



CHAPTER ONE
INTRODUCTION
1.1. Background to the Study
Excellent services provided and offered by employees can create a positive perception and ever lasting image in the eyes of organization’s customers. The motivation of an s employee plays a major role in achieving high level of satisfaction among its customers (Petcharak, 2004). Mills (2007) posits that employee motivation is the level of energy, commitment, and creativity that a company’s workers apply to their jobs. According to him, in the increasingly competitive business environment of recent years, finding ways to motivate employees has become a pressing concern for many managers. In fact, a number of different theories and methods of employee motivation have emerged, ranging from monetary incentives to increased involvement and empowerment (Mills, 2007). 
Vroom (2008) argues that, employee motivation can sometimes be particularly problematic for small business, where the owner often spends so many years building a company that he/she finds it difficult to delegate meaningful responsibilities to others. 
Sergiovanni (2009) insists that organizations should be mindful of such pitfalls, for the effects of low employee motivation on small business can be devastating. Some of the problems associated with unmotivated workers include complacency, declining morale, and widespread discouragement. If allowed to continue, these problems can reduce productivity, earnings, and competitiveness in a small business (Shahzad, 2008).
On the other hand, Olomi (2009) comments that organizations can also provide an ideal atmosphere for fostering employee motivation, because employees are able to see the results of their contributions in a more immediate way than in large firms. Besides increasing productivity and competiveness, Lee (2018) pins that, a highly motivated work force can allow a small business owner to relinquish day- today operational control and instead concentrate on long-term strategies to grow the business. He further argues that, productivity improvement is of major concern to managers as one way of countering escalating costs. 
Customer service is the provision of service to customers before, during and after a purchase. Everyone in the organisation is providing one or all of these- perhaps they recognise which ones perhaps not. Kurtenbach (2019) explains that those who are successful in customer service rank their customers experience as the top priority. 
Ettore (2012) is of the view that, concentrating on current customer’s information can and should be obtained to better understand their view of the service provided.  The quality of service provided determines the level of satisfaction of the customer even though what is seen as quality by one customer may not necessarily be quality to another. Customer satisfaction is a measure of how products and services supplied by a company meet or surpass customer expectation. In a competitive marketplace where a business competes for customers, customer satisfaction is seen as a key differentiator and increasingly has become a key element of business strategy. Customer satisfaction is an asset that should be monitored and managed just like any physical asset. The relationship between customer service and customer satisfaction is a vital one.  
In a competitive market place, understanding customer needs become crucial, therefore companies and banks in this case, have moved from product-centric to customer-centric positions. Customer satisfaction is influenced by the type of service provided. Satisfaction is a challenge particularly in the bank based service as customers can easily switch from one bank to another of a better service. 
Considering the high costs of acquiring new customers and apparently, high customers turn over of many banking services. It is very important to find out what causes customer satisfaction. (Siadat, 2008, cited Van Rie, Lijander and Jurriens 2001). High levels of customer satisfaction bring several positive aspects to a company; it is believed that customer satisfaction has a positive relationship with economic profit (Anderson, Fornell, and Lehmann, 2004). Moreover, it will lower customer’s price sensitivity (Fornell, 20122), and contribute to the creation of loyal customers, which in turn implies a stable future cash-flow.
Any organization that has satisfied customers is bound to increase customer base and hence profitability. Satisfied customers may sell your organization either consciously or unconsciously. It is therefore important that service industries provide quality service to customers so as to satisfy them, make them loyal and retain them at the end. 
1.2 Statement of Problem
Human resources are the source of competitive advantage for the business rather than access to capital or use of technology (Shenkel, 2004). It is important to argue that attention needs to be paid to the nature of this resources and its management, as this impacts human resource behavior and consequently organization’s performance.  Boxall and Steeneveld (2006) argue that there is no need to prove the relationship between firm critical influence on performance and labor management as it is evident that the quality of human resource management is a critical influence on the performance of the firm. 
Customer satisfaction is the single most important issue affecting organizational survival. It has the most important effect on customer retention and in order to narrow it down, focus on customer service quality as one of the customer satisfaction factors. 
Motivation in many organizations is a challenging phenomenon. The relationship between employee motivation and good customer service has not been fully researched and identified. To improve service quality and productivity in any department or organization, the optimum effective way is to improve the employee morale and motivation. Amstrong (2010) found that the link between employee motivation and customer services in private organization is not well identified and established. This is the gap of knowledge which this research set out to address. 
1.3 Research Questions
This research used the following research questions.
i. To what extent does Job satisfaction affect Product quality in Kwapoly Water?
ii. To what extent does Extrinsic Rewards affect Corporate Image in Kwapoly Water?
iii. What influence does Training has on Brand Loyalty in Kwapoly Water?
1.4 Objectives of the Study
This research assess the contribution of employee motivation in achieving customer satisfaction in Kwapoly Water.
i. To determine the impact of Job satisfaction on Product quality in Kwapoly Water.
ii. To determine the effect of extrinsic rewards on Corporate Image in Kwapoly Water.
iii. To determine the impact of Training on Brand Loyalty in Kwapoly Water.
1.5 Research Hypothesis
H01Job Satisfaction has no significant effect on Product Quality in Kwapoly Water.
H02Extrinsic Rewards has no significant effect on Corporate Image in Kwapoly Water.
H03Training has no significant impact on Brand Loyalty in Kwapoly Water.

1.6 Significance of the Study
For this study not to be an effort in futility, it has to be useful to a number of people and institutions among which are; 
i. Organizations: The aim of this study is that the outcomes, results or findings should be beneficial to business owners, managers and organizations especially in the locality where this study is being conducted. This is to enable them understand the concept of motivation and its effect on productivity. It also gives an insight to managers and business owners on the importance of knowing their employees and ensuring adequate motivation in their organizations. 
ii. Research Institutions: This study is also relevant to research bodies and institutions in the nation as a whole because findings would also be relevant to students and users of information in conducting further research in areas similar to this study.  
iii. Government Agencies: This research is also of paramount importance because it would aid government agencies in making and implementing policies that would enhance the stability, growth and development of businesses throughout the region in matters concerning organizational productivity by seeking ways ensure that employees are adequately motivated in their various organizations thereby increasing overall productivity and performance levels. 
1.7 Scope of the Study
The scope of this study is limited to a selected bakery manufacturing organization (Kwapoly Water) in Malete, Moro Local Government Area in Malete, Kwara State, Nigeria where the study is being conducted.  This study examines employee relation and its resulting effects on the organization’s performance. The manufacturing industry is being considered because research has not been done on this area prior to now. Kwapoly Water was selected because it is the first enterprise created by the state Institution and is one of the fastest growing enterprises in the institution currently situated in Malete, Kwara State.  
1.8 Definition of Terms
1.9.1 Job Satisfaction
Job satisfaction is a measure of workers’ contentedness with their job, whether they like the job or individual aspects or facets of job or individual aspects or facets of jobs, such as nature of work or supervision.
1.9.2 Extrinsic Rewards
Extrinsic reward is a tangible and visible reward given to an individual or an employee for achieving something. They usually have monetary value such as salary hike, bonus, award, or public recognition.
1.9.3 Training
The process of increasing the knowledge and skills of the workforce to enable them to perform their jobs effectively. Training is therefore, a process whereby an individual acquires job-related skills and knowledge.
1.9.4 Product Quality
The collection of features and characteristics of a product that contribute to its ability to meet given requirements. It’s the ability of the product to fulfil and meet the requirements of the end user.

1.9.5 Corporate Image
A corporate Image is the manner in which a corporation, firm or business enterprise presents itself to the public.
1.9.6 Brand Loyalty
Brand loyalty is the positive association consumers attach to a particular product or brand. Customers that exhibit brand loyalty are devoted to a product or service, which is demonstrated by their product or service, which is demonstrated by their repeat purchases despite competitor’s efforts to lure them away.







