
'LPEIH'J.' OI~- £ \IPLOYEE I~ELA TJO. rrlP A ~J) . TAFF PERFOnMA 1CE T 

KCCA: . CA .E OF RF:VE~{ 'E DrRECTORATE 

BY 

K1R1KYO YOWERI K(()AAGA 

REG ~0 : 16/ / 135-l-l/GMOP/PE 

A OISSERTATIO~ UB:\IITTEO TO KY , :\IBOGO C~fVERSITY GRAD 'ATE 

'CHOOL I ~ PARTIAL Fl:LFILL~IENT OF TilE REQUIRE~EJ T FOR TllE 

A \VARO OF A :\lA TER' ' DEGREE OF . Cn: CE ri'i ORGAI'I ATIOl\' 

A~D P BLIC . E TO I{ 'VlA~'AGF.M£ T OF 

KYA:\lBOGO tr IVER TfY 

D~:c~:MBER, 2018 



DECLARATIO 

I Yowcri Kibikyo Kidaaga , declare that this dissertation is my orig inal work and has not been 

subm ittcd to an) other Univer ity or in titution of learning for the award of a degree or any 

other ccnilicate. 

YOWERI KfBIKYO KIDAAGA 

REG NO. 16/U/1 3544/GMOP/P£ 

Signc~~· · 
Date: . . J..r.ff;;: .. /.lec/.~-~ 

II 



A PPROVA L 

This is to certify that this dissertation has been submitted with our approva l as univers ity 

supcr\'isors. 

Signature: .. . Datc ... l,b\.\.~.t .~.~···· ·· ·· · 
Dr. Jacob L. 

Signature J~ ... Q..~ . .... .. .. . Date: .. . 4. t ~ - ?-:-.\ -~- ~-~- .. ....... ....... . 
Dr. Hcgi Zo mbcit·c 

Ill 



DEDICATIO:\" 

I dedicate this dissertation to my mother 1 amwase Ruth. Miriam. Ann. Tracy. Kelly Collins 

and Kalungi. 

:vtay God bless you no'' and fore\'Cr 

IV 



ACK~OWLEDGEMENTS 

l '"ould like to expres my sincere gratilllde and appreciations to the almighty God for enabling 

and guiding me through my academic life. 

l need to thank the Rt. l lon. Speaker of the I 01h parl iament, Alitwala Rebecca Kadaga and Dr. 

David Kazungu fo r parenting me. 

I also extend gratitude to my supervisors Dr. Jacob L. Oyugi and Dr. Regis Zombeire for their 

cmhusia tic and profes ional guidance which helped me a lot to accomplish this dis ertation 

successfully . 

.\tly sincere thanks go to my course mates. friends - Ohvakol Fred and Bulasiyo Tebigwayo for 

encouragement. coaching and guidance. 

Also m} thank to Benjamin fo r type erting and secretarial works of my dissertation. 

GO D llLESS YOu ALL 

v 



TABLE OF CONTENTS 

DECLARATION ............................ ........ .. .................. ......................................................... ii 

APPROVAL ....................................................................................................................... iii 

DEDICATION ...... ................................................................... ................... ..... ........ ........... iv 

ACKNOWLF.DGEMF..NTS ...... ......................................................................................... .. v 

TABLE OF CONTENTS .. .. .......... .... .... ................................. .......... ........... ............. .. ......... vi 

UST OF ABB REVIATIONS ..................... .......... .... ..... .. ................................................... x 

LIST OFT ABLES ............ ................... ...... ............... ......................... ... .......................... .. .. xi 

ABSTRACT ................... ..... ................................................................................................ xii 

CHAPTER 01\'E ... .. .. ...................................... ... .. ..... ........................................................... 1 

INTRODUCTION ................................................................................................................ I 

1.0 Introduction ........................................................................................... ...... .. .... .......... ... .. I 

I. I Background to the study ............................................................ .. .......... .. .. .. ..................... I 

1.1.1 Historical perspective .................................................................................................... I 

1 . 1 .~ Conceptual perspective .......................................................... .. ...... .. ............ .... ........ ..... . 4 

1.1.3 Theoretica l Background .. ............................................................................................... 5 

1.1.4 Contextual perspective .................................................................................................. 6 

I .2 Statcrnent of the Problem ............ ..................................... ... .... .. .......... .... ... ........... ..... ...... 6 

I .3 Purpose ................................ ....... .................................. ........ ....... .... .. .............. .. .... .......... 7 

I .4 Objectives ..................................................................... .......... .... ................ ............ .. ....... 7 

1.5 Research questions .... .' ...................................................... .......... ............................. ....... .. ? 

1.6 Scope ofthe Study .................... ...... ...................... .. .......................................................... 8 

1.6.1 Geographica l scope ...................... ............................................................ ............ ... ...... 8 

I .6.2 Content scope ................................................................. .............................. ................. 8 

I .6.3 Time scope ....... ..... .... .. .. .................................................... .. .... .. .... ... .. .. ... .... .................. 8 

VI 



1 . 7 Significance of the study ........................................ .................. ................. ... ........ .. ...... .... 9 

1.8 Conceptual frame work .............................. ..... ....... .... ......................................... .. ... ..... ... 9 

1.9 Definit ion oftenns ................................................. ...... .............. ........ ............................ 10 

CHAPTER TWO ................... ......... ...... ............................................................................. 12 

LITERATURE REV IEW .................................................................................................. 12 

2.0 lntroduction ..................................................................... ........................... .................... l2 

2.1.1 The systems Theory ................................................................................................ ..... 12 

2. 1.2 Expectancy theory ................................................................. .. ...... ... ...... .. ........ ..... ...... 13 

2.2 Supervisor- Employee relationsh ip ................................................................................ 14 

2.2.1 Techniques ofsupcrtyision ................ .. ........ .. ......... ................... ........ .. ...... .. ...... .. ...... ... 16 
' 

2.3 Internal Communicat ion and StaffPerformance ............................................................. 18 

2.4 Career Nurturing and staffperformance ........... .. ........................ .... ................................. 23 

2.4.1 Career urturing and staffperfo rmance ................................................................. .. .... 26 

2.5 Regular performa nce Assessment and staff performance .................. ...... ........................ 29 

2.6 Teamwork and staff Performance ................................................................................... 33 

CHAPTER THREE .... ....................................................................................................... 40 

METI-IODOLOGY ............... .... ................ ... ...... ..... .. ..... ........... .... ... ....... ........ .... ..... .... ..... .. 40 

3.0 lntroduction .... .......... ... .......... .. ....... .... .. ................... ............. ............................... ... ....... . 40 

3. 1 Research Design ... ....... ......................... .......... ..... ....................... ..... ..... .. ........ ........... ..... 40 

3.2 Study Population ................................ ... ........ ............ .... ....................... .... .............. ........ 40 

3.3 Sampling techniques ... ' ........... .... ..... .. ...................... ... .. .......... .. .. .. ................. .. ....... ..... .... 41 

3.4 Sample Size Determination .................................... .. ...................................................... 41 

3.5 methods of data collections .. ............................ .. ........... ..... ................... ... .... ..... ....... ....... 42 

3-.6 Data Collection Instruments ....... .. ..................................... ............................................. 42 

3.6.1 Self-Administered Questionnaire .... .. .... ............... ............ ................ ... ................... .. .... 42 

VII 



3.6.2 lntervie~v gu ide ......... ........ ........ ... ....................................................................... ...... ... 43 

3.6.3 Docurnent revie\v guide .................................................... ....... .. .. .............. .. .............. 43 

3.7 Data Collection Proccdure ..................... ... ...................................................................... 43 

3.8 Data quality Control .................................... .......... .................. ....................................... 43 

3.8.1 Validity of Research Instrument ............................ ... ...... ..... ........................................ 44 

3.8.2 Re liabil ity .... ......... ............................. ... ... ... ... ................................................ .. .. .. ..... .. . 44 

3.9 Data Pre entation and Analysis: ................................................... ....... ... ........ .. .............. 45 

3. 10 Ethical Considerations ...................................... .. .. ... ................................................... .. 46 

CHAPTER FOUR ........................ ..... ..... ... ........ .... ....... ..... ......................................... ..... ... 47 

PRESENTATTON .A..ND ANALYSIS OF RESULTS ........ .. ............................................ .. 47 

4.0 Introduction ............ .... ' ... ......................................... .. ................................ .. .................. .. 4 7 

4.1 Respon e rate .............................................................................................................. ... 47 

4.2 Presentation of Findings ............ ., ...... .. ................................................ .. .. ....................... 50 

4.3 Resu lts for objective one ..... .. ..... ............. ...... .. ............................................................... 50 

4.4 Results of Research question rwo ........................... .. ...... .. ........ ...................................... 54 

4.5 Resu lts for objective three ......... ..................... ...... ..................... .. ....................... , ........... 58 

4.6 Results for objective four ....... .. .. .. .. .......... .. ...................................................... .. .. ......... . 62 

CHAPTER FTV£ ................................... ... .. ................. ........................ ............................... 69 

DISCUSSION OF FINDINGS .......................................... .. ..... .. ............... ..... .................... 69 

5.0 lntroduction .... ..... .... .............................. ... ... ............... ....................................... ............. 69 

5. 1 Discussion of study tindings ..................... .. .... ..... ... ... .. ............. .. .... .................... ............ 69 
' 

5.1.1 To establish the relationsh ip between internal communication and staff performance .. 69 

5. 1.2 To explore the relationship between Career Nurturing and staff performance ............ .. 72 

5. 1.3 Relationship between regu lar performance assessment and staff performance .. ... ..... .... 76 

5. 1.4 Relationship between teamwork and staff performance .... ........... .. ........... ....... .. .. ... ...... 80 

vii i 



5. 1 Conclusions fi-om the study ........................................................................... ..... .......... .. 84 

5.2 Recotnmendations ................ .... ..... ....................... ......... .. ... ... ..... ... ... .. .... ........................ 84 

5.3 Areas for fun her Research ......... . ....... ........................... .......................... ....................... . 86 

REFFERENCES .................... ........................... .. .......... .................... .............. .. ................. 87 

APPENDfCES .... .. .......................................... ........ ........ ............. ...... ................................. 91 

APPE DIX A: QUESTIOt AIRE ........................... .......................................................... 91 

APPE D!X B: INTERVIEW GUID£ ...... .... ...... .............................. .. ........ .. .. .... .. ................ 97 

APPE DIX C: DOCUME TARY REVlEW ...................................................................... 98 

A PPE Dr X D: Krejcie and Morgan ( 1970) ............ .. ............ .......... ..................................... 99 

ix 



LIST OF A BB HE VlATIONS 

llR;\ 1: !Iuman Re ourcc Management 

KCCA: Kampala Capital Cit) Authority 

LMX: Leader-Member Exchange 

POS: Perceived Organizational Support 

RS: Reward Sy tcm 

TS: Trust in the upcrvisor 

NDPYI: :-.!ational dc"clopmem plan moniroring 

RC: Revenue collection 

DPMC: Directorate pcrrormancc moderation committee 

FY: Financial year 

X 



Ll T OF TABLES 

Table I: ample izc .......... ...................... ........... ........... ... .. .... ..... ........................................ 42 

!'able 2: Reliability and Content Va lidity Index .... .. ... ........... .. .... .............................. .... ...... . 45 

Table 3: Gender of the respondent .... .. .. ...... .. .. .......... .................. .. ............ ...... .......... ..... .. .. 4 7 

Table 4: Distribution of Re pondent s by 1\ge .... ........... ......... .. ....... ........... ... ....... .. .. ...... .. .... 48 

Table 5: Distribution o f Respondent by Educational Level.. ......... .. ... ..... .. .. .... ... ................. 49 

' I able 6: R;:l igious affiliation of respondent .................................................. ...................... 49 

rablc 7: ~ar ital status of respondent .. ........................... .................................................... 50 

l'able 8: Internal communication and organizational perfo rmance ...................... .... .. ........... 51 

Table 9: career nurtunng and sta ff performance .... .. ...... ................. .. .. .. .. .............................. 55 

Table 10: Regu lar Performance a scs ment and ran- performance ... .. .. ........................ .. .. .... 59 

rable II : The innuencc of teamwork on ind i id ua l employees· performance at KCCA .. .... 63 

