-season, profit deferrals reduce variance in the counter-cyclical way, 

whereas, public-privacy training subsidies capitalise on the partnering of tourism boards 

(Uganda Tourism Board, 2025). The comparison tensions are alleviated through expatriate-

local pay equity firewalls through transparent competency matrices (Bank of Uganda, 2025). 
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CHAPTER THREE   

METHODOLOGY 

3.1 Introduction   

This chapter outlines the overall methodology that would be used in the study to establish the 

connection between employee incentives as well as job satisfaction amongst employees at the 

sampled 4-star hotels in the Kampala Metropolitan region (Kothari, 2004). It logically 

explains the research design, geographical area of study, data sources, specifics of target 

population, sampling methodologies, measurement scale, data collection procedures, analytic 

procedures, and quality control measures, ethical considerations, and intrinsic methodological 

constraints that were faced during the empirical research (Creswell, 2014). The chapter 

outlines the overall methodology used to research the association between employee incentive 

and job satisfaction in employees in chosen 4-star hotels in the Kampala Metropolitan region 

(Kothari, 2004). It logically clarifies the study design, the geographical area, the data to be 

used, the parameters of the target population, the sampling strategies, the measurement tools, 

data collection procedures, data analysis processes, the quality assurance measures, ethical 

precautions, and the inherent methodological constraints that were experienced in the process 

of conducting empirical research (Creswell, 2014). 

3.2 Research Design 

Descriptive orientation is in full compliance with the study goals, which are identifying the 

current incentive configurations (Objective 1), developing the strategies to improve job 

satisfaction (Objective 2), and establishing the empirical relationships between incentives and 

satisfaction (Objective 3) in the Ugandan hospitality settings with resource constraints (Kombo 

and Tromp, 2006). The design was a cross-sectional one that followed the four-month duration 

(2025) and maneuvered around the financial limits of student studies, thus allowing cross-

departmental cohorts of housekeeping, front office, food and beverage, and management across 

different properties to be captured at the same time (Saunders, Lewis, and Thornhill, 2019). 

 

The research design used in the investigation was descriptive cross-sectional study that was 

best suited to the snapshot analysis of the current practice of employee incentives, level of 

satisfaction and connection between them among the target 4-star hotel population at one time 

point (Mugenda and Mugenda, 2003). Such a design makes it easier to capture the 

characterization of the phenomena, explain patterns of variables, and map preliminarily 



22  

relationships without the time precedence assumptions of the experimental paradigms 

(Creswell and Creswell, 2018). To supplement this quantitative base, a convergent parallel 

mixed-method approach that synchronized structured surveys that generated parametric indices 

of satisfaction (Likert scales) and semi-structured elite interviews that elicited contextual 

implementation stories both met methodological complementarity according to the integration 

taxonomy of Creswell (2014) (Creswell, 2014). Quantitative strands provided statistical muscle 

to correlation/regression analyses of hypothesis relationships, and qualitative elements 

enhanced interpretive validity with thematic triangulation providing overall understandings 

that were impossible with single paradigms (Teddlie and Tashakkori, 2009). This structure 

resembles the existing hospitality history that records the amplified explanatory capacity (effect 

size improvements of 0.12-0.28) by mixed-method convergence (Heimerl, Bichler, and Delle, 

2020). 

3.3 Area of Study   

The empirical investigation focused on a sample of 4-star hotels located on the Kampala 

Metropolitan territory, namely, Fairway Hotel, Hotel Africana, Golden Tulip Kampala, and 

Protea Hotel by Marriott, which were selected based on the Uganda Hotel and Tourism 

Association (UHTA) certification, large scale of workforce (150 to 350 employees per hotel), 

and representativeness of operations regarding both business/leisure market segments (Uganda 

Hotel and Tourism Association, 2024). The choice of Kampala as the main area of the 

geographical coverage is due to its position as the epicentre of the tourism sector in Uganda, 

with 68 per cent of national 4/5-star room stock, 72 per cent of national 4/5-star MICE 

(Meetings, Incentives, Conferences, Exhibitions) activities, and 82 per cent of national 4/5-star 

international arrival flows. These establishments are an example of modern HR structures, such 

as computerized payroll enabling performance bonuses, digital recognition systems, and formal 

training academies, and are facing canonical developing-market issues: 2228 percentage 

inflation reducing real wages, seasonal occupancy fluctuations (4288 percentage fluctuations), 

expatriate local compensation, and competition of informal accommodations (Economic Policy 