CHAPTER TWO
LITERATURE REVIEW
.0 Preamble
	This chapter briefly discusses both theoretical and empirical reviews related to this study. This is not meant to be an exhaustive review of the literature. Nevertheless, it aims to familiarize the basic assumption about the contribution of employee motivation in providing customer satisfaction in Kwapoly Water.
The researcher identified gaps in the existing literature in order to ascertain the direction of the research. First and foremost, the researcher discusses employee motivation in general as explained by other researchers, academicians, authors, institutions, and experts.
Secondly, the researcher discusses key elements pertaining to employee motivation with reference to the provisions of customer satisfaction. The study also discusses about the theoretical review in reference to various theories propounded by various scholars. The researcher discusses empirical studies conducted on motivation practices in the world, Lastly, the researcher discusses the gap in literature.
2.1 Conceptual Framework
2.1.1 Motivation
Motivation is concerned with the factors that influence people to behave in certain ways. It is about setting the direction and then taking a course of action which will ensure that you get there. Motivation can be described as goal-directed behavior. People are motivated when they expect that a course of action is likely to lead to the attainment of a goal and valued reward-one that satisfies their needs (Armstrong, 2004). According to Hoy and Miskel (1987), employee motivation is the complex forces drives, needs, tension states or other mechanism that starts and maintains voluntary activity directed towards the achievement of a personal goals. Mullin (2006), refers motivation to the forces within a person that affect his or her direction, intensity and persistence of voluntary behavior. He added that motivated employees are willing to exert a particular level of effort (intensity), for a certain amount of time (persistence) toward a particular goal or direction. Motivation of employees is all about the factors that influence employees to behave in certain way. Motivation in simple term may be understood as a set of forces that cause people to behave in certain ways. It is how behavior gets started, in energized, is sustained, is directed, is stopped and what kind of subjective reactions is present in organization while all this going on (Jones, 1965).
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Figure 2.1 The process of motivation
Source: Armstrong, M. (1996)
2.1.2 Characteristics of Motivation Systems
The concept of motivation has three basic characteristics. These characteristics are effort, persistence and direction (Chandan, 2000). The amount of effort put into the job identifies the strength of the persons work related behavior.  Employees who are hard workers are those who reflect high motivation hence high motivation is crucial for both individual success and organization achievement. The second characteristic of motivation is persistence in effort.  Most employees tend to reduce their effort when they see that there is no motivation which is usually goal oriented, employees direct their effort toward a higher goal they select in order to be motivated. Motivation is continuously goal oriented which is permanent and may become an integral part of the employee if he or she decides to be persistent in putting efforts on what she/he doing in the organization.
The third characteristic of motivation is direction. Persistent hard work of an employee determines the quantity of effort while direction determines the quality of the anticipated output. All employees’ efforts are to be directed towards achievement of the predetermined goals of department which in turn influences the persistent effort of employees and result in expected outcomes (Chandan, 2000).
Motivation is a result of interplay among three groups of factors which are the influences operating within the individual, influences like goals, values and needs, influences operating within the organization which involve structure, technology, physical facilities, and nature of the job, and other forces operating in the external environment like culture, customs and norms of the society.


