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ABSTRACT

This study was aimed at investigating the role played by employee motivation practices in enhancing the performance of employees in parastatal organisations, using a case study of the Zambia Airports Corporation (ZACL) headquarters. The main objective of the study was to explore the reward and compensation practices of ZACL and to determine the extent of their effectiveness to motivate individual employees working at ZACL.
Based on literature review used in this research, it was clear how important the right combination of compensation strategies improved motivation. Employees should be aware of the relationship between their level of performance and how they were rewarded for that performance. This study examined how effective the compensation practices at ZACL and whether they enhanced workers’ motivation at the organisation.

The research strategy for this the study combined both the exploratory and descriptive approaches using both qualitative and quantitative methodology. To collect the primary data, the researcher administered questionnaires to collect information from ZACL employees from the various departments. In-depth semi-structured interviews were administered to human resource officers at ZACL. 

The findings indicated that ZACL had an elaborate system of incentives that aimed at motivating employees. The main reward mechanisms included competitive salaries, allowances coupled with healthcare allowances, training and development programmes and personal-to-holder vehicles among others. The measures have the potential to raise the level of motivation for the employees in order to maximise productivity. However, there were mixed perceptions from the respondents with some viewing these strategies as effective while others viewed these as being ineffective in motivating employees and enhancing their performance.

The study recommended that for ZACL’s motivation measures to be more effective, they had to be seen to be given on merit and awarded in a transparent manner. 
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CHAPTER ONE
INTRODUCTION
1.0
Introduction
This study aimed to ascertain the effectiveness of compensation policies in enhancing workers’ motivation in parastatal organisations and the case for the Zambia Airport Corporation Limited (ZACL). The Chapter presents the background of the study, the statement of the problem, the purpose of the study and gives the objectives of the study. In addition, the chapter presents the research questions arising from the objectives. 

1.1
Background to the Study
The current era is highly competitive and organisation regardless of size, technology and market focus are facing employee motivation and retention challenges arising from reward and compensation policies. To overcome these restraints a strong and positive relationship should be created and maintained between employees and their organisations. Human resources of any organisation are the most central part hence they need to be influenced and persuaded towards tasks fulfillment (Bloisi, 2003). One of the most important responsibilities of a manager in an organisation is to find out the potential talents of staff and to provide the context for their growth and flourishment which leads to the promotion of productivity (Baum, 2003). Therefore, it is important for a manager to motivate subordinates to achieve organisation objectives.
Motivation is one of the main subjects and concepts in human resource management and many works and writings about it have been introduced by different scholars. Theorists regard effective management of human resources as the key to organisational success and the role of human resource has been considered critical and a strategic factor of an organisation despite the rapid movement of organisations towards technology (Brelade, 2000; Morrison, 2008). For this reason, it is of special importance to secure consent of personnel and make them more interested in the job and fulfill organisational goals.
1

Motivation strategy is based on the overall strategy of the organisation and is a part of personnel strategy. An elaborate strategy should clearly support the achievement of the organisation’s objectives while enabling employees to achieve their personal goals   (Glinow and Milliman, 2005). Decisions on the selection of motivational factors and means of motivation are an essential stage in the process of creating a motivation strategy. Motivation at work is immediately reflected in the performance of the employee. Using appropriate incentives, employees doing the same tasks work harder and highly perform compared to those who are not motivated properly (Go, 2005).
To achieve prosperity, organisations design different strategies to compete with their competitors and also these strategies are used to increase the performance of the organisations. Very few organisations believe that the human personnel and employees of any organisation are their main assets which can lead to success or if not focused well, to failure. Unless and until the employees of any organisation are satisfactorily motivated and encouraged for the task fulfilment and achievement of goals, none of the organisations can progress or achieve success (Bratton & Gold, 2003). 

This research focused on Zambia Airports Corporation Limited (ZACL), a Public Limited Company which is wholly owned by the Government of Zambia. ZACL was established in 1989 through an Act of Parliament No. 16 of 1989 which was incorporated after an amendment to the Aviation Act, Chapter 444 of the Laws of Zambia. ZACL is responsible for the development, maintenance and management of the four designated international airports, namely, Kenneth Kaunda International (Lusaka), Harry Mwaanga Nkumbula (Livingstone), Simon Mwansa Kapwepwe (Ndola) and Mfuwe and the provision of air navigation services throughout Zambia. ZACL workforce is comprised of 817 employees as at September 2016. The research was carried out at Kenneth Kaunda International Airport, the head office because the researcher felt it was easy for the study to be carried out in terms of costs and time.
1.2
Statement of the Problem
Preliminary literature indicated that ZACL was on the list of parastatals which did not declare dividends and was one of the loss making parastatals (Zambian Economist, 2015). ZACL had challenges with regards to attracting and retaining a talented workforce. This was not surprising on account that for parastatal organisations, attracting and retaining a talented workforce is a very difficult task due to the huge difference in the work culture, employee empowerment, compensation and benefits compared to the private sector organisations. This results in a high rate of labour turnover and in turn results in high recruitment costs, high training cost, loss of productivity and finally less institutional performance thereby impacting negatively on the national treasury. There are sizable costs associated with employee turnover related to separation pay, the expense of recruiting, selection and training and so forth. Monetary and hidden costs are also associated with employee turnover (Glinow and Milliman, 2005).
According to Aswathapa (2007), employee motivation could only be effective if rewards and compensation were perceived to be given on merit. In other words, rewards and compensation should be given on the basis of objective criteria. Such a perception would create a belief in the mind of an employee that they had an equal chance with others of being rewarded or of being given incentives. 
According to the Lusaka Times of Sunday, 24 February 2015, President Lungu said that, there was an upswing of nepotism in the Zambian civil service and parastatals. Mr Lungu said, nepotism was as bad as corruption and tribalism and did not want to lead a nation that was polarised. Parastatal employees were given a good package of financial and non–financial rewards yet the effectiveness of these rewards was impaired since workers perceived favouritism, nepotism and other modes of corruption in the way these were granted. As argued by Fundanga  and Mwaba (2012) that, the result of corruption and nepotism, was that public enterprises were typically inefficient and their workforce demoralised which then affected their performance and financial viability. 
1.3
Purpose of the Study
The purpose of the research was to study the reward and compensation practices of ZACL and to determine the extent to which they enhanced motivation level of the individuals working in this organisation. The assessment was based on the experiences and perception of employees in the organisation. 
1.4
Research Objectives

Arising from the above, the following were the general and specific objectives.
1.4.1
General Objectives
To explore the Reward and Compensation practices of ZACL and to determine the extent of their effectiveness to motivate individual employees working at ZACL.
1.4.3 Specific Objectives
The specific objectives of the research study were to:
(a) Examine the perception of ZACL employees on the effectiveness of reward and compensation strategies by 30 March 2017.
(b) Obtain opinions of ZACL employees on the extent to which training and development policies in enhancing their level of motivation by 30 March 2017.

(c) Investigate the challenges faced by ZACL’s managers in implementing compensation policies, strategies and measures to motivate their employees by 30 March 2017.

1.5
 Research Questions
In view of the foregoing, the following were the research questions:
(a) What is the perception of ZACL employees on the effectiveness of Compensation strategies employee promotion and recognition in enhancing their level of motivation?

(b) What are the opinions of ZACL employees on the extent to which Training and Development policies in enhancing their level of motivation?

(c) What challenges are faced by ZACL’s managers in implementing measures to motivate their employees?
1.6 Limitations of the Study
The researcher had some challenges in collecting data from the employees because most of them worked in shifts and hence the process of getting back the questionnaires took longer than expected. Also from the side of management, most of the managers were busy because it was towards the end of the year and they had to write reports and hence this slowed down the process of data collection.
The sample size used in this research entailed limitations in generalising research findings because the study focused only on Kenneth Kaunda International Airport where the researcher thought it would be time and cost effective. 

Lack of academic journals readily available relating to parastatals on compensation strategies was another limiting factor. 
1.7
Significance of the Study
Information from this study was expected to inform the management at the ZACL on the gaps and weaknesses in their human resource policies in order for a way forward to be formulated and refined for the process of implementation to be more efficient and effective. The information would serve as feedback from workers who were the direct beneficiaries of these policies. It was hoped that the information derived from the study would help strengthen the capacity of the organisation to attract, retain and motivate valuable workers. 

Additionally, the findings of this investigation would be of interest to other researchers conducting studies on a related topic. In this respect, this study would serve as a part of their literature review and may help to refine, and focus their future studies on related topics. The results, conclusions and recommendations would also serve as a starting point for further research on the subject matter and for making comparisons with the findings of future research projects.
1.8
Scope of the Study
This study focused on how rewards and compensation practices in parastatal organisations enhanced motivation levels of individual, employees at ZACL. The study was only carried out at Kenneth Kaunda International Airport as the headquarters with a larger population of employees compared to the other three airports under ZACL in the country.
1.9
Operational Definitions
In this study the terms below bear the following meaning:
Motivation - Motivation by refers to what activates or directs human behaviour and how this behaviour is sustained to achieve a particular goal. Also it can be defined as the set of processes that enhance, maintain and direct employees in an organisation towards attaining some goals.

Human Resource (HR) Practices - Refers to polices, practices and systems that influence employees’ behaviour, attitudes, and performance. Human resource practices play a key role in attracting, motivating, rewarding and retaining employees. Other human resource management practices include recruiting employees, selecting employees, designing work, compensating employees, and developing good labour and employee relations (Delbridge, and Lowe, 2007).