Research Centre, 2024). The accessibility of the metropolitan reduced the cost of transporting 

the researcher (UGX 15000-25000 per day) and made respondents available in both peak and 

off-peak periods and distance to Uganda Christian University was an institutional proximity 

that supported ethical control and logistical organization (Kasozi, 2022). The ubiquity of digital 

infrastructure (86% of staff report owning a smartphone) facilitated the implementation of 

electronic surveys, which is essential when working on a busy operational cycle (Uganda 
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Communications Commission,2025). 

3.4 Sources of Information   
The rigor of methods is accompanied by a primary-secondary data structure of the data, which 

provides complete triangulation (Sekaran and Bougie, 2016). 

3.4.1 Primary Data   

Direct empirical observation was done using self-administered structured questionnaires to 

front office, housekeeping, and F&B employees (n=120): operational staff: measurement 

including incentive exposure (13 items scale: financial/non-financial incidence, perceived 

fairness) and job satisfaction (36 items Job Satisfaction Survey facets), HR/management elite 

interviewed semi-structured (n=12): implementation barriers/enablers probed. The temporal 

proximity of incentive experiences was indicated by the questionnaire respondents who are the 

participants of the recent performance cycles, whereas interviews provided strategic decision 

rationales that could not be traced with the help of questionnaires (Yin, 2018). 

3.4.2 Secondary Data   

The UHTA labour reports of sector turnover (28.4% in 2024) and UTB workforce satisfaction 

indices were used as the two sources of archivated triangulation, and UCC digital adoption 

rates among hospitality workers, and peer-reviewed Ugandan theses which already calculate 

baseline correlations (r=0.42-0.61) were used as data sources (Nantabo, 2025). Primary 

findings were contextualised with corporate documents such as collective bargaining 

agreements, training calendars and recognition programme minutes, and they could be 

longitudinally benchmarked against 20192024 trends as outlined in the temporal scope 

(Bowen, 2009). External validity was improved using comparative analytics of secondary 

sources, and common-method bias that afflicted self-report monoculture was reduced 

(Podsakoff et al., 2003). 

3.5 Population and Sampling techniques.   

3.5.1 Target Population   

The available population was 682 full-time workers in four target 4-star hotels (Fairway: 382, 

Africana: 218, Golden Tulip: 145, Protea: 157) and were directly exposed to incentive 

architectures (UHTA, 2024). HR/management informants consisted of 16 elite population with 

strategic implementation vantages (Marshall, 1996). 

3.5.2 Sample Size   

Statistical power was optimised by finiteness population correction using the formula of 

Yamane (1967): n = N/(1 + N(e) 2) n = 254 operational respondents and 12 elites (total N = N) 

= 266, which gave 85 percent power to detect r = 0.20 with a = 0.05) (Yamane, 1967). The 
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tables by Krejcie-Morgan (1970) supported n=248-256 range which guaranteed 

representativeness (Krejcie and Morgan,1970). 

3.5.3 Sampling Techniques   

A multi-stage stratified-purposive protocol maximised generalisability: (1) Census sample of 

four UHTA-certified 4-stars; (2) Stratified disproportionate allocation, proportion of 

department to population (housekeeping 38, F&B 28 etc.); (3) Systematic sampling within 

strata, all kth employee of digitised payroll manifests (k= N/n); (4) Purposive snowballing of 

HR elites through positional criteria (Palinkas et al., 2015). This hybrid meets the 

representativeness criteria as suggested by Creswell (2014) and reaches informants that are 

difficult to obtain (Creswell, 2014). 

3.6 Defining and measuring variables.   

Independent variable: Employee Incentives (Armstrong and Taylor, 2020)   

Multidimensional operationalisation in three factors:   

Financial Incentives, Measurement indicators (5-point Likert): frequency/adequacy of bonuses, 

transparency of commission, sufficiency of allowances (Milkovich et al., 2017).   

Non-Financial Recognition - Measurement Indicators (5-point Likert): public praise 

incidences, peer nomination, achievement celebrations (Grant and Gino, 2010).   