2.1.3 Importance of Motivation.
Motivation is one of the most crucial factors that determine the efficiency and effectiveness of an organization.  All organizational facilities will remain useless unless people are motivated to utilize these facilities in a productive manner.  Motivation is an integral part of management process and every manager must motivate subordinates to create in them the will to work (Gupta, 2005).
Moreover, individual performance is determined by motivation which is the desire to do the job, ability, capability to do the job, and the work environment including tools, materials and information needed to do the job. It is important for leaders to ensure better working environment that are stress free and ensure training to those who lack ability to enhance high performance of organizations (Griffin, 2002).
It is important to motivate employees because it is a significant aspect in performance. Similarly, motivating employees alone cannot result in high performance unless accompanied by ability and better work structure. One of the prime functions of management is to design and improve work system with right activities, right resources at the right time. To achieve the best performance from motivated employees, management must provide stable and consistent system that allows employee growth leading to high level of performance (Chandan, 2000).
Moreover, (Gupta, 2006) outlined the importance of motivation as follows: Motivation is an effective instrument in the hands of management to maximize efficiency of operations. A worker may be very competent but no activity can take place until the individual is willing to perform that activity.  What employees do depend largely on how much and why they want to do. Motivated employees give greater performance than demotivated ones.
Motivation inspires employees to make best possible use of different factors of production. They work whole heartedly to apply their abilities and potential in minimizing waste and cost.  The enterprise can make maximum use of physical and financial resources. Higher motivation leads to job satisfaction of workers. Opportunities for need satisfaction make employee loyal and committed to the organization.  As a results labor absenteeism and turn over are low.
2.1.4 Motivated Employees
Motivated employees are those who have made a conscious decision to devote considerable effort to achieve something that they value. What they value will differ greatly from one individual to another. There are a variety of ways of motivating employees, including the fear of losing a job, financial incentives, self-fulfillment goals, and goals for organization or groups within the organization. Williams (2010).
2.1.5 Problems Facing Employee Motivation
The implementation of motivational system is faced by a number of problems, among these problems is lack of understanding of motivational theory, inadequate funds, conflicting goals, insufficient involvement of the concerned parties, lack of transparency on the existing motivational programmes as well as outdated motivational programme (Ngirwa, 2005). 
Motivation is difficult phenomenon to understand such that most employees and managers fail to understand it. As designer and implementers of the motivation programme, managers face problems of discovering motives in people and prepare a programme that would match with those of the heterogeneous workforce that is matching jobs to people (Mponezya, 2007).
Furthermore, cognitive theories based on employee needs like the hierarchy of needs theory, the Energy Relatedness Growth theory and the two-factor theory are difficult motivational theories to understand. This is because they are too psychological to individual employee thinking and feeling. The theories cannot be measured with any scientific precision. No one is sure whether needs do exist or not. This leads to making inference only that people need certain things through their actions and what they say (Ngirwa, 2005).
Inadequate funds is another problem that inhibiting some organizations to design attractive motivational packages .Shortage of funds produces vicious cycle such that an organization cannot give satisfactory motivational packages ,and due to poor motivation, employees dislike their jobs and reduce  morale to work which in turn leads to lower level organizational performance, poor quality of service provision to its customer as well as declined in collecting enough money for both individual and organizational success (Mwakabalile,2007).
Conflicting goals is also among the problems which involves conflicts of interests between employees and management within the department. Most motivational programmesfails to meet the requirement of its employees because, managers who are the key leaders, designers and implementers of motivation systems put individual interests first while neglecting organizational interest. Similarly, this occurs to employees who expect to be satisfied by ensuring that their primary goal of needs fulfillment is accomplished. Hence, the two parts collide and reduce organizational development strategies (Ngirwa, 2005).
Most public organizations also face problems in motivating employees due to lack of transparency. This always leads to ineffective motivational programmes. Everything is treated as confidential such that even matters that are for employees’ benefits are not disclosed leading to dissatisfaction and distrust to the management. However, outdated motivational programmes should be avoided because, if the organization system uses past regulations, it will not be possible for such organization to meet its employee equipment. Hence it is important for motivation system to be dynamic and change with fast technological advancement.
2.1.6 Workers’ Participation in Management
Research on motivation reveals that majority of workers are capable of creativity and self-control if they are allowed to participate in various matters relating to organizational performance. Motivation and performance participation reflect a genuine faith in human nature and provides dignity to workers.  
2.1.7 Motivation through Job Enrichment
Job enrichment is a non-financial technique of motivation. It is an outgrowth of Herzberg’s’ two factor theory of motivation.  It assumes that factors surrounding the work are not effective motivators of behavior.  In order to motivate employees, the job itself must provide opportunities for achievement, recognition, responsibility, advancement and growth. Job enrichment is an attempt to design job in such a way as to build in the opportunity for achievement, recognition, responsibility and personal growth.  It provides a worker greater autonomy and responsibility in carrying out a complete task and with timely feedback on his performance and quality.
Job enrichment involves designing jobs with variety of work content that requires a high level of knowledge and skill.  It provides a meaningful work experience and greater responsibility for planning and controlling his/her own performance.  It requires decentralization of decision-making authority to the worker.  The task is redefined, restructured and broadened in scope and responsibility.  The worker gets the freedom and discretion in scheduling his work. Job enrichment is said to be a key to higher motivation and productivity.  It removes the labor management distinction.  It creates a self-managed job where the worker himself plans and controls his tasks.  It offers job satisfaction in the whole man (Gupta, 2005).
2.1.8 Employee Satisfaction
Employee satisfaction or job satisfaction is quietly simply, how content or satisfied employees are with their jobs. It is typically measured using an employee satisfaction survey. (Gupta, 2005)
Armstrong, et al (2004) established that the following were the influences on employee satisfaction and commitment and employee satisfaction:
1. Relationship with manager – 63 per cent.
2. Relationship with colleagues – 60 per cent.
2.1.9 Customer Service
Customer service is the service provided to customers before, during and after purchasing and using goods and services. Good customer service provides an experience that meets customer expectations. It produces satisfied customers (Kotler, 2003).
2.1.10 Customer Satisfaction
Kotler (2003) explains that customer satisfaction should start from need of the customers and end at customer’s expectation. This means that good quality perception is not based on the services provider but on the point of view or perception of the customer. Customer’s perception of services is a comprehensive assessment of a service benefits.
Zeithaml (1996) explains that customer satisfaction is the excellence or superior service delivery process to those with consumer expectations. They mentioned two main factors that affect the customer satisfaction namely: expected services and perceived services. 
If the services are received as was expected then the services is good or satisfactory but if the services exceed the expectations then will be very satisfied customer and perceived services quality is good. If the services received is lower than expected then the perceived poor quality of services. According to Fitzsimmons & Fitzsimons (2001) quality of services depends on the services provider’s ability to consistently meet the needs and desires of consumer.
2.1.11 Factors affecting Employee Service Quality
 Gupta (2006) suggests that, apart from the factors that affect the context of motivation, there are also several factors that affect service quality directly. The nature and the impact of these factors on performance are described below.
Nature of Work
The job itself exercises a significant influence in employee service quality.  Modern technology has made most of the factory jobs repetitive, monotonous, dull and unchallenging.  As a result, most workers do not take interest in the job and look upon it as a source of income.  These adversely affect the quantity and quality of output.  Social scientist has developed the technique of job enrichment and job enlargement to make jobs more interesting and challenging.
Work Environment
Good physical working condition such as right temperature, adequate lighting, proper ventilation, noise free atmosphere have positive effects on the motivation and performance of employee in providing quality customer service.
Supervision
The famous Hawthorne experiments conducted by Mayo, (1933) have revealed that the attitude and behavior of the supervisor exercise significant influence on productivity of workers on the shop floor.  Considerate supervisors who respect the feelings and values of workers and work groups can secure better cooperation and output from workers. Therefore, supervisors should learn to live with informal groups of workers and should develop skills to win the cooperation of informal leaders.
Monetary Rewards
One of the most important factors which a worker looks for in the job is the monetary reward in the form of wages and allowances.  Other things being equal, he is likely to prefer the job which offers him a higher income.  When such income is secured (job security) his anxiety removed and he can concentrate fully in his work.  Money not only satisfies physiological and security needs but is also a source of status and prestige in society. 
Therefore, monetary reward has significant impact on employee motivation and performance. Management should ensure its employee fair wages comparable to that paid for similar work in other organization.   Money acts as a better motivator when additional reward is directly linked with performance.
2.1.12 Relationship between Motivational and Individual Quality customer service 
Individual quality service is generally determined by three things: motivation, which is the desire to do the job; ability the capability to do the job; and the work environment that are the tools, materials; and information needed to do the job.  If an employee lacks ability, training for such employee is necessary or he or she may be replaced by a more competent employee.  The environmental problem can be adjusted so as to promote higher performance in service quality. Motivating employees should necessarily lead to performance because without it organizations may experience inefficiencies hence poor quality of service (Griffin, 2002).
Torrington et al (2005) emphasized on the importance of linking people-management practices and organizational performances as a means to motivate employees.  These academicians insist on formulating human resources and policy practices that result in employee service quality, high performance and not affecting the bottom line.
Graham (1998) also identified about seven critical people-management policies likely to motivate employees.  These policies include: emphasis on employment security, recruiting the right personnel, extensive use of self-managed teams and decentralization; high wages solidly linked to organizational performance, high spending on training, reducing status differentials, and sharing information.
However, the way an individual behaves at work can be looked at the abilities, experiences, goals and values, energy and the expected rewards.  Individuals who have necessary abilities and experience as well as goals similar to those that an organization has, are ready to work wholeheartedly by exerting their energy if the rewards are attractive, hence through abilities the future of individual performances can be predicted (Chandan, 2002).
Graham (1998) investigated on the relationship between effort, reward and performance. They discovered that two factors determine the amount of effort put into a job.  The factors are firstly, the extent to which the psychological and monetary rewards obtained from doing the job fulfills the employee needs for security, esteem, independence, and personal development.  The other factor is the employee expectation that putting great deal of effort into the job will lead to the achievement of satisfying rewards. Thus, the more attractive an employee considers a particular reward, and the higher the probability that exertion of effort will lead to that expected reward, then the more is the effort the individual will put into his or her job organizational betterment (ibid).
Furthermore, there is a close relationship between job satisfaction and performance in a sense that job satisfaction is an effective response towards various one’s job facet.  An individual can be relatively satisfied with one aspect of his or her job and dissatisfied with one or more other aspects (Kreitner &Kinink, 2001). Job satisfaction is said to be a result of five predominant models which are need fulfillment, discrepancy, value attainment, equity and dispositional or genetic components (ibid).
Need fulfillment models propose that satisfaction is determined by the extent to which the characteristic of a job allows an individual to fulfill his or her needs this means that if employee needs are not met it affects not only satisfaction but also performances and subsequent turnover.  
The discrepancy model however proposes that satisfaction is a result of met expectations. These are the expectations that an employee expected to reviver from his job.  The expectations may base on good pay and promotional opportunities.  When an expectation is greater than what an employee receives, an employee can be dissatisfied; and when he attains above expectations he will be satisfied.
Value attainment as another model may results in satisfaction if employee perception on the work outcome is relative to the input.  This means, if they see that the reward they receive is not equal to the effort they put in the work they will be not be satisfied. 
Managers should enhance employee satisfaction by structuring the work environment and its associated reward and recognition to reinforce employee’s values. The equality model however contends that satisfaction is a function of how fairly an individual is treated at work.  Satisfaction is the perception that work outcome is relative to inputs.  Employee satisfaction is a result of fair promotions and pay.
The dispositional or genetic components model of satisfaction attempts to explain that job satisfaction is a function of both personal traits and genetic factors.  The model implies that stable individual differences are important in explaining job satisfaction as well as the work environment characteristics.
Kreitner, & Kinicki, (2006) added that job satisfaction can bring about motivation due to the fact that there is a positive relationship between motivation and job satisfaction because employee satisfaction with good supervision leads to high quality job.  Managers are advised to enhance employee motivation through job involvement, organizational commitment by encouraging a satisfactory working environment.
2.2 Theoretical Framework
2.2.1 Expectancy Theory
The expectancy theory was formulated by Vroom (1964). The theory states that an employee will be motivated to exercise higher level of effort when they believe that effort will lead to good performance appraisal and good performance  appraisal will lead to organization rewards  such as bonus, salary or promotion and that rewards will satisfy  the employees’ personal goals. This theory is based on three concepts namely: Valence, expectancy and instrumentality. Valence refers to the outcome that an employee expects to obtain after accomplishing a certain goal. Expectancy refers to the expectations of employees that they will be able to accomplish a given task and therefore they deserve to get reward. Instrumentality is the faith by employee that the attainment of certain tasks will result in later rewards. According to Vroom, the decision to perform or not at the job by employees will depend on the level of motivation. 
Motivation level is influenced by valence, expectancy and instrumentality. The expectancy theory is used to predict the choices that individuals make among the different tasks. In addition the theory helps organizations to understand the importance of appreciating employees work and as result their employees will perform better and hence become more loyal to the organization. The expectancy theory is too simplistic in nature (Lawler, 1968). Since it assumes that when an employer increases financial rewards like bonus and salary, then will result in increase of employees productivity which is not true. In addition, the theory only works when employees believe the rewards is beneficial to the immediate needs. Its predictive power might be low for complex tasks and uncertain environment.
Though the theory only focuses on the extrinsic motivational factors and ignores intrinsic motivational factors which are also important (Wabba and House, 1974), it can be adopted to back up the study. This is because it is related to equity principles as shown below.
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2.2.2 Goal Setting Theory
The theory was advanced by Locke (1968s). He proposed that intentions to work hard towards goal are a major source of working motivations. That is goals tell can employee on what to be done and how much effort will be needed and setting hard goals produce higher level of out cut. According to Locke, goal setting involves establishing specific, measurable, attainable, realistic and time – targeted goals. All these motivate employees to achieve the goal. The goal setting theory is use by managers to raise incentives for employees so as to work effectively. Also, the theory may lead to letter performance by increasing motivation and efforts. Sometimes organizational goals are in conflict with the managerial goals and hence, can affect the organizational performance. The theory is relevant to my study because it is concerned with working motivation in employment.
2.2.3 Mc Cleland’s Acquired Needs Theory
The theory was put forward by Mc Cleland’s (1958) the theory states that an individual’s needs are acquired over time through learning. These needs are categorized into three namely: need for Achievement, need for power and need for affiliation. Need for Achievement is the desire to succeed in competitive situation. Need for power is the desire to control and influence others. Need for affiliation is the desire to be liked by others and develop a sense of belonging by joining informal groups in the organizations.
Mc Cleland’s acquired needs theory provides a clear picture for the managers to know which type of job is suitable for the employee the managers who have strong power needs are more successful than those with lower need (Wagner and Swanson, 1979). In addition the theory provides an understanding for the managers on how to deal with different types of employees. The managers can use knowledge acquired from the theory to replace employees to different types of work according to the three needs categorized by Mc Cleland. 
Though Mc Cleland’s acquired needs theory serves little purpose in the public sector. The theory applies to employee motivation basically on job assignment of the employees.
Hence it served as a guide to this study. 
2.2.4 Alderfer’s ERG Theory
ERG theory was propounded by Alderfer (1969). The theory states that an employee is motivated by more than one need. According to this ERG theory, human needs can be categorized into three namely: Existence needs, relatedness needs and growth needs. Existence needs include physiological and safety needs such as food, shelter, thirst, safe working condition as so on. Relatedness needs include social and external esteem needs. Growth needs include self – esteem and self – actualization.
ERG theory is more flexible when compared to Maslow’s hierarch of needs theory, since it allow more flexibility of movement between needs. The theory also helps managers to recognize that employees have many needs to satisfy at the same time. In addition, the hierarchical structure of ERG theory is supported by different researchers (Wanous and Zway, 1977). The theory considers the issue of safe working condition which is part of employee motivation practices and therefore it safeguarded the study. 
2.2.5 McGregor’s theory X and Theory Y
Theory X and theory Y were developed by McGregor (1960). According to McGregor, theory X managers assumes that employees are lazy and avoid work if they can. This requires managers to supervise and control employees so as to achieve organizational goals. Theory Y, managers assume that employees are self – controlled and self – motivated. In Mc Gregor’s theory Y, employees believe that doing a good job is a strong motivation. Theory X and theory Y many help focus managers thoughts on the different ways people relate to work. In addition, theory X and theory Y are easy to understand. However, McGregor’s theory X and theory Y is too simplistic and then it lacks good sample representative and hence it could not safeguard the interest of this study.
2.2.6 Maslow’s Hierarchy of Needs Theory
The theory was propounded by Maslow (1954). The theory states that human needs are arranged in hierarchical order and the lower needs must be satisfied before the higher needs. According to Maslow there are five needs which include physiological needs, safety needs, social needs, esteem needs, and self-actualization. Physiological needs are those needs which protect human beings from danger. These needs include law, order, security and stability. Esteem needs are those needs for things that reflect one self. These include status, achievements, social reconviction and accomplishment. Self-actualization is the highest level of Maslow’s hierarchy of needs. In this level, people have self- awareness and they are more concerned with personal growth. 
Maslow’s theory creates awareness of emotions. It is this strength that supports researchers in using the theory (O’Connor and Batel, 2007). This theory also focuses on the individual’s own experience. It outlines the fundamental aspects of motivation; hence it served the interests of the study.
2.2.7 Reinforcement Theory
Reinforcement theory was formulated by Skinner (1974). The theory states that employees’ behavior is determined by its consequences. Skinner provided two methods of eliminating undesirable employees’ behavior. These methods include positive reinforcement and negative reinforcement. Positive reinforcement refers to giving positive response to an employee when shows desirable behavior. Negative reinforcement refers to rewarding an employee by removing undesirable behaviors.
Reinforcement theory is used to motivate employees in an organization, praise and attention (Skinner, 1974) Also reinforcement theory is easy to apply to organizational management. This is due to the fact that when employees join an organization their behaviors can be rewarded positively or negatively. Therefore, it is easy to encourage or negatively. Therefore, it is easy to encourage or remove employees’ responses by manipulating the stimuli (Operant Conditioning 2006). Moreover, there is employee involvement on various decisions making and hence they cannot work poorly on given task (Redmond, 2010).
However, reinforcement theory ignores internal motivation which is also important to be considered (Redmond, 2010). The punishment aspect of reinforcement can be complicated to apply well (Butterfield, 1996). The theory explains the issue of employment practices specifically about pay promotions and rewarding and therefore serves as a guide in this study.
2.2.8 Ouchi’s Theory Z
Theory Z was put forward by Ouchi (1981). Theory Z is a management style combining American management style and Japanese management style. Ouchi observed that American management style is based on individualism while that of Japanese is based on Collectivism. According to Ouchi, theory Z management style could lead to greater employees’ job satisfaction low rate of cutover, high quality of products and better financial performance for American firms adopting Theory Z management practices. Organizations which are based on theory Z get benefits both in terms of employee satisfaction, motivation as well as in terms of financial performance. However, it is under whether theory Z will have impact on management practices in America and around the world. This study adopted this theory because it explains about employee job satisfaction which is part of the study.   
2.2.9 Adam’s Equity Theory
The theory was developed by Adams (1963). The theory states that employees make comparison of their inputs and outcomes. Inputs (I) refers to what an employee contributes to the job. Employee input consists of factors such as skills, ability, hard work, effort, loyalty, commitment and experience (Redmond, 2010). Outcomes (O) refer to what an employee receives in return for the work performed. These outputs consist of factors such as salary, benefits, security, insurance and recognition (Redmond, 2010). Employees judge equity by comparing their outcome – input ratio 0/1 with comparison other.
Comparisons other refer to a person with whom we compare ratio. Equity occurs when the outcome-input 0/1 of a person and comparison other are perceived as being equal. Inequity occurs when the two ratios are perceive as being unequal. Based on Equity theory when employees perceive inequity they can be predicted to quit the job.
According to this theory, it is essential that workers perceive that they are properly compensated for the amount of time and effort they put into their jobs in order for workers to achieve maximum efficiency. Equity theory is being supported by several research studies over the years. For example, the effects of underpayment inequity in organization are strongly supported (Pinder, 2008). The equity theory also predicts behavior in underpayment conditions. 
This was been observed and confirmed by Greenburg (1990) when conducted research on underpayment conditions. In addition, this theory provides awareness that job design can affect employee satisfaction. However, the theory has a weak relationship between job satisfaction and job performance. The job factors which were considered by Herzberg lack tangible measure (Northouse, 2010). Also, the methodology used by Herzberg was not scientifically sound (Northouse, 2010). This theory is related to compensation and addresses factors which can motivate employee at a workplace and therefore, the study used this theory as a guide based on both hygiene and motivator factors.




