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ABSTRACT

The subject matter of this resear@mployees‘Motivation and their Performance seeks

to look at how best employees can be motivatedderao achieve high performance within
an organization. Managers and entrepreneurs mustreerthat companies or organizations
have competent personnel that are capable to hémdiéask. This takes us to the problem
guestion of this research “To analyze the impacteaiployees’ motivation on their
performance. Therefore, the researcher attemptsat® a deep analysis by considering RRA

employees™ motivation and their performance.

The researcher used the questionnaire to colletd, dhe study employed quantitative
research approach to identify the result of thedystand primary sources of data was
collected and used. The data gathered from thetiqueaires was coded and analyzed using
descriptive statistics with the help of StatistiPalckage for Social Sciences (SPSS) software

for analysis.

The major findings indicated that there was a hggnificant relationship between
motivation and employee performance. Therefore, agament roles, goal setting is
absolutely essential to motivating employees amgtorg an environment where they can
win, and feel like winners. Employees should alscabgreater balance between their needs

and organizational needs.
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CHAPTER ONE: INTRODUCTION

1.0 Back ground to the study

In today’s turbulent, often chaotic environmentmeoercial success depends on employees
using their full talents. Yet in spite of the mytiaof available theories and practices,
managers often view motivation as something of astary. In part, this is because

individuals are motivated by different things andlifferent ways (Prasad, 2010).

Good remuneration has been found over the yedns tmne of the policies the organization
can adopt to increase their workers performance thedeby increase the organizations
productivity. Also, with the present global econontiend, most employers of labor have
realized the fact that for their organizations tampete favorably, the performance of their
employees goes a long way in determining the sgaaiethe organization. On the other hand,
performance of employees in any organization islyvihot only for the growth of the
organization, but also for the growth of individeshployees (Meyer and Peng, 2006).

An organization must know who are its outstandingrkers, those who need additional
training and those not contributing to the effidgnand welfare of the company or
organization. Also, performance on the job can dsessed at all levels of employment such

as: personnel decision relating to promotion, mation, job enrichments etc.

The performance of workers has become importanttdude increase concern of human
resources and personnel experts about the levaitptit obtained from workers due to poor
remuneration. This attitude is also a social cameerd is very important to identify problems
that are obtained in industrial setting due to maihent attitudes of managers to manage their
workers by rewarding them well to maximize theioguctivity. In this view, the study
attempts to identify the impact that motivation ltas employee performance in order to
address problems arising from motivational appreacim organizational settings (Cascio,
2010)



Though several technique of measuring job perfoocadras been developed, in general, the
specific technique chosen varies with the type ofkwFor achieving prosperity, organization
designs different strategies to compete with theals and for increasing the performance of
the organizations. A very few organizations beligwa the human personnel and employees
of any organization are its main assets which ead them to success or if not focused well,
to decline. Unless until the employees of any pizgtion are satisfied with it, motivated for
the tasks fulfillment, goals achievement and enaged, none of the organization can
progress or achieve success. All these issuegocakksearch efforts, so as to bring to focus
how an appropriate reward package can jeer up faremmce workers to develop positive

attitude towards their job and thereby increase fireductivity.

Several previous studies have already proven therplay between motivation and
organizational performance and most organizatiangien the results. However, there are
several emergent influencers of motivation todast thaffect the employees’ performance.
Organizations from different countries have différerganizational structures and functions
and the public organization in Rwanda is not anmgten. It would be then desirable to dig
deeper into which among the several motivationgerance of Rwanda employees working
for public organizations. Some are motivated bygaition whilst others are motivated by
cash incentives. Whatever the form of employee vatitin, the key to promoting that
motivation as an employer is the understandinghgéleyee incentive program which goes a
long way towards ensuring employees feel appreatiatared for and deemed worthwhile.
This can go a long way to help employee motivatonoss the board. The greatest thing
about motivation is that it is individualized asByprograms are tailored to suit the needs and

wants of employees.

Motivation does not only encourage productive penfance but also show employees how
much the company cares. Perhaps the most vitaldhgfaemployee motivation is that of
increased productivity or performance. This acaaydio literature on the subject is the
central aim of adopting employee motivational pawgs thus, if you can increase employee
motivation, productivity inevitably will follow (Rgn, 2011). Employee motivation promotes
workplace harmony and increased employee perforemdhés the key to long term benefits
for the company. Motivated employees means stéht®mn and company loyalty, which in
the short run will give birth to growth and devetognt of business (Jishi, 2009). In the
nutshell, the above submission shows that emplayegvation is very essential to growth,

development and success of any business entity enab.
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Motivation is important because of its significara® a determinant of performance. For an
organization to achieve its goals, it is necesgarynanagement to assess the performance of
the employees. However, performance is defineti@adtion or process of performing a task
or function (Hughes, Ginnett and Curph, 2013).

Understanding the forces that shape employee peafuce is no simple task. Why does one
employee tackle every project with enthusiasm aaodsistently succeed, when another
grumbles at every new task and often fails to nmei@imum expectation? What causes an
employee with a record of low performance to sutideatch fire’ and become an important
contributor in the organization? Why does a staplegee lose energy and begin to lack
commitment to the organization? This study seekartalyze the impact of employees’

motivation on their performance evidence from RRA.

RRA was established under law N° 15/97 of 8 Novamil®®7 as a quasi-autonomous body
charged with the task of assessing, collecting, arcbunting for tax, customs and other
specified revenues. This is achieved through effe@dministration and enforcement of the
laws relating to those revenues. In addition, mandated to collect non-tax revenues

Their mission is to “Mobilize revenue for econondevelopment through efficient and
equitable services that promote business growthetiklg the mission means ensuring

consistent improvement in corporate performance.

1.1.Statement of the problem

In RRA, employees receive allowances, bonuseseteamong others but still there is a lot
of continued complaints and facts about the inigfficy performance of the RRA staff due
to much work load , less pay compared to the&kwdone which leads to high staff
turnover poor attitudes to work, low output levadsruption and low productivity where by
Sixty one (48) cases connected with corruption,easion, unjustified increase of wealth and
other malpractices such as insubordination andstaing RRA image. 19 cases were about
officers accused of corruption and assisting taxdevs to avoid duties and taxes ,7 cases were
about officers accused of embezzlement of goverhmoellected revenues cases were about
officers accused of negligence that led to losevénues6 cases were about officers accused of
tarnishing RRA image and poor customer car@ cases were about officers accused of
unjustified increase of wealth and 3 cases weoaitadificers who failed to obey instructions set

by the administration.



In the concluded and reported cases, forty ¢t RRA staff were summoned and investigated
Those found guilty and dismissed were eighteen, (48) twelve (12) officers were acquitted.
The remaining seventeen (18) officers receivedimgd, last, first and oral warnings as
indicated below, based on the category of misconclummitted.

Table ...: RRA Staff disciplines

Sanctions Number of Disciplinary actions taken
July 2014- June 2015

Dismissals 18
Reprimand 1
Last written Warning 5
First Written Warning 8
Oral Warning 4
Acquitted after being found not guilty 12
Total 48

Source: Quality Assurance Department annualort®14- 2015

The researcher tried to find the gap between piiomluand the above mentioned complaints.
As prior mentioned Rwanda Revenue Authority beinhblic sector is expected to be at the
forefront if proper management of public fundsjtée accountability, good financial
control techniques, adhering to internal policiagplementation of auditor recommendation,
among others .

The performance of organizations and employeesdbbasme a crucial and critical issue in
the business world today. However, how well an oizgtion motivates its workers in order
to achieve their mission and vision is of paramaroricern. Employees of organizations are
becoming increasingly aware that motivations insesaproductivity. From the foregoing,
and looking at today’s economic trend, it is eviddrat the pace of change in the business
environment presents fresh challenges daily. Thesefthe researcher attempts to make a

deep analysis by considering RRA employees” matimand their performance.



1.2 Research Objectives
The objectives of this study are categorized imo fparts namely general and specific

objectives

1.2.1 General objective.
The general objective of the study is to analyzeithpact of employees’ motivation on their

performance.

1.2 .2 Specific Objectives
The specific objectives of the study are as follows
1. To determine the perception of employees abouttbiivation policy at RRA
2. To evaluate employees’ perception about their perdmce based on the current
motivation factors.
3. To Establish the relationship between motivatind performance
1.3 Research questions
This study attempts to answer the following questio
1. What is the opinion of employees about the motbrafactors at RRA?
2. How do employees assess their performance giveoutinent motivation factors at
RRA?
3. What is the relationship between the actual mabwaand their performance?

1.4 The scope of the study

Every scientific study has to be limited in botlasp and time. Due the financial and time
constraints it would not be easy for the researthearry out the study covering the whole
country. It was in the respect that, the study westricted to the RRA staff working in
Domestic Taxes Departments LTO/SMTO Kigali city monfinancial motivational factor to
analyze the impact of employees’ motivation on exywpé’s performance. A Domestic Taxes
Department LTO/SMTO had 202 staff and with manyrteand managers, which represented
other Departments. This study provided data to thsearch and an option to establish
employee’s motivational factors which lead to thm@rformance in a chosen department.

1.5 Significance of the Study

Rwanda’s Budget heavily depends on Taxes; hendsoutitclear and practical approach in
long term tax collection works , the economy wotiahtinue to drag far behind in the current

changing world with much competitiveness where gweuntry is seeking to better position



itself in the global market. It is within this cext that the Government of Rwanda embraced
in global tax policies through RRA and to streamlits employee performance, policies and
internal motivational factor. An effective motivai is extremely important for the
fulfillment and achievement of organizational olijge. Companies must understand the
mechanisms and operations of motivation which havstrong impact on employees’
performance. The significance of the study theeefeeeks to: Help companies formulate

motivational plans and policies that will ensurgthemployee performance.

The significance of the study:

* The thesis is of use for reference to studentsngrperson conducting research on a
related topic

» The research findings are useful to decision matdrs might use the findings to
illustrate, describe the change in employee perdoica observed in the Rwandan tax
system.

* This put together recommendations based on findoighe research that includes
what was proposed to replicate this approach inrfigadevenue Authority as whole
if it deems to have significant positive impact employee performance and its
effectiveness. And that both variables significantlated to various performance
measures (quality, shrinkage and employee perfare)aras well as to operating
expenses.

» Itis requirement for the fulfillment of Masters Btisiness Administration (MBA).

1.6 The structure of the thesis:

This study is organized under five chapters:

Chapter 1. General introduction: Is an introduction to thedy, it shows the background of
the study, statement of the problem; research tgs; research questions, scope of the

study, significance, and structure of the thesis.

Chapter 2: Literature Review: This chapter deals with rel@vidueories related to the topic

of the study to inventory the research gaps.

Chapter 3: Methodology: This chapter lays out the appropriagethodology that will be
followed during the study.



Chapter 4. Data analysis and interpretation of results: Tdhspter used qualitative and

guantitative techniques to analyze collected dathiaterpret the results thereof.

Chapter 5: Summary, conclusion and recommendations: Indh&pter, the consistency of
the results examined from the literature review araihodology. Thereafter, the summary of

findings and recommendations will be given.



CHAPTER TWO: LITERATURE REVIEW

2.0 Introduction

This section describes and explains the concepidels and theories that are relevant in the
field of motivation and performance in light withhat can be done in order to motivate
workers to perform to achieve organizational oliyest and goals .Motivation can be
conceived in many different ways; e.g. many reseasctried to formulate motivation but all
proposed different approximations. Many researchlideeen conducted about this subject and
many theories were designed which greatly infludnaed still influence organizational
behavior. For example (Herzberg's theory of motomt 1959) is still used now days.
According to (Staw, 1976) Herzberg was one of trs persons who distinguished between
intrinsic and extrinsic motivation and that distioa could clarify and therefore help
motivating employees. Importantly a separation leetwintrinsic and extrinsic motivation,
this separation is also helpful to clarify the telaship between employee motivation and

performance.

2.1 Motivation

Motivation as a set of courses concerned with aokidtrength that boosts performance and
directs towards accomplishing some definite targetasad, 2012). Boddy (2008) defined
motivation as forces within or beyond a person #ratise and sustain their commitment to a
course of action. (Robbins, Stephen and Decenz8)28€ the willingness to exert higher
levels of effort to reach organizational goals, diboned by the effort and ability to satisfy.
They further asserted, that motivation is a factwinthree key elements thus; effort
organizational goals and needs. From the abovaitlefi cited by the researchers, the study
adapted this as the operational definition to edukroughout the report; thus motivation is
the combination of certain forces thus employeessirg, capacity and energy directed at

achieving an organizational goal or cause of action

2.2 Performance

Employee Performance basically depends on manyrfadike performance appraisals,
employee motivation, employee satisfaction, comaeos, Training and development, job

security, Organizational structure and others.



Prasad (2010) defines performance as a functi@atitify and motivation. If the employees

lack the learned skills or innate talents (educatiod capacity) to do a particular job then
performance will be less optimal. But in a situatishere the employee has all these backed

by good motivation, job performance will ultimatddg at the optimal.

A complete conceptual framework will help the reshar to assess the goals for research
and develop appropriate research questions ancodwtgy. One of the ways it does that is
to show researcher the gaps in the current resefdoclexample, if | set out to study the link
between motivation and performance, here the relsearwill identify the relationship
between motivation and organizational performaites conceptual framework should also
be used to show gaps in the research plan and tbelfevelop additional questions or

experiments for it.

2.3 The process of motivation is characterized e following:

a) Motivation is an internal feeling, motivationipts to energetic forces within individual
that drives them to behave in ascertain way andntoronmental forces that trigger these
drives,

b) Motivation produces goal-directed behavior, d@shgot a profound influence on human
behavior, and it harnesses human energy to orgamahrequirements. There is the notion
of goal oriented on the part of individual; theghavior is directed towards something.

(c) Motivation contains system oriented, it consathose forces within an individual and in
their surrounds environment that feed back to aividual either to reinforce the density of
the drive and the direction of this energy or tesdade them from their cause of action and

redirect their efforts.