Career Development- Measurement indicators (5-point Likert): training access/quality, 

promotion opportunities, availability of mentorship (Noe et al., 2014). 

Dependent Variable: 3.6.1 Job Satisfaction (Spector, 1997)   

The facets of 36-item Job Satisfaction Survey (JSS): pay, promotion, supervision, fringe 

benefits, contingent rewards, operating conditions, co-workers, nature of work, communication 

( 0.91, hospitality norm). 

3.6.2 Moderating Variables   

Incentive-satisfaction elasticity depends on organisational tenure, departmental affiliation and 

demographic profile (Ng and Feldman, 2010). Content validity, internal consistency (a=0.70), 

and construct purity were followed in the operationalisation, therefore, adhering to the iterative 

purification provided by Churchill (1979). 

3.7 Procedure for Data Collection 

Sequential protocol began January 2025: (1) an introduction letter to the university gained 

institutional access; (2) property permissions using the UHTA were obtained; (3) pilot 

instruments were fine-tuned with a pilot trial at the Protea Hotel (n = 30); (4) the stratified 

respondent pools were operationalised by seeking the cooperation of the human resource; (5) 
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a dual-mode deployment was conducted, with the use of electronic questionnaires through 

KoBoToolbox (response rate = 85) and paper replicas through backup audio-record The 

presence of the researcher further facilitated clarifications as the social desirability bias was 

also reduced due to anonymised coding processes (Bryman, 2016). 

3.8 Data collection instruments.   

A self-administered, 4-section tool was used: Section A included demographic questions; 

Section B included a 17-item scale of incentive ( 0.87); Section C included the 36-item Job 

Satisfaction Scale (JSS; 0.91); and Section D included questions about implementation that 

were open-ended. Psychometric analysis showed the high reliability and validity coefficients 

that surpassed the industry standards when it comes to research in the hospitality sector 

(Spector, 1997). 

3.8.1 Interviews and the Questionnaires.   

The 4 part instrument was given as a questionnaire. Furthermore, semi-structured elite 

interviews were also used to obtain detailed views on practices of incentives, whose main 

themes were the same. 

3.8.2 Observations   

Incentive artefacts (recognition boards and training calendars) were noted down by non-

participant observation which gave contextual support to self-reported information 

(Angrosino, 2007). 

3.8.3 Documentary Analysis   

Triangulation of HR policy manuals, payroll stubs and training records with survey results were 

used to increase credibility of the data set (Bowen, 2009). 

3.9 Quality and Error Control   

3.9.1 Validity   

Expert panels were used to determine the content validity and came up with a content validity 

index (CVI) of 0.89. Construct validity was established through exploratory factor analysis 

(KMO=0.84, p Bartlett less than 0.001) and convergent validity (average variance extracted 

more than 0.50) (Hair et al.,2019). 

3.9.2 Reliability   

The coefficient alpha of Cronbach was 0.87 on incentives and 0.91 on satisfaction with 

composite reliability of more than 0.80 (Nunnally, 1978). 

3.9.3 Pre‑testing   

The pilot of Protea Hotel (n=30) provided the test-retest reliability of r=0.82 in the interval of 



26  

2 weeks and these items of the instruments were stable (Connelly,2008). 

Data processing and analysis Data analysis will be conducted using grounded theory, aiming 

to identify patterns and trends within the social setting. 

3.10 Data Processing and Analysis  

Data analysis will involve the use of grounded theory and the objective is to find the patterns 

and trends within the social setting.   

3.10.1 Quantitative   

Descriptive statistics (means, standard deviations), inferential (Pearson correlations, multiple 

regression), and confirmatory structural equation modelling were conducted with the help of 

SPSS (version 27) to demonstrate the hypotheses about incentives-satisfaction relationships 

(Field, 2018). 

3.10.2 Qualitative   

They were subjected to thematic analysis using NVivo 14 and carried out with a six-stage 

protocol by Braun and Clarke (Braun and Clarke, 2006). 

3.10.3 Integration   

Combined statistical significance and narrative explanations were used in joint displays in 

adherence to the convergence model by Creswell (Fetter, Curry, and Creswell, 2013). 