Scales ‘calibrated’ and measured against comparable
	
	What I put into my job: ime, effort, ability, loyalty, tolerance, flexibility, integrity, commitment, reliability, heart



	
	What I get from my job: pay, bonus, parks, benefits, security, recognition, interest,
development, reputation, praise,




	
	Inputs



	
	Outputs 





People become de-motivated reduce input and or seek changes improvement whenever they feel their inputs are not being fairly rewarded.  Fairness is based on perceived market norms.    
Figure 2.2 Adams’ Equity Theory diagram – job motivation
Source: Adam, J. (1963)
Both Adam’s Equity Theory and Herzberg’s Two Factor Theory illustrate matters of compensation and working conditions of employees at a workplace which is the interest of this study hence our study adopted all these two theories to back up the study.
2.2.10 Herzberg’s Two Factor Theory
This theory was propounded by Herzberg (1959). According to Herzberg, there are some job factors related to job satisfaction while other job factors associated with job dissatisfaction. These job factors are known hygiene and motivator factors respectively. Hygiene factors are those factors which enable motivator at workplace such as pay, company policies status, working condition, relationship with supervisors and job security.
Motivator factor are those factors which creates job satisfaction. Motivator factor include recognition, responsibility, achievements, advancement and growth. The Two-Factor theory helps manager to make sure that the work is stimulating and rewarding so that employees are motivated and hence can perform better. Focusing on motivator factor can improve the quality of work. This theory also emphasizes on utilizing the employee’s skills and competencies so as to attain organizational goals. In addition, this theory provides awareness that job design can affect employee satisfaction. However, the theory has a very weak relationship between job satisfaction and job performance. 
Both Adam’s Equity Theory and Herzberg’s Two factor theory illustrate matters pertaining to pay, working conditions, job satisfaction and personal growth of employees at a workplace which is the interest of this study hence our study adopts all these two theories to back up the study 
2.4 Theoretical Framework
This is an analytical tool with several variations and contexts. It is used to make conceptual distinctions and organise ideas. Strong conceptual frameworks capture something real and do this in a way that is easy to remember and apply. This study used independent variables which are Motivation attributes such as salary increment, recognition, team work, promotion, fringe benefit, employee car scheme, employee car loan scheme, housing loan scheme, and training and a dependent variable was quality customer service.
 Figure 2.4 explains this in graphical way. 
	Independent variables
	