(d) Motivation can either be negative or positipesitive motivation or the carrot approach,
offers something precious to a person in form dlitawhal pay incentives praise etc. for
satisfactory performance, negative motivation acksapproach emphasis penalties while

controlling performance.

(e) Motivation means bargaining: behavior is whatgle do. Motivation is why they do it. It
focuses on workers and organizational endeavoariopd what payout to works in exchange

to what disagree of co-corporation (contributiofie/m workers will be satisfactory to both



parties. The problem of motivation then becomes ohé¢he arriving at compensation to

workers that will coax them the output that is rieegl

(f) Is a complete process
(9) It is different from job satisfaction; it isdxive to satisfy a want or a goal.
(h) 1t is concerned with goal-directed behavior.

() motivation affects employee performance: stadiave indicated that high employee
motivation goes hand in hand with high organizalgrerformance and profit. Managers can
certainly use motivation theory to help satisfy ¢émgpe’s expectation and simultaneously

encourage high work performance.

2.3.1 Sources of Motivation

Hitt (2009) contributing to motivation was of theioion that, there are basically three

categories of variables that determine motivatioth@ work setting thus;

Characteristics of the individual - the first caigg are the source of internal or push forces
of motivation. This he claims is what the emplopemgs to the work setting. Defending his

point further asserts that three variables alsaritrte to an individual’'s push forces: (1) the

persons Need- such as security, self-esteem, ashat, or power. (2) Attitudes- towards

job, a supervisor, or organization and (3) Goalshsas task completion, accomplishment of

a certain level of performance, and carrier advarerg.

Characteristics of the job- the second categocpraing to him, relates to the external or
pull forces which concentrate in job charactersst€ the person (what the person does at the
workplace). The characteristics he outlined as Imouch direct feedback he receives, the
work load, the variety and scope of tasks and @egfecontrol the person has in terms of

how he or she works.

Characteristics of the work situation — the thirdtegory he identified, and from his
submission it clearly shows that it relates to wwk situation of the person, talking about
what actually happens to the person. A furtherirgply the researcher, revealed that this
category has two sets of variables: the immediateakenvironment comprising the person’s
supervisors, working group members and subordipnatesl the various types of

organizational actions such as the firms rewardsampensation practices, the availability

10



of training and development, and the amount of qunes applied to achieve high levels of

output.

2.3.2 Types of Motivation

Extrinsic Motivation
It is concerned with external motivators which eoygle enjoys such as, promotion, status,
fringe benefits, retirement benefits, health inegescheme, holiday, vacations, etc. these

motivators are associated with financial reward.

Extrinsic motivators can have an immediate and phueffect but will not necessary last
long (Mullins, 2005). Bernard and Stoner (2005)pase the following as incentives for
employees: salary, wages and conditions of ser@ataries as an effective motivating tool,
personnel managers must consider four major conmeré salary structures; these are the
job rate, which relates to the importance the amgion attaches to each job, payment
which encourages workers or groups by rewardingntlaecording to their performance;
personal or special allowances, associated wittofesuch as scarcity of particular skills or
certain categories of information professionalsliorarians with long service and fringe
benefits such as holidays with pay, pensions, anghs It is also important to ensure that the
prevailing pay in other library or information dslishments is taken into consideration in

determining the pay structure of their organization

Intrinsic Motivation

Motivation theories have been developed, and wartcplarly relevant for work settings.
But the most interesting revelation was the meoet tlaat, each of these theories highlights
one or more of the variables of motivation. Psyobit typically grouped motivation theories
into two categories namely; the content theories@ocess theories. Hitt (2009) addresses the
issue of what needs a person is trying to satisfy what features of the work environment
seem to satisfy those needs. Such theories hefitlas opinion tries to explain motivation by
identifying (a) internal factors, that is partiaukeeeds and (b) external factors, particular jatb an
work situation and characteristics that are presutoecause behavior. The process theories
work motivation dealt with the way different variab combined to influence the amount of
effort put forth by an employee. Ghafoor and Nag26d.1) in contributing to this school of
thought said it attempts to explain and describ& people start, sustain and direct behavior
aimed at the satisfaction of needs or reductiomioér tension. The major variables in this
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model are incentives, drive, reinforcement and etgoey. Intrinsic motivators are concerned
with the quality of work life, and are likely to Y deeper and long term effect because they
are inherent in individuals and are not imposedfrutside (Armstrong, 2006).

2.4 Motivation Theory

From the beginning, when human organizations wstabéshed, people had tried to find out
the answer of “what motivates people in the orgahion most'. Researchers in form of
scientific management and more particularly “diffetial piece rate systems” this system
was concerned with using financial incentives tdivabe people in an organization context.
Then the findings of human relations which empheigecurity and working conditions at
job besides financial incentives for work motivatidn early 1960s, concern with work
motivation started to search for a new theoretioahdation and to attempt to diverse new
techniques for application. The earlier part ofsth@pproaches was based on the type of
needs that people had and the way these needs loewdtisfied so that people would be
motivated. These theories are known as “conterdrié® of motivation”. Maslow gave the
theory of need hierarchy; Herzberg, proposed twtefatheory; McClelland, emphasized
power, affiliation, and achievement motives; andiefer, proposed three groups of core
needs: existence, relatedness, and growth (ERG Ijr@eleause of lack of uniform findings
in various researches based on the content apm®astholars tried to find out the process
involved in motivation which led to the emergenééprocess theories of motivation”. These
theories are more concerned with why people choesgrin behavioral options their needs
and how they evaluate their satisfaction after thaye been satisfied these goals. Vroom
proposed the theory of work motivation based oreetgncy. Behaviorists added the concept
of equity to these models and proposed the “eqtngory of work motivation”. Some
scholars tried to relate the nature of human bemig/s the work motivation. Though these
propositions are not confined to work motivatiomeyt offer some insight in understanding
work motivation. Prominent theories in this groug &cGregor’'s theories X and Y. Hitt
(2009) addresses the issue of what a person needatisfy and the features of work
environment. Such theories were of the opinionxigan motivation by identifying;

(a) Internal factors, that is particular needs

(b) External factors, particular job, work sitwatiand characteristics that are presumed to
cause behavior. The process theories work motivatealt with the way different variables
combined to influence the amount of effort put liobly an employee. Ghafoor and Naseer
(2011) in contributing to this school of thoughtdsd attempts to explain and describe how
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people start, sustain and direct behavior aimetheatsatisfaction of needs or reduction of

inner tension. The major variables in this model scentives, drive, reinforcement and

expectancy. A comparative analysis of the two bdockviously indicated that, the content

theories place much premium or emphasis on theaatuneeds to be satisfied and what
actually motivates whiles the process theory lafoitus on the actual process of motivation.
It was realized during study that, Rwanda Revenuthdrity has a way of standing up to

tension (unsatisfied needs) and to a larger exdsstimes that, there is one best way to
motivate each and every one of them to sustairdaedt their behavior at work.

2.4.1 Maslow’s Hierarchy of Needs

This theory was propounded by Abraham Maslow. Iswased on the assumption that
employees are motivated by series of five univengads, these range of needs he claimed
the individual will be motivated to fulfill whicher is most powerful at the time of need.
This need, literature makes us to understand hgpgubthem into; Lower order needs- which
he claimed are dominant until they are at leastiglyr satisfied. From this angle it can be
realized that any normal human being would turndttention to satisfy needs at the next
level giving rise to higher-order needs which gmtjubecomes dominant. To make the
theory simple, Maslow ranked these needs in a tuleial fashion;

Physiological Needs

Physiological needs are the basic needs for suraivd deemed it to be the lowest- level
needs. These needs included needs such as fooel, arat shelter. These are the basic
necessities a human being needs to survive andrestar of fact cannot do without it. He

was of the strong opinion that even if all the otheeds are unsatisfied then physiological
needs will dominate. So long as physiological nedsunsatisfied, there exist as a driving or
motivating force in a person’s life. A hungry pandeas a felt need and this felt need ignites
both (psychological and physical) tension and neamiftself in a manner directed towards
reducing the said tension (getting food to eatstmeople will focus on activities that will

help them survive. Once the hunger is satisfieditenis reduced and the need for food

ceases to be a motivator.
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Safety Needs

The next level in the hierarchy was what he terragdafety needs- the search for shelter,
security, stability, dependency, protection, freadfsom (anxiety, fear and chaos), and a
need for structure, order, and law. In the workisgtthis needs translate into a need for at
least a minimal degree of employment security; #mel assurance that we cannot be
dismissed or sacked on irrelevant issues and gmabpriate levels of effort and productivity

will ensure continued employment.

Prasad (2010) once the physiological needs arefisdtito a reasonable level it is not
necessary that they are fully satisfied and degfe@easonableness is subjective other levels
of needs becomes important. Organizations canenflea security needs either positive
through pension plans, insurance plans or neggtiwelarousing fears of being fired, lay off

or demoted.

Social Needs (belongingness needs)

Hayes (2009) found that when a person has thetVirstlevels of needs well gratified, the
emergence of social needs (sense of belongingmesae) becomes the next objective. At
this stage in life, a person hunger for the aftecof others and would want to be placed in a
group or family. Relating this to the work placs, @utgoing creatures, humans have a need
to belong and this can only be satisfied by anitgtib interact with one’s colleagues and be

able to collaborate effectively to achieve orgatizaal goals.

Esteem Needs

Maslow , observed from the research conducted mglpatients that humans after gratifying
social needs would now crave for what he callsesst@eeds - thus, the desire for self-
respect, esteem, and the esteem of others. Splatke defined as the need for a sense of
(achievement, competence, adequacy and confideBoggsting his submission carefully,
and relating it to the workplace setting, extemalpeople seek needs like desire for
reputation and recognition, prestige, statugame, glory, dominance attention and

appreciation in the eyes of other people.

Self-Actualizations Needs

Self-actualization refers to the desire for selfitftment, realization of a potential, continuous
self-development and the process of becoming yHliit, (2009) added that at this level,
individual differences are dominant as the emergesfcthese needs rest upon some prior
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satisfaction of the previous four and is the highesed in Maslow’s hierarchy . The
researcher further observed that, at this poinpleeseek to satisfy this need by actually
looking for personal relevance and value new resibdities that may help discover new

talents.

Figure 1: Maslow’s hierarchy of needs

Self-actualization

Esteem

Social

Security

Physiological

Source: Maslow's hierarchy of needs by (Prasad, 2010)

2.4.2 Two- Factor Theory (Fredrick Herzberg)

Herzberg Two- factor theory, also known as the Waiton, hygiene theory. The theory
centered or related to the nature of a person’&widre theory sought to distinguish between
factors that can increase job satisfaction (mabngt as against those that can cause
dissatisfaction but cannot increase satisfactiogrzberg termed the motivators as intrinsic
factors directly related to the doing of a job sashthe nature of work, responsibility level,
personal growth opportunities and the sense ofemehient and recognition. The other
factors “hygiene “factors as extrinsic to direqgplgrforming the job, they are less conditions
associated/surrounds the job. These factors hdnedtlas supervision, relations with
coworkers, working conditions, administrative pm@s and practices related to benefit and
compensation. Studying the theory carefully theeaesher realized that Maslow and
McClelland touched on motivation but Herzberg sdugb replace motivation with
satisfaction. These two concepts are totally daffier Objectively, being pleased (satisfied)
with doing a more challenging set of tasks doesmm@an you will be motivated to do your

job better.
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Table 2. 1: Classification of Herzberg’s Two FactoiTheory

Hygiene (Maintenance factors) Motivation factors
Extrinsic Factors Intrinsic Factors
Company Policy /Administration Achievements
Technical supervision Recognition

Interpersonal relationship with supervisor | Advancement(through creative and

challenging work

Interpersonal relationship with peers The work itself

Interpersonal relationship with subordinates | The possibility of personal growth

Responsibility

Source: Classification of Herzberg’s Two Factor Thery (Mamoria and Rao, 2012)

2.4.3 Acquired Needs Theory-McClelland’s need thegr

According to Prasad (2010) another content theohjychv also centered on needs was
propounded by an American psychologist. This théocyses on learned or acquired needs,
he proposed three of these needs to be the unanbyinciple for this theory; hence the
reference of the theory as three needs theory.

(b) Need of power motive, it is the need manipulateers or the drive for superiority over
others McClelland’s and his associates have fobatigeople with a high power need have a
great concern for exercising influence and contgeaich individual generally seek positions
of leadership, they involve in conversation, anelythre forceful, outspoken hard headed and
demanding (Prasad, 2010).

(c) Need of affiliation motive since people are sbcibeing , most individuals like to
interact and be with others in situations whereythizel they belong and are accepted
sometimes , affiliations equated with social wetffiliation plays a very complex but vital
role in human behavior McClelland suggested thadppe with high need of affiliation
usually derive pleasure from being loved and temdwuoid the pain of being rejected .they
are concerned of maintaining pleasant social matiip, enjoy the sense of intimacy and
understanding ,and enjoy consoling and helpingrstimetrouble.

16



(d) Need of achievement, behavior Scientifics habserved that some people have an
intense desire to achieve. McClelland’s has led toirbelieve that the need for achievement
is a distinct human motive that can be distingudsfiem other needs. It can be isolated and

assessed in any group.

2.4.4 Alderfer’s Hierarchy of Motivational Needs (RG THEORY)

The ERG theory was propounded by Clayton Alderdsr,a quick response to the lack of
empirical evidence for the hierarchy of motivessgrged by Maslow. His objective was to
align it more closely with empirical research. Nithstanding, Alderfer's version of the
needs theory was built on the ideas of Maslow. Bhgdthe issues carefully one can clearly
conclude Alderfer only sought to present an altevaapproach rather than reject the theory.
The ERG he defined aExistence, RelatednessandGrowth . Existence needs he defined
as including all basic material existence requinetsie(Maslow’s physiological and safety

needs).

Relatedness Needshe referred to as the quest of peoplemtaintain interpersonal
relationship with other people-family members, eafjues, bosses, and subordinates. He
explains further by saying people satisfy this nebg sharing thoughts and

feelings.(Maslow’s social/love need and the extecoaponent of his esteem need).