Table 12: Omnibus Test of~1ode l Coeffic ients ........... .. .... .. .......................... .. ... .. ............ .. 67 

rable 13: CoeHiciem of each variable ofmoti\ ation in the mode l. ...................................... 68 

xi 



ABSTRACT 

This study investigated the relationship of Supervisor- Employee Relat ionship and Staff 
Performance at KCCJ\ Revenue Directorate. The study specifically sought to: establish the 
relat ionship between imernal communication and staff performance. explore the relationship 
between Career . urturing and staff performance. relationship between regular performance 
assessment and sta IT pcrfonnance and to find our the relationship between teamwork and staff 
performance at KCCJ\ revenue directorate. A de criptive cross sectional survey research 
design wa used which included both qualitati\e and quantitative approache employed in data 
collection process. analysis. pre entation and discu sion of findings . 
Data wa collected from KCCJ\ Revenue directorate using Semi structured questionnaires. 
interviews and documentary revie" guide. 1\ sample si.t.c of I 08 which included Directors. 
managers. supervisors and revenue officers. 
Th~.: rudy found out that there was inadequate internal communication. which resulted into less 
pro,·is ion of in format ion on different tasks. the issue of staff nurturing was provided but with 
less emphasis. there was a policy on regular staff assessment but was irregularly conducted 
\\hich aflccted the staffperformance and last!) the stafftried ro work in teams which positive!) 
influenced productivity but a large extent. Team work was less effect ively and eflicienrly 
conducted at the directorate 
The study concluded that there wa lc s provision of in formation on different tasks which 
affected internal communication and taff performance, there was inadequate provision of 
career nurturing programs to enhance taffperformancc, the directorate developed a policy on 
regular staff assessment "hich '"as irregularly implemented and that there \\ere low levels of 
teamwork amongst staff wh ich affected their performance 

f-o r objective one. the rc earchcr recommends the directorate to increase on the budget 
a llocated for internal communication. l-or objective two, the directorate should provide 
appropriate career development opportunitie in form of adequate cminars. workshops and 
trainings . f-or objective three, the d irecrorate should ensure that there i increased performance 
evaluation which arc effective!) and cmciently conducted and For objective four. the 
researcher recommends for con ·tam arrangement of training and development programs fo r 
employee!>. 
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1.0 Introduction 

CJ IAPTER 0 1E 

I~TRODUCTIO;\' 

This tud~ focu ''a on upen i or- employee relation hip and staff performance at Kampala 

Capital City Autho rity (KCCA)- a case of Revenue Directorate. Th is chapter fi.m hcr defines 

the bad.ground of the study. the statement of the problem. purpose of the . tudy, Research 

objective and Research question~. cope ofthe tud) and significance ofthe study. 

1.1 Backg ,·ound to the tudy 

The sub ·equent sections in this part email the foliO\\ ing: historical background. Theoretical 

bad.ground. conceptual bad .. ground and contextual background. 

1.1.1 lfi torical perspective 

In tht.: rc<.:cnt pat world O\Cr. taff performance ha necessitated the strategic integrat ion of 

organi/ations into the etTccti'e management ofthc I Iuman resource capital. 

I he history ofsupen isor- employee relation hip and ho\\ it affects staff performance dates as 

bad. a carl) a the 17th century (Cole :!004) \\here towards the end ofthat centur) \\e tarted 

noti ing a sh ill from treating human a machine and rather sec them a human capital 

nccc sary for the achie, ement ofdi!Tcrcm "or(.. tasks. 

In Afi·ica. IIRM review has roots in the dual ro le of thc co lonial state that protected the interests 

of the Afi·ican people and the po\\erful world econom~ monopolized by co lonialists. rhe post­

colonial state could not hade ofT easily its colonially-oriented philo ophical foundation. 

Consequent!). the post-co lonial elite found themselves operating under the limited interest 

and rc ource of the state, thu turning them el\ cs into another ··nco-colonial bureaucracy'' 

" ith the on!) di!Terencc thatthC) were local politician!> and bureaucrats thri\iing at the cxpen. e 
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of the ir own people (Wunsch and Olowu. 1990). For many years, the mercantilist school of 

thought was a benevolent cntit) \\ ithout which the prospects of direct ing people-oriented 

advocacy fo r the state development management was at stake. The state wa propelled as a 

champ ion of devclopmcm in antithesis of the distorted performance of markets that were 

large ly unregulated . The inadequacie of the over-centralized state equally led to the pro motio n 

of markets by nco- liberal cholars and pract it ioners who pointed out its predatory nature and 

projected it as more of an obstacle to development as it benefited a few elites at the expense of 

the poor majority. Also. the state was ju tified to intervene in the economics of developing 

countries for economic reasons. but more so for political and social pressures such as to control 

resource . benefit the masse and the need to remedy market inefficiencies due to poor 

infl·astructure, communication gap. and lack of entrepreneurship and capital. 

The inadequacies and incompetence of public officials in managing the Public e rvice and the 

e:-;isting distortions such a corruption. inerfic icm monopolies. inflation. lo\\ capita lization and 

lack of empowerment of workers did not augur well within the narro\\ nationalization policies. 

Africa. and Uganda in particular. did not escape these contradictory roles ofthe market and the 

state: hence. the economic and political distort ions that have affected all other sphere of life 

especially the majority rural and urban poor who subs ist below the poverty line. The state's 

pccu liar role to rationa lly allocate pub I ic re ources with optimum effie iency and efTect iveness 

based on demand was later challenged by advocates offi·ee market economy and private sector­

led development (Owen. 1998). 

Thu . the trend in the 1970s tended to be skeptical of the role of the centra lized stale as being 

centra l to de elopmental change. In tead. it was viewed as promo ti ng collective energ ies 

within society with more emphasi on decentra lization and partic ipatory management with 
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varying degrees ofsucccs and failure. This is why Champy ( 1995) believes that the on ly way 

to sustain effect ive and emcient delivery of services is the fi.JII pro mise of reengineering 

management a the main force behind institutional uccess. The trend of reenginecring 

operational processes and organizational structure produces results. but more so if reinforced 

by changing management work . This inc ludes the way we th ink about work, organization. 

inspiration. deployment. facilitation. mea urement and reward for value adding work. In 

addition. there is need to emphas ize managerial accountabil ity and transparency rhat focuses 

on self-manager . processes and people oriented managers. expert managers and senior 

managers '' ho participate in fo rmula! ing and implementing government policies. 

In Uganda. staff performance began v.ith Public Service reform which was concepwalized as 

soon a the 1at ional Re istance Movement 1 Rl\1) captured state power on January 25th 1986. 

The RM's argument for this reform was ro improve on its performance and to deliver the 

promi es of the protracted people· revolution. Also, the reform was intended. in an 

accountable and transparent way, to enhance the performance of the Public Service to ac hieve 

good governance and optimum resource ut il izat ion that was in scare ity due to the misru le of 

the past regimes. 

/\ccord ing ro Rhodes (I 997). the 'RM concept has t\VO mean ings: one, is the concept of new 

managcrialism and. two. i the concept of new liberal-institutional economics. Managerialism, 

which '' as the dominant strand in Britain in 1988, refers to the introduction of private sector 

entrepreneurial managemem princ iplcs to the pub! ic sector. Rhodes ( 1997) stresses that 

managerial ism means: hands-on profess ional management, expl icit standards and measures of 

performance: managing by re ulrs: value for money management pract ices; and more recently, 

closeness to the customer as a focus fo r service de livery. 
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1. 1.2 Conceptual pers pective 

In the organi'lal ional com ext . stafT performance is defined as the extent to \\ hich an 

organ izational member comribures to achieving the goals of the organizat ion. Employees arc a 

primary source of competitive ad vanrage in service-oriented organizations (Luthans & 

tajkovic. 1999: Pfe fTc r. 1994). In addition. a commitment performance approach views 

employees as resource or as ers. and values their vo ice. Staff performance plays an importam 

role for organi;r.at ional performance. tafT performance i original ly what employees do or do 

not do. Performance of employee could include: quantity of output. quality of output. 

time lines of output. presence at work, cooperativeness (Gungor, 20 I I). 

Dead rick and Gardner' ( 1997). defines staff performance as the record of outcomes ach ieved. 

fo r each job fimction, during a specified period of time. If viewed in this way, performance i 

rcprescmcd as a di tribut ion of outcomes achieved. and performance cou ld be measured by 

using a , ·ariel) of parameters" hich describe an employee's paten of performance over time. 

Good staff performance has been linked " ith increased consumer perception of service quality. 

while poo r staff performance has been linked with increased customer complaims and brand 

switching. To conclude. stafT performance cou ld simply be understood as the related activities 

expected of a \\Orker and how \\ell those activities were executed. 

Super isor- Employee relationship i one of the most impo11ant factors within business 

analytics for maintaining and increasing productiv ity for organizations (E langovan. 1999). 

Managers usc this supervisor- employee relationshi p as a method of increasing staff 

performance effectiveness (Spreitzer, 1995, 1996). 
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D)c. 2015 defines this relationship as rhc minor in \\hich the supervisor and the supervisee arc 

connected as they worh. together to meet their goa l . some \\hich arc common and omc of 

'' hich arc idiosyncratic. V\ ithin the context of particular supervisor) oriemat ion . however. the 

nature and fu nct ion ofthe re lationship mu t be defined in specific term . 

Kno wledge regarding the poss ible association bct\vecn supcrv i or-employee re lat ionship and 

stafTperforrnance would enable the implementation of more effective system for management. 

and sub equentl). beuer productivit) for the organization through increased job performance. 

rhe as c mcm of indi' idual stafT performance al o needs to focu on evaluating employee 

behavior and work performance and not the per anality of the employee (0' Donnell & 0' 

Brien, 1999). 

1.1.3 T heo reti ca l Backg round 

l'hc S) tcm theory ''a used to gu ide thi tudy . The rheor)' state that organialt ions arc 

divided into parts and all part work together as a \\hole. Failure of one part of the organization 

to cffecti, cly perform its functions affects the performance of other par1 and the organization 

a. a \\hole. This theor) has had a ignificant effect on management sc ience and understanding 

of organizations (Wa lon ick. 1993 ). It is preferred for this study because it con ider an 

organintion as a y tcm " hich rccche inputs. converts thee inputs into outputs and 

discharges them into the environment. Such input s in this organ izat ion wh ich make up a system 

include people. finance. infrastructure. information and technology. These inputs pass through 

a proce s \\here they arc planned. organi;.-ed. mot ivated and cont rolled to meet desired goal 

and standards. 

y~tern thcor~ recogni1e. the various pans of the organization, and in particular, the 

interre lations of the pan . !>trch as the participation of central admini tration with IO\\er cadre . 
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accounting officers. support in effective use of resources. Since employee are involved in 

planning, motivating. controlling and coordinating as key managers. they can help in the 

integration of the other parts of system to effective ly and efficiently function. This shows the 

relevance of the sy tems rheory ro this study. 

l . l..t Co ntextua l perspective 

/\t KCC/\ ReYcnue directorate. Supervisor- Employee relationship is critical to the 

achic ement of its mission which i . to deliver quality services to the city. This can only be 

achieved when employee arc meeting deadlines and performing numerous tasks/ targets. 

llowcver. due to bureaucracy. organizationa l politics. unprofess ionalism and poor 

administrative- uperviso r_ relations (KCC/\ performance review report, 2013) hindered the 

integration of appropriate management style into pecific situations. Consequent ly. staff 

perfo rmance i hindered. This has caused slow adoption to the strategic performance based 

requirements for a change in organization management and at the end. undermined meeting 

dead lines. unprofessional actions. increased client complaints (K ircga. 2016, MOF. 2014) 

reports. Th is is very worrying hence the need to investigate Supervisor- employee re lations hip 

and sta IT performance at KCC 1\ revenue d irectoratc. 

1.2 Statement ofthe Problem 

Staff performance i exhib ited through productivity, time I iness. customer sat is fact ion and 

Employee professionalism (Byrcmo. 201 5). These can be ach ieved through internal 

communicat ion, Career nurturing. regular performance assessment and team work 

enhancement among Employees (Byremo, 2015) 

This is not the case v, ith the revenued irectorate of KCCA. Unprofessional ism among staff like 

trading License forgeries and scandals, delayed or unserved demand notices and poor handling 

of clients during the tax source operation enforcements in the city (The 1\.uditor General 's 

report. 20 I 5) 
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t\lthough attempts have been done to address this anomaly for instance: interdiction of non­

performing staff. formulation ofKCCA core values like teamwork and integrit) , the situation 

ha persisted with a continued decline in professionalism. employee output. profitability and 

customer sati~fact ion (;--JDP\11 Rcpo11. 2015). Therefore. this study explored the relationship 

between Superv isor- Employee relation hip and staff performance at the KCCA Revenue 

Directorate 

1.3 Purpose 

The main purpose of the study \\a to investigate the relationship between Supcrvisor-

Emplo~ ee relationship and stafT performance at KCCA revenue directorate in view of internal 

communication. career nurturing. regular performance assessment and teamwork on individual 

employee·s performance. 