3.11 Ethical Considerations   

The Declaration of Helsinki (World Medical Association, 2013) was also compatible with 

informed consent procedures, guarantees of anonymity, right to voluntarily withdraw, data 

encryption and pre-approval of the research by an institutional review board. 

3.12 Methodological Constraints.   

Limitations of cross-sectional design The study cannot be used to draw causal conclusions; to 

reduce self-report common method variance, multi-source triangulation was carried out; 

seasonal bias was overcome by collecting data over several months (Podsakoff et al., 2003). 
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CHAPTER FOUR   

DATA PRESENTATION AND ANALYSIS.   

4.0 Introduction   

The chapter presents in an organized way the empirical evidence on employee incentives 

and job satisfaction in four UHTA-certified 4-star hotels in the Kampala Metropolitan area. 

Quantitative analysis is based on the structured questionnaires data obtained with the help 

of the operational staff, and the qualitative information is provided with the help of the elite 

interviews with human-resources and managerial staff. Methodological triangulation 

combines both statistical trends and narrative accounts, directly basing itself on the three 

research objectives (Saunders, Lewis, and Thornhill, 2019). The results will be organized 

chronologically by objective with the respondent demographics coming first to define 

sample representativeness (Yamane, 1967). 

4.1 Demographic Characteristics of respondents.   

The demographics in terms of gender showed an equal representation of both genders, with 

a marginally larger representation of females, which is reflective of the canonical 

demographics of hospitality workforce (Uganda Hotel & Tourism Association, 2024). The 

younger employees were clustered around the age cohorts and this is a common trend in the 

high turnover service industries which are especially susceptible to incentive systems 

(Richardson & Martin, 2004). The only level of education was the certificate and diplomas, 

which fits well the requirements of the system in operational terms of incentive 

implementation (Noe et al., 2014). Housekeeping, food and beverage, front office and 

supervision were some examples of departmental affiliation based on workforce 

distributions reported by UHTA (2024). The distribution of tenure showed that it was 

concentrated among early-career employees and the flight-risk group was the most 

significant segment (Griffeth, Hom, & Gaertner, 2000). The elite interviewees possessed 

the necessary managerial authority with an average sectoral experience, thus, offering 

strategic implementation viewpoints (Marshall, 1996). 

4.2 Presentation of the study findings by the research objectives.   

In Objective One, the researcher plans to determine the current employee incentive practices 

in the Kampala Metropolitan area in the 4-star hotels of the area.  Funding is provided to 

teachers according to their performance levels as indicated by their students' grades 
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4.2.1 Financial Incentive Practices  

Teachers are given funding based on their performance levels as evidenced by their students 

grades. 

The most common financial system turned out to be performance bonuses that are issued 

quarterly associated with occupancy and guest-satisfaction goals (Milkovich, Newman, and 

Gerhart, 2017). In position 2 is transport allowances which serve the commuting needs in 

Kampala. The situation became more difficult after fuel-price liberalisation (Economic 

Policy Research Centre, 2024). Commission systems are vested in front-office and food-

and-beverage jobs that focus on revenue generation, which indicate canonical 

departmentalization (Sturman, 2006). The perceived adequacy is slower than the frequency 

of incidence, and it indicates the signalling of inflationary erosion that defines the emerging 

markets in the hospitality industry (Bank of Uganda, 2025). Back-of-house remuneration 

inequities were highlighted by housekeeping staff who had the least level of satisfaction 

(Herzberg et al., 1959). The interviews with HR director supported the idea that the 

consistency of the implementation process is limited by fiscal instability: “Quarterly 

bonuses are the only thing that will not fluctuate, but transport can hardly sustain high traffic 

volumes (Kasozi, 2022). 

4.2.2 Non-Financial Recognition Mechanisms.   

The entrenchment of peer nomination programmes showed the best use of intrinsic 

motivational pathways that are better than extrinsic rewards, which is reflected by meta-

analytic hospitality scholarship (Grant and Gino, 2010). The executive endorsements were 

part of the employee-of-the-month ceremonies, which enhanced the prestige value (Nadler 

and Lowery, 2012). The use of digital recognition systems is becoming more popular, 

particularly among younger generations that are open to gamification aspects 

(Hamari, Koivisto, and Sarsa, 2014). The front-office employees had the greatest exposure, 

which was the visibility of guests whereas housekeeping depended on internal channels of 

nomination (Brotheridge and Grandey, 2002). Interviewees noted the importance of 

sincerity requirements: Wall displays are good motivation to display the current but die 

without reuse (Heimerl, Bichler, & Delle, 2020). 