	Dependent variables

	
	Motivation
Job Satisfaction,
Recognition,
Team work,
Promotion,
Fringe benefit, Employee car loan scheme,
Housing loan scheme 
Trainings



	
	Customer Satisfaction





 Figure 2.4 Theoretical framework of the study
Source: Own developed model
As indicated in figure 2.4 in the conceptual framework the two variables are interrelated and there is no way they can be separated. Dependent variables are variables that researcher measured in order to establish change or impact created on them.
Salary increment is the fore most motivating strategy to every employee as people usually think of high earning. Good salary attract employee and can be used as a factor to sustain employees. It can also be used as self-motivating strategy where by employees will work hard and perform better to get good salary. Salary increment can be provided in different ways like performance bonus, gaining sharing, profit sharing and skills-based rewards. All these are categorized in different ways but mean all the same that end up with good performers will get good salary.
From the conceptual framework above, recognition is the most important and effective incentives for improved performance. According to (Ricks et al.) recognizing self-motivated, self-managed and highly productive individual will encourage and help the continuation and the development of the above features in the employees which will result 
Team work was created because the employees needed better and simple way to do their work. Every organization is now encouraging team work among employees and through team work employee’s performance is improving and also when employee is working in a team it is easier to set down their different ideas in accomplishing a certain activity and come out with one common idea which help and simplify performance of that activity, like wise in problem solving it is easy to settle down a shared problem than to do it on your own.
Effective team should have the following characteristics; should have clear goal, must have a result driven culture, must have competent team members, must have unified commitment, must have a collaborative climate, must have high standard that are understood by all, the team members, also the team must receive external support and encouragement and the last a team must have principled leadership.
Every employee in any working place dream positive on growth carrier wise as well as financially. That is how employee need and desire being promoted to reach that destiny. By being promoted employees feel to be recognized and their contribution to the institution is seen by the management. Therefore, they will work hard and with commitment after being promoted that will increase profit and wellbeing of the institution. Fringe benefit includes types of non-wage compensation provided to employees in addition to their normal wages or salaries. This also can motivate employees to provide quality service as they get what they desire. Monetary incentives are very attractive one and convincing thus is good to be used in motivating employees.
Employees car loans and housing loan scheme are also very attractive as many employees need to live in good houses and to have good transport all are basic hence if provided to employees may ensure sustainable quality service and good performance of the organization. This is to say if employees are assured of good houses and transport especially here in Dar Es Salaam they will settle their mind and concentrate with the job only that will provide happy employees who will provide quality service to customers.
Training is very essential part of any organization which has good strategic goal. The purpose of training is to sharpen the skills that employees already has and to add new skills to them which will enable them to perform better and to deliver quality service. With the rapid change of market needs and technology organizations management must be aware every time of what is taking place in the market that will ensure the well-being of the institution. A good example here is introduction of mobile banking in banking industry.
2.5 Gaps in Literature
Having seen the above discussions, one can see that much have been done on employees’ motivation. The study by Emiliana (2012) used descriptive method of reasoning, conducted a study on Assessment of Customer Satisfaction of Loan Products in Financial Institutions in Dar Es Salaam municipals of Kinondoni and Temeke. Godfrey (2012), in his research on Supply-related drivers of staff motivation for providing intermittent preventive for malaria during pregnancy in Tanzania. Liang (2010) conducted a study on The Employees Role on Service Delivery in China. Diedr`reM’Oller (2007) conducted a study on Customer Service Expectations in Retail Banking in Africa. These research shows various findings and some are not clear because different researchers focused on different variables, organization, etc. Therefore, the question still remains as to why organization’s especially the manufacturing industry still experience poor customer satisfaction and customer complaints just because of lack of employee motivation.














CHAPTER THREE
                                                  METHODOLOGY 
3.0 Preamble
This chapter emphasizes on the research methodology which comprises of research methods, the research design, population of study, sample size determination, sample techniques, research sample frame, collection of data, research instrument, validity of research instrument, reliability of research instrument, and ethical consideration.
3.1 Research Design 
Research design is the outline, plan, or strategy used to arrive at findings for a research question This study will employ a case study design and emphasize with the following virtues; It offers a richness and depth of information, it is highly versatile research method and employs any and all methods of data collection from testing to interviewing, it can extend experience or add strength to what is already known through previous research, and it puts emphasis on context which can help bridge the gap between abstract research and concrete practice by allowing researchers to compare their first hand observations with quantitative results obtained through other methods of research. 

3.2 Population of the Study 
A research population can be defined as including all people or items with the characteristic one wish to study. Although the population of interest often consists of physical objects, sometimes we need to sample over time, space, or some combination of these dimensions. It is the collection of elements, units or individuals for which information is sought. In this research work, we investigate Kwapoly Water, Malete, Kwara State as a case study. The study population captures the production department and workers i.e. operational personnel, supervisory and administrative staff. The research study will adopt the simple random sampling techniques which is one of the types of non-probability sampling for a study of one hundred (20) individuals. This would include supervisors, staffs, suppliers, customers and marketing managers.
3.3 Sample Size Determination
The sample size for research study is determined using Taro Yamane (1962) Taro formula of finite population. A sample size is a subset of the population drawn through a procedure from selecting scientifically valid samples as well as generalizing from such samples to the total population. 
Formula 	n=     N
	1+a2N 
Where:     n= Sample size
                  N= Total population under study 
	      a= level of significance /error = 0.05 or 5% 
	      1= constant 
Therefore, substituting the number below;
 N=20, a=0.05 
	n=             20			 =	20	         = 19 respondents        	
		1+0.052(20)                                   1.05
3.4 Sampling Technique
[bookmark: OLE_LINK53][bookmark: OLE_LINK54]Sampling techniques can either be probability random sampling techniques or non-probability random sampling techniques. Probability sampling techniques include simple random sampling, systematic sampling, stratified sampling, cluster/area sampling while non-probability sampling techniques include convenience sampling, judgmental sampling and quota sampling techniques. Simple random sampling will be used in the selection of representative sample from the population. This allows for equal opportunity to all staffs of the selected organization. No deliberate action is involved toeliminate or omit any staff of the organization.
3.5 Research Sample Frame
This research sample frame is limited to the selected organization and only the data from the population sample would be analyzed and concluded as study.

3.6 Collection of Data 
[bookmark: _Toc300606686][bookmark: _Toc303953053][bookmark: _Toc335985397][bookmark: OLE_LINK44][bookmark: OLE_LINK45]This research uses both the primary and secondary sources of data for clinical work purposes, the primary source of data refers to raw collected or generated facts for a given research and gathered specifically for the first time to solve or unveil a research problem. The secondary involves the addition of already existing literatures i.e. journals, articles and reports from which a research can form or question backgrounds and reason for study or further study.
3.7 Research Instrument
This is the instrument used in the collection of data from the respondent. For the purpose of this study mixture of research instrument will involve the use of survey questionnaire and secondary data is chosen. A well-structured questionnaire will be developed and used to gather facts on employeemotivation on customer satisfaction. It will be structured using a liker scale ranging from strongly agree (5) to strongly disagree (1) to permit consistency. It will be sectioned into two sections; the bio data section and the subsequent section will be used for assessing respondents’ evaluations.