1.4 Objectives 

I. To establish the re lationship between internal commun ication and staffperformance at 

KCCA Revenue Directorate 

"> To explore the relationship between Career nurturing and staff performance at KCCJ\ 

re' enue directorate 

3. To find out the relation hip between regular performance as essment and staff 

performance at KCCJ\ Revenued ireetorate 

4. To find out the relationship between teamwork and staff performance at KCCA revenue 

d ircctorate 

1.5 Re carch questions 

I. What is the relationship between internal communicat io n and staff performance at 

KCCA revenue directorate? 

2. What is the relationship bet\\oCen Career nurturing and staff performance at KCCA 

revenue d ircctorate? 
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3. What is the relationship between employee regular performance assessment and staff 

performance at KCCJ\ revenue directorate? 

4. What is the re lat ion hip between teamwork and staff performance at KCCA revenue 

d ircctoratc? 

1.6 Scope of the Study 

Thi included geographical. conrem and time scope. 

1.6.1 Geog raphical scope 

The study was carried out at KCC A revenue directorate to establish the g ravity ofthe pro blem. 

rhesc inc luded rC\enuc directorate staff at 1akawa. Kawempe. Lubaga. central. Makindye 

divis ions and headquarter (u PA 2014). These divisions were chosen because of the 

co nt inued dctoriation in s taff perfo rmance (KCCJ\ performance report, 20 17). 

1.6.2 Con ten t scope 

The tudy basically looked at relationship between internal communicatio n. Career 1 urturing. 

Regu lar performance Assessment and teamwo rk on staff performance at KCCA revenue 

d ircctoratc. 

1.6 .3 Time scope 

T he s tudy considered a perio d n·om the FY 2013/2014-2018/19. This period was observed and 

the gravit: or the problem explored in relation to staff performance at KCCA Revenue 

d ircctorate. 

l. 7 Significa nce of the s tudy 

T he study is expected to: 
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Benefit Management executive committee, Authority counc il and Develo pment panners 

intending to obtain effect ive performance fi·om Employees 

., Be usefu l to other scho lars and academicians who shall be sourcing for secondary data on 

re lated Research topic . 

.3. The study will help public servants to get baseline info rmation on the importance of 

Superv isor- Employee relationship in determining areas to be given c loser attention. 

1.8 Conceptua l frame wor·k. 

The figure below sho vvs the relationship between the independent variable and the dependent 

var iable 

S uperviso r -en1plo~·e e 

1·ela t ious 11 ip 
Staff perfot·nl<lnce •T nternal 

co tlununic a tiou •Produc tiviry 

•C are er u n n u ring •Cus to mer satis faction 

•Reg ul a r p e rfornwnce • Tune liness 

asse ssn1e nr •professio ualis1u 

•Tea n1 \YOrk 

Extran e ous variabl es 
• Ci- o v e rrunent policy 
• L o c a l polit i c s 

Source: Drawn according lo fnlerp relalion-Orig inal source: Schneier. Beatty and Baird, 

( 1987:98) 

The fiamewo rk above means that Supervisor- Employee relationship is represented by Internal 

Commu nication, Career N unuring, Regular performance Assessment and Team work. 

J\11 the above arc usefu l in st imulating our dependent variable (staff performance) which 

include; productiv ity, T ime liness, customer satisfaction and Professionalis m. However, local 

politics and government po lic ies (extraneous variables) have a huge hindrance to staff 

performance, however, these are not part of my study but the purpose was to be aware of them 

so that T control their inQuence (A llan 2014). 
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1.9 Definition of terms 

lu rcma l communication: Is the transmission of informat ion between organizational members 

~ rans of the organization. It takes place across all levels and organ izational units of the 

~=-.mizar ion 

Career nut1ut·ing: Is to take care and protect the occupation under taken for a significant 

p-~nod of a perso n's life and with opportunities for progress. 

R~la r performance assessment: is a way how companies evaluate their employees 

-:..::oo..~larly . Whether performed every six months or annually depend ing on the company policy. 

Th;: assessment outlines. exactly what the employee is doing right and wrong in her pos it ion. 

T eam work: means that people w ill try to corporate, using their individual skil ls and providing 

-.onstructivc feedback. despite any personal conflic t between individuals. 

Team work can also be defined as the collaborative effort of a ream ro achieve a common goal 

or to complete a task in the most effective and efficient way. 

Productivity: This is the measure of efficiency of a person, machine, factory, system 111 

.. om en ing inputs into usc fi.J! outputs 

Custo mer satisfaction : ls a measure of how products and services supplied by a company 

meet or surpass customer expectation. 

Ti meliness: The fact or quality of be ing done or occurri ng at a favorable or useful time. 
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Profess ionalism: Is a ski ll o r behavior that goe beyond \\hat an ordinary per o n would have 

~ r behav ing in a more formal o r business-like manner. 

upcrvisor: person in the ltrst- line management \vho monitors and regulates employees in 

th.'!ir perfo rmance of a igncd or delegated tasks. 

Em p loyee: is an individual who wa hired by an employer to do s pecific job. 

rafT: all the peo ple employed by a parrieular organization. 
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CTI APTEH TWO 

LITERATUH. E R EVIEW 

2.0 Introduction 

Severa l scho lars have undertaken Research on Supervisor- Employee relationship and staff 

perfo rmance. The purpose ofthis chapter therefore is to identi fy relevant data that best suit e 

the stud) . The rcvie'' ''a obtained fi·om re lev am journals. magazines. scm inars. presentations. 

nc"'spaper . textbooks. imernct and Acts. This chapter discusses the di!Terent Theories used 

and reviews literature on study objecti\es. 

2.1 .1 T br systems Theory 

The systems theory was used to guide thi study. The theory states that organ izations are 

divided into parts and all parts \vork together as a whole. Failure of one parr of the organization 

to e!Tect ive ly perform its funct ions affects the performance of other parts and the organizatio n 

as a whole. Thi theor/ has had a igni lieant effect on management science and understanding 

of organization (Walo nick. 1993). !t is preferred for this study because it cons iders a local 

government a a ystcrn which receives inputs. converts these inputs into outputs and 

di ·charges them into the environment. Such inputs in this organization"' hich make up a system 

include peop le. finance. infrastructure, information and technology among others. These inputs 

pass through a process where they arc planned, organized. motivated and contro lled to meet 

desired goa ls and standards of ' hich if employees cfTectively participate in \\Ould help in 

planning. motivating. coordinating and controlling these system inputs. 

Systems theory recognizes the vanous parts of the organization, and in particular, the 

interrelations ofthe parts. such as the pa1ticipation of central administration" ith lower cadres. 

accoum ing officers. support in e!Tective use of resources. Since employees arc involved in 
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planning. motivating. controlling and coord inating as key managers. they can he lp in the 

int egrat ion ofthe ot her parts ofs)stem to efTcctively and efficient ly function. This shows the 

relevance of the ) tcm. theory to thi stud) . 

2.1.2 Expectancy theo ry 

l:xpcctanc. theory ''a proposed b~ Victor Vroom in 1964. This theory is based on the 

hypothesis that individuals adjust their behavior in the organization on the bas is of antic ipated 

sati faction of valued goals set by them. 

The individual modify the ir behavior in such a way which i most like I_ to lead them to attain 

the c goa ls. Th is theory und erlies the concept of employee commitment and engagement as it 

is believed that employee commitment and engagement is influenced by the expectations 

concerning future C\ Cnts ( alaman ct al.. 2005). Murray (2008) suggest that assuming goal 

acceptance. incn.:a ing the challenge or difficulty of goal lead to increased motivation and 

increases in o rganization performance. 

Expectancy theory hypothesizes that individuals change their behavior according to their 

anticipated satisfaction in achieving certain goals. The theory fi.Irthcr argues that there are two 

distinct ivc sets of factors affecting emp Ioyce attitudes towards job and motivation. Factors in 

the lirst group arc motivat.ors (intrins ic) and consists ofthc fo llowing elements: achievement, 

recognition. work it c lr. responsibil ity. advancement and growth. 

The second group of factors are classified as hygiene factors (extrins ic) and inc lude 

supcrv1s1on. compan) polic). relation hip with (peers. su bordinates. supervisor) working 

conditions. sa lary. pcr. onal life. statu . security (Herzberg et al.. 1993). Clark (2001) further 
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note that performance mar.agcmcm and indeed empiO)CC commilmem and engagement i 

ba cd on an cxtrcmcl) rationalistic. directive "ic" ofthe organit.ation \\hich as ume not onl) 

that stratcg) can be clcarl) articulated but al o that the outcome~ off £R proces e can be framed 

in a \\a) that mal..c clear their links to the organitation strategic objecti\es. 

lie further argues that the approach a sumc casual link between different parts of the process 

that can be rcadil) idemified and enable undcrperformancc in one or more aspect of the 

proce s to be managed to ensure optimum functioning ofthc organiLation perfonnance y tcm. 

bpcctan ) theory is founded on the premise that human beings think in a rational calculati' c 

and indh iduali-.tic \\8) . 

2.2 Supcrviso•·- t•:mploycc t·c la tionship 

lkrnard & Goodyear (200--1). defined upen isor-emplo)ee relationship- as a relationship 

between ~enior and junior member ofa profe ion that (a) i C\aluati\e (b) e:-.tend o,·cr time. 

(c) SCr\C~ to enhance the kills ofthejunior per on. (d) monitors the quality of ervice oiTcrcd 

b) the junior per. on and. (e) act as gate keeping to the profe ion. In effect it i managing other · 

through leader hip and per onal influence. Loganbil et al. ( 1982) pcrcei' es supervi or­

employee relation hip a an inten e interpersonal relations hip in ' ' hich one individual i 

n.:sponsiblc for facilitating the development ofanothcr individual. Glickman, ct al (2004. p 6.) 

a scrt that upcrvisor-emplo)ee relationship has traditionally been perceived as an act or 

controlling employee in ·tructional behavior. the term supervision portrays a system where 

organvation deliver · in !ructions in a wa) and manner designed by higher authoritic ' or a set 

of principle and procedure. It invohes direct and indirect in pection and control of employee .. 

instructional act i' it ies. 
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l"his concept seems to place emphasis on emp loyee·· compliance with laid down procedures 

rather than aiiO\\ ing them to develop innovative abilities to work. Burton. ( 1930) explained 

that supervisor-employee relation hip usually give right direction to the people under 

supervision: enable them to take in itiat ives. rake responsibil ities to go ahead o n their own. He 

po inted out that one a peet of supervisor-employee relationship is to train people. correctthem. 

tell them what to do and also bring impro\'ement in deficiencies in service provision. 

Furthermore. Mills ( 1997) showed that supervisor-emp loyee relationship has d irect effect on 

staff performance. Supervisors assign tasks and clear responsibilities for performing those tasks 

and li1rther. the: expect from the assignees accuraC) and punctuality. From his point ofvie"'· 

managers ha \ e the ability to motivate their employees. fo r this reason they spend considerable 

amount of time. looking for information about subordinate work. 

E!Tective manager regu lar!) find out what and how emp loyees are doing. They always have a 

check on emp loyee ·s jobs and they observe, give feedback to the employees indicating their 

positives and negat ives regarding the taffperformance. Furthermore. enable them to enhance 

their performance through right direction. (Komaki. 1994) According to Briti h Journal of 

l lospita I Med icinc ( 2009 vo I. 70) if vis ion imp! ies .. seeing. " then the word supervisor­

employee relationsh ip can be read as .. over-seeing", looking over somco ne ·s shoulder to check 

on them and also .. super'· in the sense of understanding. is helping someone to extend the ir 

professional kills and understanding. Furthermore. it states that supervis io n support 

professional learning and development. but it also relates to monito ring and improving 

performance as part of effective c linica l governance and s tandard setting. Katz, ( 1978) and Van 

Maancn.( 1975) arc of the vic'' that the role of supervisor-employee relat ionsh ip is key to new 

employees job experience. 
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,h is concept ccms to place emphasi on emp loyee·· compl iance with laid down procedures 

rather than allo'' ing them to develop innovative abil ities to work. Bunon. ( 1930) explained 

ihat supervisor-emp loyee relation hip usually gives right direction to the people under 

·upervis ion; enable the111 to take in it iat ivcs, take res pons ibi I ities to go ahead on their own. He 

po inted out that one aspect of supervisor-employee relationsh ip is to t rain people, correct them, 

tell them ''hat to do and also bring improvement in deficicncie in service provision. 