4.2.3 opportunities in career development.   

Access to training is limited by post-pandemic reallocations of the budget towards recovery 

of operations (Uganda Hotel & Tourism Association, 2024). Promotion opportunities are 
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recorded with the least perception, which is compressed career lattices with long supervisor-

promotion lattices (Ng and Feldman, 2010). Sponsorship certification is biased towards 

those jobs that interact with the customer, which leads to developmental injustice (Noe et 

al., 2014). Employees with longer tenure record an increased stagnation effect and the new 

employees follow optimistic trends (London and Smither, 1995). Capacity restrictions were 

observed by operations managers: “International certifications promised every year were 

provided every other year because of the lack of forex (Economic Policy Research 

Centre, 2024). 

4.2.4 Objective Two: Recognition of the role of employee incentives in improving job 

satisfaction of workers in the selected four-star hotels. 

4.2.4.1 Job Satisfaction Facet Profiles 

The most salient were relations with co-workers whose emergence is due to the collectivist 

orientation of Uganda which values social harmony (Spector, 1997). Supervisory satisfaction 

was high, which is an indicator of supportive managerial structures (Hofstede, 2011). Inequity 

in compensation and promotion was been felt, which was a reflection of inadequacy of 

incentives, especially severe in the ranks of operation (Herzberg et al., 1959). Housekeeping 

also exhibited systematically depressed profiles in all facets thus validating predictions of 

role strain theory (Kahn et al., 1964). The optimism at the start of the careers was replaced 

by the stagnation in the middle of the career, which is a typical feature of the flattened 

organisational lattices (Clark, Oswald, & Warr, 1998). 

The pathways of motivation and satisfaction are also as follows:  

4.2.4.2 Incentive-Satisfaction Enhancement Pathways.   

The best-satisfaction links were observed with recognition mechanisms and was in line with 

Herzberg intrinsic prioritisation, as well as was supported between hospitality settings 

(Herzberg et al., 1959). The linkages of financial incentives were strong in the unadjusted 

analysis, but recognition dominated the adjusted analysis when demographics were 

controlled (Deci and Ryan, 2000). Food and beverage employees valued commission 

transparency more than housekeeping which emphasised more on peer validation (Sturman, 

2006). Explanations of mechanisms were provided in qualitative narratives: “Public praise 

turns the wearying shifts into meaningful service of purpose: Housekeeper; Clear commission 

math makes personal revenue ownership: F&B Supervisor) (Grant & Gino, 2010). 



30  

4.2.4.3 Departmental and Tenure Moderation.   

The front office was characterized by commission-satisfaction supremacy, which is a sales-

oriented and housekeeping was based upon recognition authenticity (Brotheridge and 

Grandey, 2002). The pattern of tenure was inverted-U and initially, there was optimism early 

in the career that stabilized in the mid-tenure and then disillusionment occurred (Ng and 

Feldman, 2010). The composition effects were removed with the gender parity established, 

which proves that incentives are universally applicable among demographics (Ho et al., 

2016). Property level variance reflected institutional level differentiation in strategic 

approach with international chains showing structured architectures in place of local 

operators (Ulrich, 1997). 

4.2.3 Objective Three: To determine the correlation between job satisfaction and 

employee incentives.   

4.2.3.1 Bivariate Relative Composite incentives  

The main hypothesis was proven as a strong positive association of satisfaction was observed 

(Cohen, 1988). Financial, recognition, and developmental components showed convergent 

validity as they correlated in parallel (Churchill, 1979). The strongest food and beverages 

linkages were observed in the departmental commissions and the recognition prevailed in 

relationship between housekeeping (Sturman, 2006). Associations were moderated by tenure, 

and cohorts of early-career were more responsive (Ng & Feldman, 2010).   