Compensation - Compensation covers the various forms of incentives such as employee’s pay including variable pay, short and long term incentives as well as promotions and pay increases. It also deals with indirect compensation such as paid leave, insurance, retirement income and various employee services, commonly referred to as “benefits” that employers use to attract, recognise, retain and motivate employees to contribute to the organisation’s strategic objectives (Redman, 2008).

Training and Development (TD) – TD means training a set of planned efforts that enable employees learn job related knowledge, skills, and behaviour. For example, many organisations offer safety training to teach employees safe work habits. Thus, it is a human resource practice where firms invest in the development of their employees’ knowledge, skills ability and other on-job required skills to improve the productivity of employees (Chew, 2005). Development involves acquiring knowledge, skills, and behaviour that improve employees’ ability to meet the challenges of a variety of new or existing jobs, including the client and customer demands of those jobs. Development programs often focus on preparing employees for management responsibility (Mcfarlin, 2002).
Employee Relations (ER) - ER means preparing and distributing employee handbooks that detail company policies and, in large organisations, company publications such as a monthly newsletter or a Web site on the organisation’s intranet. Preparing these communications may be a regular task for the human resource department. 
The human resource department can also expect to handle certain kinds of communications from individual employees. Employees turn to the HR department for answers to questions about benefits and company policy. If employees feel they have been discriminated against, see safety hazards, or have other problems and are dissatisfied with their supervisor’s response, they may turn to the HR department for help (Hiltrop, 1996).
1.10
Ethical Considerations
This study was ethically sensitive and adopted the standard ethics of social research. To start with the researcher obtained ethical clearance from the University of Zambia Ethics Committee. As such, the following codes of conduct were followed. The participants’ names were not written on the questionnaires and the information which was collected has been treated with strict confidentiality and for academic purposes only. Data gathered was entered on a computer protected by passwords.

The researcher additionally obtained informed consent from each participant. This meant explaining to potential research participants the nature and purpose of research so they can choose freely whether or not to become involved. The tenets of voluntary participation were observed as no participant was forced to participate in the research. Participants were also free to withdraw from the research at any stage. Objectivity was observed in that no answer was taken as being right or wrong but each response was considered without bias, moralistic judgments and irrespective of the researcher’s own opinions on the issue.
CHAPTER TWO
LITERATUREREVIEW

2.0
Historical Overview
This chapter outlines the various literature related to the current topic. The main theories pertaining to employee reward systems, motivation and performance are examined in this section. The chapter also outlines studies conducted by other scholars on this topic or others similar to it. The insights obtained from this review were useful in the analysing of the findings.
The performance of organisations and employee motivation is the focus of intensive research effort in recent times. How well an organisation motivated its workers (Intrinsic or Extrinsic) in order to achieve their mission and vision was of paramount concern. Employers in both private and public organisations have become increasingly aware that motivations increased productivity.
Bartol and Martin (1998) considered motivation as a powerful tool that reinforced behaviour and triggered the tendency to continue. In other words, motivation was an internal drive to satisfy an unsatisfied need and to achieve a certain goal. It was also a procedure that began through a physiological or psychological need that stimulated a performance set by an objective. As compared to financial resources, human resources have the capability to create competitive advantage for their organisations. Generally speaking, employee performance depended on a large number of factors, such as motivation, appraisals, job satisfaction, training and development and so on.
As Kalimullah (2010) suggested, a motivated employee has goals aligned to those of the organisation and directs their efforts in that course. In addition, these organisations were more successful because their employees continuously looked for ways to improve their work. Getting the employees to reach their full potential at work under stressful conditions was a tough challenge, but this could be achieved by motivating them (Ibid). 
On the other hand, Mary (1996) explained organisational effectiveness as the extent to which an organisation fulfilled its objectives by using certain resources and without placing strain on its members. The goal model defines organisational effectiveness by referring to the extent to which an organisation attained its objectives (Zammuto, 1982) while the system resource model defined it in terms of the bargaining power of the organisation and its ability to exploit the environment when acquiring valuable resources (Beardwell, 2004).
2.1
Integrated Human Resource Management Framework
In this increasing competitive world where satisfaction of workers needs was the centre of attention for both private and public organisations, there was need to employ the most appropriate strategies and techniques in order to achieve organisational objectives and goals hence integrated human resource management has become a popular management paradigm. The best paradigm reflecting this approach was the integrated human resource management model adopted by the International Civil Service Commission (ICSC) in 2000 (Wong, 2000).
Figure 1 below illustrates the overall framework. The framework holds that the human resource management strategies were a product of the overall organisational strategy. 
The Framework identifies the diverse yet interrelated elements which make up human resources management in the common system. It has six major components, some of which have a number of sub-components. The six main elements of human resources management strategy are Ethics and Standards of Conduct, Human Resources Information management, Compensation and Benefits, Employment, Career Management and Good Governance (Wong, 2000, Glinow and Milliman, 2005).
Figure 1: Framework for Human Resources Management
[image: image2.emf]

Source: (Glinow, M and Milliman, J, 2005)
Based on the framework above it was evident that rewards and compensation were only a component of the overall human resource management strategy, which was itself a component of the overall business strategy of the organisation. The framework provided the organisations with a holistic conceptual base from which to take action in one or more areas of human resources management reform. 

As such, this study assumed that reward and compensation policies and procedures have an ultimate impact on the overall performance of the organisation in terms of its ability to achieve its strategic goals and the organisation’s competitiveness and its corporate image. The researcher understood that reward and compensation policy moreover affected the efficiency and productivity of the employees. The efficiency and productivity of individual employees ultimately affected the efficiency and productivity of the organisation as a whole. It could also be inferred from the framework that reward and compensation practices have the potential to create a favourable organisational culture. This in turn contributes to job satisfaction as well as enhancing employee and organisational performance.  This study endeavoured to explore all these positive effects of reward and compensation policies and to show whether they did manifest in parastatal organisations.

2.2
Compensation and Reward Systems for Employees
An employee reward system comprised of an organisation’s incorporated policies, processes and practices for rewarding employees in harmony with their contributions, skills and competence and their market worth. It emerged within the framework of the organisation’s reward philosophy, strategies and policies. The reward systems of employees had arrangements in the form of processes, practices, structures and procedures which would provide and maintain appropriate types and levels of pay, benefits and other forms of reward. 
Figure 2: Effect of Employee Reward and Compensation System on organisational Performance
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The most important machinery of the compensation system included salaries, bonuses and privileges. The compensation and reward system as a means to support innovation by employees was a fairly mechanical one but nevertheless was an effective management technique. Once the members of an organisation understood that they would be rewarded for such activities, they were more likely to work creatively. The initiative to provide financial and non-financial rewards to people and groups who develop innovative ideas was important for organisations. But it was equally vital to avoid punishing creativity when it did not result in highly successful innovation (Manzoor, 2011).

Compensation and reward systems are necessary because they gave preference to service over self-interest. It also meant that the systems needed to be an equitable distribution of wealth. One test of equity was how well to affirm the fact that the success of the institution was in the hands of people at each level. An institution’s wealth and value, in the broadest sense, was then a community creation. 
2.3
Components of Employee Compensation Plans

`
Components of employee compensation system could include factors that were identified as those that determined the worth of jobs such as skill, responsibilities, effort and working conditions. Benchmark jobs should be selected as those that have certain characteristics such as:
1.
Equitable pay (not overpaid or underpaid) 

2.
Range of the factors (for each factor, some jobs would be at the low end of the factor while others would be at the high end of the factor (Joel, A. Rose, 1999)

Employee motivation was one of the policies used by managers to increase effectual job management amongst employees in organisations. Motivated employees were responsive of the definite goals and objectives that should be achieved; therefore they directed their efforts in that direction. Cober (2004) reported that motivation formulated an organisation more successfully because motivated employees constantly looked for improved practices to do their work. Therefore, it was essential for organisations to persuade motivation of their employees.
Figure 3: The Basic Scheme of Motivation and Work Performance
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Source: (Wong, 2000)

Research suggests that rewards could cause satisfaction of the employee which directly influences performance of the employee (Beechler, Bird & Raghuram., 1993). Rewards were management tools that hopefully contributed to the firm’s effectiveness by influencing individual or group behaviour. Organisations use pay, promotions, bonuses or other types of rewards to motivate and encourage high level performances of employees. To use salaries as a motivator effectively, managers must consider salary structures which should include the importance the organisation attached to each job, payment according to performance, personal or special allowances, fringe benefits, pensions and so on (Chew, 2005).
People of various professions, occupations and ages might have a large number of different motives. These are interrelated and create some form of hierarchy. Figure 3 above shows the basic scheme of motivation.
The ultimate test of organisational success was its ability to create values sufficient to compensate for the burdens imposed upon resources contributed. Workers, put in time and efforts for personal, economic and non-economic satisfaction. Thus there needed to be a deliberate policy aimed at making them feel their efforts were worthwhile. This was further discussed below:

2.3.1
Salary, Wages and Conditions of Service

To use salaries as a motivator effectively, human resource managers must consider four major components of a salary structures. These are the job rate, which related to the importance the organisation attached to each job; payment, which encouraged workers or groups by rewarding them according to their performance; personal or special allowances, associated with factors such as scarcity of particular skills or certain categories of professionals or with long service; and fringe benefits such as holidays with pay, pensions and so on. It was also important to ensure that the prevailing pay in other similar establishments was taken into consideration in determining the pay structure of their organisation (Brelade, 2000).

2.3.2
Money

Bancroft-Turner (2008) asserts that money remains the most significant motivational strategy.