[bookmark: _Toc54526467]CHAPTER FOUR
[bookmark: _Toc54526468]DATA PRESENTATION, ANALYSIS, INTERPRETATION AND DISCUSSION OF FINDINGS
[bookmark: _Toc54526469]4.1 Introduction
The purpose of this chapter was to analyze the data collected through the use of questionnaires, with the view of finding answer to the research questions raised in the research proposal. This chapter also serves as the core of this research, based on the fact that the data collected will provide answers to the stated hypotheses and research questions.
[bookmark: _Toc54526470]4.2 Presentation of Data
According to the population size computed in the chapter three of this project, a total number of nineteen (19) copies of the questionnaire were administered to the respondents, all copies were properly filled and returned, while the information given by the respondents were quantified numerically and converted into percentages using SPSS.
[bookmark: _Toc54526471]4.3 Data Analysis and Interpretation
The questionnaire was divided into two parts;
· Part A: This contains respondents’ Demographic data
· Part B: This forms the focus of respondent’s assessment for evaluation.
Table 4.3.1				Sex Distribution
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Male
	12
	63.2
	63.2
	63.2

	
	Female
	7
	36.8
	36.8
	100.0

	
	Total
	19
	100.0
	100.0
	


[bookmark: _GoBack]Source: Researcher’s Field Work 2025
Table 4.3.1 shows that there are 12 male respondents which translated to 63.2% and 7 female respondents representing 36.8%. These indicate that male workers dominate Kwapoly Water, Malete, Kwara state.





Table 4.3.1.2				Age Distribution
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	20-25 years
	9
	47.4
	47.4
	47.4

	
	26-30 years
	8
	42.1
	42.1
	89.5

	
	31-35 years
	2
	10.5
	10.5
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.1.2 shows that number of respondents who are within the age bracket of 20-25 years constituted 47.4%, those within the age bracket of 26-30 years are 42.1%, ages 31-35 amounted to 105%.  From the above analysis, it shows that majority of the respondents are between 20-25 years.
Table 4.3.1.3			Highest Educational Qualification
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Primary education
	7
	36.8
	36.8
	36.8

	
	Secondary education
	9
	47.4
	47.4
	84.2

	
	Diploma/NCE
	3
	15.8
	15.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.1.3 shows that 36.8% of the sample respondents are Primary school certificate holder, 47.4% are SSCE Holder, 15.8% are Diploma/NCE.









Table 4.3.1.4				Department
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Sales
	5
	26.3
	26.3
	26.3

	
	Administrative
	2
	10.5
	10.5
	36.8

	
	Finance
	2
	10.5
	10.5
	47.4

	
	Operation
	5
	26.3
	26.3
	73.7

	
	Others
	5
	26.3
	26.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
In the table 4.3.1.4 above, the number of respondents under sales constituted 26.3%, 10.5% constitute administrative, 10.5% constitute finance while 26.3% constituted operation and others. 
Table 4.3.1.5				Tenure
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Less than 1 year
	4
	21.1
	21.1
	21.1

	
	1-2 years
	9
	47.4
	47.4
	68.4

	
	3 years and above
	6
	31.6
	31.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.1.5 shows that 21.1% of the sample respondents have worked less than 1 years, 47.4% have worked 1-2 years, 31.6% have worked 3 years and above.



4.3.2 Test of Questionnaire
[bookmark: _Toc54526474]4.3.2.1 Job satisfaction
	Table 4.3.2.1.1 Employees are not given much workloads in the production of output in the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	2
	10.5
	10.5
	10.5

	
	Agree
	12
	63.2
	63.2
	73.7

	
	Undecided
	1
	5.3
	5.3
	78.9

	
	Disagree
	3
	15.8
	15.8
	94.7

	
	Strongly disagree
	1
	5.3
	5.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.1.1 shows that 10.5% strongly agreed and 63.2% agreed that employees are not given much workloads in the production of output in the organization. 5.3% were unable to decide while 15.8% disagree and 5.3% strongly disagreed that employees are not given much workloads in the production of output in the organization.
	Table 4.3.2.1.2 Satisfaction of job is not important in motivating employees in the business

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Agree
	3
	15.8
	15.8
	15.8

	
	Undecided
	4
	21.1
	21.1
	36.8

	
	Disagree
	6
	31.6
	31.6
	68.4

	
	Strongly disagree
	6
	31.6
	31.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.1.2 shows that 15.8% strongly agreed and 21.1% agreed that satisfaction of job is not important in motivating employees in the business. 31.6% were unable to decide while 31.6% strongly disagreed that satisfaction of job is not important in motivating employees in the business.


	Table 4.3.2.1.3 Many employees are satisfied with their current unit or department in Kwapoly Water

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	11
	57.9
	57.9
	57.9

	
	Agree
	4
	21.1
	21.1
	78.9

	
	Undecided
	2
	10.5
	10.5
	89.5

	
	Disagree
	1
	5.3
	5.3
	94.7

	
	Strongly disagree
	1
	5.3
	5.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.1.3 shows that 57.9% strongly agreed and 21.1% agreed that many employees are satisfied with their current unit or department in Kwapoly Water. 10.5% were unable to decide while 5.3% disagreed and strongly disagreed thatmany employees are satisfied with their current unit or department in Kwapoly Water.
	Table 4.3.2.1.4 Employees are not efficient nor effective because of lack of job satisfaction

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	4
	21.1
	21.1
	21.1

	
	Agree
	9
	47.4
	47.4
	68.4

	
	Undecided
	1
	5.3
	5.3
	73.7

	
	Disagree
	3
	15.8
	15.8
	89.5

	
	Strongly disagree
	2
	10.5
	10.5
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.1.4 shows that 21.1% strongly agreed and 47.4% agreed that employees are not efficient nor effective because of lack of job satisfaction. 5.3% were unable to decide while 15.8% disagreed and 10.5% strongly disagreed thatemployees are not efficient nor effective because of lack of job satisfaction.

4.3.2.2 Training
	Table4.3.2.2.1 Sharing of knowledge among workers is been allowed in the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	11
	57.9
	57.9
	57.9

	
	Agree
	4
	21.1
	21.1
	78.9

	
	Undecided
	2
	10.5
	10.5
	89.5

	
	Disagree
	1
	5.3
	5.3
	94.7

	
	Strongly disagree
	1
	5.3
	5.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.2.1 shows that 57.9% strongly agreed and 21.1% agreed that sharing of knowledge among workers is been allowed in the organization. 10.5% were unable to decide while 5.3% disagreed and strongly disagreed thatsharing of knowledge among workers is been allowed in the organization.
	Table 4.3.2.2.2 Employees have been trained before been recruited to work in the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	1
	5.3
	5.3
	5.3

	
	Agree
	3
	15.8
	15.8
	21.1

	
	Undecided
	1
	5.3
	5.3
	26.3

	
	Disagree
	4
	21.1
	21.1
	47.4

	
	Strongly disagree
	10
	52.6
	52.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.2.2 shows that 5.3% strongly agreed and 15.8% agreed that employees have been trained before been recruited to work in the organization. 5.3% were unable to decide while 21.1% disagreed and 52.6% strongly disagreed that employees have been trained before been recruited to work in the organization.


	Table 4.3.2.2.3 Kwapoly Water trains their workers in order to develop their skills

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	1
	5.3
	5.3
	5.3

	
	Agree
	2
	10.5
	10.5
	15.8

	
	Undecided
	2
	10.5
	10.5
	26.3

	
	Disagree
	6
	31.6
	31.6
	57.9

	
	Strongly disagree
	8
	42.1
	42.1
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 20224 Table 4.3.2.2.3 shows that 5.3% strongly agreed and 10.5% agreed that Kwapoly Water trains their workers in order to develop their skills. 10.5% were unable to decide while 31.6% disagreed and 42.1% strongly disagreed thatKwapoly Water trains their workers in order to develop their skills.
	Table 4.3.2.2.4 Training of employees is not required in order to motivate them to work

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	8
	42.1
	42.1
	42.1

	
	Agree
	6
	31.6
	31.6
	73.7

	
	Disagree
	2
	10.5
	10.5
	84.2

	
	Strongly disagree
	3
	15.8
	15.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.2.4 shows that 42.1% strongly agreed and 31.6% agreed that training of employees is not required in order to motivate them to work.  10.5% disagreed and 15.8% strongly disagreed thattraining of employees is not required in order to motivate them to work.






4.3.2.3 Product quality
	Table4.3.2.3.1 There is low quality of product manufactured or produced by the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	2
	10.5
	10.5
	10.5

	
	Agree
	2
	10.5
	10.5
	21.1

	
	Undecided
	2
	10.5
	10.5
	31.6

	
	Disagree
	7
	36.8
	36.8
	68.4

	
	Strongly disagree
	6
	31.6
	31.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.3.1 shows that 10.5% strongly agreed and agreed that there is low quality of product manufactured or produced by the organization.  10.5% were unable to decide while 36.8% disagreed and 31.6% strongly disagreed thatthere is low quality of product manufactured or produced by the organization.
	Table 4.3.2.3.2 Many customers have a desirable uniqueness to consuming the products manufactured

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	9
	47.4
	47.4
	47.4

	
	Agree
	7
	36.8
	36.8
	84.2

	
	Undecided
	1
	5.3
	5.3
	89.5

	
	Disagree
	2
	10.5
	10.5
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.3.2 shows that 47.4% strongly agreed and 36.8% agreed that many customers have a desirable uniqueness to consuming the products manufactured.  5.3% were unable to decide while 10.5%% disagreed thatmany customers have a desirable uniqueness to consuming the products manufactured.