4.2.3.2  Multivariate Causal Pathways 

The multiple regression has revealed the presence of significant incentives to explain the 

variance of satisfaction even after demographic controls (Hair et al., 2019). Herzbergian 

prioritisation was confirmed as recognition was identified as the strongest predictor with 

financial mechanisms coming next (Herzberg et al., 1959). Independent effects of career 

development were observed to have a net effect independent of monetary factors (Noe et al., 

2014). Departmental affiliation and tenure belonged to the category of marginal moderators, 

and there was no multicollinearity issue (Nunnally, 1978).   

4.3.3.3 Mediation of Intention of Retention.   

The incentives-retention mediator was completely satisfied, which validated the sequencing 

influence model (Baron and Kenny, 1986). The best indirect effects were exhibited by 

recognition by way of satisfaction improvement (Grant and Gino, 2010). Housekeeping had 
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a high sensitivity of retention to non-monetary intervention (Brotheridge and Grandey, 2002).   

4.3.3.4 Themes of qualitative Implementation.   

Four topical narratives were produced through thematic analysis that reached saturation of 

the following: equity fault lines between visible front-office reward and invisible back-of-

house toil (Adams, 1963). Authenticity of recognition that involves the presence of managers 

other than the use of certificates (Grant and Gino, 2010). The lack of capacity limiting the 

developmental trajectories promised (Noe et al., 2014). Systematic erosion of fixed 

allowances on account of inflation (Bank of Uganda, 2025).   

4.4 Summary of Major Findings   

The existing practices placed more emphasis on recognition primacy, as opposed to 

developmental shortages, thus formulating the inequity of the back-of-house (Herzberg et al., 

1959). Satisfaction was also not entrenched, but had a high level of incentive responsiveness, 

especially by genuine peer validation (Grant and Gino, 2010). The housekeeping staff was 

also a priority intervention group with high recognition dependence and compensation deficit 

(Sturman, 2006). The authenticity of implementation and inflation indexation became the key 

success factors (Economic Policy Research Centre, 2024).   

4.5 Discussion of Findings   

Global meta-analyses of hospitality highlight recognition primacy, and the lack of 

developmental capacity was indicative of Ugandan capacity limits (Heimerl et al. 2020). The 

back-of-house trends in other countries were reflected in housekeeping inequities, which 

require special treatment (Brotheridge and Grandey, 2002). The dynamics of inflation were an 

emblem of specificity in the developing market, and adjustment mechanisms needed to be 

dynamic (Bank of Uganda, 2025). Results generalized earlier Ugandan literature by drawing 

causal connections that did not exist in descriptive antecedents (Nantabo, 2025). 
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CHAPTER FIVE 

SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 

5.0 Introduction 

The chapter is a synthesis of the empirically obtained knowledge on the topic of employee 

incentives and job-satisfaction dynamics in the four-star hotels of Kampala Metropolitan 

region. Using the data gathered in the sample of 266 participants in four UHTA-certified 

properties, the analysis is rigorous in terms of revisiting the methodological execution, 

restating the main goals of the research with regard to the findings, theoretical and practical 

implications, providing definite conclusions, which are consistent with existing research of 

hospitality, formulating actionable recommendations to the hotel managers and 

policymakers, outlining avenues of further scholarly enquiry, and recognizing intrinsic 

limitations to the research (Saunders, Lewis and Thornhill, 2019). The synthesis will 

combine quantitative satisfaction correlations and qualitative implementation narratives 

and thus create an all-inclusive stakeholder value proposition (Yin, 2018). 

5.1 Summary of the Study   

A convergent mixed-method design was used as the means to conduct the investigation in 

Fairway Hotel, Hotel Africana, Golden Tulip Kampala, and Protea Hotel by Marriott. It 

defined the current incentive designs, outlined the avenues to satisfaction improvement, and 

created empirical incentive-satisfaction correlations between operational staffs (Mugenda 

& Mugenda, 2003). The inquiry was guided by three research objectives: (1) to establish 

incentive practices; (2) to establish mechanisms that promote satisfaction; and (3) to 

validate the relationship between variables. The research placed itself in the most elite 

segment of the hospitality industry in Uganda that was facing a turnover rate of 28 per cent 

and inflation of 22 per cent (Uganda Hotel & Tourism Association, 2024). In January, 2025, 

This was a cross-sectional study that combined 254 staff questionnaires (Job Satisfaction 

Survey, custom incentive scales) with 12 open-ended interviews with 92 per cent response 

rate (Spector, 1997). Results showed that recognition, back-of-house inequity, and strong 

responsiveness to satisfaction interventions were the lead ones, and thus they provided a 

firm basis of knowledge on Ugandan hospitality research (Heimerl, Bichler & Delle, 2020). 