As far back as 1911, Frederick Taylor and his scientific management associate described money as the most important factor in motivating the industrial workers to achieve greater productivity. Taylor advocated the establishment of incentive wage systems as a means of stimulating workers to higher performance, commitment and eventually satisfaction. Money possessed significant motivating power in as much as it symbolised intangible goals like security, power, prestige and a feeling of accomplishment and success. Fieldmann (2000) demonstrated the motivational power of money through the process of job choice. He explained that money had the power to attract, retain and motivate individuals towards higher performance. For instance, if an employee had another job offer which had identical job characteristics with his current job but greater financial reward, that worker would in all probability be motivated to accept the new job offer. 
Lorange (1986) states that many managers used money to reward or punish workers. This was done through the process of rewarding employees for higher productivity by instilling fear of loss of job (for instance premature retirement due to poor performance). The desire to be promoted and earn enhanced pay would also motivate employees.
Colvin (1998) also showed that financial incentives would get people to do more of what they were doing based on his investigation on motivation and managerial styles in the private and public sector. The results indicated that there was a little difference between the motivational needs of the public and private sector employees, managers and non-managers.
2.3.3
Staff Training

No matter how automated an organisation may be, high productivity depends on the level of motivation and the effectiveness of the workforce. Staff training is an indispensable strategy for motivating workers (Noe, 2002; Asim, 2013). The organisation must have good training programme. This will give the professional opportunities for self-improvement and development to meet the challenges and requirements of new equipment and new techniques of performing a task (Go, 2005; Yawson, 2013; Asim, 2013).

2.3.4
Information Availability and Communication

One way managers could stimulate motivation was to give relevant information on the consequences of their actions on others (Bratton & Gold, 2003). Information availability bears a powerful peer pressure. By sharing information, subordinates compete with one another. Studies on work motivation seemed to confirm that it improved workers’ performance and satisfaction. For example, (Beechler et al., 1993) examined the characteristics of the work of teacher-librarians in four major categories: knowledge base, technical skills, values and beliefs. He reported that they would succeed in meeting this challenge only if they were motivated by deeply-held values and beliefs regarding the development of a shared vision.
2.4
Theories of Motivation
Theorists formulated different theoretical models to explain motivation and workers’ performance. These theories could be divided into two broad groups such as Content theories that focus on individual needs and Process theories that focus on cognitive processes that occur in the minds of employees (Robbins Stephan and Judge Timothy, 2013).
Some of the content theories include Hertzberg’s motivational hygiene theory and Maslow’s Hierarchy of needs theories and one of the process theories discussed in this study includes the Vroom’s expectancy theory.

2.4.1
Herzberg’s Motivation Hygiene Theory

Herzberg's motivation hygiene theory often called the two factor theory which focuses on those sources of motivation which are pertinent to the accomplishment of work, Herzberg concluded that job satisfaction and dissatisfaction were the products of two separate factors of motivating factors (satisfiers) and hygiene factors (dissatisfiers) (Armstrong, 2001; Laakso, 2012).

Figure 4: Satisfiers and Dissatisfiers in Herzberg's Two Factor Theory
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Source: (Lorange, 1986)
Herzberg found out that the factors which cause job satisfaction (and presumably they are considered maintenance factors that are necessary to avoid dissatisfaction motivation) were different from those causing job dissatisfaction. He developed the motivation hygiene theory to explain these results. He called them satisfier motivators and the dissatisfiers’ hygiene factors. 
Herzberg used the term ‘hygiene’ in the medical sense that it operated to remove hazards from the environment. In explaining the dynamics of hygiene the theory held that the psychological basis of hygiene needs was the avoidance of pain from the environment and there were infinite sources of pain in the environment (Goldestein & Ford, 2003; Laakso, 2012). On the other hand, the theory further stated that the psychological basis of motivation was the need for personal growth and there were limited sources of motivator satisfaction. It was held that motivator improvements had long-term effects and were additive in nature. Ultimately, there were answers to motivator needs (Cober, 2004; Laakso, 2012).
According to Herzberg, hygiene could not motivate and when used to achieve this goal it could actually produce negative effects over the long run. A ‘hygienic’ environment prevented discontent in a job, but such an environment could not lead the individual beyond a minimal adjustment consisting of the absence of dissatisfaction. A positive "happiness" seemed to require some attainment of psycho-logical growth (Hafiza, Shah and Jamsheed, 2011; Laakso, 2012).
The theory indicated that job satisfaction was made up of two unipolar traits. The opposite of job satisfaction would not be job dissatisfaction but rather no job satisfaction; similarly, the opposite of job dissatisfaction was no job dissatisfaction and not satisfaction with one's job (Ibid).
Hygiene factors, when satisfied, tended to eliminate dissatisfaction and work restriction but they did little to motivate an individual to superior performance or increased capacity. There were three primary psychological states that significantly affected workers’ satisfaction: experience of meaningfulness of the work itself; experience responsibility for the work and its outcomes and knowledge of results, or performance feedback. The more that work was designed to enhance these states the more satisfying the work would be (Glinow and Milliman, 2005).

The dimension of job dissatisfaction differed psychologically from job satisfaction but it was also associated with an escalation phenomenon or what some called the Principle of Rising Expectations: the more people received, the more they wanted (Aswathappa, 2007; French, 2007).

Hygiene factors provided a base which must be carefully considered if dissatisfaction was to be avoided. But, even if all of the maintenance needs were taken care of, the people would still not necessarily be motivated to work harder (Hafiza, Shah and Jamsheed, 2011).

Herzberg suggested that factors that lead to job satisfaction were primarily intrinsic, whereas factors leading to job dissatisfaction were primarily extrinsic. The cluster of intrinsic factors was found to include the work itself, achievement, advancement, recognition and responsibility. The cluster of extrinsic factors was found to include supervision, interpersonal relations, working conditions, salary, company policies and administration (Glinow and Milliman, 2005).

At times, Herzberg seemed to indicate that intrinsic factors would not lead to job satisfaction if the extrinsic factors present in the work setting were deficient. An employee experiencing a state of intrinsic motivation tended to be committed to the job and self-fulfillment through it. In a state of intrinsic motivation, the employee attributed job behaviours to outcomes which were derived from the work itself. Such intrinsic outcomes were experienced by employees independent of the involvement of others (Ibid).
According to Herzberg, for the theory to hold, management must not only provide hygiene factors to avoid employee dissatisfaction but must also provide intrinsic motivation to the work itself in order for employees to be satisfied with the jobs.
He argued that job enrichment is required for intrinsic motivation and that it is a management process. He further goes on to state that:

(a) The job should have sufficient challenge to utilize the full ability of the employee;
i. Employees who demonstrate increasing levels of ability should be given increasing levels of responsibility; and
(b) If a job cannot be designed to use an employee's full abilities, then the firm should consider automating the task or replacing the employee with one with a lower skill. If a person cannot be fully utilized, then there will be a motivation problem
However, Critics of Herzberg's theory contend that the two-factor result was observed because it was natural for people to take credit for satisfaction and to blame dissatisfaction on external factors. Furthermore, job satisfaction did not necessarily imply a high level of motivation or productivity.

Another weakness highlighted in Herzberg’s Theory was the standardised scales of satisfaction. Herzberg did not take into account the various job factors that might cause satisfaction or dissatisfaction. Some job factor scales were not purely motivation or hygiene factors. Herzberg used a general standardised scale which may have caused errors in his findings.
Furthermore, it was noted that the theory did not allow for individual differences such as particular personality traits which would affect individuals' unique responses to motivating or hygiene factors. Different individuals might have different needs and thus different motivators. (Hackman, Richard; Oldham and Greg, 1976).
On the other hand, the Herzberg theory could also be a disadvantage to managers where employees with low motivation needs were concerned. There were those who did not conform to the conventional Hierarchy of Needs. Usually less-educated employees did not have the need for achievement and self-actualisation. Basic hygiene needs were all it took to satisfy them.

If managers failed to identify these types of employees, the theory could backfire if applied. Instead of being motivated and having a sense of achievement, these employees would only be overwhelmed by the work content. They might also be dissatisfied, even though their basic needs were fulfilled.

Also, certain hygiene factors were motivators to some individuals for example, money. Money was a hygiene factor based on Herzberg’s theory but it was a motivation for a lot of employees. It motivated them to work harder in order to gain recognition which translated into a higher salary.
The Herzberg theory provided insights that were useful in understanding the effectiveness of reward and compensation at ZACL. The theory was helpful to a manager when deciding how to develop a motivated workforce. If worker dissatisfaction was seen as the major problem, then the hygiene factors must be improved. But to improve performance the manager must work on the motivators, and this means changing the nature of the work to make it more challenging and intrinsically rewarding (Chew, 2005; Kiangura & Nyambegera, 2012).
The present research understands that the components of an organisational reward system such as money, fringe benefits and promotion must be desired by the employee thus they must be positively prevalent in the employee's ordering of preferences. The employee must perceive that variations in performance level would lead to variations in the amount of reward received. Herzberg also implied that because of its ubiquitous nature, salary commonly showed up as a motivator as well as hygiene. Although primarily a hygiene factor, also often took on some of the properties of a motivator with dynamics similar to those of recognition for achievement (Chew, 2005; Glinow and Milliman, 2005).

Examples of extrinsic outcomes could include pay increases, promotions or fringe benefits. The extrinsically motivated employee tended to feel a lack of control over on-the-job behaviour (Beardwell, 2004). Because human beings seek to satisfy two basic need systems, the management of people involves two problems the proper management of hygiene needs and the proper management of the motivators (Brelade, 2000; Certo and Certo, 2006; Kiangura & Nyambegera, 2012).
2.4.2
Maslow’s Hierarchy of Needs 
Maslow’s Hierarchy of Needs Theory lists a hierarchy of five need levels: Physiological needs which include the need for basic necessities such as food, water and shelter. Safety needs, connote the need for security in both home and work. Social needs are the need for loving, acceptance and group affiliation. Esteem needs, comprise the need for recognition and acknowledgment and self-respect. Once all the four needs were met, the ultimate need was Self-actualisation. This was the need to develop to one's fullest potential (Cober, 2004; Aswathappa, 2007). The hierarchy was summarised in the Figure below.