Furthermo re. Mill ( 1997) showed that supervisor-employee relationship has direct effect on 

tafT performance. Supervisors assign ta ks and clear responsibilities for perfo rming those tasks 

and further. they expect fi·om the assignee accuracy and punctuality. From hi point of vie'', 

managers have the ability to motivate their employees, for this reason they spend considerable 

amount of time. looking for in format ion about subordinate work. 

Effective managers regularly find out what and how emp loyees are doing. T hey a lways have a 

check on emp loyee's jobs and they observe. give feedback to the employees indicating the ir 

positives and negat ive regarding the starT performance. Furthermore, e nab le them to enhance 

their performance through right direction. (Komaki, 1994) According to British Journal of 

ll osp ital Medicine (2009 vol. 70) if vi ion implies .. seeing. " then the word supervisor­

c mp Ioyce re lat ionsh ip can be read as .,over-seeing", looking over someone 's shoulder to check 

on them and al o .. super" in the sense o f understanding, is helping someone ro extend their 

professional skill and understanding. Furthermore, it states that s upervisio n supp011 

professional learning and development, but it also re lates to monitoring and improving 

perfo rmance as part ofe!Tcctivc c lin ical governance and standard setting. Katz, (1978) and Van 

Maancn,(19 75) arc of the vievv that the ro le of supervisor-employee re lationship i key to new 

e mployees job cxpcricnpc. 
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First supervL ors co ntra I the degree of structure, doubt and conn ict in work ilse l( They also 

provide informal and formal feedback to employees on their wo rk behav ior. Also they control 

reward and even the job ccurity that employees may enjoy. J\ II these pan s of job experience 

arc particularly important to new comer who arc trying to orient themselves in a new 

organization a I environment. 

2.2.1 Techni q ues of supc rv is ion 

Managers can supervise through in fact. many firms conduct employee performance reviews, 

but oflcn the review sessions arc awkward. difficu lt, and rarely structured to analyze problems 

or suggest \\ ays to improve taff performance. Within the supervisory structure, performance 

review need to encompass at least three steps: goal setting. progress review, and performance 

review. One of the most cogent ways to achieve successful review resu lts is in the urturing 

of supervisors and employees to both practice the an of performance review (Bennett. 2000). 

Unfortunately. for many managers, this regular task is often approached \\ ith a variety of 

trepidation and dread. Supcrvi or and employees both know they arc required to participate in 

perfo rmance rev iew . Instead of using the rcvie\ as a motivational and communicative tool, 

many fall into the trap of the "redundant rcvic\~ ".Supervisory program, for example. should 

address ncgot iat ing goal with subordinates in order to get better performance in the long run 

(Bics. 2000). 

According to Wang. (2000). ' ·every employee must know essential company goals··. It seems 

like common sense that everyone knows the company's overa ll goals. It's amazing when yo u 

talk to co-workers who don't completely grasp it. As a supervisor. you can't just assume your 

subord inates arc knowledgeable ... ·· The following list gives a brief description of those ski lls 
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and how to implement them. /\ s a supervisor, you can never assume your people know your 

company goa ls. Informed employee's "viii grasp and appreciate, stay focused on what is 

important. and more impo rtantly. limit what is not. 

It's important to set realist ic time lines to complete tasks with subordinates through effective 

upervi or-employee re lat ionship. I fthe supervisor sets unrea listic goals, it says a lot abo ut his/ 

her expertise. But, if a supervisor sets rea listic timc lines fo r specific tasks. emp loyees or 

subordinates tend to res pect if you set realistic time line for pecific task . his/ her dec isions. 

/\nd vice vcr a. a supc r\'isor lo cs respect if he/ she docsn ·t set realistic completion time lincs 

( Boles. 2000). 

Ilooblcr. (2006) notes that having pro per urturing and tools ro accomplish company tasks 

ccm like commo n sense. but it 's o flcn overlooked or underest imatcd by managers. It's essen! ia I 

that manager I superviso rs understand how to idem i fy ski ll and too I deficiencies. It's a lso 

critical to keep your own personal kill leve ls on par with the ever c hanging world o f 

techno logy and trends. Supervisors shou ld always enco urage your workers to have input on 

Nurtur ing. Managers have an obligation set the standards, but you shou ld be receptive to new 

ideas. In addition, you sho uld require yo ur subord inates mainta in accountability for company 

too ls and to ident ify defic ienc ie to you as the superviso r (Burton, 2006). 

uperviso rs need to always be firm and cons istent with all of their subordinates. Being firm 

with an e mployee means they understand that there arc firm consequences if'thcy e ither violate 

po licy or fa il to meet co mpany standards o r goals (Byrne, 2003). It's very difTicult to be tota lly 

impartial whe n dealing with a high performer versus a low performer, but it is one of the most 

important t raits to have as a supervisor. There is loss of valuable respect !To m your co-workers 
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if )Ou're ever deemed to give anyone preferential treatment. Once you lose this rc pect. it' 

almost impossible to regain. 

Being consistent i one area that i often underestimated by managers and supervisors. Being 

consistent on ho'" a supervisor act from day to day is critical to ho'' subordinate perform. A 

a manager. it's important to be professional when confronted by an angry employee by 

remaining calm and consistent with polic. in order to remain professional. Therefore, being 

con is tent is one of the greatest assets to the manager or supervisor. 

2.3 internal Communication a nd Staff Performance 

Internal communication provides a fundamental incentive in an organization that enables and 

strengthens employees to can·y out their tasks. (Welch & Jackson. 2007). 8artleu and Ghoshal 

(I 989) view internal communication as being of major importance s ince they refer to 

communication and in format ion flows as the lifeblood of the organization. The impottancc of 

internal communication. the exchange of information and the transmission of meaning. is also 

di cu sed by Katz ( 1978) who refer to internal communication as the soul of an organ ization. 

The importance of communication can be explained by the fact that it is a tool that can both 

re cal and eliminate problems in an organization so it is ver) essential to have a good and clear 

communication so that prgan izations can functio n smoothly and effect ive ly. This study wi ll 

find out the extent to which interna l communicat ion has improved staff performance ofKCCA 

revenue directorate. 

The existence of internal communicat ion within the organization is intended to ensure effective 

decision making and fo tcr positive organizational outcomes. As such, -v orker productivity is 

bound to increase ""hen there is a stable internal communication process established within the 
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organ ization thereby enabl ing employees to perform their tasks well, ro have information about 

the dut ies they have to perform. and about the goals of the organization. Is th is the case at 

revenue Directorate? For communicat ion and intormation to circu late within an organization, 

there must be some under lying purposes for which that information moves and this constitutes 

one of the roles of internal co mmunicat ion. Internal communication can, accord ing to Erikso n 

( 1992), be divided int o five d ifferent functions. Work communication is the communication 

needed for each ofrhe employees to conduct their daily tasks. Hence, internal communication 

serves many different func tions in an organization. From the perspective of management, there 

arc three funct ions of internal commun ication. 

The first fu nction is to spread the goals, tasks, and rules of the company. The second fu nction 

is to coordinate the activit ies of the company. The third fi.mcrion is to provide management 

with information regarding the cond ition of the company and the re liability of downward 

in format ion flow from the management. 

The author furt her a rgues that an effective interna l communication brings a feel ing of belonging 

to the emp loyees, which increases motivation and the desire to put in an extra productive effort 

' 
hence increasing their per formance. Katz ( 1978) a rgues that the number o f people reached by 

the message, the rece ivers relationsh ip to each other, the type of channe l used, the type of 

message sent, and whether or not the receiver needs to respo nd to the message, are all factors 

that have an in fl uence on whether the internal co mmunication wi ll be effective. 19 Ln order to 

determine how effect ive the internal communication is in an organizat ion; it is central to 

understand the criter ia that determine the effectiveness. 
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There arc numerous opinions regarding how LO define an efTective internal communication and 

according to Erikson ( 1992), the internal communicat ion must meet a number of different 

criteria in order to be effective. Firstly. the communication has to be concre1e in order for the 

recei ver to understand the information. The reason for this is that the coding of the message 

''ill be afTected b) the receiver· culture. background. language. and frame of reference. lt is 

apparently undcr ·tandable that in areas ''here there are groups and where human interactions 

occur. there is the likelihood of the presence ofcenain setbacks or constraints and this is quite 

true of every organizationa l structure. [nsuf1icient or inappropriate communication creates 

irritation. insecurity. disintegration and the spreading of rumors. 

The importance of internal communication was fi.trther compounded in 1938 by Chester 

8arnard. who in his book: ·The Function of the Execut ive'' ascertained that the pritnar) 

function of the executive is to develop and maintain a system of communication. According to 

him. the legitimacy. reliability and \alidity of information within an organization will 

inherently depend on the extent to which communication is understandable: the in formation is 

aligned ''ith organizational objectives and employee int erests: and the p ychological and 

physical rcadine 

communicated. 

of the employee to act upon the information or message being 

Consequently. l leron ( 1942) identified certain elements necessary for effective and criteria for 

effective communication. Credit is attributed to him for out lining two-way communications 

bet,,een employees and management in the ex isting organizat iona l commun ication lit erature. 

l ie posited that •·communicat ion is a line fi.mction: '·a two-way sharing of information. lt 

demands the 11·ecdom and opportunity to ask questions. get answers and exchange ideas". 

onetheless. '" ith the advent of globalization and the ushering in of new lnlormation 
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Communication Techno log). the working environment rapidly grew and became more 

complex. Organizat ions tran~formcd into rivals and competitors as the best policies will ensure 

greater organization a I effect i\ cness: and as the internal communication model began to decline. 

cmplo) ecs \\ere gradually being neglected. It thus became imperative to Report new vvays of 

establ ishing the role and importance of internal communicat ion in order to preserve 

organizational dynam ism. 

/\ rgc nt i ( 1998) talks of changes in organizations that affect employees and in this regard 

ident ified a study conducted by the Conference Board. a Report organization, in which the 

objective of the study was to determine from over 200 business organizations what they 

considered effect ive internal commu nication and how it affects employees. The opinions goncn 

fr·om the study indicated that internal communicat ion should improve employees" morale. 

inform them about organizational changes. and establish a significant positive relationship 

bet\\een management and cmplo)ees. Under such circumstances. it will be easier for 

employee to understand the organization the) are working for. hence contribut ing to 

improving their performance tO\\ards the anainmcnt of the organizations·· goals. This stud) 

" ill find out the level of internal communicat ion at KCCA revenue d irectorate. 

Although Argent i ident ified the role of key players and two -way communicatio n as vital to 

interna l commun icat ion, Repo rt on the re lat ions hip or lin k between interna l communicat ion 

and staff performance had yet to be explored. Mindfu l of th is lack, this study will attempt to 

portray a d ifferent and re latively ne\\ dimension of effective commu nicat ion by exploring how 

internal co mmun ication affects staff performance, taking into co nsideration certa in variables 

which previous studies on the ubjcct neglected or d id not fully expatiate or concentrate on. It 

is important to recall that the studies of /\rgent i and the Con ference Board la id more emphasis 
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on the impact of internal communicat ion o n job satisfaction. They focused more on the ac t of 

communicating and how it innucnces employees" thoughts and perceptions for the 

organizat ion the) \\ Ork for. 

llowcvcr. our study attempts to analyze interna l communication fi·om a different perspective 

as it ccks to kno"' '"hether internal co mmunication, including the act of commu nicating. the 

quality of information and the channels of communication utilized. has a s ignificant impact on 

staff performance as the) strive to en ure individual and organizat ional success. Besides, Asif 

and Sargeant (2000) conducted a study on effective internal commu nication processes in order 

to de, clop a model fo r internal communication. 

In addit io n. Di nsbach. Fe ij . & de Vries (2007) fu rther established that there is a pos itively 

strong link between internal co mmunication. job satisfact ion and organizatio nal identification. 

They talked abo ut this relat ionsh ip in the terms o f disc rimination between employees a nd fo und 

out that those employees"' ho arc treated unequally leads to negative individual performance 

and productive outcomes. On the o ther hand. employees w ho received equal treatment tended 

to be more sat isfied and committed to their management. and hence will perfo rm bet ter. The 

findings of their Report aided them in understand ing and examining the positive relationships 

that ex ist between internal communication. job attitudes and outcomes. 

The stud) demonst rated that communication is the best way for management to kno'" about 

the attiwdcs of employees because "hen there is good internal communication, the result is 

increased productive efforts. increased performance. and positive attitude of employees 

towards the organizatio n. The process of establishing a strategic po I icy for efTective internal 

communication in an organization stans with the process of communicating with the 
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employees. The med ium or channel used for communicating is also very cssenr ial depending 

on who receives the message. ho" it i under tood and the type of information being 

dissem inated. In this regard. De Bus y et al (2003) carried out a study on internal 

communication dimensions and the u c of new media in organizations. The identified 

dimensions of internal communication in this study included ethical work c limate. mutual trust. 

all it udcs towards in no vat ion and employee goal alignment. Their study suggested that the u c 

of new media in the workplace is positively related to an ethical work climate and trust within 

the organ int ion. 