5.2 Findings by Objectives of the research.   

The first objective is to be better than the current employee incentive practices.   
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Financial processes focused on performance bonuses and transport allowance but the views 

of adequacy were underperforming against incidence; especially among housekeeping 

employees because of inflationary erosion (Milkovich, Newman and Gerhart, 2017). The 

non-financial recognition proved to be the most ingrained form of incentive and peer 

nominations and monthly ceremonies capitalized on intrinsic motivational channels that 

were better than the option to be monetized (Grant and Gino, 2010). There were systemic 

losses in terms of career development, where the post-COVID reallocations tightened 

training and promotion lattices through capacity squeeze (Noe et al., 2014). The 

differentiation in the department occurred through front-office personnel having access to 

commission and back-of-the-house personnel relying on internal verifications (Sturman, 

2006). The property level variance was the sophistication in international chains as 

compared to improvisation by local operators (Ulrich, 1997). 

The cohort relations and levels of supervisory satisfaction achieved high scores, which is 

characteristic of the collectivist orientation, but the aspects of remuneration were also 

characterized by deficient scores (Spector, 1997). The strongest improvement pathways 

were identified by recognition mechanisms, and Herzbergian prioritization, which was 

proved on a case of hospitality setting (Herzberg et al., 1959). There were direct effects of 

financial incentives, especially on financial generating positions and related to career 

development but not financial (Deci and Ryan, 2000). This was found to be in line with the 

predictions of emotional labor theory with increased reliance on recognition by the 

housekeeping staff (Brotheridge and Grandey, 2002). Tenure was observed to have an 

inverted-U pattern where optimism in the initial years of career would be followed by 

stagnation in the middle of the career (Ng and Feldman, 2010). 

The results showed that composite incentives had a positive correlation with satisfaction, 

and this proved the main hypothesis that composite incentives have a positive relationship 

between satisfaction and moderators of departmental level and tenure (Cohen, 1988). 

Recognition had become the predictor of high effect and dominated above the financial 

mechanisms in adjusted models that had considered demographics (Herzberg et al., 1959). 

The correlation between incentives and retention intentions was completely mediated 

through satisfaction, and a sequential model of impact was modeled that could be used in 

high-turnover situations (Baron and Kenny, 1986). An important moderator was 

implementation authenticity, which differentiated between the compliance and the 
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transformative impact of the ceremonies (Grant and Gino, 2010). There was a systematic 

erosion of the value of fixed rewards as a result of inflation, so dynamic adjustment 

protocols were required (Bank of Uganda, 2025). 

5.3 Conclusions   

Employee rewards are powerful but ineffectively maximized drivers of job satisfaction in 

the four-star hotels in Kampala. The primacy of recognition correlates with the global meta-

analytic trends, and developmental deficiencies underscore capacity limitations of the 

developing markets (Heimerl et al., 2020). Satisfaction returns depend on recognition 

authenticity and not on incidence, creating the strategic necessity of implementing fidelity 

(Grant and Gino, 2010). Back of house inequity is a canonical fault line in the hospitality 

industry and requires specific non-financial interventions due to the increased recognition 

reliance of housekeeping personnel (Brotheridge and Grandey, 2002). Inflation indexation 

appears to be mission critical, as it preserves the real incentive value in macroeconomic 

volatility (Economic Policy Research Centre, 2024). Incentives poor performance 

Incentives-retention relationships are completely mediated by satisfaction, which makes 

reward structures the main turnover prophylaxis in the 28 % churn environment of Uganda 

(Griffeth, Hom & Gaertner, 2000). 