Growth Needs He referred to as what impels a person to betigeear have an impact on
his her environment thus, the desire for persoaaélbpment. He was of the opinion that this
level of needs can be catered for by engaging alleriges that demands that you use your
skills or require that you initiate new on@gaslow’s esteem need, and self-
actualization). In the nutshell, Alderfer beliewbsit three categories of needs are active in
every person but vary in degrees and strength.rfdde ERG theory differs from Maslow's
Need Hierarchy insofar as ERG theory demonstratas more than one need may be
operative at the same time. ERG theory does nanass rigid hierarchy where a lower need
must be substantially satisfied before one can nooveAlderfer also deals with frustration.
That is, if a higher-order need is frustrated, adividual then seeks to increase the

satisfaction of a lower-order need.
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Table 2. 2 : The relationship between Maslow’s neeand Alderfer's ERG theories

Need hierarchy ERG Theory
Self-actuation Growth
Esteem-self

Relatedness

-Others

Existence

Social
Security

Physiological

Source: The relationship between Maslow’s need theory/Aldérfer’s.
2.5. McGregor Theory X and Theory Y:

In his theory McGregor developed two distinct premeived perceptions of how people
observe human behavior at work and organizatiafeal He believed that companies follow
one of the two opposing approaches. He called tappeoaches theory X and theory Y. He
argues that in theory X, management has the redplitysto ensure that the productive
elements of the enterprise are organized such asynonaterials, and people with the
purpose of meeting economic ends. People havebamnrdislike of work and tend to avoid
it whenever an opportunity arises, they are inbselfish, indifferent to the needs of the
organization, peoples efforts need to be diredteauigh motivation, controlling their actions
and modification of their behavior so as to fit angzational needs, they always need to be
directed to take responsibility and have littlenar ambition but above all everything they
seek security. Due to the lazy inherent natureushdn beings they are not able to perform
well in their own initiative. In order to make pdego achieve the organizational objectives
they need to be persuaded, rewarded, coerced,oliedir directed or threatened with

punishment. The role of management is to coercecanttol employees.

If management does not have an active intervenp@ople tend to remain passive and

resistant to the needs of the organization. On dtieer hand theory Y stipulates that
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management is charged with the responsibility tgaonize the elements of productive
enterprise such as money, materials, equipmenpaople with the aim of meeting economic
ends. To people work is a natural thing; they ave passive or resistant to organizational
needs and are always ready to express self-direetioen committed to the objectives
because people are naturally not lazy. Unlike theopeople accept and seek responsibility
at all times. However the only way management cesure that people are committed is to
provide them with the right conditions and openatroethods to enable them achieve their
goals through the direction of their efforts to mebjectives of the organization. In the
assumptions suggested in theory Y, managemengsisolo develop employee’s potential
and help them to release that potential towards d@bkievement of common goals.
Management in accomplishing its tasks uses thesargtions as guides and this leads to a
variety of possibilities which fall between two Bxhes. lone extreme side management can
be hard or strong and on the other management easoft or weak. Theory X is the
standpoint that traditional management has takemartds the work force while many modern
organizations are now taking the enlightened pmsitof theory Y Boeree (2006).
McGregor’s theory Y is linked to the questions tae¢ concerned about training, monitoring

performance, performance assessment, working ¢onslit

2.5.1 Expectancy Theory
The expectancy theory was propounded by Victor Wr@opsychologist in 1964. The theory

is only applicable to a work setting that is basedpeople’s expectations. The focus on the
thought processes people used when they facedcydartichoices among alternatives
particularly choices/ alternative courses of actiaterature reviewed revealed the following
as the underlying principles of the theory; indiads make conscious effort to behave in a
certain manner, individual values with regard toad$ing desired outcomes, individual
expectations concerning the amount of effort reglito achieve a specific outcome and
individual expectations concerning the probabibfybeing rewarded for achieving desired
outcomes. Vroom through these principles soughportray that motivation is a function
of the relationship between; effort expended by imdividual and perceived level of
performance; and the expectation that reward fairdeé outcomes will be related to

performance.

On the other hand there must also be the expecttiad rewards are available as it will go a
long way determine the strength of the motivatidimd thus, the strength of the individuals

preference for an outcome and the belief thahergossibility that particular actions will
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achieve the required goal. To make the expectaraneps simple; Effort—-Required

performance—~ Desired outcome
Force = Valence x Expectancy

Where force is strength of motivation, valence tigrggth of preference for outcome and

expectancy is the level of belief that changesahdvior will achieve the required outcome.

Looking at the theory and its complexity in natoree could only make recommendations to
management, to as a matter of fact try to find degired outcome each of the bank values
most, define the goal and what constitute thellpegformance needed to achieve it. But
management should also not lose sight of the fettthe level of performance is realistic and
achievable. After a period of time management shtal able to measure the outcomes by
the performance desired by management. One thimthwoting is that the strategies put in

place should not create conflict between the esgbects it sought to create and other
militating factors in the work environment. Finallputcomes should be attractive and
enticing enough to ignite the desired level of perfance.

2.5.2 Equity Theory

Equity theory of work motivation is based on the&iabexchange process .this theory has
been around just as long us expectation theoryadivation .basically the theory points out
people are motivated to attain faire relationshgween their performance and reward in
comparison to other .They are two assumptions oichwtne theory works (a) individual
makes contribution for (inputs) which they expeettain reward (outcome). Individual
decide, whether or not, particular exchange isstatiory by comparing their input and

outcomes with those of the other and try to redify inequality.
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Table 2. 3 :Types of inputs and outcomes

Inputs Outcomes

Efforts Pay

Time Promotion

Education Recognition
Experience Security

Training Personal development
Ideas Benefits

Ability Friendship opportunity

Source The relationship between Maslow’s need theory Aldgrfer's ERG.

Exchange relationship between people’s input aridutun relation to those of other persons
may be of three types: Overpaid inequity, the @ergerceives that his outcomes are more as
compared to his input in relation to other. Undetpthe person perceives that his outcomes
are lower as compared to his input in relationtteen Equity, the person perceives that his

outcomes in relation to his input are equal to &he
2.6 Performance

According to Hughes, Ginnett and Curphy (2012) @enfance concerns, behavior directed
towards organizational mission or goals or the pobdor services resulting from those
behaviors at work or at school we can choose ttopera wide variety of behaviors, but
performance would include only those behaviorsteelao the productions of goods and
services or obtaining good grade. Robert (2009) gzt to perform is to carry through to
completion. A performance period has three phasdstlais applies both to individual and

organizational

* It begins with intention—the desire to achieve sute
* It engages in action—the means to achieve theatksasult
e It concludes with an outcome—which may or may rethe desired result
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2.6.1 Organizational Performance
An organization’s performance involves identifyimyitcomes that it wants to achieve,

creating plans to achieve those outcomes, carmuighose plans and determining whether
the outcomes were achieved. Success is achiewnglanned outcomes (Robert, 2009)

2.6.2 Individual performance
According to Prasad (2010) show that (1) variowbviduals perform differently in the same

work situation and (2 the same individual perfouifgerently in different work situations.

These statements suggest that various factors vaffelt an individual’s performance are
broadly of two types-individual and situational-awithin each type, there may be several

factors as shown in Figure bellow.

Figure 2. 1 : Factors affecting individual performance.

Motivation

A Ability Respurce Extrinsic

A

v

T Performance | Rewart

A 4

Sense of competence | Role perception Intrinsic

Source:Prasad (2010)

We can derive from figure 2.3. That individual mgrhance depends on the following factor:
* Motivation of individual,
e His sense of competence,
* His ability,
» His role perception, and
« Organizational resources.

If any of the elements is taken away, performandebe affected adversely. The double-
headed arrow between motivation and sense of cempetindicates that the two variables

mutually influence each other.
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Reward, as a result of individual’'s performanceetf his level of motivation. If the reward
is perceived to be of valence and equitable, itrgines the individual for still better

performance and this process goes on. Discussidineoabove factors:

Motivation: Level of motivation drives an individual for worlks we have seen earlier,
motivation is based on motive which is a feelingtthn individual lacks something. This
feeling creates some sort of tension in his mindrter to overcome this tension, he engages
in goal-directed behavior that is, taking thosaaas through which his needs are satisfied.

Thus, motivation becomes a prime mover for effartd better work performance.

Sense of competenceSense of competence denotes the extent to whicimdividual
consistently regards himself as capable of doifjmpaSense of competence of an individual
depends to a very great extent on his locus ofrobrifocus of control means whether people
believe that they are in control of event or evanitrol them. Those who have internal locus
of control believe that they can control and shtygecourse of events in their lives; those
who have external locus of control tend to belidvat events occur purely by chance or
because of factors beyond their own control. Anwviddial with internal locus of control
tends to be high performer than those with exteloals of control. However, this sense of

competence is not an independent factor but depamtise ability of the individual.

Ability: While sense of competence is a type of perceptlmyutaoneself, ability is his
Personal attributes relevant for doing a job. Qftaility is expressed in the form of the

following equation:
Ability = Knowledge x Skill

Knowledge refers to the possession of informasind ideas in a particular field which may
be helpful in developing relationships among ddfervariables related to that field. Skill
refers to expertness, practical ability or facilityan action or doing something. Thus, if the
individual has ability relevant to his job, his fiemance tends to be higher than those who

do not possess such ability.

Role perception A role is the pattern of actions expected of espe in activities involving

other. Role reflects a person’s position in thaaamystem with its accompanying rights and
obligations. In an organization, activities of awlividual are guided by his role perception,
that is, how he thinks he is supposed to act irohis role and how others acting their role.

To the extent this role perception is based ontyeahd the role is clear, the individual tends
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to perform well. There are two types of problemscolhemerge in role specification: role
ambiguity and role conflict. Role ambiguity denothe state in which the individual is not
clear what is expected from him in the job situatiRole conflicts are the situation in which
the individual engages in two or more roles simnétausly and these roles are mutually
incompatible. In both these situations, his per@moe is likely to be affected adversely.
Organizational resources Organization resources denote various typesailitfas physical
and psychological which are available at the wakpl Physical facilities include
appropriate layout of the workplace and conducitsgral environment. Psychological

facilities include appropriate.

2.6.3 Key features of performance management (Arstrong, 2007)
 The aim is to obtain agreement between manageus individuals on how well the

latter are doing and what can be done jointly tevelbp strengths and deal with any

weakness .

» Discussing between managers and individuals shiallel a form of dialogue, managers
should not attempt to dominate the process andhauld not be perceived as an

alternative method of control.

» Performance management is largely about managipgceations both managers and
individuals understanding and agree what they edfpaim one another thus developing a

more positive psychological contracts.

» Positive feedback is used to motivate people bygeizing their achievements and

potential

* The process is forward looking, it does not dwelltbe past and the dialogue is about

what can be done in the future to give individih@ opportunity to develop and grow

* It is a continues process, not an annual event gesaand individuals are there to

manage performance through the year
2.6.4 Benefits of Performance Management (Ginnettra Curphy, 2013)

Performance management is a very important pdrtiofan resource management. The focus
of it is on development aspects of individual amgamization performance. The approach of

performance management is positive.
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In present highly competitive environment, a higtgite of skill and commitment is needed

to understand the environment and perform accolyling

Everybody is benefited by actions of performancenagement. It is bit difficult to

summaries the benefits of it in detalil. It is pbssito get all employees to reconcile personal
goals with organizational goals. One can increaselyctivity and profitability for any

organization and that leads to progress of thenizgtion. It can be applied by organizations
or a single department or section inside an orgaioiz as well as an individual person. The
process is a natural, self-inspired performancegs® and appropriately named the self-
propelled performance process (SPPP).It is claiimed the self-propelled performance

management system is:

(a) The fastest known method for career promotion;

(b) The quickest way for career advancement;

(c) The surest way for career progress;

(d) The best ingredient in career path planning;

(e) The only true and lasting virtue for careercess;

() The most neglected part in teachings aboutagament and leadership principles;
(g) The most complete and sophisticated applicaifgrerformance management;

(h) The best integration of human behavior reseéiratings, with the latest management,

Leadership and organizational development prinsiple

(i) The best automated method for organizationahge, development, growth, performance
and profit;

() The quickest way for career building, careewvalepment and moving up on the
steppingstones of the corporate career ladder;

(k) The surest and fastest way for increased midivaproductivity, growth, performance
and profitability for both the individual and theganization;

() The best career builder and career boostearigrcareer; and inspirational, as it gets
People moving, makes them self-starters in utdjzmwn talents and initiative,

Automatically like magic.
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It helps in creating good working environment ofeopess, mutual trust, cooperation and
team spirit. People work with their high degreenaftivation and without work stress. In
healthy working environment people work in team ahdt leads to multidimensional
benefits to individuals, teams, departments, sestidivisions and organization as a whole.
The benefits of it are numerous and these are dinhand non-financial both. Managing
employee or system performance facilitates thecetfe delivery of strategic and operational

goals.
(a) Financial Gains
Financial gains from performance management alewolg:

(i) Improve productivity and production of the coamy.(ii) Reduce costs due to sincere and
skilled manpower.(iii) Complete the projects welltime because everyone is giving his best
performance at work.(iv) Aligns the organizatioaald individuals goals and that avoids all
delays in performance.(v) Through proper and timebynmunication the objectives are

clarified and desired action can be achieved frampleyees as management wants.
(b) Non-Financial Gains
Following are non-financial gains from performameanagement

(i) Healthy working environment avoids work stresk tbe employees,(ii) Optimizes
incentive plans to specific goals for over achiegam not just business as usual(iii)
Employees feel satisfied when the working environime friendly.(iv)Employees get chance
for further career development, training and proarotetc.(v)A sense of belongingness,
attachment and commitment develop among employeedt (leads to a high degree of
motivation in employees and further creates a sehsmyalty towards the organization.(vii)
Persons understand the importance of their roles gt engaged in contributing to the
organizational goal(viii) Create transparency ipra@ch and dealing among employees.(ix)

High confidence in organization and its differemgesses like salary, bonus, and promotion
2.6.5 Diagnosing Performance problems in individualgroups and organization

Ginnett and Curphy (2013) points out that leadeil be only as effective as the followers
and teams they lead, along these lines, one oflithieult issues leaders must deal with is

managing individuals or teams that are not perfognip to expectation.
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Unfortunately many leaders do not have a modefaméwork for diagnosing performance
problem at work, and as result may do a poor jobealing with problem performer. Below

are some of the components of the model and whaets can do to improve performance
follows:

Performance = f (Expectation * Capacity * Opportigs * Motivation)
Expectations

Performance problems often occur because indivedoratjroups do not understand what they
are supposed to do. In many instances talentetedsigroup accomplish the wrong objective
because of miscommunication or sit idly while wagtifor instructions that never alive. It is
the leader’s responsibility to ensure that follosvanderstand their roles goals, performance

standards and the key merits to determining success
Capabilities

Just because followers understand what they arposed to do not necessary can do it.
Sometimes followers and team lack the capabilitiesded to achieve the goals or perform
the above expectations. Abilities and skills aeetitio components that make up capabilities.
Ability is another name for raw talent, and incladrich individual variables as athleticism,
interagency, creativity and personal traits .Ashstle abilities are characteristic that are
relatively difficult to change with training. Becsal the ability is relatively insensitive to
training interventions sending people who lack tegquired ability to more training or
motivating them to worker harder will have relaliy little impact on performance. Instead
the best remedy for this situation is to selectividdials with the ability needed for

performance.
Opportunity

Performance can also be limited when followers ltdok resources needed to get the job
done. At another times followers may lack the opyuty to demonstrate the required skills.