Figure 5: Maslow’s Hierarchy of Needs
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Source: (Snell, 1992)
An employee worked his way up the needs hierarchy and on fulfilled a need level, aspired for the next level. For instance, an employee who already attained recognition and acknowledgment no longer remained motivated by rewards such as recognition and acknowledgment and would instead require opportunities for self-actualisation to remain motivated (Brelade, 2000).
Conversely, an employee frustrated by the inability to fulfil higher-level needs may to fulfill lower level needs. Organisations could motivate employees by identifying the individual employee’s position in the needs hierarchy and created conditions that made it possible for him or her to achieve such needs through efforts in the workplace. For example, good leadership could facilitate better group communications (Chew, 2005). Table 1demonstrates some of the work-related aspects of the Maslow’s model.
Table 1: Maslow’s Hierarchy of Needs as Applied in the Work Place
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Based on Maslow’s hierarchy of needs, the present study attempted to ascertain the different types of rewards required to meet the five needs in the hierarchy. The researcher understood that different employees had different types of needs and as such what may motivate one employee may not motivate the other employee. Another insight drawn from the theory was that employees were not just motivated by one thing but rather there were different incentives that could motivate a single employee at the same time. This theory could be a useful tool in determining the kinds of rewards that could be effective in motivating employees. The key was to recognise every employee as an individual and also for managers to remember that employees’ needs differed from time to time (Butkus & Green, 1999).
For this reason, the study sought to decipher that if the compensation system at ZACL had incorporated a diverse array of incentives to motivate employees, the mix of incentives must combine financial and non- financial rewards.
It was also understood from the theory that employees needs tended to change from time to time. What motivated an employee previously may not motivate them at present. As such there was need for a fluid human resource strategy. Such a strategy sensitive to changes in the needs of employees and could thus be ascertained if the compensation system at ZACL was capable of detecting changes in employees’ needs and if it was flexible enough to adapt to these changes.
2.4.3
Victor Vroom’s Expectancy Theory

Victor Vroom’s Expectancy Theory holds that employees perform to the level that they believed maximises their overall best interests. The prospects of desirable rewards that satisfy needs and a strong desire to satisfy needs motivated employees to perform to their potential. The Expectancy Theory holds motivation as a function of Expectancy, Instrumentality and Valence (Brelade, 2000).
Expectancy is the relationship between effort and performance, it refers to the expectations and confidence of employees regarding their ability to perform a task and depended on factors such as basic skills required for the task, support expected from superiors and subordinates, availability of required tools and equipment and the like.
Instrumentality is the relationship between Performance and Rewards and Work Outcomes and refers to the perception of whether accomplishment of the task leads to the desired results. This depended on factors such as rules of performance and reward, transparency and trust in the process, and the like (Ibid).
Valence is the relationship between Rewards and Work Outcomes and Personal goals and refers to the emotional orientations of people regarding the outcomes or rewards or the level of satisfaction they expected to get from the rewards. A reward motivated only if employees had a positive valence or a preference to have the specified reward to not having it. For instance, some employees may prefer having time off whereas other employees might not have the need for time off and might prefer money or achievement (op.cit).

Therefore, organisations that sought to motivate employees in the workplace needed to ensure that all the three factors: Expectancy, Instrumentality and Valence remained positive or high. Even achieving two out of these three factors would not motivate the employees.
2.5
Empirical Review
This section discussed various empirical studies conducted by other investigators on matters related to the research topic at hand. The insights from these studies may form the basis of comparison for findings in the current investigation. This body of research could be helpful for HR managers in particular at ZACL. They could design effective compensation packages to retain their competent employees. Management could improve the use of effective rewards and recognition system in the feedback process of their performance management system in order to motivate their employees.
Manzoor, (2011) conducted a study on the impact of employees motivation on organisational effectiveness. The purpose of this study was to identify the factors that effects employee motivation and examining the relationship between organisational effectiveness and employee motivation. A model was designed based on the literature, linking factors of employee motivation with employee motivation and organisational effectiveness. 
Three hypotheses were build based on the literature and the model and were tested in perspective of the previous studies and literature. The literature and various studies concluded that factors: empowerment and recognition had positive effects on employee motivation. The more empowerment and recognition of employees in an organisation was increased, the more enhanced would be the motivation to work. Also there existed a positive relationship between employee motivation and organisational effectiveness. The more the employees were motivated to tasks accomplishment the higher would the organisational performance and success be (Manzoor, 2011).
The study by Manzoor appears to confirm what was discussed under the theoretical framework above: Employee motivation did lead to better employee and motivational performance. 
Nevertheless, the Manzoor’s research arrived at this conclusion not by collecting data from actual employees but rather by reviewing the findings of previous researcher. As such it was evident that the findings were based on desk top study of secondary information. There was a danger that the investigator adopted some of the biases and insights of previous researchers in coming up with the said conclusion. Also by not getting first hand primary data from actual respondents the study may have missed out on any new information and insights not reflected in the previous investigation. What it did was just restate what other researchers had already found rather than presenting new insights. For this reason, it did not sufficiently advance the frontiers of knowledge.
This current study was based on first-hand accounts of actual respondents. This approach increased the likelihood that new information and insights would be generated thereby advancing the frontiers of knowledge. Moreover, unlike the Manzoor investigation it was more idiographic. This entailed that the study attempted to obtain unique and context specific experiences and perceptions on the topic of interest. Such an approach would improve the depth and quality of the findings.
Adesola, Oyeniyi and Adeyemi (2013) carried out a study entitiled: “Empirical Study of the Relationship between Staff Training and Job Satisfaction among Nigerian Banks Employees”. This research work examined the relationship between staff training and job satisfaction among Nigerian banks employees with special reference to the selected banks in Osogbo metropolis. A structured questionnaire was used to collect data from eighty (80) respondents through simple random sampling method. Pearson product moment correlation coefficient was employed to know the relationship between staff training and job satisfaction while multiple regression was used to determine the effect. The result showed that staff training had positive significant relationship with job satisfaction. The study also revealed that the combined influence of age, working experience and qualification had a strong association with job satisfaction of Nigerian banks’ employees. Subsequently, recommendations were made that Management should increase budget for staff training and also staff training to be in line with organisational objectives.
The study above therefore demonstrated that training and development was one of the key motivators for employees. The findings from this study had the advantage of being generalised. The key weakness of this study was that it was primarily quantitative in nature. There was a lack of in-depth qualitative analysis. It revealed what factors were responsible for job satisfaction amongst bank employees but did not sufficiently explain how these factors contributed to job satisfaction. Also not all training and development could bring job satisfaction. Some skills were more attractive to the employees while others were not. The research therefore did not reveal what exactly was involved in the training and development programmes what led to increased job satisfaction. Additionally, the study pointed out how training and development were one of the reward strategies leading to job satisfaction but did not pointed out how it ultimately impacted employees’ performance and organisational performance. The present study attempted to address these gaps by conducting a more in-depth qualitative analysis of these issues.
In another study, Muogbo (2013) investigated the Impact of Employee Motivation on Organisational Performance of selected manufacturing firms in Anambra State. One hundred and three respondents were selected from 17 manufacturing firms across the three senatorial zones of Anambra State. The population of the study was 120 workers of selected manufacturing firms. The study used descriptive statistics (frequencies, mean, and percentages) to answer three research questions posed for the study. The Spearman Rank Correlation Coefficient was used to test the three hypotheses that guided the study. 

The result obtained from the analysis showed that there existed relationship between employee motivation and the organisational performance. The study revealed that extrinsic motivation given to workers in an organisation had a significant influence on the workers’ performance. This was in line with the equity theory which emphasised that fairness in the remuneration package tended to produce higher performance from workers (Muogbo, 2013). 

The researcher recommended that all firms should adopt extrinsic rewards in their various firms to increase productivity. On the bases of these findings, employers were continually challenged to develop pay policies and procedures that would enable them to attract, motivate, retain and satisfy their employees. The researcher therefore suggested that more research should be conducted on the relationship and influence of rewards on workers’ performance using many private and public organisations which would be a handy tool that could be used to provide solutions to individual conflicts that resulted from poor reward system (Muogbo, 2013).

This study verified that rewards were necessary for enhancing employee motivation and that increased motivation of employees could improve organisational performance. Hence it validated the theories presented in Section 2.3 of this study. It also highlighted those extrinsic rewards such as financial rewards that could improve worker motivation but still lacked explanations on how this affected works. However, as the previous study, it was largely quantitative and therefore lacked the depth needed to answer how extrinsic rewards could motivate employees. Also while the study acknowledged financial rewards as motivators, it did not discuss the importance of intrinsic rewards as well as non-financial rewards in motivating employees. The current study sought to fill these gaps in knowledge.

An additional investigation was conducted by Cheema et al. (2013) to measure the impact of non-monetary rewards to employees’ motivation in different banks in Karachi, Pakistan. The study aimed to highlight the importance of the non-monetary rewards in terms of their effectiveness as well as efficiency. The study also sought to identify to what extent the banks took care of this source of employee motivation. 

The study followed a quantitative approach to achieve the objectives of this study, which was descriptive in nature. There were five independent variables taken for this study; training, recognition for performance, opportunities for career advancement, effective communication channels and job security to identify their impact over employees’ job-related motivation.  The findings of the study confirmed existence of positive significant relationship between three of the five non-monetary rewards namely opportunities for career advancement, effective communication and job security. The relationship with the other two independent variables such as training and performance recognition were not found to be significant. 