	Table 4.3.2.3.3 Having a good or standard product does not affect the growth of sales

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	2
	10.5
	10.5
	10.5

	
	Agree
	3
	15.8
	15.8
	26.3

	
	Undecided
	2
	10.5
	10.5
	36.8

	
	Disagree
	2
	10.5
	10.5
	47.4

	
	Strongly disagree
	10
	52.6
	52.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.3.3 shows that 10.5% strongly agreed and 15.8% agreed that having a good or standard product does not affect the growth of sales.  10.5% were unable to decide while 10.5%% disagreed and 52.6% strongly disagreed that having a good or standard product does not affect the growth of sales.
	Table4.3.2.3.4 Feedback gotten from the consumers of the product is highly impressive

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	11
	57.9
	57.9
	57.9

	
	Agree
	3
	15.8
	15.8
	73.7

	
	Undecided
	2
	10.5
	10.5
	84.2

	
	Strongly disagree
	3
	15.8
	15.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.3.4 shows that 57.9% strongly agreed and 15.8% agreed that feedback gotten from the customers of the product is highly impressive.  10.5% were unable to decide while 15.8% strongly disagreed that feedback gotten from the customers of the product is highly impressive.





4.3.2.4 Corporate Image
	Table 4.3.2.4.1 The market does not recognize the products in the marketplace due to poor quality

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	1
	5.3
	5.3
	5.3

	
	Agree
	1
	5.3
	5.3
	10.5

	
	Undecided
	2
	10.5
	10.5
	21.1

	
	Disagree
	3
	15.8
	15.8
	36.8

	
	Strongly disagree
	12
	63.2
	63.2
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.4.1 shows that 5.3% strongly agreed and agreed that the market does not recognize the products in the marketplace due to poor quality.  10.5% were unable to decide while 15.8% disagreed and 63.2% strongly disagreed that feedback gotten from the market does not recognize the products in the marketplace due to poor quality.
	Table4.3.2.4.2 Corporate image is not necessary when running a business venture

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	7
	36.8
	36.8
	36.8

	
	Agree
	5
	26.3
	26.3
	63.2

	
	Disagree
	2
	10.5
	10.5
	73.7

	
	Strongly disagree
	5
	26.3
	26.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.4.2 shows that 36.8% strongly agreed and 26.3% agreed that corporate image is not necessary when running a business venture.  While 10.5% disagreed and 26.3% strongly disagreed that corporate image is not necessary when running a business venture.



	Table 4.3.2.4.3 Kwapoly Water has a uniqueness pattern of strategy by enticing their customers with product packaging

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	9
	47.4
	47.4
	47.4

	
	Agree
	4
	21.1
	21.1
	68.4

	
	Disagree
	3
	15.8
	15.8
	84.2

	
	Strongly disagree
	3
	15.8
	15.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.4.3 shows that 47.4% strongly agreed and 21.1% agreed that Kwapoly Water has a uniqueness pattern of strategy by enticing their customers with product packaging.  While 15.8% disagreed and strongly disagreed thatKwapoly Water has a uniqueness pattern of strategy by enticing their customers with product packaging.
	Table 4.3.2.4.4 The business makes use of their image to gain more customers in the market

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	3
	15.8
	15.8
	15.8

	
	Agree
	11
	57.9
	57.9
	73.7

	
	Disagree
	2
	10.5
	10.5
	84.2

	
	Strongly disagree
	3
	15.8
	15.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.4.4 shows that 15.8% strongly agreed and 57.9% agreed that the business makes use of their image to gain more customers in the market.  While 10.5% disagreed and 15.8% strongly disagreed thatthe business makes use of their image to gain more customers in the market.




4.3.2.5 Brand loyalty
	Table4.3.2.5.1 Kwapoly Water has a strong connection with their customers

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Agree
	3
	15.8
	15.8
	15.8

	
	Undecided
	7
	36.8
	36.8
	52.6

	
	Disagree
	3
	15.8
	15.8
	68.4

	
	Strongly disagree
	6
	31.6
	31.6
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.5.1 shows that 15.8% agreed that Kwapoly Water has a strong connection with their customers.  36.8% were unable to decide, while 15.8% disagreed and 31.6% strongly disagreed thatKwapoly Water has a strong connection with their customers.
	Table 4.3.2.5.2 Customers are devoted to the organization’s product more than their competitor’s own

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	8
	42.1
	42.1
	42.1

	
	Agree
	7
	36.8
	36.8
	78.9

	
	Undecided
	1
	5.3
	5.3
	84.2

	
	Disagree
	1
	5.3
	5.3
	89.5

	
	Strongly disagree
	2
	10.5
	10.5
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.5.2 shows that 42.1% strongly agreed and 36.8% agreed that customers are devoted to the organization’s product more than their competitor’s own.  5.3% were unable to decide, while 5.3% disagreed and 10.5% strongly disagreed thatcustomers are devoted to the organization’s product more than their competitor’s own.



	Table 4.3.2.5.3 There is interrelationship between the employees and the customers of the organization

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	7
	36.8
	36.8
	36.8

	
	Agree
	5
	26.3
	26.3
	63.2

	
	Undecided
	2
	10.5
	10.5
	73.7

	
	Disagree
	5
	26.3
	26.3
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.5.3 shows that 36.8% strongly agreed and 26.3% agreed that there is interrelationship between the employees and the customers of the organization.  10.5% were unable to decide, while 26.3% disagreed that there is interrelationship between the employees and the customers of the organization.
	Table 4.3.2.5.4 Brand loyalty is not paramount in customer satisfaction

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly agree
	5
	26.3
	26.3
	26.3

	
	Agree
	1
	5.3
	5.3
	31.6

	
	Undecided
	4
	21.1
	21.1
	52.6

	
	Disagree
	2
	10.5
	10.5
	63.2

	
	Strongly disagree
	7
	36.8
	36.8
	100.0

	
	Total
	19
	100.0
	100.0
	


Source: Researcher’s Field Work 2025
Table 4.3.2.5.4 shows that 26.3% strongly agreed and 5.3% agreed that brand loyalty is not paramount in customer satisfaction.  21.1% were unable to decide, while 10.5% disagreed and 36.8% strongly disagreed thatbrand loyalty is not paramount in customer satisfaction.
4.4 Test of Hypotheses
Re-statement of hypotheses
· Job Satisfaction has no significant effect on Product Quality in Kwapoly Water.
· Extrinsic Rewards has no significant effect on Corporate Image in Kwapoly Water.
· Training has no significant impact on Brand Loyalty in Kwapoly Water.
4.4.1Hypothesis 1: Job satisfaction has no significant effect on product quality in Kwapoly Water
	Correlations

	
	
	JOB SATISFACTION
	PRODUCT QUALITY

	JOB SATISFACTION
	Pearson Correlation
	1
	.991**

	
	Sig. (2-tailed)
	
	.000

	
	N
	33
	33

	PRODUCT QUALITY
	Pearson Correlation
	.991**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	33
	33

	**. Correlation is significant at the 0.01 level (2-tailed).
	


The table shows the Pearson correlation for job satisfaction and product quality to be 0.991 (99.1%) This implies that there is a weak relationship between job satisfaction and product quality. The above correlation table shows that at a 0.01 level of significance, r = 0.0001 (2-tailed test). 0.0001 is less than 0.01 which is the set level of significance. This implies that there is significant relationship between job satisfaction and product quality. Therefore, we reject the null hypotheses and embrace the alternate.