Further the study a lso ascertained that there existed a pos itive relations hip between new media 

u c and employees" attitudes towards innovation and organizational success. onctheless. 

although the study revealed that organizations that strive ro effectively co mmunicate would 

benefit from the usc of new media channels for communication. it failed to establish or ignored 

the fact that ne w media channe ls for communication may also posit ive ly and significantly have 

an impact on employee performance. Thus. this swdy seek to determine ho'' organizations 

can usc or uses communication channe l to enhance the quality oftbe information or message 

being communicated and hence increase the performance of employees in the execution of 

daily tasks. 

2.4 Career Nut1 uring a nd s ta ff performa nce 

Career ' u11uring is a crit ical human resource management ft111c tion in bo th Public and P rivate 

Organizations. Career 1urturing has been a recurrent subject of debate among scholars and 

academia. J\ccording to Alnaq bi (20 I I) career nurturing is not s imply a means o f arming 

employee. with skill they need to perform their jobs. it is often deemed to be representative 

of an employer 's commitment to the ir work force. 
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llo,,ever. it i importam to point out that HR practices '"ork to develop individual knowledge 

and skills. as "veil as employee altitude and behaviors. Ifthesc effects arc prevalent enough in 

the employee populat ion. then the collective changes in human capit a l. anirudcs. behaviors and 

associated organ izationa l climate should be strong enough to influence stafTperformance. 

Gill and Kustron (20 II) expressed that career planning is a career deve lopment practice '" hich 

involved continuous process of discover) in which an individual develops his own occu pat iona l 

concept as a result ofskills or abil ities. needs. motivations and aspiration of his O\\n value 

system. To be viable. on short-term. or !0 maintain competitive advantage. in the long term. 

organizations must match employees with appropriate skills in the right posit ions. Career 

planning practice proce involves both the organizat ion and the individual Responsib ility. 

Thus. the individual must ident ify their aspirations and abilities. and through assessment and 

counseling ro understand their needs of Nurturing and deve lopment: in terms of the technical 

skills and education advancement needed . 

Lockwood (2007) defines career nurturing as a primarily career development for a short term 

intervention aimed at performance improvement or developing a particular co mpetence. This 

career development practice involves the process that enables supervisors providing learning 

and development to occur on the job as job nurturing which enhance performance and 

impro vement of the employee. Career Nurturing as a career deve lopment practice is a popular 

capacity-building too l. especially in the area of leadership development. 

It is ollenmentioned in projects and reviews as a key clement of good capac ity-build ing career 

dcvc lopment pract icc. Yet despite its current status. many people are unclear what career 
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nurturing real!) involves. and where and when it works. In o rder ro be able to unders tand this 

practice, it is imponam ro under tand ''hat a career mentor actually does: the orig in of the 

concept: when it is appropriate o r not appropriate to use career nu1turing. (CfPD. 2004). 

According to Murray (2008). mcmoring is a career development practice which entails help in g 

and supporting people to manage their own learning in order ro maximize their potential. 

deve lop their sk ills. improve their performance and beco me the person they want to be in 

alignment \Vith organ ization object ive . Mentoring has been practiced in different cultures fo r 

hundreds of year . But it is only recent ly that mentoring has been a career development pracucc 

rediscovered by the private sector. and now by the civil society sect or. as a mechanism ror 

lcadcrsh ip dcvc lopmem. 

According to Repon it has been suggested that careers counseling is a career development 

practice tha t consist of a greater number oftransitions as a result of the changing nature of work 

organ izations Jackson e1 a/., (2012). One implication ofthis change is that careers counseling 

which is a career deve lopment practice \.viii be needed at a greater number of po ints during the 

course of an adult career as people e ncounter more frequent employer and job changes. It is 

also suggested that. s ine~ employers will increasingly withdra\ s tructured career management 

programs. peo ple need to be more reliant o n the ir own career elf management (Lockwood, 

2007). 

Caree r Nurtur ing i an integra l part of every company's agenda. This is because of the 

implicatio ns of Career urturing: it is important to have Career N urtur ing that is effective. 

Studies have proven that costlier but e!Tect ive Career urturi ng can save money that is wasted 

on c heap but inc flicicnt Career u11uring (X u & Tho mas, 2011). Career u1turing provides 
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starT with kno'' ledge and expertise rclc,·ant to their areas of operation and translates into 

increased output. It also enhance the quality of the human resources by keeping starT abreast 

with the state-of-the-an development in their areas of operation. Career 'urturing and 

development aim at irnprO\ ing the productive capacity ofthe human resource . It al o enables 

sta rr members real it.c their full potential and enhances their Career urturing and work 

em ironment. t\pprai. ing how staff de\ clopment proces is being undertaken in the universit~ 

i an important a pect of an arnbitiou uni,crsit) and a starting point for a feedback (Salancik. 

2007). 

2.-4.1 Car·ccr :\'ur1uring and tafT pcrfom1ancc 

/\ccording to Jacobs and Washington (2003). career nurturing is an integrated planning 

arrangement pro ided for a period of time to ensure that all srafT in the organization have the 

competencies to do their work based on their potential to achieve organizational goals. Career 

nurturing is de cribcd as the procc of enhancing organizational performance and individual 

learn ing due to de,elopments in human re ourccs. organization and career (Jacob . 2006). 

:'\otabl). cmplo) ct..: part ic ipat ion. cmpo" erment. job rede ign. team-based product ion ystems. 

C~tcnsi\C \\Orkforcc. :-\urturing arc thought tO increase the performance of the organization 

(Pfeffer, 1994). In this light, the positive relationship between career 1 ur1uring and starr 

performance ha!> often been emphasized (Pao-Long and Wei-Ling. 2002: Jacobs and 

Wa hington. 2003 ). s argued b) Bartel ( 1994). the implementation of career nurturing 

policies contributes to a significant incrca e in labor productivity. thus have an impact on the 

operationa l performance ofthe company, whi le it helps mainta in ing competitive advantage. 
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Buckley. Cook & Frink. 1999). Career nurturing is an integrated set of planned programs 

designed to as ure that all individual have the competence necessary to perform to their fulle t 

potential in suppon of the organi;r..atio n's goal (Jacob & Washington. 2003). A successful 

career nurturing re ults from the balance bet\veen individual's career orientation and needs. and 

the organi1..ation's mission and vision (Shelton. 2001 ). 

A successful career nurturing results from the balance bet ween individual's career oriental ion 

and needs. and the organization's mission and vision (Shelton. 2001 ). Career nurturing 

activities include off-the-job and on-the-job urturing programs. educational programs and 

seminars. job rot at ions. self-stud) materials and mentoring programs (Jacobs & Washington. 

2003). These programs 'facilitate improvemem of employee capabilities needed for carrying 

out daily functio ns of organizations. 

Jacobs & Washington. (2003) examined the relationship between career nurturing and staff 

performance. This paper support that career nurturing programs make po itive comributions 

to stafTperfonnance. 

Being concerned with growt h results in a long-term orientation regarding the con equcnces of 

cu rrent actions, thus fac i I it at ing an ind iv idual's abi I ity to utilize a long-term pcrspect ive when 

thinki ng about the self and the organization. Jacobs and Washingto n (2003) provided evidence 

for the notion that fostering career nurturing is related to increased staff performance. Allowing 

room fo r and fostering employee growth was found to be positively related to overall staff 

perfor mance in a multinational o rganizat ion, with sta ff performance increas ing when 

employees ""ere targeted for intellectual growth, given the oppo rtunity lor managerial 
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panicipation. and allo,,cd to be invoh·cd 111 the developmem of ne\\ products (ChaU1oub. 

2009). 

In response lO evoh. ing customer demands. many companies are adopting competitive 

strategies that emphasize innovation in products. processes. and techno logics. These st rategies. 

in turn. ha\e enhanced the demand for "'orkplace learning because employees need to absorb 

new skills and routines to perform their jobs (Salas & Cannon-Bowers, 200 I). U.S. 

organizations invested $134.9 billion in learning and development in 2007. with two-thirds of 

the total spent on internal developmental activities (American Society for urruring& 

Devl.!lopmcm. :W07). 

J\ long "' ith the inc rea ed emphasis on workplace learning. evidence also is accumulating that 

organizations arc devoh ing human resource management (I IR) responsibilities to supervisors 

and line managers in order to enhance staffpcrforrnance (Hall & To rrington. 1998; McGovern. 

Gratlon. I lope- llailc). Stiles. & Truss. 1997). 

This decentralization of tasks broadens the core responsibilities of lirst-line supervision-from 

traditional duties of monitoring and administration to a set ofstaffpcrformancc-oriented tasks 

that idem ify. assess. and develop the competencies of subordinates and align their staff 

performance ' " ith the strategic goals of the organization (Hales, 2005: Purcell & Hutchinson. 

2007). 

One approach to staff performance improvement is for supervisors to provide individualized 

instruction and guidance to employees in the context of dail_ work. This activity is generally 

referred to as in forma l career Nurturing. but it is more accurately described a career nurturing, 

which the literature dclincs as an unstructured, developmental process in which managers 
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pro vide one-on-one feedback and guidance to employees in order to enhance their staff 

performance ( ll eslin. VandeWa lle, & Latham. 2006). 

Career nurtur ing may affect individual performance through three mechanisms: the acquisition 

o f job-related knowledge and skills. the enhancement of mot ivation and effort, and process of 

soc ial learning. Career nurturing i an effective source of kill acquisition becau e supervisors 

can obsen·c specific employee bcha"iors and staff performance and pro ide constructive 

feedback and guidelines fo r improvemem ( lles lin et al., 2006). Thi type of timely and 

individual ized inst ruction co mributes to the const ruction and recall of a n individual's 

dcc larari c and procedural knowledge (Kraiger. Ford. & a las. 1993). Proximity between the 

learning task during career nurturing and its practical application at work reduces the loss 

associated with transfer of career urturing, whic h is problematic for structu red. offsite career 

urturing activitic (Galdwin & Ford. 1988) . Career nurturing helps emp loyees deve lop and 

mainra in knowledge o f a firm 's products. customers. and work processes: and skills to 

effectively commun icate with custo mers. respond to their requests, and deliver pro mpt service. 

2.5 Regula•· performance Assess ment and s taff performance 

Armstrong (20 I 0) argues that assc smcnr of perfo rmance is the key to cultivate the staff 

to wards the ach ievement o f organizational goa Is effectively and effie ient ly. taff Performance 

Assessment is one o f the too Is o r tcchn iques to improve cmp Joyce performance, to motivate 

employee to \\ Ork harder. to develop the potency of emp loyees, and even to increase the ability 

of employees in the future. whic h in lllrn will be influenced by thei r performance feedback in 

the past as well as the direction o fthc followi ng development. 

Perfo rmance asscssmcm is a regular process for assessing the performance of staff in a given 

period conducted by the leadership. In more broad term the performance assessment can be 
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done b) the employees them elve . ubordinate . and coworkers. It is called by employee 

Regular Performance As e sment. rhe more the partie to assess the performance the bc!ler. 

Rao ( 1996) argue. : "the assessment of the performance of a mechanism to en ure that people 

at all levels conducted the duty as desired by upervisor" . Sin (1996): "perfo rmance a ses ment 

is a manage ment technique to identify individ ua l donat ions to the organization". 

Werther and Davis ( 1989) stated that performance assessment is a process of organization 

evaluating indi' idual perfonnance. "here the) a! o suggest that the key element of the system 

of pcrfonnance assessment will determine the quality of the performance assessment name I~: 

employee performance. performance mea ure . and performance standard in relation to the 

\\Or!-. ··p ycholog ical Assessments arc more directed to assess employee's potentia l for future 

performance rather than the past one. 

It i:-. done in the form of in-depth intervic\\s. p ychological tests. and discu ion \\ ith 

!>Upcn isors and rcvic" of other evaluation . It is more focused on employee emotional. 

intellectual. and moti,·ational and other per onal characteristics affecting his performance. Thi~ 

approach h. lo" and costly and may be useful for bright young member "ho may ha'e 

considerable potential. However. quality of the e a e ments largely depends upon the kills 

of' psycholog ists who perform the eva luation. 