Such is the case when passengers are hungry gt dlitendants have no meals to pass out
during the flight. In this situation the flighttahdants could have levels of customer services,

goals, abilities, and motivation but will not bdelo satisfy customer needs.
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Leaders must ensure the followers and teams havedabded equipment, financial resources
and opportunities to exhibit their skills if theyamnt to eliminate this constraints on

performance.
Motivation

Many performance problems may attribute to a ldckotivation. The critical issue here is
whether followers or group chose to perform or biththe level of effort necessary to
accomplish a task. If this does not occur, the deathould first try to learn why people are
unmotivated. Sometimes the tasks and the leaderaaraware of. At times individuals or
group may learn out of steam to perform the tagkthere may be few consequences for
superior or unsatisfactory performance. In ordesdlve these problems followers and teams,
first they can select followers who have higlesels of achievement or intrinsic motivation.
Second they can set clear goals or do a betbefgo providing performance feedback.
Thirdly they can reallocate work across a crosse¢hen or redesign the task to improve skill
variety, tasks significances, and task indentifigeyf can restructure reward and punishment
so they are closely linked to performance levels.

2.6.6 Performance management as a motivation procegArmstrong, 2007)

Performance management, if carried out properly, roativate people by functioning as a
key compensates of total reward process. It previdavard in form of recognition through
feedback, opportunity to achieve, the scope toldpmeent skills, and guide on career path. It
can encourage job engagement and promote commitiéitihese are non-financial reward
and can make a long lasting and more powerful implaat financial reward such us
performance related pay. Performance managemealsasassociated with pay, generating
the information required to decide on pay é@ase or bonuses related to performance,
competence or contribution approaches to usingfopmeance management to motivate by
non- financial is provided though recognitione tprovision of opportunities to succeed,

skills development career planning, and by enhmncjob engagement and commitment.

2.6.7 Performance measurement uses the followingdicators of performance, as well as
assessments of those indicators (Hakala, 2008)

Quantity: The number of units produced, processed or soldgood objective indicator of

performance, careful of placing too much emphasiguantity, lest quality suffer.
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Quiality: The quality of work performed can be measureddyeral means. The percentage
of work output is such a indicator, in a sales mnvinent, the percentage of inquiries

converted to sales is an indicator of salesmarcplntity.

Timeliness How fast work is performed is another performaimckcator that should be used
with caution. In field service, the average custdosmelowntime is a good indicator of

timeliness. In manufacturing, it might be the numdseunits produced per hour.

Cost-EffectivenessThe cost of work performed should be used asasnore of performance
only if the employee has some degree of control cests. For example, customer-service
representative’s performance is indicated by theegeage of calls that he or she must

escalate to more experience and expensive replies.

Absenteeism/TardinessAn employee is obviously not performing when hesloe is not at
work. Other employees’ performance may be adverselpacted by absences, too.
Creativity : It can be difficult to quantify creativity as &ngbormance indicator, but in many
white-collar jobs, it is vitally important. Supesars and employees should keep track of

creative work example and attempting to quantignth

Adherence to Policy This may seem to be the opposite of creativity, ib is merely a
boundary on creativity, from policy indicate an dayge whose performance goals are not

well aligned with those of the company.

Gossip and Other Personal Habits They may not seem performance-related to the
employee, but some personal habits, like gossip, detract from job performance and
interfere with the performance of others. The dpebehaviors should be defined, and goals

should be set for reducing their frequency.

Personal Appearance/Grooming Most people know how to dress for work, but innya
organizations, there is at least one employee veeas1to be told, examples of inappropriate
appearance and grooming should be spelled outy thigécts upon the employee’s
performance and that of others explained, and ctivee actions defined. Performance
indicators must be assessed by some means intordezasure per performance itself. Here
are some of the ways in which performance is asddssm the aforementioned indicators.

Manager Appraisal: A manager appraises the employee’s performandedativers the
appraisal to the employee. Manager appraisal isabyre top-down and does not encourage
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the employee’s active participation. It is oftentmath resistance, because the employee has

no investment in its development.

Self-Appraisal: The employee appraises his or her own performanctemany cases
comparing the self-appraisal to management’s revi@ften, self-appraisals can highlight
discrepancies between what the employee and mamagehink are important performance

factors and provide mutual feedback for meaningtljistment of expectations.

Peer Appraisal Employees in similar positions appraise an emgxdés performance. This
method is based on the assumption that co-workersnast familiar with an employee’s
performance. Peer appraisal has long been usedssiiclty in manufacturing environments,
where objective criteria such as units producegateRecently, peer appraisal has expanded
to white-collar professions, where soft criterizlsias “works well with others” can lead to
ambiguous appraisals. Peer appraisals are oftentigd at focusing an employee’s attention

on undesirable behaviors and motivating change.

Team Appraisal: Similar to peer appraisal in that members of amiewho may hold
different positions, are asked to appraise eachratlwork and work styles. This approach
assumes that the team’s objectives and each mesnbepected contribution have been

clearly defined.

Assessment CenterThe employee is appraised by professional assesgwm may evaluate
simulated or actual work activities. Objectivitydee advantage of assessment centers, which

produce reviews that are not clouded by persomatioaships with employees.

360-Degree or “Full-Circle “Appraisal: The employee’s performance is appraised by
everyone with whom he or she interacts, includirapagers, peers, customers and members
of other departments. This is the most comprehensind expensive way to measure

performance and it is generally reserved for keplegees.

MBO (Management by Objectives):The employee’s achievement of objective goalsrset
concert with his or her manager is assessed. Th® iBcess begins with action statements

such as, “reduce rejected parts to 5 percent.”

Ongoing monitoring and review of objectives keepe employee focused on achieving

goals. At the annual review, progress toward objestis assessed, and new goals are set
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2.6.8 Why is employee motivation so important for erformance?

Motivation is among the various factors affectingividual performance in an organization
therefore, supervisor in an organization must nadévhis subordinate. Prasad (2010) stated
that motivated employees put on highly performaasecompared to other employees, the
higher performance is a must to an organizationgpsuccessful and this performance comes
by motivation. Silberman (2013) said that the libktween employee motivation and
performance seems to be quite obvious, that’s Isecavery time when we deem a task to be
important and valuable to us, we act with a higleleof dedication and enthusiasm to its
completion. However, the relationship between these things is in fact a lot more
complex. The duties at work can be most of the tietkous, repetitive and quite boring.
Silberman (2013) urged that motivation is highlypontant for every company due to the
benefits that it's able to bring. Such benefitdude:

(a) Low employee turnover and absenteeism, metigatployee stay in an organization and
their absenteeism is quite low. High turnover ahdeateeism create many problems in an
organization like recruitment costs, training areveloping and in a competitive economy
this leads to impossible task that affects the tagmn of the organizational unfavorably.
Stability of the personnel is highly important fraanbusiness point of view; staff will stay
loyal to the enterprise only if they meet a serfspanticipation within the management side.
The abilities and potency of staff can be used@rtown advantage, but also in the benefit
of the company. This may cause an honest publigémathin the market which can attract

competent and qualified individuals into the bussie

(b)Acceptance of organizational changegOrganizations are created in a society because of
changes in technology, value systems etc, orgaoinzahas to incorporate those changes to
cope up with the requirement of time. When thesagks are introduced in the organization,
there is a tendency to resist these changes bgripoyees. However if they are properly
motivated, they accept, introduce and implemergdlaanges keeping the e organization on

the right track of progress.

(c) Human Capital Management a company can achieve its full potential onlyrbgking
use of all the financial, physical, and human resesithat it has. It is through these resources
that the employees get motivated to accomplisir theties. This way, the enterprise begins

to glisten as everyone is doing their best to lfutieir tasks.
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(d) Meeting Personal Goals Help an Employee Stay Motivad and Feel About
Themselves to Continue to ProduceMotivation can facilitate a worker reaching hexh
personal goals, and can facilitate the self-devalmt of an individual. Once that worker
meets some initial goals, they realize the cleak between effort and results, which will

further motivate them to continue at a high level.

(e) Greater Employee Satisfaction Worker satisfaction is important for every compaas

this one factor can lead towards progress or regiesthe absence of an incentive plan,
employees will not fill ready to fulfill their obgives. Thus, managers should seek to
empower them through promotion opportunities, maryeand non-monetary rewards, or

disincentives in case of inefficient employees.

() Raising Employee Efficiency An employee’s efficiency level is not strictlyiaged to his
abilities and qualifications. In order to get thery best results, an employee needs to have a
perfect balance between ability and willingnessciSbalance can lead to an increase of
productivity, lower operational costs, and an ollaraprovement in efficiency, and can be

achieved only through motivation.

(h) Higher Chance of Meeting the Company’s Goalsany enterprise has its goals, which

can be achieved only when the following factorsraes:

— There is a proper resource management;
— The work environment is a cooperative one;
— All employees are directed by their objectives;

— Goals can be reached if cooperation and cooidmadre fulfilled at once through

motivation.

(i) Better Team Harmony, a proper work environment focused on cooperaglegionships
is highly important for an organization’s succel®t only that it can bring stability and
profits, but employees will also adapt more easilghanges, fact which is ultimately in the

company’s benefit.

With all that said, it's important also to pointtdbat motivation is an interior feeling which
should target both the manager and the team mepdsetkey can interact and feed off each
other motivationally needs, wishes and desiresrrgisged, representing the thrust to act.

These should be understood by the manager and lamtenwa frequently update
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comprehensive motivation strategies that inspinrsg®el need to provide an environment
that exudes positive energy that integral contabiat the overall team success. The work
place doors have to be open and keep managersagpplide and encourage them to be
constant. The additional positive of the surrougdjnempowering and greater employees’

productivity are the basic elements that will gesibess to the top.

2.6.9 How Motivation Affect Performance

Kotelnikov (2008) wrote that the extent to which payees are motivated in their work
depends on how well those employees are able wupeoin their job. He goes further, to
assert that motivation is expected to havepositive effect on quality performance;
employees who are characterized by a high levehativation will definitely show higher
work and life satisfaction. Having high level of tivation in itself is valuable for employees
and a decrease in level of motivation might afieciployees negatively, the motivation in
this case will lead to higher level of initiativadacreativity from the employees and where
monitoring is difficult, motivation is therefore egmely important for ensuring high quality
performance. Motivation is the internal process feads to behavior that satisfies needs.

Therefore, performance = Ability x Motivation x Resces (2x2x2 = 8)

Looking at the equation carefully it shows that keys can have as much ability and the
necessary resources at their disposal but will fstil to perform. In other words all that
equation is depicting is that without motivationrfpemance is usually below potential
(Carter and Shelton, 2009).

2.6.10 Relationship between motivation and performace

Pulakos (2009) addressed the vital importariggeedormance management systems in place
within a work environment of an organization. It éssential that both managers and
employees are motivated towards achieving the elé$avels of performance. Cokins (2009)
ineffective performance management system is uglike induce higher performances if
critically supported with determination and intérsem employers and employees. Lee and
Bruvold (2003) suggest that the need for managententvest in the development of
employees as it helps to maintain and develop le¥ekills, knowledge and abilities of
employees and business organization. The persenalapment and self-actualization needs
of the employees act as a tool to manage and peomotivation for effective performance

from employees and share their contributions withdrganization they work for.
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Richeret (2002) have established the positive tairom between the fulfilment of employee
needs and their intrinsic motivation. Moreover ¢iwdies by (Gagne and Deci, 2005) support
the positive relationship between autonomic workimment and intrinsic motivation
which helps to enhance the performance of employeaegaas (2007) considered intrinsic
motivation as an indicator of task performanceoat Recent study by (Grant, 2008) reveals
the strong linkage between intrinsic motivation afyersistence, Productivity and

performance”.

Latham and Pinder (2005) indicate the direct anohgt association between motivation and
job performance therefore reflect the organizasomanagement to identify the most
motivating factors and leverage with them to insee¢éhe motivation of employees and thus
performance. If the management is aware what mesvéheir employees best, they can
utilize the knowledge and create motivational paogs, performance appraisals and
performance management systems in place. When rniy@dogees are not properly or

adequately motivated, there are chances of fatlbrachieve the goals which can cause a

decline in their self-efficacy (Ordonez, 2009).

2.7. Types of Rewards

The subject motivation can never be attempted scudised without making mention of
reward. Malcolm (2010) argued that reward systermahsut rewarding people fairly and
consistently for their individual contribution amdlue to the organization and for their skills
and performance .A good reward system will enshag individual employee’s efforts are
directed to those activities that will help the amgzation to achieve its goals and objectives.
It can be a very sensitive subject — the way incWwhieward is handling can have a big impact
on morale, motivation and productivity.