This research covered the non-financial incentives and their importance in increasing employee motivation. It has specified which non-financial rewards were introduced in the said organisations and indicated which non-financial rewards were most valuable to the employees. Their key weaknesses lay in the fact that they were quantitative making them prone to the same limitations as the studies described above. It showed what rewards motivated employees but did not analyse how they motivated the employees.  The current study therefore refined the insights derived from this study by taking a qualitative approach which was more exploratory, idiographic and in-depth.
2.6
Summary
This chapter considered the Integrated Human Resource Management Framework, Reward systems for employees, Components of employee reward plans, staff training, Maslow hierarchy of needs, Herzberg Theory and Empirical review which included some of studies done by Manzoor and Muogbo among other scholars. The next chapter presents the methodology adopted for this research study.

CHAPTER 3
METHODOLOGY
3.0
Introduction
This chapter presents the research methods used in conducting this study. It outlined various activities which were used in the research such as the research design, research instruments, Target population, study sample, sampling techniques, Instruments for data collection, procedure for data collection as well as the data analysis 

3.1
Research Design

The research strategy for this study combined both the exploratory and descriptive approach. In this study, Human resource management practices such as reward and compensation, training and development and employee relations were the independent variables and employees motivation level was the dependent variable. A descriptive research intended to present facts concerning the nature and the status of the situation, as it existed at a time of the study and to describe the present conditions, events or systems based on impressions or reactions of the respondents of the research. The exploratory approach on the other hand sought in depth explanation as well as previously unknown insights in to the topic at hand.  This study was concerned with the relationships and practices that exist, beliefs and processes that are ongoing, effects that are being felt. The exploratory approach was moreover idiographic in that it highlighted some aspects of employee motivation peculiar to the work environment at ZACL.
3.2
Study site

The study was conducted at the Kenneth Kaunda International Airport (HQ) in order to reduce on the research costs.
3.3
Study Population and Sample
The total size of the study population was 523 employees based at Kenneth Kaunda Airport at the headquarters. The study sample selected was150 ZACL personnel. This sample size was selected because it was likely to be cost effective and time saving considering the financial and time limitations imposed on the research. Also the researcher believed that this number would reach a point of saturation when all the possible views in the subject matter got exhausted.   
3.4       Sampling Procedure
The research used qualitative information because the researcher believed that with this number the point of saturation would be attained when all the possible views in the subject matter are exhausted. Additionally, data from this sample size would be easier to analyse and interpret using quantitative and qualitative techniques.
The sample was divided into two target Groups (TGs). TG A was supposed to be comprised of 145 employees from different departments at ZACL headquarters. Skilled, semi-skilled and unskilled personnel were sampled. The researcher chose this target group because they are the direct beneficiaries of whatever human resource policies that are implemented at ZACL and are likely to give first hand impressions on how effective these policies are. TG B was to be made up of Five (5), human resource managers and officers at ZACL headquarters. These were selected because they are actively involved in the formulation and implementation of human resource management interventions at the company. They would provide specific information on what policies are in place, challenges faced in implementing them as well as future prospects. They would also provide views on the extent to which the policies have been successfully. These respondents are also best placed to provide relevant documents on human resource policy and activities at ZACL. 
A combination of convenience and purposive sampling techniques were used in selecting participants from both target groups. These are types of non-probability sampling that involves the sample being drawn from that part of the population which is close to hand or readily available and convenient (Saunders, M., Lewis, P. & Thornhill, A. 2012). Convenience sampling was applied in that the researcher only interviewed the employees and managers who were available; this is because ZACL is a busy work environment and where respondents were engaged in other equally important activities at the time of the study and also has most of its employees working in shifts. Purposive sampling was also used, meaning that the researcher used their own personal judgment in deciding who to include in the sample where only targeted individuals who the researcher believed would be able to provide the necessary information.

3.5
Types of Data

Secondary data was collected and used for obtaining elaborate background information on the topic. Sources of secondary data included reports, journals, on-line electronic articles, official documents, conference papers and books. This information was accessed from UNZA main libraries, ZACL Resource Centre and the internet. The secondary information enabled the researcher refine the scope and objectives of the research ensuring that it remained a relevant academic inquiry adding value to the current body of knowledge on the subject matter. It provided a basis of comparison and interpretation for the findings of this research while serving as a means of improving upon the methodology used in similar previous research (Fieldmann, 2000).
The primary data was the main source of information for this research. This was collected from employees and managers at ZACL. It was important because it provided first-hand, empirical evidence on the topic under investigation. Thus it also dispelled misconceptions on the subject matter in addition to investigating the problem as it occurs in the peculiar context of ZACL.
The data was both Quantitative and Qualitative. Quantitative data involves expression of data in numerical terms and the use of statistical analysis. Therefore, some of the data was expressed in form of numbers and percentages. Qualitative methods involve the use of words rather than numbers. In-depth explanations were derived providing detailed insights on the subject matter (Cleridon, 2007). This mixed methods approach was adopted because of the need to obtain a variety of information on the subject matter, to use the strength of each method to overcome the deficiencies that could come from using one design and to achieve a higher degree of validity and reliability.
3.6
Data Collection Methods

The researcher used both qualitative and quantitative methods of data collection. To collect the primary data, a researcher administered questionnaire was used to collect information from ZACL employees from various departments. Thus the researcher designed a series of questions to obtain information which was filled in by participants in the sample. In instances of those who were not literate, the researcher asked the questions and wrote down the answers in the spaces provided. The major advantage of this instruments was that respondents could freely answer in their language of choice whether English or vernacular, thereby eliminating language barrier. 

The questionnaire consisted of both open and closed ended questions. Closed ended questions were aimed at generating descriptive statistics. Most of the questions were open ended however, because these were better able to capture in greater detail opinions and experiences participants on the subject matter. 

In-depth semi-structured interviews were also administered to human resource officers and human resource managers at ZACL. An interview guide made up of questions to guide the interview was used. Participants were asked these questions on a one to one basis whilst the researcher took notes on the responses. In-depth interviews were used in order to get detailed insight information on research topic. The ability to get deep insight in to the subject matter generated key advantage of this tool. Apart from this, participants had a chance to ask for clarification where they were not clear and the researcher also had a chance to clarify. The interviewer could additionally probe for more information on any new aspect which arose during the interview (Cleridon, 2007).

3.7
Data Analysis Instruments
The answered questionnaires were checked for uniformity, accuracy and completeness. The data collected from the in depth interviews was reviewed. Firstly, the researcher grouped the open and closed ended questions separately. Closed ended questions were analysed by coding each response (that is, allocating a numerical figure to represent each response). These, responses were then be analysed using SPSS and Microsoft Excel and then expressed in form of descriptive statistics in form of numbers and percentages.
Thematic analysis of open ended questions involved reading through all responses to the questions and grouping them in to common categories called themes. The general pattern of the themes was then analysed to identify what the common views were on each question and also what the minority views were. This way, each different opinion was given due consideration. Finally, the researcher analysed the data which was collected through the in-depth interviews. This was analysed using thematic analysis as described above. The responses to open ended questions and the interviews were reported in narrative form.
The researcher also analysed a performance appraisal for 500 ZACL employees, covering the years 2011 (when a new human resource policy was introduced) and 2015. Content analysis was used in analysing this report where the researchers sought to find out how many employees were graded as:  A-Overdue For Promotion; B-Ready For Promotion; C-Potential For Promotion; D-No Evidence Of Promotion and E-Disciplinary Action Recommended. Based on these grades the researcher attempted to decipher if the workforce had a high level of performance or low level of performance (This is explained further in section 5.1 below).

CHAPTER FOUR
                                            RESEARCH FINDINGS 

4.0
Introduction
This chapter discussed the findings and analysis based on the responses to the questionnaires, interviews and analysis of performance appraisal reports for 500 employees over the years 2011-15. The motivation of workers and work performance on which this study focused include intrinsic motivators, extrinsic motivators and performance appraisal.

4.1
Characteristics of the Sample

In this study, there were 83 respondents. This group consisted of Four (4) Human Resource Officers and Managers (HROs/HRMs) from Target Group B and One hundred and fifteen (115) General Personnel from Target Group A. The investigator planned to sample 150 respondents of which only hundred and nineteen (119) actually took part. This was a response rate of 79 per cent.
Table 2: Distribution of Respondent According to Sex

	
	Male
	Female
	TOTAL

	HROs/HRMs
	2
	2
	4

	General Personnel
	71
	44
	115

	TOTAL
	73
	46
	119


In this sample, 73 respondents were male and 46 respondents were female. 

Table 3: Distribution by Years of ZACL Employment

	
	< 1 year
	1-5 yrs.
	5-10 yrs
	>10yrs
	TOTAL

	HROs/HRM.
	
	1
	3
	
	4

	Gen. Personnel
	5
	23
	71
	16
	115

	TOTAL
	5
	24
	74
	16
	119


In the study, five (5) respondents had worked for the firm for less than 1 year, 24 had worked for 1-5 years, 71 for 5-10 years and Sixteen (16) for over 10 years. 

Table 4: Level of Education

	
	Primary
	Secondary
	Tertiary/Professional
	No Formal Education
	TOTAL

	HROs/ HRMs
	
	
	4
	
	4

	Gen. Personnel
	
	17
	98
	
	115

	TOTAL
	
	17
	102
	
	119


In this study Seventeen (17) respondents had undergone secondary school; Ninety eight (98) general personnel had attained tertiary and professional qualifications. All respondents in the management class had undergone tertiary education.