Asses ·ment centers technique was first developed in USA and UK in 1943. 1\ n assessment 

center is a central location where manager may come together to have their participation in 

job related exercises evaluated by trained ob er ers. lt is more focused on ob enation of 

bcha\ ior aero a series of select exerci es or work samples. Assesses arc requested to 
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participate in in-basket exercises. work groups. computer simu lations. role playing and other 

similar act ivit ies whic h require same attributes for ucces ful performance in actual job. 

The characteri tics a sessed in assessment center can be assertiveness, pcrsuas ive ability, 

communicating ability. planning and organizational abi lity, self-confidence. resistance to 

stress. energy level. decision making. sensit ivity to feelings, administrative ability. creativity 

and mental alertness etc. Disadvantages - Costs of employees traveling and lodging. 

psychologists, ratings strongly innuenced by assessee's inter-personal skills. Solid per fo rmers 

may fee l suffocated in simulated siwations. Those who arc not se lected for this also may get 

affected. 

!\ well-conducted a se smcnt center can achieve better forecasts of future performance and 

progress than other methods of assessments. Also re liabil ity. co ntent validity and predictive 

abil ity arc said to be high in assessment centers. 

The tests also make sure that the wrong people arc not hired or promoted. 

This clearly defines the criteria fo r select ion and promotion. Degree Feedback is a technique 

which is systemat ic co llection of performance data on an individual group, derived from a 

number of stakcho ldcrs I ike immediate supervisors. team members, customer . peers and se If. 

In fac t ai1)0ne who has useful information on how an employee docs a job may be one of the 

appraisers. This technique is high!) useful in terms of broader perspective, greater self­

de e lopment and multi-source feedback is usefu I. 360-degree assessments are uscfu I to 

measure inter-personal kills, customer satisfaction and team building skills. 
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I lowcvcr; the negative side. receiving feedback from multiple sources can be intimidating, 

threatening etc. Multiple raters may be less adept at providing balanced and objective feedback. 

Perfo rmance assessment is the fou ndatio n or basis for management or leadership of the 

company or organizat'ion to make decisions or other strategic policies. for example: 

Management will make compensation policies. Fair compensation will be created, if the basis 

for determining the compensat ion is the actual performance of the employee. 

Management will make policies on stafTing levels. Placement of the right employees can be 

done if the basis is the real performance ratings. Management will make policies related to 

education and Nurtur ing of employees. The right employee perfo rmance assessment can be a 

basis for determining who gets what education and wturing. The management can make the 

right policy to foster employees. Lawrence H. Peters (1996), Interpersonal Affect and 

Performance Assessment: A Field Studi. His Report states that thcr~ is a relationship between 

the attitude of the trait rating, the rating outcome, and overall performance either partially or 

' 
s im ulta neous ly. Charles T r. Schwepkcr, Jr. and Thomas . Ing ram ( 1996) with the journal 

entitled: Improving Performance through Sales Eth ics, concluded that the eth ical decision of 

Salesman pos itively co rrelated with the performance of employees. Human Resources 

Management: The results concluded: From the three patterns ofun iversalistic, contingency and 

configuratio nally : performance assessment has a posit ive relationship with RO/\ and have a 

marginally posit ive rclat ionship with ROE, job descript ion and job security. Gregerson ( 1996). 

jou rnal title, Expatriate Performance Assessment in US Mu ltinational Firms. 

The study concl uded: Variations assessment criteria of balance the number of assessors, 

appraiser 's knowledge characteristics, and the fTequency of the number of eva luation have 

positive effect on the perception of the accuracy o f the expatriate's perfo rmance assessment. 
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Schwepker & Ingram (1996). title ofthe study. lmproving Sales Performance through Ethics. 

The swdy concluded: (I) the factors that affect the judgment of salesman's moral. among 

others: gender. marital status. age. education level. experience level. variation of income. t)pe 

ofproduct sold. 

Employee Regular Performance As essment is one of the tool o r techniques to improve 

e mployee performance. motivate employees to '' ork harder, development of potential 

cmplo)CCS. and even to increase the ability of employees in the fuwre. which in turn will be 

influenced by their performance feedback in the past as well as direction of the future 

development. Performance is the achievement records generated from a particular job funct ion 

or an activity over a specified period. 

If a performance a scs mcnt carried out proper!). then the purpose of the performance 
' I 

assessment'' ill be achieved. Werther and Davis ( 1996) states that one purpose of performance 

a sc smcm is to improve employee performance. Sin ( 1996) adds that one of the benefits of 

performance assessment is to impro\e emp loyee performance. Armstrong (1990) said that the 

performance assessment i useful in helping imprO\'e performance by knowing the strengths 

and weakne cs on the employee. James K\\ame Mensah (2004) has the findings that 

implementation of a TM system leads to employee performance, but a TM output mediates the 

relation hip between TM and employee performance. 

1\ number of empirical' study results also support theoretical studies stated that there is a 

positive reI at ionsh ip bet ween the performance assessment and the employee' performance. 

Thus there i need to find out whether there is a positive relationship between performance 

assessment and organi/ational performance in theoretical or empirical basis. 
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2.6 Teamwo rk and staff Perfo rma nce 

Teamwork refer to a group of individual who work interdependent ly to so lve problems or 

carry out tasks (Keller. 2001) Deming implies that an extraordinary degrees of employee· 

teamwork is vital to staff performance and for accomplishment of quality and productivity 

enhancement (Costa. 2003). 

There can be many procedures and methods to higher the performance of individuals within 

team at workplace: including practices linked to work environment, organizational cultu re, 

problem solving and cooperation among employees within numerous department (Keller. 

200 I). It i perceived that those employee who \-\Orking in a team instead ofthc conventional 

ba~ed workplace have higher fulfillment and performance. 

Lmployee arc being trained in teams to at1ain their organiza,t ional target linked to their 

concern rc ponsibilitics (Erdcm et al. 2003). According to Cohen and Bailey (1999). team is a 

group or co llect ion of individuals who arc interdependent in the task given to them and who 

hare accountability for the significances and outcome. the team permits and allows individuals 

to collaborate. he lp. improve ind ividua l ski lls and provide constructive feedback without any 

conOict between individuals (Jones, 2007). 

The work performance or productivity ofthe team is higher than ind ividual performance when 

the \-vork requires a broader scope of knowledge, judgments and opinion. The benefit of 

teamwork is sign ificant productivity grow1h in the ranges and operational management 

(Totterdill Ohondt & Milesome. 2002). Teamwork also creates an environment that simplifies 

and facilitate knowledge and information exchange and so-ca lled knowledge sharing. 
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Other benefits arc the ability of new forms of ,, ork organizat ion to increase the potential for 

innovation that ma) add va lue and importance to products o r services. moving them into less 

price-se ns itive marker. Moreover. the ability of new forms ofwork organization to increase the 

employabil ity of wo rkers through multiskilling and the acquisition or acquiring of higher 

competenc ies in problem so lving. communication and team working will he lp labor market 

adaptation and also s upport new form of local and regional economic growth and regeneratio n 

(O t·:C D. 2002). 

O rganizations which emphasize more on teams have resulted in increa ed employee 

performance. greater productivity and better problem so lving at work (Cohen & Baile). 1991 ). 

Bacon & Blyton (2006) highlighted the two important factors i.e Self-Managed ream and 

imerper o nal team kill. T hese factor enhance the communication as ''ell as interpersonal 

relation hip between team members and also boost the employee performance. Team\\ o rk i a 

s ign ifica nt instrument and too l o f a new type of work management. Teamwork is precise and 

accurate o rganizat ionaf measure that shows 'many different features in a ll t~pcs of 

organization . including no-profit (Mu lika 2010). 

In related dc,c lopmcm. Ingram (2000) observed that the good manager is the o ne who a signs 

there ponsibilit ie to his/ her workforces in a form of g ro up or team in order to take maximu m 

outputs from employee ·s, but to Waher (2006), it should be possible to design a proper scheme 

o r system of team building within every organization for emp loyees in order to encourage and 

distribute best practice and max imize outputs. The main emphasis in des igning and 

implementing uch a system according to him is ultimately to improve employees learning. 
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Ingram (2000) notes once again that teamwork is a strategy or policy that has a potcmial to 

improve the performance of individuals and organization. but it need to be encouraged over 

time. Organ izations need to look at tratcg ies for refining or improving performance in the light 

o 1· increasing com pet it ive environment. 

I fc stressed that top managers need to have vi ion to introduce teamwork activities within the 

organizations, the cnsitivity to nourish it and the courage to permit team to play an important 

part in decision making. Conti & Kleiner (2003) took it to another level as they reported that 

teams offer greater participation. challenges and feelings of accomplishments. 

They observed that organizations with team will anract and reta in the best people, which will 

I 

in turn create a high performance organization that is flexible, efficient and most importantly. 

profitable. Profitabi lity is the key factor that will allow the organization to continue to compete 

successfully in a hard competitive and global busines arena, they concluded. 

Teams as part of everyone's life and as part of organizational building is often view as a group 

(a collection of people) \'vhO interact to achieve a common goal but an effective. well-

functioning team is much more than this (Mu rray 2000). It has been found that it dramatically 

affects organizat ional performance. Some managers have cred ited teams with helping them to 

achieve incredible results. Participants in an effective team care about the group· s well-being 

skillfu lly combined ind ividual talents with a positive team spirit to achieve results regardless 

of whether the program1 effort is that of an individual or several ind ividuals. 
' 

Develo ping team skills have been seen as important because of the tremendous explosion in 

the usc of teams in work organint ion over the last decade. Organization which have 
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emphasi7ed more on teams have re uhs in increased employee performance. greater 

productivity and bcucr problem solv ing at work (Cohen and Bailey. 1999). One Report study 

concludes that to teach individuals on hO\v to work in teams is not an cas) task because to reach 

ind iv iduals to "'ork in teams is inappropriate (Crosby, 1991 ). 

Bacon and !31y1on (2006) highlighted the two important factors i.e. self-management team and 

interperso nal team skills. These facto rs enhance the communication as well as interpersonal 

relationship bet\vecn team members and also boo t the employee performances. Teamwork is 

a significant too l of nc\\ type of work organization. 

Teamwork is a precise o rgan izational measure that shows many different features in all type of 

organ i/ at ions including non-profit (;\1ulika. 20 I 0). One Report study cone luded that the good 

manager is the one " ho assign the respons ibilities to his/ her employee in a form of grou p or 

team in order to take maximum output from employees. 

(Ingram, 2000) . Another study concluded that it should be poss ible to design a system of team 

building " ithin ever) organizat ion for employees in order to promote and distribute be 1 

practice and maximize output. The main emphasis for designing and implementing such a 

system i ultimate!) to improve employee teaching (Washer. 2006). J\ccording to Ingram 

(2000) teamwork is a strategy that ha a potential to improve the performance of individuals 

and organizations, but it need to be nurtured over time. 

Organizations need to look at strategies for improving performance in the light of increas ingly 

competitive environments. Top managers need to have the vis ion to introduce teamwork 

activities within the organizations, the sensitivity to nourish it and the courage to permit teams 
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to play an important part in decis ion making. Conti and Kleiner (2003) reported that teams 

offer greater participation. challenges and fee lings of acco mp lishment. 

Organi;~.ation with teams will attract and retain the best people. This in turn will create a high 

performance organization that is ncxiblc. efricient and most importantly. profitable. 

According to Ylickan and Rodger (2000) there is pos itive relationship between the team 

perlo rmancc and trust. Trust generate the behavioral basis of tcam'>\ Ork. which results in 

organizational synergy and better performance of an employee. Development o f trust within 

the organizat ion is the responsibility of ind ividuals. Creation of conducive and the trustable 

environment for synergetic team\\·ork is the responsibility of organization. 

Organizations should transform the trust worthy behavior for measurement into performance 

assessment system to promote the organizat io nal values (Erdem et al.. 2003). According to 

Rabey (2003) recognition and rewards arc the primary focus ofthc individuals who are working 

in team . Perceptive managers know and constantly capture the benefits of the team. Teams 

sho '" the collective strength of the individuals and boost the motivation and morale of 

ind iv idua l as \\CII. Managers crit ica lly observe the team members hidden working potent ial 

othenvi c manager may lose them. 

Accord ing to (Stanifo rth, 2000) teamwork is the co llect ive way of wo rking which result in 

potl.!nt ial benefits and greater synergy. Managers must plan and des ign an appropriate reward 

systl.! m for the employee and encourage the ir participation in team projects. They must also set 

the group goals which arc connected towards the company strategic plan, building o f emplo yee 

performance and fa ir payment methods. After implementation of above captioned concern. 

manager arc able to establish their teams. Period ically monitoring the team wo rk activities in 
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order to check its effectiveness should be the primary focus of every business strateg) 

(:Yiussel" hite. 2001 ). Reporter fun her suggested that team \VOrk is a fragile process ''hich 

need. to be handling carefully in a supportive organizational environment. 