2.7.1 Monetary Rewards

It is certainly the most common and widely usedragphes to facilitate recruitment,
retention, motivation and performance. Financialargls include direct or indirect payment
such as wages or salary, bonuses, insurance, peyit allowances, loans and tuition
reimbursement. Providing adequate and timely rewardmportant to guarantee the
recruitment of motivated and qualified staff.
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2.7.2 Non-Monetary Rewards

There are different types of non-monetary rewasidsh as work autonomy, recognition,
from supervisors, so employees will feel their gfoare noticed and valued. Career
development and professional growth opportunitie kelp employees to develop new
skills, knowledge expansion, and increase theiibNity within the organization, internal

promotion opportunities as a long plan, and shdtkaflexibility.

2.7.3. Incentive Schemes
There are several features which are unique to ynasea motivating force and which can

affect workers in different ways:

Money is more important to people who are seekingstablish an initial standard of living
rather than those who have arrived. SchumacheBjaffines his principle of motivation in
which he states that if all efforts by the compang devoted to doing away with work by
automation and computerization, then work is a bieghactivity which people put up with
because no other way has been found of doing aplBevould therefore be working just for
money. Most organizations use money not as a ntotivaut simply as a means of ensuring
adequate staffing. The need for apparent fairnassusages the use of salary grades and
hence comparability of earnings. Financial incesgivoperate with varying strengths for
different people in different situations. Much rassh has shown that money is not a single

motivator or even a prime motivator.
2.7.4 Non-financial incentives

Prasad (2007) Financial are used to motivate emepyfor higher work. However,

individuals have various needs which they wantttsg/ while working in an organization.

People at comparatively higher level of managdm@tarchy attach more important to social
physiological needs which cannot be satisfied byneyoalone. Thus, management, in
additional to financial incentives, provides nomahcial incentive to motivate people in the

organization.

The connotation on non-financial incentives doet mean that has nothing to spend on
these. However, the emphasis of non-financial ifices is to provide psychologically and
emotional satisfactory rather than financial satigry. for example if an individual gets
promotion in an organization, it satisfies him gsylogically more ,that is he gets better

status ,more challenging job , authority etc thaancially though he gets more pay also by
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way of promotion . the non- financial incentivesde grouped into two parts (a) individual
including, status , promotion ,responsibility, markjob pleasant and interesting, recognition
of work, job security and( b)collective, includirsgpcial importance of work ,team spirit

Jinformal groups.

2.7.5 Non-Financial Incentives for Employee Motivabn

1. Job security and job enrichment Job security is useful for the motivation of eoyaes.
Such security keeps the employee away from theiaiensf becoming unemployed. Job
enrichment provides an opportunity for greater gattion and advancement. Job enrichment
refers to redesign of jobs.

2. Fair treatment to employees Employer should give attention to the needs,idliffies
and grievances of employees. Small work groupsediedtive communication are useful for
solving the problems of workers. Employees musgiven decent treatment. They will be
co-operative only when they are treated with syimpaand love, affection and dignity.
Employees should also be given help in personaiemsat

3. Recognition of good work Recognition of good work at an appropriate timeeg
encouragement to employees to show better perfaenan future. As an appreciation of
good work, prizes, rewards, promotions, etc. shbelgiven.

4. Encouragement to self-development and career deve@iment. Employees should be
given varied training facilities. Training facilites self-development and also provides
opportunities for career development. Every empdyas a desire to grow, develop and rise
higher. This desire should be exploited fully foothmating employees. For this, training as

well as management development programmers sheulttioduced.

5. Delegation of authority.: Due to delegation of authority, a subordinate leyge feels that
superior has faith in him and also in his ability ase authority in a proper manner.

Employees get mental satisfaction when authorignien to them.

They take interest and initiative in the work andtb prove that they are competent to work

at the higher levels. Thus, delegation of authdy#ggomes a motivating factor.

6. Congenial working conditions It is a non-financial incentive for motivationntployees
should be given various facilities and convenieratetie work place. The work environment

should be pleasant and safe. This creates deswertoefficiently.
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7. Helpful attitude of management The helpful attitude of management towards its
employees creates a sense of affinity for the Qegdéion. Fair treatment to workers creates
better understanding among workers. Cordial indalstelations also motivate employees.
Thus, enlightened and pro-employee attitude of mpament acts as a motivating factor.

8. Fair opportunity of promotion : Fair opportunity of promotion to all eligible wars is
one more method useful for motivating employee®yTtiake interest in the work as they feet
that they will be rewarded in the form of promosofiraining facility should be provided to

employees in order to make them eligible for praorot

9. Labor participation in management Labor participation in management is useful fo t
motivation of employees. Workers get higher statnd better scope for expressing their
views through such participation. Even the formatid quality circles or joint management

councils is useful for motivating employees

10. Designation and status: When an employee &ded with a better designation, it adds

to his status. Employees are proud to reveal #iggictive and high-sounding designations.

11. Stress Management: It is one of the silentnijor factors that cause low performance
among employeesHakala, 2008). He added that there are many astame books available

on the subject and encouraged management to makefdrence materials available to their
people. He further recommended that, if possibkye an in-house seminar on stress

management techniques. So that production timetifost.

12. Job Titles; Job titles in this context (Hakeé2808) meant, tapping the self-esteem of
people, thus, how someone feels about the wayaleperceived in the workforce, which is
a critical component to overall attitude and maréheagine a social gathering that includes
some of the staff of the institution. The subjetivork inevitably comes up. How will the

people feel; proud, or embarrassed, to share tleirand workplace? The importance of

feeling proud of who you are and what you do is omantal.

Management should be creative as they think ofipilisies for titles. They should have staff

come up with ideas giving them input into the fitle
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2.8. Empirical literature review

In the study carried out by (Jibowo, 2007) on tffeat of motivators and hygiene on job
performance among a group of 75 agricultural extensvorkers in Nigeria. The study
basically adopted the same method as (Herzberd) 1&% it shows some support for the
influence of motivators on job performance. In d@eotstudy carried out by (Centres and
Bugental,2007), they also based their researchesnlidrg’s two-factor theory of motivation,
which separated job variables into two group; hygiéactors and motivators. They made use
of sample of 692 subjects to test the validitywad+factor theory. And it was discovered that
at higher occupational level, “motivators” or imisic job factors were more valued, while at
lower occupational level, “hygiene factors” or émxsic job factors were more valued. From
this work they concluded that organization thaiséias both extrinsic and intrinsic factor of

workers get the best out of them.

Bergum and Lehr’s (2004) study which investigateel influence of monetary incentives and
its removal on performance showed that the subjadise experimental group who receives
individual incentives performed better than thosehe control group. Daniel and Caryh,
1995) study was designed to explore the abilitythef investment model to predict job
satisfaction and job commitment. The result shothed job satisfaction was best predicted
by the rewards and cost value of the job and jabrodment on the other hand, was best
predicted by a combination of rewards, cost valaed investment size. Akerele (2001)

observed that poor remuneration is related to fgrafiade by an organization

An empirical analysis for Rwanda Revenue Authof#914) on factors that have significant
impact on the overall level of Rwanda Revenue Adth@mployee motivation ranging from
grade 1 to grade 8. The model classifies correxily of 281 people who are motivated on

their jobs.

However, technicians and middle managers (grades &7) are demotivated at 32.5%,
28.1% and 16.2% respectively. Similarly 28.2 % d@emotivated in operational departments

compared to 20.4 % in support departments

The results further show that 5 out of 9 motivati@ctors studied (salary and wages,
promotional strategies, recognition and awards,am@ation itself and matters and

supervisors’ behaviors) statistically explain tlegess of motivating RRA employees.
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Multinomial logistic regression witnessed the commant of motivated employees to the
success of RRA and when clear promotional policgat are more likely to be highly
motivated. Less motivated employees but committedheir jobs are likely to be highly
motivated when good salary, clear promotional sgigs and good supervisors’ behaviors are
reflected in RRA. While not at all motivated empd@g mainly focus on salary than any other
organizational policy. Though it's a small percgaeaf 6.8, still RRA should establish a
mechanism to easily identify such employees antbtrpise their motivation level, in case of
failure to do so; take adequate action. The alaogeempirical works carried out by different
researchers in the areas of motivation and orghoiwd performance. However, the question
is “what magnitude of motivation variation can mate employees both extrinsic and
intrinsic taking into consideration the argumend @ounter argument on the consequences of

tying to employee performance within an organizatio

2.9 Conclusion
Even though the motivational and performance thewy presented some years back, some

of it if not all factors remain of significant imgance to employees today. The large number
of earlier and recent study investigating employaetivation and performance using
sometimes the original or modified version of thedries, may continue the appreciation of
this theory and the issue of employee motivatiothér performance.

The literature also shows that where the origimeoty was lacking (short comings or
criticized for), has been greatly taken into coasition. Researchers have taken issues such
as differences in gender, age, income, culture ntiees etc and how these may affect or
influence employee work motivation and performantie commonality between these
previous researches is the agreement that cedeiar§ are more important as motivational
factors than others and that these factors maygeh&ilom one employee to another. These
previous studies have also been taken using differeethods, but their outcomes have not
differed significantly. A possible explanation cdlle due to the fact that even though these
studies were carried out using different methodktarget population, the motivator’s factors
remain same. The literature used in this thesiemsoa wide range of time period, highly

relevant and useful for addressing the purposhisthesis
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CHAPTER 3: RESEARCH METHODOLOGY

3.0 Introduction

This chapter aims at explaining the methodologycWwhwas used to analyze the impact of
employees’ motivation on their performance. It prds the research design, study
population, sampling, data collection methods aalst validity and reliability tests, data

processing, limitations and ethical considerations.

3.1 Research Design

The research design is the outline or devise enegldoy the researcher to help structure and
design the work in order to suit the objective anmus of researcher’'s work. This research

used questionnaire by matching it with specificesbjyes which was the main tool of data

collection and was drafted after the survey toeddéht employees and research experts in

order to depict accurate information.

Additionally, the questionnaires were distributedcollect primary data to 134 respondents;

only 109 questionnaires were filled and turnechtoresearcher while 25 were not.

Firstly, this research is a descriptive as it isalibing the relationship between employees’
motivation on their performance therefore, the ifngd of the study revealed that there is a
strong relationship.

Secondly, Quantitative research was used in gatperumerical data and generalizing it

across groups of people by using open ended quesiies.

Next, after the data collection, the researcheargd and coded the raw data so that they
should be entered in the software for being pramss the outputs. The researcher analyzed
primary data by using Statistical Package for So8i@ences (SPSS) with the help of a
statistician.

The results obtained were recorded in form of mblde Spearman’s Correlation Coefficient
was used to determine the relationship betweenvatainal policy and the performance of
employees.

Last but not least, the researcher analyzed aedoirgted the results by the use of the Mean
score and Standards Deviations.
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3.2 Study population

The population of the study consistsTafxes Department since it has the largest nurober
RRA total staff Large Taxpayer’'s office (LTO) & Small & Medium Oées under the
Rwanda Revenue Authority Service.

Table 3. 1 : SMTO and LTO staff and their grades lgels

DEPARTMENT GRADES

Gl G2| G3| G4 | G5| G7/ G8 G99 G10 Total

Large Taxpayer's O 4 4 100 | 65| 20| 7 2 0 202
and small Mediun

taxpayer’s office.

Source: (RRA Human Resource Manual. 30/3/2015)

3.3 Sample size
Sample size calculation for subordinates

The sample size of subordinates was found by ys8igvin’s, 1960) formula of
N

rl:1+‘N Dezj

Where n = sample size, N = population size, N = &08ents and e = margin of error = 0.05
With N=202
The sample will be:

202 _
1+(202* 005?)

134

The distribution of question in different officesasy done in different subgroups or strata,

then stratified random sampling was done as per RiBdan Resource Manual.
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Table 3. 2 : Distribution of questionnaire in diffarent office as per category

Category of respondents | Total Employees % Proportion in Sample
Managers Grade 7-10
29 14% 19
Technicians Grade 4-5 165 82% 110
Support staff Grade 3-1 8 4% 5
TOTAL 202 100 | 134

Source: (RRA Human Resource Manual 30/3/2015).

3.4 Data Collection methods and Tools

The researcher used the questionnaire to colleet aad it was self- administered. This
instrument was used because it was cheaper to mtenirand administer to many

respondents at minimal cost. It also avoids inewer bias. The study employed qualitative
research approach. To identify the result of theel\stprimary sources of data was collected

and used.

White (2005) states that a questionnaire is amunsgnt with open or closed questions, or
statements to which a respondent must react; guestire is a quantitative data collection
tool and is normally distributed to a large numbémrespondents. In this study 134 was
distributed to the respondents. Questionnaire ltheardages of gathering data from a
relatively large number of people in a short ofipgiand they present the possibility of being
replicated (Creswell and Clark, 2007).

Creswell and Plano (2007) found that the questimariachniques were most appropriate to
the research questions and objectives, becauseovidp an efficient way of collecting

responses from large sample of prior to quantisginalysis.

3.4.1. Primary data

In this study, the researcher prepared questioesdw be used in the study, which was
distributed to 134 respondents, written in Engligveloped for RRA staff in SMTO and
LTO department under the study. It had severaispé#ne first part consisted of questions
aimed at obtaining demographic factors from theeadents such as gender, age group,
work experience and qualification. The other pactmsisted of questions about the
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perception of employees about the motivation pahitiRRA evaluate employees’ perception
about their performance based on the current ntaiivgolicy and establish the relationship

between motivation policy and performance.

A Likert scale with five points was used for thenay. This is because it allowed the
respondents to measure how much they agreed ogreesh with a particular statement
(McLeod ,2008).