4.2
Perception of ZACL Employees on the Effectiveness of Compensation Strategies 

The company reviewed the salaries and other emoluments of employees on an annual basis. These reviews were done to ensure that remuneration remained competitive. When compared to those offered by other firms and also in order to ensure they were sufficient to meet the living costs of employees. Healthcare allowances were also in place for permanent employees.
Table 5: Monthly Income

	
	<K2000
	K2001-5000
	K5001-10 000
	>K10 000
	TOTAL

	HROs/ HRMs
	
	
	3
	1
	4

	Gen. Personnel
	31
	62
	19
	3
	115

	TOTAL
	31
	62
	22
	4
	119


Employees at the firm had salary scales divided in to two categories namely Management pay grades designated UG1-3 and the pay grades for Unionised Staff which were classified as UG 4-7. Those in the management category earned above K8,000 (UG 1-3) while those in the Non-management (UG 4-7) category earned K2,001-6,999. Other incentives were bonuses for well performing individuals and departments.
Table 6: Perception on Effectiveness of Compensation Strategies

	
	Effective
	Not Effective
	TOTAL

	HROs/ HRMs
	4
	
	4

	General Personnel
	42
	73
	115

	TOTAL
	46
	73
	119


About 46 respondents (39%) said compensation strategies were effective in increasing their level of motivation while 73 (61%) said they were not. 

Those who declared the rewards were effective in enhancing their level of motivation said that this was because the salaries and other emoluments were given on a timely and consistent basis. They also said that this was because the salary and other emoluments were sufficient to meet their living cost. They additionally said the rewards were given on merit and no favouritism was perceived.
The respondents who were not satisfied said the salaries were not enough to meet their living costs. They moreover said there was favouritism in the way these were given. There was also a perception that the salaries and allowances were lower compared to similar firms in the private sector or international firms.

4.3
Perception of ZACL Employees on the Effectiveness of Employee Promotion and Recognition

Promotion and recognition are also used in rewarding and motivating employees. As narrated by one human resource officer:
“ZACL recognises outstanding employees in many different ways. Of particular note are awards presented to workers annually when the firm gives long service awards for personnel and also gives employee of the year awards. Some departments at ZACL also give employee of the month awards. The firm moreover has a quarterly newsletter where articles are published that celebrate the achievements of outstanding employees”
The human resource also corroborated the above information and also added that:

“The ultimate recognition given to employees is to promote them. Promotion is a company’s way of telling the employee that they are a valuable asset to the firm. Promotion also comes with a higher salary and extra-perks that are the company’s way of appreciating the contribution made by a particular employee”

Respondents in this study explained that ZACL promotes employees when there is a vacancy and also when a new department is created. The HRM explained that the firm prefers to promote personnel from within the organisation as opposed to hiring from outside. The manager explained that:
“Promoting from within the organisation is more cost effective-in terms of time and money than hiring from outside the organisation. An employee promoted from within the organisation is more familiar with the systems and operations of the organisation. The firm already has a history of his/her performance as this is reflected in performance appraisal reports. As such retraining the individual to suit their new position is less costly and assessing the competence or assessing their suitability for a given position is much easier”
The researcher asked employees if they had been promoted even at least once ever since they joined the firm. The results were as tabulated below.
Table 7: Promotions since Joining the Firm

	
	Have Been Promoted
	Not Been Promoted
	TOTAL

	HROs/ HRMs
	4
	
	4

	General Personnel
	33
	82
	115

	TOTAL
	37
	82
	119


Among the full time employees, 37(31%t) said they had received at least one promotion since they had joined the firm where as 82 (63%) said they had not. 

Table 8: Effectiveness of Employee Promotion and Recognition

	
	Effective
	Not Effective
	TOTAL

	HROs/ HRMs
	4
	
	4

	General Personnel
	48
	67
	115

	TOTAL
	52
	67
	119


Thirty-seven (52) respondents which translated to 44 per cent said the promotion and recognition incentives were effective forty-six while (67) 56 per cent said they were not effective in increasing their levels of motivation. 

Those who declared the recognition and promotion policies effective in enhancing their level of motivation explained that the firm tends to promote people on merit. In this case they explained that the company took into account the professional and academic qualifications of the individual before they were promoted. It was also explained that the organisation looked at the individual’s attitude to their work in terms of how punctual they were how they collaborated with other workers, how creative or innovative the worker were as well as whether or not they faced any disciplinary cases. The number of years of experience of the worker in their particular field together with their track record of success in particular projects also play a role.

Those who declared the recognition and promotion incentives did not motivate them said these were not given on merit. One respondent said these were given to some people because they were cadres of the ruling party. Another respondent who elaborated on this by pointing to the removal of some managers and directors each time there was a change in government or each time there was new minister of communication and transport. 
Nepotism and patronage was another element pointed out by these respondents. According to respondent:
“Because this firm is a parastatal organisation, political patronage and nepotism play a key role in determining who gets promoted and who gets fired. Some competent persons had been removed from their position just because they did not seem to adhere to the wishes of the ruling party or were seen as too loyal to the opposition”.

It was argued that some managers tend to employ and promote their family members and associates even when these were not as competent or qualified as expected. This state of affairs had created a sense of dissatisfaction is expressed in the words of one participant from the management category as quoted below:

“…I have been working for many years and yet I have not received any promotion”

The respondent who expressed these sentiments had worked for the company for over five years and believed there was favouritism in the way people were promoted.
4.4
Opinions on Effectiveness of Training and Development Policies 

As revealed from interviews with HROs and HRMs, ZACL deployed several strategies to ensure sustained career development for it employees. The company put in place periodic training programmes to enhance the skills and upgrade the knowledge of its employees. Policies to this effect included periodic workshops conducted by consultants and experienced persons, attachment to other aviation utilities in the African region and beyond.
The company did not have a Memorandum of Understandings with institutions of higher learning such as the University of Zambia or Copperbelt University to facilitate training. Instead, employees who sought to upgrade themselves made arrangements on their own initiative and then the company would compensate whatever money they employees spent once they completed their studies.

On the other hand, the company often made arrangement with Zambia Air Service Training Institution (ZASTI) to train some of the personnel. ZACL also facilitated the attachment programmes for graduates from Zambian institutions of higher learning. ZACL also had a programme to sponsor employees for specialised studies so to up-grade their academic and professional qualifications. Personnel were sponsored for specialised training abroad to Kenya, South Africa, Europe and the United States of America.

Table 9: Awareness of and Participation in In-House Training Programmes

	
	AWARE


	NOT AWARE
	TOTAL

	
	Total Number Aware
	Have Participated
	Not Participated
	
	

	HROs/ HRMs
	4
	4
	
	
	4

	Gen. Personnel
	100
	87
	13
	15
	115

	TOTAL
	104
	91
	13
	15
	119


In this study, hundred and four (104) participants translating to 87 per cent were aware of the in-house training programmes conducted by the firm. Out of the 104,  87 respondents said they were aware and that they had participated in at least one training programme. Thirteen (13) respondents were aware but had not participated in any training programme. Eleven (11) respondents representing 13 per cent said they were not aware of any in-house training programmes at ZACL.
The individuals who participated in the training explained that they attended workshops and a seminar. The firm also sent some of their staff for specialised training abroad and also participated in employee exchange programmes with similar firms outside the country.

Respondents who had participated in these training programmes stated that the programmes where effective in motivating them. As explained by one respondent:

“This training has enabled me to acquire new knowledge and skills, and to upgrade my Curriculum Vitae there by making me more marketable. The training has also improved my job performance and has also shown to me that the company does care about my career development. For this reason training and development programme are some of the key things that have motivated me at ZACL”. 
It was furthermore explained that training programmes conducted abroad were the most effective because they increased one’s level of exposure to the international aviation industry. Additionally, the allowances and the promises of promotion associated with training abroad ensured that this was by far one of the most important motivators.
4.5
Challenges Faced by ZACL in Improving Employee Motivation

Table 10: Overall Level of Motivation

	
	Motivated
	Not motivated
	TOTAL

	HROs/ HRMs
	4
	
	4

	General Personnel
	30
	49
	79

	TOTAL
	34
	49
	83


In the sample, thirty-four (34) respondents representing 41 per cent said they considered themselves as well motivated ZACL employees whereas forty-nine (49) respondents representing 59 per cent said they did not consider themselves as motivated ZACL employees.

Amongst those who considered themselves as motivated employees, the reasons given for their perception were that the salary was satisfactory and was consistently paid. There were also others who said they had a passion for the work they did. Additionally, some respondents explained that they were motivated due to the new knowledge and skills they acquired at the firm. There was also a respondent who said she was motivated because she had just been promoted.

The researcher also attempted to assess if the measures introduced to motivate the employees resulted in a high level of performance. This aspect was analysed by reviewing performance appraisal reports for 500 employees between the years 2011 (when the new human resource policy was introduced at the firm) and 2015. The results of this analysis are given in Table 11 below.