Anderson & 'vVcst (2002) argue that efTectivc organizational environment is one in which 

employee communicate. participate and ''ork in trtlstable atmosphere. According to l lcrzbcrg 

( 1987) rc'' ard and rccognit ion can prO\ ide both intrinsic and extrinsic motivation. llerzberg 

( 1968) reponed that extrinsic rewards arc the main factor to provide employee movement in 

posit ive manner. 
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3.0 [ntroduction 

CHAPTE R THREE 

METHODOLOGY 

This chapter presents a detailed description of the methodology that was emp loyed in the study. 

It focused on the adopted Research de ign. the population, sampling strategies. data collect ion 

methods. Re carch procedure. ethical considerations, validity and re liabi lity of Research 

instru ments. and methods of data collect ion. 

3.1 Research Design 

T he study used a cross sect ional survey design. According to Amin (2005). this is one of the 

most co mmon!) used Research design in social sciences and is used to gathe r data !Tom a 

sample population at a particu lar time. Oped un (2013) says that this design he lped to define 

better and understand respondents· opin io ns and att itudes when gathe ring information fi·om a 

sample population at a particular time. The Research used a cross sectional survey design 

because was also less expensive way of gathering data from the large number of respondents 

who were involved in this study. In this study, both quant itative and qualitative approaches 

were employed in data collection process. ana lys is. presentation a nd discussion of findings. 

Quantitative method was used in order to establish the ex1ent and rate of the problem while 

qualitat ive lillcd the gaps that were lefl: by quantitative data. 

3.2 Study Population 

Popu lation refers to an cnt ire group of ind ividua Is, events. o bjects. o r cleme nts hav ing a 

common observable characteristic (M ugenda & Mugenda. 2003). The in fo rmation on 

population at the Directorate is guided by KCCA manual, 201 6. It was comprised of Directors, 

Managers. Supervisors a nd Officers in Revenue Directorate- num ber ing approx imate ly 136 
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3.3 Sa mpling technique · 

~1ugcnda & Mugenda (2003) define ampling a a formu lation of a procedure of electing the 

subjects or cases to be included in the sample . This tudy used s imple rando m sampling and 

purpos ive sampling method to select the samp le. According to Mugenda & Mugenda (2003). 

imple random sampling involved allocati ng equal chance to the se lected clements in the 

population. Th is method involves g iving a number to every respondent in the accessible 

population. placing the numbers in a container and then picking an) number at random. This 

"as used during the selection of Revcnuc officer . Purposive sampling was used and allowed 

the researcher to u e ca:es that have required information with re pect to the objectives of one· 

stud~ . Ca cs of subjects arc therefore handpicked because they possess the required 

information. Purposive sampling ''as used to elect the director , section managers and 

supervisor who posse a lot of information and are knowledgeable abomthe study variables. 

3A a mplr izc Dctc r·m ina tio n 

1\ sample size is the portion representing the popu lation and selection invo lves the process of 

choosing the clements from the population Amin. (:~005). Given that the stud) population i 

large. a samp le size wa determined using Krejcie and Morgan {I 970) Table for determin ing 

sample si;:~ fr·om a given population. Details arc given in table I below 
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Table l : sample size 

Category Tar-get Sample izc Sampling Report instrument 

I populat io n technique 

Directors 2 2 Purposive Int erview 

:\.1anagcr 6 6 Purpo ive l ntervie\\ 

Supervisors 08 8 Purpos ive Quest ionnaire 

Rc\ cnue 120 92 Simple rando m Quest ionna ire 

officers 

n·ota~ 136 1 108 Purpos ive/ fntervicw/ questionnaire 

I I 
s imple random 

.. 
Gu1dcd by KreJclc and Morgan (1970) 

3.5 method of data collecti ons 

The researcher u ed the que tionnaire. inrcrview and documentary methods to collect data from 

the revenue directo rate st aff at KCC/\. 

3.6 Data Co llectio n Ins truments 

The study included self-administered que rio nnaires. interview guide and a documcntar) 

rc\ iev. gu ide as Research in truments for data collect ion. 

3.6.1 Self-Adminis tered Questionnaire 

Sclf-1\dmini tcred Questionnaire ( AQ) wa used as a data collection in trumem. These 

included semi structu red questio nnaires and were administered to revenue co llection o fficers 

and supervi o rs . Questionnaires help cover a large number of respondents in a relatively s hort 

time. Creswe ll (2009). Questionnaire were u cd to collect quantitative data. 

T he close-ended que tions predetermined multiple response which were measured aga inst a 

four l.ikcn scale. "hich was used to col lect quantitative data (Creswell, 2003) and it so ught to 

capture opinions ofrcspondems on the pos ible association of variables under study 
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3.6.2 Interview guide 

The researcher used imcrvie\\ s because they improve on the understanding and the credibility 

of the study and they lead to deeper under tanding of the topic Am in (2005). As they fe tch a 

"ide variet) of ideas needed for the stud). These included sem i-structured interviews which 

con. i_tcd of both open and clo cd inter\'iC\\S. Oral interviews were used to collect qualitative 

data fro m the Directors and managers. 

3.6.3 Document t·ev iew guide 

I\ Document rc\ icw guide "a used to 'ie\\ and analyze the exist ing documents that wou ld 

ho" e\ idcnce on stud) 'ariablcs at the directorate. 

3.7 Data Collection Procedut·e 

The researcher obta ined a letter fro m Kyambogo University introducing him to the KCC/\ to 

permit him collect data. Once permitted. the letter was presented to each category of the 

respondents \\hO were involved in the study. Since they arc two methods to be used, the 

researcher first administered questionnaires. co llected them and reviewed them to identify any 

un a nswered qucst ions~items and responses that need further probing. lt"s after this that 

interviews were conducted, putting into consideratio n the latte r two. 

The Researcher used some two Research ass istants; these were firs t trained on how to 

administer the Research ins truments ( qucstionna ire and interview guide) and too ls. 

3 .8 Data quality Control 

The study put into cons idcrat ion the validity and rei iabil ity of the Research instruments 
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3.8.1 Validity o f Resea rch ln strumcnt 

Validity refers to the accuracy of instrument used in Research to collect meaning ful and right 

data (/\min 2005). Content validity literally means the amount of substance in the study (Enon. 

2002). The in truments had adequate traits due to consultations~ ith the supervisor, colleagues 

and the Research expert. The Research expert helped in strengthening the validity of the 

Research in trumcnts and calculation ofthe content validity. CVI. The test of content validit) 

'"as established through inter judge with two Research consultants. The formula was 

The Contem Valid it) lnde;.. (C I) \\ ill final!) be computed ro determ ine the val idity of the set 

ofS/\Q using the formula: 

CVI - TaLa I number of items rated as valid ------------------------ X 100 
TaLa! number of items on Lhe insLrumem 

Where n is =- number of items related as relevant and r= total number of items in the 

instrument. 

The CV l for the interview guide and quest ionnaire to be regarded as va lid was accepted at 

above 0.8. This is because /\min (2005). Suggests that in a survey. the least CV I recommended 

in a survey study should be 0. 70 or 70%. Some adj ustments were made to make the questions 

more va I id. The results arc presented in tab lc I . 

3.8.2 RcliabilitJ 

Reliability refers to the degree of cons istency in which a measuring inst rument yields when the 

entity be ing measured has not changed (Leedy & Ormond. 2001 ). Reliabi lity refers to how 

con::.istcnt a Research procedure or instrument is (Abuja, 2005). The strategies that v.rere used 

to obtain reliability arc peer debriefing, prolonged engagement and audit trails. Peer debriefing 

invo lving the Researcher \\Orking with colleagues to examine the instruments and giving their 

views about their correctness. With pro longed engagement, the Researcher spends sufficient 
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time in the field to learn or understand the soc ial setting while audit trials im o lve a thorough 

collection o f information regarding all aspects of the Research. Data was systematically 

checked. focu maintained and there wa identification and correcting erro rs (Morse et al. 

2003). This helped to ensure establishment of accuracy of data collected. Reliabil ity fo r 

quantitati\c data \\ as o btained b~ carr;.ing out a test of reliabilit) anal) s is sca le (Alpha-

coefficient) using SPS . The instruments were found valid at a (alpha) above 0.8. A reliabi lit y 

of 0.80 ind icates 80% con istcncy in the cores that are prod uced by the instrument (Siege. 

2002). Th usc ofSPSS '' as because of its being easy to apply and fitting a two or more-point 

rati ng scale. Results ofCronbach are presented belo\\ in tab le 2. 

Table 2 : Reliability a nd Content Validity lndcx 

--
Items Content validity index Cronbach alpha (a) value 

In ser\'icc tra in ing 0.86 0.792 

~rea~'ork-- --
0.80 0. 755 

/\' ailabilit~ of 0.83 0.682 

instructional material 

Motivation challenges 0.79 0.751 

I 
LstafT performance 0.70 0.791 

I 

3.9 Data Presentation and Analysi : 

The data co llected from the respondents "'"as prepared or processed fo r ana lys is and then later 

actually analyzed as des,cribed below. 

The collected data on SAQs was edited , categorized or coded and entered into the computer 

using the Statistical Package for Socia l Sciences (SPSS) for generation of summary frequency 

tab les and graphics. 
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Data collected'' ith the intcn ic\\ guide \\ere edited. categori/ed according to theme and then 

ummari/ed into perc~ntagcs in a computa spreadsheet. This was done b) recording the data 

and organi/ing it in themes. Thercafler the theme \\ere anal)zed in line with the Re carch 

question that rcprc entcd them. The number of responses \\ere noted and the corresponding 

percentages computed. 

De'tcripti\e statistic - and rcgrc ion analy is \\ere u ed to analyze quantitati\'e data. e pcciall) 

the relation hip between career nurturing and -tafT performance. This '"as done through u e of 

the . tatistical Package for Social cicncc ( P ). Qualitative data ''as anal)/Cd u ·ing 

Com em anal) si method. 

3.10 Ethica l Cons iderations 

The Researcher ought the con ent of rc pondcnts before allo'' ing them to participate in the 

stud) . During data collection. anon)rnit) and extreme confidentialit) was ob cncd \.\hile 

handling the rc ponscs. The re pondent · \\ere informed of the purpose the tlld) and al ·o 

assure that the in format ion gi' en "a onl) for academic purpo es and the) "ere not 

endangered. 
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CIIAPTER FO ' R 

PRESE:'\'TATION ND ANAL Y I OF RESULT 

4.0 Introduction 

l'hi chapter presents the finding of the tudy. The study was about Supervisor- Employee 

relation. hip and tafT performance at KCCA re\'cnue directorate. It "as centered on the four 

Research question . The finding \\ere pre cnted in tables. There fo re. this chapter ''as divided 

into t\\O :.cctions: rc:.ponsc rate and R :,carch que tions that the stud) ought to an \\Cr. 

~ . I Rcs pon c rate 

The background information of the re pondem \\aS important because it inOuenccd the 

opinion ofthe respondent · on the relationship between study variables. The data gathered wa 

main I) on the social background of the respondents respectively. Interviews were conducted 

\\ith 8 rc pondcnt · and these included 6 manager of revenue directorate and 2 directors. The 

que. t ionnairc were as igned to 8 uper\'i ors and 92 revenue officers. A total of I 08 ample 

i;c \\a all met for the study. 

Table 3: Gender of the respondents 

--
Gender requcncy 0/o 

Female 8 44 

Male 60 56 

total 108 100 

Source: Pdmary data, 1018 

!'able 3 shO\'vS that of the I 08 respondent in the tudy. 44% were females while 56% were 

males. The implication of this finding is that the ex istence of a slight difference between the 

rna le and fema le population ind icatcs an equa I distribution of sex across the study. This created 
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a uniform platform for both male and female to give their understanding o f the study topic. 

The study \\·as there tore not biased by sex. 

Tahle 4: Distribution of Respondents by Age 

Age Gnmp Frequency 0/o 

21-30 30 28 

31 -40 4-+ ~I 

41-50 23 21 

50 above 11 10 

Tota l 108 100 

Sour·cc: Primary da ta, 20l8 

In rable -+.4 above. 28% of the re pondems were between 21-30 years. 41% between 31-40 

years. 21 % of rhe st udy respondents· bctween41-50 and I 0% between 50 years and above. 

This imp lie that they were able 10 give well thought information pertaining the tudy concepts. 