A rating of 5

5  Strongly disagree you disagree witdoubt at all
4 Disagree you disagree withdoubt

3 Undecided you do not know

2 Agree you agree with soroalat

1 Disagree you agrid no doubt at all

The descriptive equivalents of the likert type saalting limits used are shown in Table 3.5

Table 3. 3 : Evaluation and scoring of the questiamaire: Analysis of perception

Scale Point Responses Verbal description Weightemhm
5 Strongly Agree (SA) Very high perceptian 4.210%

4 Agree (A) High perception 3.51-4.50

3 Neither  Agree  noy Fair perception 2.51-3.50

Disagree (ND)

2 Disagree (DA) low perception 1.51-2.50

1 Strongly Disagree (SD), Very low perception 1.0—1.50
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Table 3. 4 : Rating of Correlations

Strongly high 0.9-1.00
High 0.7-0.9
Moderate 0.5-0.7
Weak 0.3-05
Very weak 0-0.3

3.5 Validity and reliability of the research instrument

Validity
To reach fruitful results, the test of the instrumhéor validity is of great importance. It is
measured in order to ensure appropriate interpoatadf scores. In this research, the
guestionnaire was given to one HR experts, twoeskarcher’s lecturers, and finally to the
researcher’s supervisor who read through and mae secessary corrections.

Reliability

Before administering the questionnaires, a presest conducted in RRA on the instrument
whose validity was ensured. The aim was to prethtestuestionnaire with the view to ensure
that respondents understand the questions andder@gpropriate responses, and to check
whether administration of the survey procedure ashale went smoothly as (Mugenda,
2009) urged. Amin (2005) argued that the coefficranst be 0.7 and above to certify that the
instrument was reliable. Using SPSS, the calculatdde of the instrument reliability was
.979 Cronbach’s Alpha.

Reliability Statistics
Cronbach's Alphe N of ltems
.979 38

Source: Field work 2015
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3.6. Data analysis

Descriptive statistics such as mean and standawhtde was used to analyze data.
Descriptive statistics is where statistical meth@ile used to summarize or describe a
collection of data (Maina, 2012).

The mean describes data in the most accurate wagp@ and Schindler, 2006). The data
gathered from the questionnaires given to employdethe institutions was coded and
analyzed using Statistical Package for Social 2eer{SPSS) with the help of a statistician
or any software for analysis. The results obtaingt be recorded in form of tables. The
Correlation Coefficient will be used to determihe trelationship between motivation policy
and employee performance.

3.7 Limitations

During the data collection exercise numerous chglls was uncounted of which all cannot
be recounted due to inability of the respondenite the real situations on the ground with
fear of being victimized, thinking that it has tadaship as am their colleagues working in

Human resources department.

Secondly, the collection of the questioners to RiAployees took long due to the closing of
annual year 2014 — 2015 and beginning of anothewaryear 2015-2016.

3.8 Ethical considerations

The purpose of the study was explained to the redgrus. In the entire research process, the
researcher also ensured a close contact with §pomneents to ensure that all the emerging
queries was dealt with efficiently to avoid any oraghallenges to the research procedures.
Consent was obtained from the administration of thspondents ‘organizations first,

confidentially was assured to the respondents $tyunting them not.
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CHAPTER 4: PRESENTATION OF FINDINGS, ANALYSIS AND
INTERPRETATION OF DATA

4.0 Introduction

This chapter analyses and presents the data toreta the research objectives of the study.
The findings are discussed and interpreted basettheomesearch questions. The aim of the
study was to analyze the impact of employees’ natitm on their performance. The study
was carried out in Rwanda Revenue Authority Smiledium and Larger Taxpayers
Department.

A questionnaire was issued to 134 people only 10®l@yees respondents returned the
guestionnaires and 25 respondents did not retutmeduestionnaire. The collected data was
edited and coded. Data analysis was done usingipi@ge statistics and where applicable

presentations were done in form of table.

4.1 Demographic characteristics of the employeeséspondents

The demographic characteristics of the respondemie gender, age group, years of
experience and education level. The respondents ne@qtered to indicate their gender, either
male or female in the questionnaire which was preseto them. The table 4.1 summarizes

the number of male and female employees of RRA.

Table 4. 1 Gender of respondents

Frequency Percent Cumulative Percent
Male 53 a7.7 49.5
Female 56 50.5 100.0
Total 109 100.0

Source: Primary data 2015
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Table 4. 2: Age of respondent

The results from the survey as presented in sumrfrary table 4.5 shows that majo
(50.5%) of the workers under study were femaledh wiit.7 of male. Female formed
majority because it is perceived that they are wamgful with audits than men hag highe
integrity, stability meaning that the rate of tuveois less and less transferred to out sta

with (47.7%) comprised their male counterparts.

Table 4. 3: Age of respondent

Frequency Percent Cumulative Percent
21-30 22 19.8 20.2
31-40 58 52.3 73.4
41-50 22 19.8 93.6
7 6.3
51-60
100.0
Total 109 100.0

Source: Primary data 2015

The table shows that the employees of RRA are chigéhe different ages as it was shown
in the results provided by the respondents. Thaltseepresented as follows: from 21-30 years
old within the frequency of 22 represented by 19.886m 31-40 years old within the
frequencies of 58 represented by 52.3%; and frordbQtyears old have 22 frequencies
presented by 19.8%, and from 51-60 years old witthé 7 frequencies presented 6.3%. This
implies that majority of RRA is composed of Mauage workers have built up knowledge
and skills during their time in the workforce, amsing these skills in workplace mentoring
programmers can reduce staff turnover, train o#tmaployees and increase staff morale.

Mature-age workers can save business money ontabgan, training and recruitment.
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Table 4. 4 : Working Experience

Frequency Percent Cumulative Percent
Less than 5 years 34 30.6 31.2
5-10 years 62 55.9 88.1
11-15 years 3 2.7 90.8
more than 15 10 9.0 100.0
years
Total 109 100.0

Missing System
Total

Source: Primary data 2015

Table indicates that majority (55.9) % of the rewhents in the Rwanda Revenue Authority
had worked for more than five year. This shows thatrespondents were experienced, hence

qualified for the study.

Table 4. 5 :Educational Level

Frequency | Percent Cumulative Percent
primary level 3 2.7 2.8
Bachelor's 85 76.6 80.7
degree
Masters level 21 18.9
Total 109 100.0/100.0
Total 100.0

Source: Primary data 2015

Table 4.4 indicates that majority (76.6) % of tlespondents had at least a degree. The
respondents’ were therefore highly qualified fagithwork and for the study. The high level

of education of the respondents was necessaryder dor them to understand the questions
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and be able to fill them accurately. This impliedwork in the Tax authority one requires a

great deal of knowledge and skills to be ablettmfthere, and make the needed impact.

4.2. Respondent’s Perception about the MotivationdPolicy

Table 4. 6 : Interest on motivation policy

N  Minimum Maximum Mean  Std.

Deviation
My organization has necessary tools need¢ 109 2.00 5.00 2.7982 .67741
to do the job as required
In my organization training and developme 109 1.00 5.00 2.1101 .84261
program enhance the performance of
employees
In my organization evaluation is done at 109 1.00 5.00 2.1376 1.16641
regular basis to determine whether employ
are doing well their job
My organization | feel like | am a part of the 109 2.00 5.00 4.1468 1.07001
team (share mission, values, efforts and gc
At my work place | am adequately 109 3.00 5.00 4.1651 .83349
remunerated for what | do
In my organization Employees are assigne 109 2.00 5.00 3.5413 1.05876
work with experienced ones
My organization ensures good vertical and 109 1.00 5.00 3.6972 .96709
horizontal communication
Valid N (list wise)

109 3.228 .94511

Source: Primary Data 2015

This section respondents were asked as to what dmnion about the motivational
policy.The results in Table 4.5 showed the respotsdénterest on motivation policy as
depicted by a mean score of 2.79, the had a me&dpeateption that the organisation has the
necessary tools need to do the job as required sEmeard deviation of 0.68 indicates that
there were significant variations among the respsmseaning that some agree while others
disagree on whether the organization have toad t@do the job.
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According to the employee’s view the tools are aguhte and not able to meet people’s
basic needs. So the organization have to look fayugh computer, tables and other
applications needed for each specific purpose,tlask employees whether they have the
tools they need to do the work in turn for goodfgmenance. Next, the respondents were
asked if the organization training and developmamigram enhance the performance of
employees. According to the findings as depictecabyiean score of 2.11, the respondents
had weak perception on organization training aedetbpment program meaning that that
organization training and development program inARfe not funded to be very adequate
which leads to hindrance in Developing talent nggmaent initiatives and opportunities for
career and personal development. The organizatmmuld therefore make development
activities chosen by the staff in light of theirreer aspirations depend on the need,
availability of time and resources aligned to thwporate staff development plan .The
standard deviation of 0.84 indicates that thereewsignificant variations among the

responses.

Next, the respondents were asked if organizatiomluetion is done at regular basis to
determine whether employees are doing well théir foccording to the findings as depicted
by a mean score of 2.14, the respondents had a perakption on how evaluation is done.
Employees receive little or no advance notice afirtiJudgment Day. Performance
discussions ideally should be conducted on a redndais, on a schedule well-known and
well-publicized to everyone in the organization lyou find it is done once a year without
employee concern. The standard deviation of 1.X2cates that there were significant

variations among the responses.

Next, the respondents were asked if they feel g of the team (share mission, values,
efforts and goals. According to the findings asickepl by a mean score of 4.15, the
respondents as a highy perception that they pialof the team this is due toorganizational
meaningfulness of work tasks in the developmenthefcountry that has a great impact of
employee motivation, since it provides for challes@nd individual development, Variety of
goals for its different employees. RRA has cleat precise goals according to which they
structured their work Goals were based on whattiposian employee held at goals at
different positions differed in complexity, lengmnd lifecycles. The standard deviation of
1.66 indicates that there were significant variadioamong the responses.Next, the

respondents were asked if employees are adequateiynerated for what they do.
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According to the findings as depicted by a mearresad 4.165 the respondents had a
extremly perception about remuneration received, shows that remuneration is important
to encourage good work performance but rather rtiortance attached to a particular act.
The standard deviation of 0.83 indicates that theeee significant variations among the
responses meaning that employees are remuneratedhatn they do. Although they are
renumerated for what they do the organisation Isheee to it that the pay is in line with the

current markert for stability of its employees.

Next, last two questions had a mean of 3.54 a68 @&spectively that has a high perception
with a standard deviation of 1.06 and 0.97 respelstiindicates that there were significant
variations among the responses. This implies thatemployee is assigned to work with
experienced one and vertical& horizontal commuiecahas motivated employee within the

organization.

The researcher concludes that employees are gaweersdiof organizational success and
deliver parts of the overall picture and every patportant. So, appreciation of hard work
and projects delivered extremely well will make émypes feel good about them and also
valued, while giving them the drive to keep puttimgtheir best. It is good to recognize
individual employees as well as show appreciatmmall employees as a group when their
team effort resulted in some accomplishment. Jdstvaminutes of recognition can create a

great change in an employee’s attitude to work.
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Table 4. 7 :

Organizational Management

N

Minimum

Maximum  Mean

Std. Deviation

Employees feel real
responsibility for
organizational goal and are
motivated to behave a way
improve them

Organization actively
encourage employees to
work safely and solve
problems

Decision making is largely
based on group pattern anc
encourage team work
Supervisors have realistic
expectation of employees
contribution

Employees participate by
providing suggestions for
improvement

Basis decision and rewards
on formulated organization
policies

Supervisors listen to

employees

The organization provides ¢
efficiency orientation on

newly assigned work

Valid N (list wise)

109

109

109

109

109

109

109

109

109

2.00

2.00

1.00

1.00

2.00

2.00

2.00

1.00

5.00 3.8716

5.00 3.8624

5.00 3.3945

5.00 3.5780

5.00 4.0000

5.00 3.5596

5.00 3.6789

5.00 3.5872

3.6915

77101

.89720

1.04543

.92590

.91287

1.06659

73132

91501

0.90¢

31

Source: Primary data 2015

The results in Table 4.6 show the respondents p&ooceof employees about organizational

management the first question on how employeesrésiresponsibility for organizational
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goal and are motivated to behave a way to imprdveamta mean score of 3.87, the
respondents had a high perception towards the iqnesiThe standard deviation of 0.77,
implies that there were significant variations agdine responses.The explanation of this is
that all organizational goals are communicated épagtmental level divisions and then

sections finaly to an employee for implementation.

Next, the respondents were asked whether theyctireely encouraged, to work safely and
solve problems. According to the findings as deguicby a mean score of 3.86, the
respondents had a higher perception to perceiMagms with the standard deviation of 0.89
indicate that there were significant variations amothe responsesmeaning that the

management ecourages to work safely and solvegmasb

Next the respondents were asked to determine whBtbasion making is largely based on
group pattern and encourage team work, these shgwlse overall computed mean of 3.39
the respondents had a morderate perception.Thedasthmeviation of 1.04 indicated that
there were major significant variation among thepmnses.Their response included the need
to improve on the team spirit, improve on peopl@srformance and avoidance of
segregation, top management to improve in the mranheéhandling workers and work

regulations to be followed.

Next, the respondents whether Decision making igelst based on group pattern and
encourage team work, according to the findings ggsatied by a mean score of 3.58, the
respondents had a high perception .The standandtabevof 0.92 indicates that there were
significant variations among the responses meathiaigsome believed that all revenues were

dully collected while others did not

Next the respondents were asked whether Supervisav® realistic expectation of
employee’s contribution. According to the findings depicted by a mean score of 3.58 the
respondents had a higher perception meaning R supervisors work unit to attain goals
and objectives, the standard deviation of 0.93ciueid that there were significant variation

among.

Next, the respondents were asked if the employadgipate by providing suggestions for
improvement .According to the findings as depidigdh mean score of 4.00 , the respondents

had a higher perception that employees participaye providing suggestions for
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improvement. The standard deviation of 0.91 indisathat there were major variations

among the responses meaningin providing sugedtomsiprovement.