Table 11: Annual Performance Appraisal for ZACL Employees (2011-15)
	
	
	Frequency of  Ranking  in a Given Year

	
	Performance Ranking
	2011
	2012
	2013
	2014
	2015

	HIGH PERFORMANCE
	A
	30
	40
	40
	10
	30

	
	B
	20
	10
	10
	20
	50

	
	C
	320
	370
	340
	330
	330

	LOW PERFORMANCE
	D
	130
	60
	40
	130
	10

	
	E
	NIL
	20
	70
	10
	80

	
	Total High Performance
	370
	420
	390
	360
	410

	
	Total Low Performance
	130
	80
	110
	140
	90

	
	PERCENTAGE PERFORMANCE PER YEAR
	MEAN PERCENTAGE PERFORMANCE (2011-2015)

	
	
	2011
	2012
	2013
	2014
	2015
	

	
	PERCENTAGE OF EMPLOYEES WITH HIGH PERFORMANCE
	74%
	84%
	78%
	72%
	82%
	78%

	
	PERCENTAGE OF EMPLOYEES WITH LOW  PERFORMANCE
	26%
	16%
	22%
	28%
	18%
	22%


A-OVERDUE FOR PROMOTION

B-READY FOR PROMOTION

C-POTENTIAL FOR PROMOTION
D-NO EVIDENCE OF PROMOTION

E-DISCIPLINARY ACTION   RECOMENDED

Table 11 is based on content analysis of performance appraisal reports for five-hundred (500) employees analysed for the years 2011 to 2015. The performance appraisals were categorised in five ranks depending on the overall score of the employee: Rank A (overdue for promotion) appears, Rank B (ready for promotion), Rank C (potential for promotion), Rank D (no evidence of Promotion) and Rank E (Disciplinary Action Recommended).
Total number of employees who scored a given rank in a particular year was tabulated under “Frequency of Ranking in a Given Year”. The total number of employees who were designated as high performance was in 2011, 2012, 2013, 2014 and 2015 were 370,420, 390, 360 and 410 respectively. Those designated as low performance were 130, 80, 110,140 and 90 respectively.

The percentage of employees who scored high performance in the years 2011, 2012, 2013, 2014 and 2015 were 74 per cent, 84 per cent, 78 per cent, 72 per cent and 82 per cent respectively. Based on these figures, the mean percentage performance for the selected employees in five years was 78 per cent. This meant that employees at ZACL are generally high performers. 
The percentage of employees who scored low performance in the years 2011, 2012, 2013, 2014 and 2015 were 26 per cent, 16 per cent, 22 per cent, 28 per cent and 18 per cent respectively. Based on these figures, the mean percentage performance for the selected employees in five years was 22 per cent.

When queried on the challenges faced in motivating employees, the human resource officers cited budgetary constraints. The economic challenges facing in the country in 2015-16 reduced financial inflows for the firm as there was reduced economic activity in the aviation sector. Austerity measures introduced by the government also reduced revenue and resources available to the firm. As such the company did not have sufficient resources to increase salaries and other emoluments to ensure they remained competitive. This may have weakened employees’ morale. It was also discovered that there were not enough resources allocated for the company to conduct frequent surveys to assess the level of motivation amongst the employees. Another challenge was that of identifying the diverse and peculiar needs of each employee and designing specific measures to satisfy them.  Also ZACL was a large organisation with over 800 employees, spread out in different parts of the country. This presented challenges in getting feedback from various regions of the country and assessing the overall level of worker motivation for the firm as a whole. The officers and managers also cited poor channels of communication between staff and management.

With reference to promotion and recognition, there was a perception among some employees that the process of identifying individuals for recognition and promotion was not transparent and there was a high degree of favouritism. This perception was pointed out as a demotivating factor. The participants requested for more elaborate performance appraisal to be done before individuals were rewarded, recognised and promoted.
It was further suggested that the company did not recognise employees as frequently as necessary and this weakened the effectiveness of these awards in motivating employees. One participant explained that:

“The firm should reintroduce the recognition of outstanding employees on Labour Day”.

It was also perceived that awards of recognition were more biased towards employees in the management and professional class while the contribution of the unskilled and semi-skilled workers remained largely unappreciated or recognised.
In the case of staff training and development, it was pointed out that the company lacked an accurate way of identifying what skills were lacking amongst the employees. As a result, some of the training programmes carried out by the firm were perceived by some employees to be repetitive to certain classes of employees and hence those who were left out felt demotivated. Participants further called for the company to increase the number of employees sponsored for further studies at external learning institutions and also to increase the number workshops conducted.
CHAPTER FIVE
ANALYSIS OF FINDINGS
5.0
Introduction
This chapter was dedicated to interpreting the meaning of the information revealed by the research findings. The findings were analysed by relating them to the research variables and the studies presented under the literature review so as to decipher common trends and possible explanations for what has been observed.

5.1
Analysis of Research Findings
The motivational policies of ZACL are in conformity with the Maslow’s Theory of Motivation as outlined under the literature review. The company had precise measures to meet employees’ needs as outlined in Maslow’s Hierarchy of Needs. For instance, the company had a well-structured salary system and associated allowances all of which could enable workers to meet their costs of living. Most of these costs of living involve being able to meet physiological needs such as food as well as their security needs such as shelter.

As such, the firm provided a remuneration package which was sufficient to meet the costs of living of the employees. In so doing, it was successful in fulfilling the workers’ physiological and security needs. Job security was also assured in that most of the employees sampled were employed on a permanent pensionable basis. Moreover, since the salary was paid on a consistent and timely basis, workers were bound to feel a strong sense of financial security. When viewed from the perspective of Herzberg's motivation hygiene theory, these compensation packages at ZACL were enough to ensure that the workers were not dissatisfied. By minimising dissatisfaction among workers, these reward mechanisms reduced the occurrence of industrial unrest and also minimised workforce turnovers at the firm (Armstrong, 2001; Laakso, 2012).
The opportunities provided at ZACL for staff training and development could enable workers to meet their need for self-actualisation. By enhancing workers’ knowledge and skills and by providing opportunities for them to upgrade their qualifications, ZACL could enable employees to reach their full potential. It could enable employees explore new capabilities which they could not previously attain as explained in Herzberg's motivation hygiene theory. Staff training and development incentives at ZACL were likely to provide a sense of satisfaction among the workers and enhance their performance (Laakso, 2012). 

It could also be argued that ZACL workers who self-actualised could also have a heightened sense of self-esteem. In this respect, they realise that having extra skills and qualifications increased their value and attraction to the firm and the labour market at large. The chances of being promoted increased with these extra qualifications and the workers became more employable in other firms. The training and development might also enhance fulfilment of security and physiological needs as workers became entitled to a higher salary, allowance and possible employment in other lucrative organisations (Armstrong, 2001).

The company’s policies on recognition and promotion could meet employees’ esteemed needs. Recognising outstanding workers on Labour Day and promoting them when opportunity arose was likely to build their self-esteem. Self-esteem has to do with instilling a sense of self-worth, being valuable and being appreciated even among the fellow workers.  The company also had policies through which workers could negotiate through their respective unions for a favourable payment package implying that the firm valued the workers’ needs and was willing to provide incentives to ensure that these needs were met. Workers who recognised this approach were most likely felt appreciated. The amount of the salary especially in the managerial class was higher than in other firms in the aviation industry and this was most likely to increase the sense of self-worth among employees. Promotion and recognition were also key elements in maximising job satisfaction as argued by Herzberg's theory.

The company’s motivation strategies were put in place in order to ensure the company was able to retain high valued employees while enhancing the capacity to attract skilled personnel from other firms. These measures have the potential to raise the level of motivation for the employees in order to maximise productivity. 

As outlined by Herzberg's theory when an organisation provides rewards that were desirable to the workers and that enabled them to meet their needs, then the workers would operate at their maximum potential. The results indicated that ZACL workers had inherent skills and talents and if the working conditions were favourable they would apply them to the best of their ability. Thus as long as ZACL continued to improve its motivational policies, it could be expected that maximum performance would be attained from the employees (Armstrong, 2001; Laakso, 2012). The effect of ZACL reward and compensation policies were indicated in Table 11.

The results in Table 11 imply that the reward and compensation strategies at ZACL have a positive impact in ensuring high performance by the employees. In arriving at this conclusion, the researcher designated ranks A-C high performance because as stated by the HRM, performance was a key factor in determining who would be promoted. Thus if the employee was overdue for promotion, ready for promotion or had potential for promotion, then they had a high level of performance. On the other hand, ranks D and E were deemed as signs of low performance. This was because if an employee was deemed as showing “No Evidence of Promotion” or if “Disciplinary Action was Recommended”, it was a sign that they had a low level of job performance. 
These results implied that the performance of the work force over the years 2011-2015 were high. This might also mean that the reward strategies implemented by ZACL had a positive effect in motivating employees which induced a high level of performance. This conformed to the results obtained by Manzoor (2011) and Muogbo ( 2013). In both cases it was observed that rewards had a positive impact on motivation and employee performance.

It also was observed that monetary rewards were cited as a major reason for employees’ satisfaction or dissatisfaction at ZACL. This finding confirmed the observations by Lorange (1986) and Bancroft-Turner (2008) that money played a major role in motivating employees. Fredrick Taylor also alluded to this point when he argued that money was the most significant factor inmotivating workers towards greater productivity (Bancroft-Turner, 2008) research by Manzoor (2011) also expressed  the same view.
Promotion and recognition (P&R) had a significant impact in increasing the level of motivation for ZACL employees. This was similar to the arguments presented by Lorange (1986). Research findings by Manzoor (2011) also validated this observation. However, only when promotion and recognition were perceived to be given on merit would it be effective in raising workers’ motivation. If the system of promotion and recognition was perceived as biased (that is based on nepotism, party loyalty or patronage), then it would not be effective in enhancing workers’ motivation among ZACL employees.
The lack of promotion after many years of service had demotivated some ZACL workers. In this regard, workers in this position experienced reduced self-esteem, feeling under appreciated by the firm. The company could counter this feeling by increasing chances for such workers to upgrade their qualifications and skills. This was because as already noted self-esteem was not just boosted by promotion and recognition but also through training and development.  These insights were supported by previous investigations by Cheema et Al. (2013) and Adesola, Oyeniyi and Adeyemi (2013). The promotion and recognition could also be most effective when granted on a more frequent basis and more publicised in a transparent manner. The effect of publicising outstanding employees was that it raised their level of self-esteem thereby meeting the esteem needs in Maslow’s hierarchy.
This chapter discussed and analysed the findings of the study in relation to the effectiveness of reward and compensation policies at ZACL. The chapter was analysed by relating the findings to the research objectives and research questions. The next chapter concludes the study and makes recommendations based on the findings.
CHAPTER SIX
CONCLUSION AND RECOMMENDATIONS
6.0
Conclusion
ZACL has an elaborate system of incentives that are aimed at motivating employees. Its main reward mechanisms include competitive salaries, bonuses and allowances coupled with healthcare allowances and personal to holder vehicles. Further, it has incentives in the areas of promotion and recognition; Training and development. The company’s motivation strategies are done to ensure the company is able to retain high value employees while enhancing its capacity to attract skilled personnel from other firms. The measures have the potential to raise the level of motivation for its employees so as to maximize their productivity. There were mixed perceptions from respondents with some viewing these strategies as effective and others viewing them as ineffective in motivating employees and enhancing their performance. 