	4.4.2Hypothesis 2: Extrinsic Rewards has no significant effect on Corporate Image in Kwapoly Water
Correlations

	
	
	EXTRINSIC REWARDS
	CORPORATE IMAGE

	EXTRINSIC REWARDS
	Pearson Correlation
	1
	.987**

	
	Sig. (2-tailed)
	
	.000

	
	N
	33
	33

	CORPORATE IMAGE
	Pearson Correlation
	.987**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	33
	33

	**. Correlation is significant at the 0.01 level (2-tailed).
	


The table shows the Pearson correlation for extrinsic rewards and corporate image to be 0.987 (98.7%) This implies that there is a weak relationship between extrinsic rewards and corporate image. The above correlation table shows that at a 0.01 level of significance, r = 0.0001 (2-tailed test). 0.0001 is less than 0.01 which is the set level of significance. This implies that there is significant relationship between extrinsic rewards and corporate image. Therefore, we reject the null hypotheses and embrace the alternate.
4.4.3Hypothesis 3: Training has no significant impact on Brand Loyalty in Kwapoly Water
	Correlations

	
	
	TRAINING
	BRAND LOYALTY

	TRAINING
	Pearson Correlation
	1
	.992**

	
	Sig. (2-tailed)
	
	.000

	
	N
	33
	33

	BRAND LOYALTY
	Pearson Correlation
	.992**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	33
	33

	**. Correlation is significant at the 0.01 level (2-tailed).
	


The table shows the Pearson correlation for training and brand loyalty to be 0.992 (99.2%) This implies that there is a weak relationship between training and brand loyalty. The above correlation table shows that at a 0.01 level of significance, r = 0.0001 (2-tailed test). 0.0001 is less than 0.01 which is the set level of significance. This implies that there is significant relationship between training and brand loyalty. Therefore, we reject the null hypotheses and embrace the alternate.










[bookmark: _Toc54511863]CHAPTER FIVE
[bookmark: _Toc54511864]SUMMARY OF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS
[bookmark: _Toc54511865]5.1 Introduction
This chapter of this research work gives an overview or summary of the whole research work from the first chapter to the last chapter. This chapter also examines the theoretical and empirical findings as discovered by the researcher, the conclusion of the research work and recommendations by the researcher.
The purpose of this study is to examine the effect of employee motivation on customer satisfaction of Kwapoly Water products.
5.2 Summary of the Work
This research work started with the chapter one with the introductory part discussing the background of the study. This was followed by a clear definition of the statement of research problem that the researcher has observed. Objectives were drawn out to address the overriding objective- to examine effect of employee motivation on customer satisfaction. The research objectives form the basis for the research questions and hypotheses. This was done through the Operationalization of the two constructs (Employee motivation and customer satisfaction). Under employee motivation variables are job satisfaction, extrinsic rewards and training while for customer satisfaction variables are product quality, corporate loyalty and brand loyalty.
The aforementioned variables were emphasized in the literature review section to provide a clearer understanding as regards the measurability and relations to their respective constructs. The works of scholars were reviewed to provide more depth to the understanding of the chosen topic. The literature review section examined conceptual frameworks of the constructs and their variables; theoretical framework and empirical framework as well as the gap in literature. 
[bookmark: _Toc54511866]5.3 Findings
From the analysis of data presented, a number of findings were made from the study which examine the analysis of the effect of employee motivation on customer satisfaction in Kwapoly Water products are as follows: 
i. The study found that job satisfaction has no significant effect on product quality of Kwapoly Water products.
ii. The findings show that extrinsic rewards have no significant impact on organization’s corporate image of Kwapoly Water products. 
iii. Finally, it was processed from the study that training has no significant effect on brand loyalty of Kwapoly Water products. 
[bookmark: _Toc54511867]5.4 Conclusion
The study was carried out to examine the effect of employee motivation on customer satisfaction of Kwapoly Water products. The findings of the study indicated that job satisfaction has no positive effect on product quality in the organization. The findings also reveal that extrinsic rewards have no significant impact on organization’s corporate image in the market. Finally, it was processed from the study that training has no positive effect on brand loyalty in the market. Kwapoly Water should make sure they have a strong communication with their customers and retain customer relationship.
[bookmark: _Toc54511868]5.5 Recommendations
Based on the findings, the researcher recommended as follows; 
i. The organization should also try to improve on their customer’s service and relationship because it is very paramount in building customers relationship and loyalty.
ii. Kwapoly Water management should make sure they ensure their customers are satisfied with their level of tasks assigned to each of them.
iii. Training of the recruited employees is a one of the necessities of building their skills in order for them to perform well.
It is hoped that if these recommendations are strictly adhered to by all concerned, it will increase the customers relationship and increase employee’s job performance in the organization.
5.6 Suggestions for Further Studies
Research could be carried out on the following 
i. Effect of management styles on employees’ satisfaction 
ii. Analysis of employees’ behaviours on organization performance in manufacturing industry in Nigeria.
iii. Effect of external business environment on start-up business in Nigeria. 
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[bookmark: _Toc54529327]APPENDIX 1
QUESTIONNAIRE

Department of Business Administration,,
Kwara State Polytechnic, Ilorin.
Dear Respondent,
	I am a final year undergraduate student in the Department of Business and Entrepreneurship, College of Humanities and Social Sciences, Kwara State University, Malete. I am conducting a research study onEffect of motivation on employee’s performance: A case study of Kwapoly Water. I seek your responses to the items outlined below towards the success of the research study. I assure you that the information provided will be treated confidential and strictly for the advancement of knowledge in the field of Business and Entrepreneurship. Thanks for your anticipated co-operation.
Project Supervisor

INSTRUCTIONS:
Please respond to the questions objectively by ticking the appropriate box (√) and filling the gap provided against each question and leave the alternative box blank. You may as well express your opinion in response to each question as deemed fit. There is no right or wrong response.
SECTION A: DEMOGRAPHIC VARIABLES 
Please tick () the correct answers to the questions below
1. 	Gender: Male (    ) Female (     ) 
2.	Age:	20 – 25 years   (     )   26 – 30 years (      )   31-35 years (     )   36 years and above (     )     
3.	Highest Educational Qualification: Primary education (   ) Secondary education (   )   Diploma/NCE (    ) HND/B.Sc (    ) M.Sc/PhD (    )
4.	Department: Sales(    ) Administration (    ) Finance (    ) Operation (    ) others (    )    
5.	Tenure: How long have you worked at Kwapoly Water?   Less than 1 Year(    )   1-2 Years (     )3 Years and above (     ) 


SECTION B: ITEMS ON RESEARCH QUESTIONS
Please indicate your level of agreement regarding the following statements which are intended to investigate the Effect of motivation on employee’s performance: A case study of Kwapoly Water. The following numbers indicate the following levels of acceptability:
1 = Strongly Agree, 2 =Agree, 3 = Undecided, 4 = Strongly Disagree, 5 = Disagree. 
Please tick [√] only one box for each statement.
	S/N
	ITEMS
	S
	A
	U
	D
	SD

	
	Job Satisfaction
	
	
	
	
	

	1
	Employees are not given much workloads in the production of output in the organization
	
	
	
	
	

	2
	Satisfaction of job is not important in motivating employees in the business
	
	
	
	
	

	3
	Many employees are satisfied with their current unit or department in Kwapoly Water
	
	
	
	
	

	4
	Employees are not efficient nor effective because of lack of job satisfaction
	
	
	
	
	

	
	Training
	
	
	
	
	

	5
	Sharing of knowledge among workers is been allowed in the organization
	
	
	
	
	

	6
	Employees have been trained before been recruited to work in the organization
	
	
	
	
	

	7
	Kwapoly Water trains their workers in order to develop their skills
	
	
	
	
	

	8
	Training of employees is not required in order to motivate them to work
	
	
	
	
	

	
	Product Quality
	
	
	
	
	

	9
	There is low quality of product manufactured or produced by the organization
	
	
	
	
	

	10
	Many customers have a desirable uniqueness to consuming the products manufactured
	
	
	
	
	

	11
	Having a good or standard product does not affect the growth of sales
	
	
	
	
	

	12
	Feedback gotten from the consumers of the product is highly impressive 
	
	
	
	
	

	
	Corporate Image
	
	
	
	
	

	13
	The market does not recognize the products in the marketplace due to poor quality
	
	
	
	
	

	14
	Corporate image is not necessary when running a business venture 
	
	
	
	
	

	15
	Kwapoly Water has a uniqueness pattern of strategy by enticing their customers with product packaging
	
	
	
	
	

	16
	The business makes use of their image to gain more customers in the market
	
	
	
	
	

	
	Brand Loyalty
	
	
	
	
	

	17
	Kwapoly Water has a strong connection with their customers 
	
	
	
	
	

	18
	Customers are devoted to the organization’s product more than their competitor’s own
	
	
	
	
	

	19
	There interrelationship between the employees and the customers of the organization
	
	
	
	
	

	20
	Brand loyalty is not paramount in customer satisfaction 
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