Next, the employees were asked if Basis decisiohrewards are formulated on organization
policies. According to the findings as depictedabmean score of 3.56, the respondents had
a higher perception. The standard deviation of litdicates that there were strong
significant among the responses. These shows tasit Rlecision and rewards to serve to

build a better employment deal, hold on to good legges and to reduce turnover.

Next, the respondents were asked if Supervisdenli® employees. The findings as depicted
by a mean score of 3.68, the employees had a hmgreeption. The standard deviation of
0.731 indicates that there were significant amdmg responses. These shows that giving
employees the opportunity to voice their opinioas ®e a positive force for change. But
don’'t put out a suggestion box if you aren’t wigito implement at least some of the

suggestions.

Finally, they were asked whether organization piesian efficiency orientation on newly
assigned work. According to the findings as comghulyy a mean score of 3.58, shows that
employees had a higher perceptionon the newly madigvork RRA provides training to
produce change, by upgrading of a person’s skilhe addition of a new skill, which in turn
can bring about the desired change an agency ksnge€lhe standard deviation of 0.92

indicates that there were significant variableag the respondents .

The researcher concludes that to survive and expangdnizations must quickly adapt to
changes in their environment and this should be@rantitment with both employees and
management. If organizations do not change, theg tbeir ability to compete. When the
environment changes and the niche originally filkeg the organization either becomes

unimportant or is superseded, the organization chestge or die.

Change in an organization will produce some ungestafrustration, and anxiety among

employees that will have longterm effects on emeésy attitude and psychology.

The expectation of changes led employees to exparipsychological uncertainty about the
potential loss of current position, unemploymeale pressure, and reduction ofavailable

resources.
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Furthermore, trust is an important foundation obmerative relationships between people.
Once an organization begins changing, its employeag face threats to their jobs, roles,
positions, and resources, and these threats caer lmployees' trust in their organization as
a whole. This reaction can negatively manifest nmplyees' attitudes toward their work.

When individuals contemplate the stress of orgdinizal change, their perceptions, choice
of reaction strategies, and working attitudes tatirggly influence whether the change will be

successful and whether the newly reconstitutedrnezgéion will function efficiently.
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4.3 Evaluate employees’ perception about perforance based on the current

motivation policy.

Table 4. 8 : Performance based on the current motation policy

N  Minimum Maximum Mean Std. Deviation
Best performance reward is an import 109 1.00 5.00 4.2844 1.00085
factor in employee performance
Goal clarity among employees help to 109 2.00 5.00 4.2018 .82529
improve their performance
Work conditions greatly improve 109 2.00 5.00 4.2018 .82529
performance
Employee promotion is the most 109 1.00 5.00 4.1376 .86568
important factor on performance
To achieve any goal, an employee mt 109 2.00 5.00 4.4495 .73895
be flexible and suitable for the job
Knowledge of the structure helpan 109 2.00 5.00 4.2294 16537
employee to know what to do in any
situation and hence improve his/her
performance
Feedback is the key in the improveme 109 3.00 5.00 4.3761 57396
of an individual on performance
The use of modern technology trigger 109 3.00 500 4.1101 .74956
performance of the employees
Ability, training and experience improy 109 3.00 5.00 4.3486 .67187
an individuals®™ capacity to perform
The performance in RRA's objective i 109 2.00 5.00 3.7156 .9727Q
clearly understandable
The evaluation form used in RRAis 109 2.00 5.00 3.3211 1.14569
appropriate
The evaluators are trained properly 109 1.00 5.00 3.2110 1.04592
The criteria and methods used in 109 2.00 5.00 3.3211 1.14569
performance evaluation is efficiency
Valid N (list wise) 109 3.99 .8712

Source: Primary data 2015
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This section respondents were asked as to how gegsassess their performance given the
current motivation policy. According to the find&@s depicted by a mean score of 4.98 the
respondents had a high perception that best pesftwenreward is an important factor in
employee .The standard deviation of 1.00 indicébed there were heterogeneity among the
responses meaning that, financial and nonfinarasial both can be utilized positively to
enhance performance behaviours of employees. HRalamewards means pay for
performance such as performance bonus, job promat@nmission, tips, gratuities and gifts
etc Non financial rewards are non monetary/non @shit is a social recognition such as
acknowledgement, certificate, and genuine applieai&tc. The non financial rewards is also

called materials award.

Next, the respodents were asked if Goal clarity ragnemployees help to improve their
performance. According to the findings as depidigé mean score of 4.20, the respondents
had a high perception Goal clarity among employeelp to improve their performance,
employees who clearly understand their individuzdlg-and how they relate to those of your
company-naturally become more engaged with therkwemployees see how they can make
a direct contribution to the company's success; begin to focus on finding ways to work
smarter and more efficiently. The standard dewatd 0.82 indicated that there were no
major significant variation among the responsesnimgaboost in employee productivity will

naturally lead to increased operating margins anftgability for your organization.

According to the findings as depicted by a meanescd 4.02, the respondents had a high
perception on Work conditions greatly improve pearfiance. The standard deviation of
0.82indicates that there were significant variagi@mong the responses. Meaning that the
organisation need to furnish the offices, gatheiniops and get a way forward, There
Increase operational funds. There is need to ingmv manager staff relationship, more

office equipments, and improve on the sanitation.

Next, the respondents were asked if Employee priomas the most important factor on
performance. According to the findings as depidigé mean score of 4.13, the respondents
had a high perception. The standard deviation 86 (Ondicates that there were major
significant among the responses meaning that iBaesignificant perception that Employee
promotion is the most important factor on perforaeggnOn the other hand, criteria must be
set correctly for the purpose of promotion and dmwo that employees become motivated
by fulfilling them .
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Next, the respondents were asked if to achievega@y, an employee must be flexible and
suitable for the job. According to the findings @espicted by a mean score of 4.44, the
respondents had a high perception meaning thahdémdpy has opened up the ability to work
around the clock and from anywhere. However, if jiie needs to be physically present at
work for meetings, customer interactions or mangg@ihers, then these need to be preserved
and be fully understand the role, then highlighwhyour skills, experience and personal
gualities match. The standard deviation of 0.82¥iciates that there were major significant
among the responses meaning that there is a sigmifperception that employee to achieve

any goal; an employee must be flexible and suitbdléhe job.

Next, the respondents were asked if Knowledge efstinucture help an employee to know
what to do in any situation and hence improve bisfferformance. According to the findings
as depicted by a mean score of 4.23, the respandhaick a high perception The standard
deviation of 0.775 . According to the findings aspitted by a mean score of 4.38, the
respondents had a positive perception.The stardkanation of 0.574 indicates feedback on
both positive and negative experiences can bemef@mployee, consumers and businesses in

the long run, a new study finds.

The use of modern technology triggers performanficéh® employees, According to the
findings as depicted by a mean score of 4.11, ¢#spandents had a high perception.The
standard deviation of 0.75 indicates that technplsgves times by speeding up the work

flow process, improves communication hence perfogea

Ability, training and experience improve an indivals’ capacity to perform, According to
the findings as depicted by a mean score of 4tgbréspondents had a high perception . The
standard deviation of .672 indicates that Abiliaining and experience foster growth and
development , provide opportunities for employeeadcept greater challenges, contributing
to the achievement of department goals and thecgtgemission and vision, build employee

self-confidence and commitment.

The performance in RRA’s objective is clearly ustimndable, according to the findings as
depicted by a mean score of 3.72, the respondadsahhigh perception. The standard
deviation of 0 .97 indicates that there were sigaift variations among the responses
meaning that but objectives should be more clestd{ed from the beginning of the exercise

and communicated to participants, stakeholdergfamg@ublic throughout the exercise.
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The evaluation form used in RRA is appropriate oatding to the findings as depicted by a
mean score of 3.32; the respondents had a modeeateption.The standard deviation of
1.147 indicates that there were significant vaviadi among the responses meaning that the
evaluation form used should be apropriate,beceesg@ndents neither agree or disagree on

them.

The criteria and methods used in performance etratuas efficiency, according to the
findings as depicted by a mean score of 3.32;¢Bpandents had a moderate perception.The
standard deviation of 1.13 indicates that thereewsignificant variations among the
responses meaning evaluators should be traieedube respondents neither agree or

disagree on them.

The researcher concludes that many organizati@mesviarious challenges as they endeavor to
measure and improve employee performance. Orgamsabverall performance is affected
by individual and group performance of its empleyeBerformance system is a critical
component of the overall human resource managefuantion in all over the word. It is
predicated upon the principle of work planning,tiegt of agreed performance targets,
feedback, reporting and is linked to other humasowece management systems and
processes including staff development. Always engss are attracted on getting high
productivity and growth and feel comfortable onitle®ntribution to ensure the success and
therefore this may be a good factor that can Hedmtto be committed with the organization.
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Table 4. 9 : Relationship between motivation and eployee performance
N Minimum Maximum Mean Std. Deviation

With the help of the management the 109 1.00 5.00 3.7339 .85681
performance has improved over time

Performance increased when RRA take 109 2.00 5.00 3.6514 99421
long to rotate the employees

Always performance is best when 109 3.00 5.00 4.2752 .66488
employees know what they expected to

work

With the current motivation practices at 109 1.00 5.00 3.5138 1.03293

RRA, the performance of employees is

always going up

Employees often endeavor to meet the 109 1.00 5.00 3.9358 1.01174
targets to be given bonus

Employees feel encouraged to come up 109 1.00 5.00 3.9266 .96902
with new and better ways of doing thing

Valid N (list wise) 109 3.8394 0.9215

Source: Primary data 2015

The results from table 4.8 shows the relationshgiwben motivation and employee
performance. The first two questions had a mea3.68 and 3.65 respectively, with a
standard deviation of 0.86 and 0.99. This impliexs there were significant variations among
the responses to the two questions. The explanatioiis is that with the help of the
management the performance has improved over tddParformance increase when RRA
takes long to rotate the employees. So the managesheud put in more effort in assisting
the employees attaining to set targed and taketlmmgtate the employee this increases work
experience in a particular job .Next, the respotsievere asked if always performance is
best when employees know what they expected to .wAdcording to the findings as
depicted by a mean score of 4.73 the respondemtsahaextrimely high perception that
performance is best when employees know what thgeated to work. The standard
deviation of 0.78 indicates that there were sigarit variables on the respondents.
According to the findings as depicted by a meanescb 3.51, 3.94 the respondents had a
high perception.
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The standard deviation of 1.03, 1.01 indicate$ there is a significant variables on with

current motivation practices at RRA, performanceeniployees is always going up and
employees often endeavor to meet the targets tgivem bonus. Finally, the respondents
were asked whether Employees feel encouraged t@ agprwith new and better ways of

doing things.

According to the findings as depicted by a meanesod 3.92, the respondents had a high
perception on how employees feel encouranged tcecopnwith new and better ways of

doing things .The stardard deviation of 0.96 intinga that there were significant variable

on employees feel encouranged to come up withar@hbetter ways of doing things.

Table 4. 10 : Correlations Analysis

Independent Dependent
Variable Variable
Correlation 1.000 987"
Independent Coefficient
Variable Sig. (2-tailed) .000
N 109 109
Spearman’s rh
Correlation 987" 1.000
Dependent  Coefficient
Variable Sig. (2-tailed) .000
N 109 109

** Correlation is significant at the 0.01 leveH@iled).

Table 4.9 shows that there is strong high relatignbetween perceptions on motivation and
performance as it falls between 0.9-1.00 thus treetation coefficient is closer to 1.00
therefore the motivation should be highly increasdte organization has an important role
to play in motivating its employees for better pemiance. This implies that the more
motivational policy in place and implemented therendhe performance of employees

increase.
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CHAPTER 5

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMANDETIONS

5.0 Introduction
This chapter embodies the summary of findings, kmmen and recommendation. This
research study was carried to analyze the impacemoployees’ motivation on their

performance.
The respondents were 134 employees only 109 retuhmequestionnaires to the researcher.

5.1. Summary
The major objective of this research was to anatiieeimpact of employees’ motivation on

their performance in Rwanda Revenue Authority

After presentation, analysis and interpretatiorihef data collected through primary data the
researcher came up with the following findings: iDgrthe research, four fundamental

objectives were taken into consideration.

1. To determine the perception of employees aboutrtbigvation policy at RRA

2. To evaluate employees’ perception about their perdmce based on the current

motivation policy.
3. To Establish the relationship between motivatiohgy and performance

To achieve the goal; this research was focused ethads and techniques which were
applied in order to conduct the research. In théearch study, questionnaires have been used
to gather relevant information concerning this aesk (primary data). In analyzing and
processing data, the researcher has used deseriptethods to make the analysis. A
Statistical Package for Social Sciences (SPSSused as a tool to analyze the data gathered
throughout the questionnaire.

Data collected from a questionnaire were distridute134 employees and only 109 returned
the questionnaires to the researcher. The purpasetavanalyze the impact of employees’

motivation on their performance.
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5.2 Discussion of Major findings

5.2.1 Discussion of Major Findings based on Rese&rQuestions

Research Question 1: What are the demographicatkasdics of the respondents in terms of
the organization they work for, Gender, working esx@nce, and level of education?

The demographic characteristics of the respondentsrms of the organization they work
for, level of education, current position and woikexperience.

The results indicated that (50.5%) of the workensler study were females with 47.7 of
male. Female formed the majority because it is geed that they are very careful with
audits than men having higher integrity, stabilitganing that the rate of turnover is less and

less transferred to out stations with (47.7%) cosegl their male counterparts.

The results on educational level indicated thatomitg) (76.6) % of the respondents had at
least a degree. This implied that employees in R&RA highly qualified.Most of the
respondents on work (52.9%) had worked for the aitthfor a period of 5-10 years,
which implied the research, achieved its aim, askers within that range were in the best

position to articulate their views better concegnihe issue of motivation at RRA.

To determine the perception of employees about theotivation policy at RRA

The respondents’ perception about the motivatiolicp@t RRA was moderate about the
motivation policy at RRA with overall mean aR28 and stardard deviation of 0.9451.