6.1
Recommendations
The researcher made the following recommendation to ZACL on the effectiveness of the motivation measures for the employees:

1. If ZACL’s motivation measures are to be very effective, they have to be seen to be given on merit and awarded in a transparent manner. Furthermore, the firm needs to recognise outstanding employees more frequently especially on a monthly basis. The awards must be made public through the national and in-house media.
2. The company must ensure that the employees’ salaries and other remunerations remained sufficient to meet the costs of living and should be attractive to the employees.
3. Management needed to take these suggestions into account and provide feedback as to which ones it would implement and progress made in implementing them.
4. The firm must also be concessioned for the state to hold majority shares but in partnership with a viable private investor(s). This would minimise political interference and improve corporate governance within the company especially in the way it managed its human resources. A similar arrangement existed at the Zambia National Commercial Bank which was another former parastatal organisation.
5. This investigation was not exhaustive and further studies are needed. As such the researcher recommends that the sample size should be increased. This entails expanding the study to other divisions other than just the headquarters. Comparative studies could also be done. One approach would be to compare the effectiveness of the practices at Headquarters and a Regional Office.
6. Another Approach can be to compare effectiveness of these motivational practices between management and professional class employees and the general workers (unskilled and semiskilled workers).
7. A third approach could be to compare between ZACL and another parastatal such as Zambia Telecommunications Company, ZESCO, the Civil Service or a private Sector corporation. These studies should deploy a mixed method approach involving both qualitative and quantitative methodology.
8. Lastly, in-house surveys need to be conducted more frequently at headquarters to assess the level of employee motivation and job satisfaction.
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THE UNIVERSITY OF ZAMBIA IN COLLEBORATION WITH ZIMBABWE OPEN UNIVERSITY
(Institute of Distance Education)
Dear Respondent,

MY NAME IS MABLE IMASIKU KABISA, A FINAL YEAR POST GRADUATE STUDENT UNDERTAKING A MASTERS OF BUSINESS ADMINISTRATION COURSE AT THE UNIVERSITY OF ZAMBIA. YOU HAVE BEEN RANDOMLY SELECTED TO PARTICIPATE IN A STUDY TITLED “AN INVESTIGATION INTO THE ROLE OF REWARD AND COMPENSATION IN ENHANCING WORKER MOTIVATION IN PARASTATAL ORGANISATIONS: A CASE STUDY OF THE ZAMBIA AIRPORTS CORPORATION LIMITED (ZACL)”.THIS STUDY IS PURELY FOR ACADEMIC PURPOSES. ALL INFORMATION PROVIDED BY YOU WILL BE KEPT CONFIDENTIAL. PLEASE ANSWER AS TRUTHFULLY AS POSSIBLE. 
For any clarifications, you can contact the researcher on +260966438431 or 0955438431
THANK YOU FOR YOUR PARTICIPATION

APPENDIX 1: QUESTIONNAIRE FOR ZACL STAFF (TARGET GROUP A)

	SECTION A. PERSONAL DETAILS

1. Are you  male [  ]       
female [  ]       


2. Which age group are you in years?

18-25 [  ]       
   26-30
 [  ]         
31-35 [  ]       

36-48 [  ]    

 More 48 [  ]       
3. What is your highest level of education you attained 

Primary School [  ]                Secondary School [  ]       
  College [  ]      
University [  ]            
Never been to school [  ]            



4. How many years have you worked at the firm?   

Less Than a Year [  ]             1-5 Years [  ]         5-10 Years [  ]     More than 10 Years [  ]              
5. Are you 

Working Full-time [  ]           
Working Part-time   [  ]         

6. What is your position at the firm?

Management [  ]      Supervisor [  ]      White Collar Professional [  ]  

Skilled Tradesman [  ]       General Worker [  ]           On Attachment [  ]

SECTION B:  FINANCIAL COMPENSATION
7. What is your gross salary/ income per month?

Less than K2000 [  ] K2001 – K4999 [  ]       K 5000– K10, 000 [  ]       
above K 10 000 [  ]       




	8. 
Is your salary paid in a timely and on a consistent basis?  

------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

9. In your opinion, is your salary enough to meet your living costs?

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

10. Apart from your basic salary, what other monetary rewards (e.g. allowances,  bonuses e.t.c) do you receive from the company? 
-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
11. Does the company ever rewarded you with non-monetary gifts (personal to holder car, a house, household goods, e.t.c)
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
12. In your view are these rewards given to employees on merit or do you perceive any favouritism? (Please explain in detail).
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

13. Do you feel these rewards are enough to make you feel motivated and appreciated as an employee?
 YES [  ]                                                          NO [  ]         

SECTION C: PROMOTION AND RECOGNITION
14. Since you joined the firm, have you ever been promoted?
      YES [  ]                                                          NO [  ]           

15. How long ago was your last promotion?
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
16. How many times have you been promoted since you first joined the firm?
 ----------------------------------------------------------------------------------------------------     ---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
17. In your view what criteria does the firm use chose employees for promotion?
----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

18. In your view are these promotions given to employees on merit or do you perceive any favouritism? (Please explain in detail).
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

19. Has your firm introduced measures to recognize outstanding employees (e.g. employee of the month/year, long service awards etc)
YES [  ]                                                                   NO [  ]  
20. Please explain your answer in 19.
-----------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

	21. Do you feel these promotions and recognition measures are enough to make you feel motivated and appreciated as an employee?

YES [     ]                                                         NO [    ]

SECTION D: TRAINING AND DEVELOPMENT
22. What are your academic and professional qualifications?
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
                   23. Does your firm conduct in-house training for its employees (e.g. workshops)?
                   YES [  ]                                                                     NO [  ]    

                24. If yes to question 23, how have you personally benefitted from these programs?
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
25. Does your company provide opportunities for you to upgrade your studies at higher education institutions in Zambia or abroad?
YES [  ]                                                                     NO [  ]

                26. If yes to question 25, how have you personally benefitted from these programs?
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------


	SECTION E: PROPOSALS FOR IMPROVEMENT
           27.  How can your firm improve on the way it rewards you?
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
28. How can your firm improve on the way it promotes and recognises outstanding employees?
------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------

29. How can your firm improve on the way it trains and develops its employees?
--------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------



             30. Do you see yourself as a well-motivated ZACL employee?
             YES [   ]                                                                     NO [  ]

            31. Please explain your answer in 30 above.
            -----------------------------------------------------------------------------------------------------

            -----------------------------------------------------------------------------------------------------

            -----------------------------------------------------------------------------------------------------

            -----------------------------------------------------------------------------------------------------

            -----------------------------------------------------------------------------------------------------
            ------------------------------------------------------------------------------------------------

THANK YOU FOR YOUR COOPERATION

APPENDIX 2: INTERVIEW GUIDE FOR HUMAN RESOURCE MANAGERS/ OFFICERS AT ZACL (TARGET GROUP B)

POLICIES AND STRATEGIES IN PLACE TO ENHANCE EMPLOYEE MOTIVATION AT ZACL

1. -------------------------------------------------------------------------------------------------------------
2. -------------------------------------------------------------------------------------------------------------
3. -------------------------------------------------------------------------------------------------------------

4. -------------------------------------------------------------------------------------------------------------
OBJECTIVE 1: THE PERCEPTION OF ZACL EMPLOYEES ON THE EFFECTIVENESS OF REWARD AND COMPENSATION STRATEGIES; EMPLOYEE PROMOTION AND INITIATIVES IN MOTIVATING THEM

1. -------------------------------------------------------------------------------------------------------------
2. -------------------------------------------------------------------------------------------------------------
3. -------------------------------------------------------------------------------------------------------------

4. -------------------------------------------------------------------------------------------------------------
OBJECTIVE 2: OPINION OF ZACL EMPLOYEES ON THE EXTENT TO WHICH TRAINING AND DEVELOPMENT POLICIES ENHANCE THEIR LEVEL OF MOTIVATION

1. -------------------------------------------------------------------------------------------------------------
2. -------------------------------------------------------------------------------------------------------------
3. -------------------------------------------------------------------------------------------------------------
4. -------------------------------------------------------------------------------------------------------------

OBJECTIVE 3: THE CHALLENGES FACED BY ZACL’S MANAGERS AND OFFICERS IN IMPLENTING MEASURES TO MOTIVATE THEIR EMPLOYEES

1. -------------------------------------------------------------------------------------------------------------
2. -------------------------------------------------------------------------------------------------------------
3. -------------------------------------------------------------------------------------------------------------
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