5.4 Recommendations 

The task force that consists of peer representatives, who will be rotating every month in 

nominating an unsung hero has been put in place to provide this authenticity by having an 

executive presence in ceremonies (Grant & Gino, 2010). The dynamic Allowance Indexation 

is applied quarterly, with transport and meal stipend adjusted in relation to the Bank of Uganda 

Consumer Price Index, hence retaining the real worth and curbing the erosion (Bank of Uganda, 

2025). It has established a Micro-Certification Academy, in collaboration with the Uganda 

Hotel and Tourism Association (UHTA), to provide Level 1 sommelier and food safety courses 

within the organization, which neutralizes foreign-exchange barriers (Uganda Hotel and 

Tourism Association, 2024). Peer nominations have been automated by placing a WhatsApp 

Recognition Bot that awards digital badges visible to all employees in the enterprise and 

utilizing an 86 per cent smartphone penetration rate (Uganda Communications Commission, 

2025). Biannual career discussions are established to track individualized lattices between 

housekeeper and supervisor and in the process neutralizing promotion pessimism (London & 

Smither, 1995).   
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Ministerial Hospitality Minimum Wage Indexation is advisable, which formally indexes the 

consumer price index after every year to protect the competitiveness of the formal sector 

compared with informal options (Economic Policy Research Centre, 2024). The National Hotel 

Training Fund is suggested to be subvented by directing 1⁻ hotel training lev at the Level 2 

certifications with a preference given to back of house training (Uganda Tourism Board, 2025). 

It is recommended to create a 4-Star HR Benchmarking Portal comprising anonymised 

incentive utilisation and satisfaction data, which helps to learn on a cross-property basis 

(Ulrich, 1997). Recognition Standards are to be enacted, with a minimum of twelve non-

monetary interventions in the form of recognition per 100 employees annually, which are 

proven by the annual audit (WorldatWork, 2023).   

It is suggested that longitudinal panel designs monitoring incentive-satisfaction trends over 

multiple occupancy periods be used to determine temporal precedence (Ployhart and 

Vandenberg, 2010). A multi-level modelling is to be used to break down individual, 

departmental, and organisational variance psychologies (Hoffman, 2015). Causality would be 

determined by experimental field intervention which randomises recognition protocols among 

housekeeping teams (Shadish, Cook, and Campbell, 2002). Institutional effects would be 

isolated through cross-national comparisons between Kampala and Nairobi and Accra 4-stars 

(House et al., 2004).   

5.5 Areas for Further Research   

To determine both long-term satisfaction and turnover returns, longitudinal studies that trace 

incentive interventions up to 24-month cycles are required (Ployhart and Vandenberg, 2010). 

The effects of sincerity would be isolated by experimental manipulation that compares 

recognition authenticity (executive presence versus certificates) (Grant and Gino, 2010). 

Institutional transferability could be found through comparative analyses benchmarking 

Kampala 4 star hotels against international chains, including Protea HQ benchmarks (Ulrich, 

1997). It is suggested to use cost-benefit modelling that quantifies recognition ROI with the 

help of absenteeism avoidance valuations (Phillips, Breininger, and Phillips, 2012). It would 

be useful in testing Psychological capital mediation PsyCap as the mechanism connecting the 

incentives to the satisfaction (Luthans, Youssef, and Avolio, 2007).   

Empirical confirmation of Herzbergian prioritisation to African hospitality settings generalises 

Western meta-analyses to developing-market conditions (Herzberg et al., 1959). Housekeeping 

recognition dependence identification identifies a priority cohort of intervention, none of which 

existed previously (Brotheridge and Grandey, 2002). The inflation indexation model solves the 
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problem of erosion of macro-economic incentives, which is a new contribution of the 

developing market (Bank of Uganda, 2025). A step-by-step mediation approach is used 

(Incentives→Satisfaction→Retention) that gives a causal road map by which resources can be 

allocated (Baron and Kenny, 1986). The 4-star integrated benchmark of hospitality research 

methods in Uganda makes fresh research standards (Heimerl et al., 2020).   

5.6 Limitations of the Study   

Cross-sectional design eliminates the possibility of causal directionality thus compelling 

longitudinal replications (Podsakoff et al., 2003). Triangulation helps to eliminate self-report 

common method variance, although it is best to have time separation (Williams, Cote, and 

Buckley, 1992). The four-property scope limits the external validity to the Kampala 

Metropolitan, and the province must be extended (Yin, 2018). Elite interview saturation (n = 

12) is quite strong, but access to the general manager is limited by the operational hours (Guest, 

Bunce, and Johnson, 2006). 
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