To evaluate employees’ perception about their perfmance based on the current

motivation policy

The respondents’ perception about their performédrased on the current motivation policy
respondents has a high perception thus implyingthiearespondents were of the opinion that
the performance is based on the current motivatipadicy.Overall mean of 3.99 and

stardard deviation of 0.871 thus implying that tlespondents were confident in their

organizational policy.
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To establish the relationship between motivation dicy and performance

To establish the relationship between motivatiodicgoand performance, the results
indicated that there was a high significant reladlup between motivation and employee
performance

Findings from HR department on the measures and someplemented policies in place:

1. RRA Retention Strategy, staff motivation and iayed sustained business continuity,
RRA is committed to prioritize in proactive way atgies to make them feel valued and
engaged in order to motivate employees heetainrthem by ;

i) Revised Remunerations and rewards for RRA staff

Allowances and benefits are considered as oneeoinitentive packages of an organization.
Salary is thought to be one of the key extrinsidivadional factors influencing employee
engagement and career choices. RRA provides diffenenetary packages including bonus
based on surpassing preset targets. Howevereilash 3 years, RRA was not able to surpass
the set targets. The study showed that factoect@fiy RRA staff motivation, Salary and
Wages was categorized among the most motivatirtgrfac

i) Strengthen RRA staff communication and employedfare

RRA initiate different communication forum in acdance to RRA communication strategy
to be developed and both will consider the follayvin

Employees know what is expected of them by thepesusors; Employees have a wide
breadth of responsibilities. If they do not knowaetly what their jobs entail and what is
expected of them, they cannot perform up to thadstad, and morale can begin to drop.
Communicates the business’s mission; Feeling cdedeo the organization’s goals is one
way to keep employees mentally and emotionally t@dRRA. Create regular and open
communication between employees and management] kegular meetings in which
employees can offer ideas and ask questions. ldavepen-door policy that encourages
employees to speak frankly with their managers auttiear of repercussion.

Continually share information and knowledge withemhployees. Consider regular employee
meetings or a bulletin board to up-date employeEscourage regular feedback between
employees and managers. Employee ownership, degisaking and flexibility; Share the
vision, mission and strategies of the business eitiployees including them in decision-
making and allowing them to have significant autogand control over work.

iii) A motivating, supportive and trusting enviroemnt. Ensure that supervisors act as coaches
and are supportive. Use teams, Quality circles athér feedback loops where possible.
Recognize and reward their contributions by;

Open-book policy, employees know what's going drgtegic plans, key decisions.
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Employee online suggestion box Anonymous, easilges®ed, regularly checked and
responded to in a positive and public way (e.g.sletter, staff meeting) platform will enable

employees to express their views, comments, questiand requests to management in
confidential way.

Employee surveys. Anonymous, confidential, usingaidated survey tool, results reported
to all staff, surveys result in action.

Regular staff meetings. Team work, with opporturatyd encouragement for employees to
hear and be heard.

Toolbox meetings. Quick, ad hoc meetings in a depart/Unit to address an emergent
concern or problem or communicate something neg. @fety issue, debrief on a recent
incident). Many employees feel that “no news is bads.

Strengthen capacity of managers with manageridisskio equip them with sufficient
supervisory skills in order to manage their submaiths appropriately and in a manner which
develops them to cope up with their tasks and iine@t expectations.

Caisse d’Entraide Mituelle for RRA staff as an assiion of RRA staff established in 2004
is considered as one of the opportunities for RRArthance staff wellness, in this regards, it
will be strengthened in order to be beneficialifsrmembers and RRA in general.

Initiate complementary occupation pension schenefel®® to the law M5/2015 of March
2015 governing the organization pension schemewari@da, RRA will establish a private
pension scheme to complement existing mandatomgnseh

iv) Enhance Staff Capacity

Streamline Training and development RRA will redagnthat well planned training
programs increase the organization specificity mpyee skills, which in turn increases
employee productivity and reduces job dissatisfacthat results in employee turnover.

Identify RRA skills gap; The assessment shouldooé&ed at institutional, organizational and
individual dimensions plus training needs to paitc positions in order to highlight areas
for priority focusing in any capacity building imtentions to facilitate the implementation of
each strategic action defined in the RRA strategy;

Develop a long-term training plan; in accordanceR®A skills needs. RRA will establish
detailed roles and responsibilities of stakeholdenolved in RRA Capacity Building

initiatives, determine benchmarks and targets wigar timeline of their achievement and
budget needed,;

Establish a learning culture; Provide incentives learning. Well-equipped modern bold
library with relevant facilities and internet whidtelp employees achieve goals and ensure
they have a solid understanding of their job rezyaents.
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Create individual learning plans; Encourage empsyt® join professional courses to boost
their career and remain competitive in the laborketa

Tuition Sharing; Employer provides funds for emmey to take approved training to
encourage learning by Getting managers involvednadars should spend time coaching
employees, helping good performers move to new tipasi and minimizing poor
performance.

v) Staff Promotions and Job Advancement

Provide employees with adequate job challengestiibiexpand their knowledge in their
field; Employees are more likely to stay engagedtheir jobs and committed to an
organization that makes investments in them anid ¢hecer development.

Promote from within whenever possible; Give empésya clear path of advancement to
avoid them becoming frustrated and stop try leavfitigey see no clear future for themselves
in the organization.

Develop a Coaching/feedback programs; to emplogedsat their efforts stay aligned with
the goals of the organization and meet expectation®RA managers should provide
intensive formal and informal feedback to employteesughout the year.

Provide a Mentoring program integrated with a gwénted feedback system which

provides a structured mechanism for developinghgtrelationships with in RRA which is a

solid foundation for employee retention and growth.staff is paired with someone more
experienced in a certain discipline or someone ég®rienced in a similar area, with the
goal to develop specific competencies, provide qgearnce feedback, and design an
individualized career development plan.

Develop staff Rotation plan: that helps staff moeemto different functionalities in the
Authority for skills sharing to optimize staff permance in the changing job demands.

Initiate Talent Management strategy to ensuretti@tight people, with the right skills are in
the right place at the right time and these pe@pke engaged and focused on the right
activities to achieve targeted results. Talent Ageshould focus on building Individual,
departmental and organizational competencies m With the identified Critical, Core and
Scarce Skills that are essential to the businessepses to deliver tax related products and
services.

Increased employee performance and supervision
Supervision and employee relations

In the study on RRA staff motivation, 48% employeéepict bad feelings to their immediate
supervisor which leads to dissatisfaction and latkmotivation and this has a negative
impact on their job performance. Shaping managerd subordinates behavior, RRA
necessitates the following course of action:
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Equip managers in managerial skills: in collabamtwith training department, managers
will be equipped with managerial skills;

Develop a background checklist for new recruitriswge high level of integrity for new staff

5.4 Recommendations
From the findings of the study and the conclusidrzsvn from them, the following recommendations

were made:
Government of Rwanda

In order to achieve a maximum output or produgtjvemployers in any organization should, as a
matter of policy and necessity, motivate theirfstdtivation of staff is a highly relative mattsince

it varies in degrees, dimensions and places of @ynmnt. Thus, the policies formulated in any
organization cannot be actively and successfullplémented when the employees are very
unconcerned with the conditions prevailing in thaiorkplace. Hence, lack of motivation of
employees in any organization is a failure in tiehievement of the desired or designed goals or
objectives of the organization and to the counsyaawhole. The Government involvement should
take part in recommending the provision of motimasil needs through adjusting in the labor laws.
This will ensure that all organizations provide ibagquirements to their employees and eventually

enable them to work hard for improved performance.

Refresher courses should be given to managers pooi@ upon their management skills as to
effectively and appropriately tackle employees’atge needs. This can contribute towards reducing

on the rate of labor turn over in private firmsRwanda.

To Rwanda Revenue Authority (RRA)

v" The researcher recommends that Rwanda Revenueriwutsloould continue to work
out ways of retaining their good employees andhetitng other competent staff. They
should also continue supporting their employeepuisue further studies and other
professional courses enhance the quality of threpleyee performance.

v/ Continue to remunerate for work done to its emgésy let employees feel part of
the team (share mission, values, efforts and gealsjre good vertical and horizontal
communication of its employees and let employeesabsigned to work with
experienced ones since these are the most ingestiotivational policy of its
employees.

v" Organizational Management is encouraged to fegloresbility for organizational

goal and motivate them to behave a way to imprbeent
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Involve employees in decision making and encoutagm work;

Supervisors should take time to have realistic etgt®n of employee’s contribution;
Make sure employees participate by providing sutges for improvement;

Base their decision and rewards on formulated azgéion policies;

Take the time to listen to employees personal erob|

The organization should provides an efficiencymaéion on newly assigned work;

Encourage employees to participate in providinggegtons for improvement;

AN NNV U N NN

The researcher recommends that RRA should work teaadquire and also maintain

current motivational policy seriously.

To Employees of Rwanda Revenue Authority

For people in management roles, goal setting islatedy essential to motivating employees
and creating an environment where they can win, faptllike winners. Employees should
also be a greater balance between their needsrgadizational needs. The stake holders

have to ensure that this achieved will reduce eyg@s’ selfishness at their places of work.

5.5 Conclusion

The researcher’s project concludes that the managieof the Rwanda Revenue Authority
needs to ensure that they take the recommendajives by the researcher, if implemented
they will have a positive effect on the organizatiand likely to the performance of its

employees. The Employee motivation and performameery central in the management of
employee within organizations. This is becauseas A direct bearing on the company’s
productivity or quality of services rendered. Tiiéends has an impact on the company
profits and continued existence as a consequenasagement most continuously put in

place a veritable motivational structure so asctoeve greater performance.
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QUESTIONNAIRE

Dear Respondent,

| am a student at the National University of Rwari&R) carrying out a study entitled
“Employee Motivation and their Performance: Eviderioom Rwanda Revenue Authority.
You have been selected to be one of the respondarmdsyou have an important role in this
research. | therefore request for your assistancéhe study by providing answers to the
guestions below. | give an assurance that your ersswill be treated confidentially and used

purposely for this research.

Thank you for your cooperation.

Esther Nishimwe

Researcher
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QUESTIONNAIRE

Part1 Demographic Information

Kindly provide your personal and professional imfation according to the scaling system providedidking

one of the given answers below.

1. Gender:
Male O O
Female
2. Age Group:
21-30 O O OO O
31-40
41-50
51-60
61 and above
3. How many years have you been working for the RRA?
i.  Lessthan 5 years O O O D
ii. 5-10 years
iii. 11-15 years
iv. More than 15 years
4. What is your level of education?
i. Primary level OO O O
ii. Secondary level
iii. Bachelor's degree
iv. Master’s level
V. Other  Specify

Part II:

Please take note that the responses to the queft@ow are given based on the following answeggmaies.
Circle the one you feel is most appropriate fromfiilowing scale:

A) Measuring Perception of employees about the motiviain policy

No | Items 5
c
3 5 g8 2 4
S EEER IR
5 o o 0 o 42| 5 Y
nw < Z2 << ago]n g
Interest of employees’ on motivation policy
1 My organization has the necessary tools needed thedJob as required. 5 4 |3 2 1
2 In my organizations training and development progemhance performance of thes 4 |3 2 |1
employee.
3 In my organization evaluation is done at regulagi$to determine whether 5 4 |3 2 1
employees are doing well their jobs.
4 In my organization | feel like | am a part of aneéshared mission, values, efforts 5 4 |3 2 |1
and goals)
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5 At my place | am adequately remunerated for witht. | 5 4 |3 2 |1
6 In my organization employees are assigned to wattk @xperienced one. 5 4 |3 2 |1
7 In my organization they ensuring good vertical andzontal communication 5 4 |3 2 |1
Perception of employees to the organizational Megement
1 Employees feel real responsibility for organizatogoals and are motivatedto | 5 4 |3 2 |1
behave in ways to improve them
2 The organization actively encourages employee tik wafely and solve problems.5 4 |3 2 |1
3 Decision-making is largely based on group pattena, encourages teamwork 5 4 |3 2 |1
4 The organization provides an efficiency orientafionnewly assigned work. 5 4 |3 2 |1
5 Supervisor has realistic expectation of employe#rduution. 5 4 |3 2 |1
6 Employees participate by providing suggestionsrfggrovement. 5 4 |3 2 |1
7 Bases decisions and rewards on formulated orgamiedtpolicies. 5 4 |3 2 1
8 Supervisor Listens to employees. 5 4 |3 2 1
b) Evaluation of employees’ perception about their performance based on the current motivation policy
1 Best Performance reward is an important fact@maployee performance 5 4 |3 2 1
2 Goal clarity among the employees helps to imprtedr tperformance 5 4 |3 2 1
3 Work conditions greatly improve performance 5 4 |3 2 1
4 Employee promotion is the most important factoeinployee performance 5 4 |3 2 1
5 To achieve any goal, an employee must be flexibtesaitable for the job 5 4 |3 2 1
6 Knowledge of the structure helps an employee towkmwehat to do in given 5 4 |3 2 1
situations and hence improve his/her performance
7 Feedback is the key in the improvement of an intligl’s performance 5 4 |3 2 1
8 The use of modern technology triggers performari@ployees 5 4 |3 2 1
9 Ability, training and experience improve an indiva’s capability to perform 5 4 |3 2 1
10 | The performance in RRA is objective and clearlyemstandable. 5 4 |3 2 1
11 | The criteria and methods used in performance etiatuafficient. 5 4 |3 2 1
12 | The evaluation form used is appropriate 5 4 |3 2 1
13 | The evaluators’ are trained properly 5 4 |3 2 1
c) Relationship between motivation and employee perfonance
1 With the help of the management, the performansdrharoved over time. 5 4 |3 2
2 Performance increased when RRA takes long to rthiatemployees. 5 4 |3 2 1
3 Always performance is the best when employees ktiaw they are accepted pb 4 |3 2 1
work.
4 With the current motivation practices at RRA, tlefprmance of the employees|is 4 |3 2 1
always going up.
5 Employees often endeavor to meet the set targdis pmid a bonus. 5 4 |3 2 1
6 Employees feel encouraged to come up with new attéroways of doing things. | 5 4 |3 2 1
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