Fromrhe interview it \\a di covered that majority ofthe directors and managers were most ly 

between 40-49 while the rest were between 50- 59. 
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Table 5: Di tribution of Respondent by Educational Level 

Ed uca tion Level F requency 0/o 

A le\el II 10 

Diploma ~5 ~ 1.6 

Degree 34 31.4 

masters 10 9.2 

Others 08 7.4 

Total 108 100.0 

Source: Prima ry Data 2018 

The findings fi"om I 0% sho'' ed that the) attained A Leve l education. while as 41.6% were 

diploma holders and ''ere the majorit:. 31.4% were degree holders, while 9.2% had anained a 

ma ter's degree and \\Crc mostly the managers. some revenue office rs . 7.4% ''ere o leve l and 

primar) lcavcrs. The above results did not differ fi"om interviews held respectively. 

Table 6: Religious affiliation ofrespomlents 

r Religio n 
-

Frequency % 

Cathol ic 22 20 

- -
Prate tant 30 28 

Mus I im 16 15 

1-------
Born-again 40 37 

Christians. 

Source: Primaty data , 2018 

The results on religious affiliation ofrespondents indicated that 20% were Catholics, 28% were 

prote tams. 15 \\'ere Muslim. 37% were Born-Again ( Baloko le a nd were the majority. 
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Table 7: Marital statu.\· of respondents 

/ Item I f-'rcqucnC) % 

.\llarricd 136 33 
~ - - -

Single 60 56 

Divorced 08 7 

I Windo\\cd 0-t 4 

Source: Primat1' data, 20 18 

The . tud) rc uhs on marriage statu of respondents rc ealed that 33% were married. 56% ''ere 

single but majorit) o f the respondent \\ere cohabiting. 7% had divorced and 4% of the 

respondents -.vcrc "ido\\'cd. From the interview it was reponed that majority o f the 

respondents were still sing le. 

-L2 Presentation of Findings 

Thi ·section present data from all the instruments u ed tart ing with quest ionnaires, interviews 

and documentary rc ' ie'' respectively. Data was presenred question by question tarring with 

Research question one. 

4.3 Hcsults for objective one 

This objective ofthc study. set out to estab lish rhe re lat ionship between internal communication 

and sta!Tpcrformance at KCCA Revenue Directorate and was tested using Research quest io n 

one. which stated ' What is the re lationship between interna l communication and staff 

performance at KCC/\ revenue directorate?' The resu lts were presented in table 8 below 
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Table 8: lntemal commw1ication and staff p erformance 

Items SA J\ D so 
I 

I My supervisors always spread the goals. tasks. and rules of the 28 30 27 15 

d irectorate 

i 
:?. Arn alwa~s psychologically and physically ready to act upon 39 21 31 09 

''ork information being communicated I 
" .) Vl anagemem pro' ides U!> "ith reliable information regarding 13 44 :?.4 19 

I the condition of the directorate 

I -
-1 VI) u pc rv iso rs coordinate the activities of the organ ization 31 2-1 15 30 

efficiently 

5 My emplo) cr provide u with very es entia! information about 37 14 23 26 

I my job daily 

I 

6 Our \\ork communication channels ha\e improved my att itudes 18 30 36 16 

I towards m) '' ork 

7 We have a good information communication policy system 
...,., 

12 49 7 .)_ 

18 - --- -------- -
There is uncertaint) and fear "hen communicating with my 53 20 18 09 

I supervisor 
I 

Source: Pdma1-y data, 2018 

The study findings from 58% ofthe respondents revealed that their employer a lways spread 

the goals. tasks. and rules of the directorate wh ich was denied by 42% who disagreed. The 

study revealed that most of the goals rules and regular ions are emphasized mostly when you 

have just joined the directorate. From the open que t ionnaire wit h the respondent they showed 

that 
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·it"s mw1(1 ul lhl! limt! of joining when 1he allllwrities c:ommunicule 1he goals. mission 

und \"ision of 1he directorate. a/fer someone has been initialed 1hen they only 

communica/e the tusk\ to he done' said one o.f the revenue colleclOrs. (} 2111 October 

201 ,') . primw) daw 

Th i · "a · not an) far d iiTerent from the managers and directors'' ho responded to the intervic" s. 

On '' hether employees \\ere ah,ay p ychologicall) and ph)sieally ready to act upon work 

information being communicated 60% agreed \\hile 40% disagreed. many ofthem revealed 

that 

"If 1asks are ll'e!l communica1ed and understood. 1hen 1hey would just proceed to work 

as required. hmrerer 1hey revealed 1hat sometimes 1here was misc:ommunication of 

information ll'hich at!ects their pe!:formance ... (! 2111 October 2018), primWJ' data. 

From the inten iew . it '' ru revealed that mo t of the performances depended on how the) 

understood the communicated in format ion. sometimes there were dela) in the way me sage 

''as communicated and it has alwa)S affected us towards achieving our targets. 

l'he study further indicated from 57% ofthe re pondents that their Management prov ided them 

'' ith reliable information regard ing the condition ofthe directorate which was opposed to 43%. 

This brings out the implication that though majority gets reliable information. there is need for 

improvement in making al l employees understand the situation of the directorate. 

One of thc respondents had thi to ~a) 

·f rt.Jre~\ interac1 ll'ilh 1111' bosses. all I gel is an email directing me what to do and 

sometimes the systems are ei1her slow or doll'n' said one of the in1ervieH1ees, 12111 

Octoher 201 ~). primw)' data. 
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The study showed from 55% of the respondents that their supervisors did coordinate the 

activities ofthc organization efficiently "'hile 45% disagreed. Meaning that to a big extent the 

supervisors did their work though there is need for improvement. 

In the imerviews it was reponed that sometimes they send their employees out in different 

places. and it becomes very had to supervise all ofthem given the fact '"e have a very small 

number ofsupcn isors. 

On" hethcr the supervisors provided staff with very essential information about Ill)' job daily 

51% agreed \·vhilc 49% disagreed, which means that to a large extent essential information was 

communicated to the staff for effective job performance. 

The results rrom 48% ofthe respondents revealed that their work communication channels had 

improved my attitudes towards my work \vhich was opposed to 52%. This implies that the 

employees arc nor satisfied with work communication channels and they should be improved. 

·The directorate does not display il?(ormation say on a display board, all they do is 

sending emails and sometimes you come to know about the tasks through a colleague, 

now in a situation where there is no /rust with a workmate, it becomes hard to receive 

information· said a female manager, (12t" October 20/8), primaty data. 

The tudy established from 60% of the respondents that sometimes there is uncertainty and fear 

"hen communicating with their supervisors while 40% disagreed. Meaning that employees 

don't feel free to interact with their superiors. One ofrhem said. 

data 

'Some of our supervisors are not professional enough as their recruitment into the 
directorate is questionable, so they sometimes act on orders oft hose who brought them 
not in the interests of the directorate· said a supervisor, (12th October 20 I 8), primary 
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The level o fimernal communication depends on the quality o f feedback received and the 

number of times a giYcn res pon c appear . 1 umerous responses of the same issue are 

discussed during the evaluation discus ion bet,,een employee and superv isor. l f this '' as 

nc,~r addrcs ed before by supervisor it is not placed in evaluation o nly discussed during the 

meeting. We did u e this but it wa.n't done correctly by all. It was implemented but with no 

training. Repo ning comes from co-\vorker . who directly \\ Orked with ind iv idu als and 

omctimc it wa received in different ways not used consistently or g iven in a useful manner 

''hich doesn't ass is t in g iving a true rating. 

All in the bel of communicat ion bet ween supen isors and employees is not a ll that satisfactory 

as it i st ill low. There are Communication difficulties the directorate is facing which arc 

affecting staff performance. T he re is need to boost the level o f internal communication in 

d irectoratc 

4.4 Results ofl~cscarch que. tion two 

Thi~ objective or the s!Lidy set o ut to explore the relat ionship between Career urturing and 

taff pcr fo nnance at KCCJ\ revenue directorate. This was tested us ing Research question two 

which stated. · What is the re lat ionship between Career urtur ing a nd staff performance at 

KCCJ\ revenue directorate?' the resu lts \\ere summarized in table 3 below 
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Table 9: career nurturing and staff performance 

I 1 Career :"urturing SA1 A D I D 

I 
- - --

I Our directorate carries out ind ividual's career orientation and needs 29 30 I2 29 

ofthc organization' mi sion and vi ion 

2 Stafftraining is \\C II-pianned and given adequate importance 27 2I 33 I9 

I 
.., 
.) rhcrc is adequate empha is to deve lop managerial capabilit ies th rough 24 IS 28 13 

I r urturing I 

r 4-
--

The directorate provide Employee job urturing programs 36 22 3I 2I 

5 The Directorate ha a po licy that governs Career runuring for staff 39 20 34 7 

I 

6 The d irectorate recognize employees interests/goals and is " ill ing to 25 2I 34 20 

I meet employee imcrcst 

7 :vtanagcmcnt prO\ ides regular 'urt uring on all staff to enhance their 1') 
.)~ 24 20 24 

L 
capabilitic!> 

8 Career counseling is a funda mental human resource policy towards 31 IO 24 35 

I stafT career development 

9 KCC/\ gives incentives to staff for career achievement 23 24 35 18 

I 

I Io Management suggest specific trategies to accomplish work 30 2 I 28 2I 

I 
objectives 

l 
II Management exchanges expenences with junior employees to 39 21 I9 2I 

improve job challenges in the workplace 
l - - -

12 Teamwork encourages employees to broaden their skills and 43 20 30 07 

kno..,vledgc 
--- - ---

Sout·cc: Primat'Y Data 
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The objective ofthc study set out to establi h the level of career nurturing on taff pcrformancc 

in KCCJ\ revenue directorate. The study established fro m 59% of the respondents that their 

organi7ation carries out individual"s career orientatio n and needs of the organization's mission 

and 'i ion "hile 41 % disagreed. \\ hich indicates that the directorate oriematcs the employee 

especially "'hen they have just joined KCCA. 

In the imcrvie\\ S. it \\ as revealed that they hire affirm to come and sensitize their employees 

about their goals. mission and vision. but sometimes they arc let down by poor or late budget 

allocation to\\ards th i great acti\it~ . 

·1 he results on" hcthcr StaiTtraining ''as well-p lanned and given adequate importance showed 

that 48% agreed wh ile 52% disagreed. meaning that training of staff needed much more 

attention 

The results from 39% of the respondents showed that there was adequate emphas is to develop 

managerial capabilities through Training v. hile 61 % disagreed meaning that there " as still 

inadequate emphasis on developing capabilities through training. 

' It was indicated fi·om 41 % o f the respondents that the Directorate has a policy that governs 

Career 1 urturing for staff , hilc 59% disagreed. Meaning that majority were nor aware of this 

polic) to\·\ards their career nurturing. however this was not the case with intcrvie\\S. they 

reponed that KCCJ\ has a vcr) clear polic) on career development. We arc required to train 

our clients to become more effic ient and effective towards their work. 

The study showed from 46% of the respondents that the organization recognizes employees' 

interest /goa l and is willing to meet employees· interests while 54% disagreed. Meaning that 
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employees' imcrests and goal arc b gi' en le s priority. The interv iewees reported that it is 

mostly the organization interests and goal that arc prioritized first before our worl-.crs. 

··career counseling is a .fimdamental human resource policy towards staff career 
development. this is always done once year. we are taken for a retreat. ·· .(I 2'" Ocwber 

201 ). primm) data 

The tudy established !Tom 10% of the respondents that KCCA gives incentives to staff for 

career achic,·cmcnt '"hile 90% disagreed. ~leaning that rhc directorate docs not give incentives 

to raiT for career development. 

'fl an} employee wants to go for jim her studies he has to app~J' jar a study leave which 
has to be considered agreed upon with the employer. IIowever. the applicant has to 
meet all the study necessi1ies. ' said an interviewee, (12'" October 201 8). primm:y data 

64% of the respondems revealed that Management suggests specific trategies to accomplish 

work objccti,e. ''hile 36% denied. Meaning that management is al·ways coming up with ways 

of enhancing performance. llowe,·cr most ofrhe respondents agreed that they always suggest 

measure of enhancing performance but sometimes they remain on paper, with no clear 

implementation. Sometimes we lack adequate technology to do the ''ork effective!). 

On ''hether :'v1anagement exchange experience · with junior emplo)ces ro improve job 

problems in the \\ Orkplacc 58% agreed while 42% disagreed. Meaning that though there is 

exchange of experiences between juniors and their superiors. this is still lacking and needs to 

be revisited. 

In the intervie,vs it '' as aid , 

·We always have a workshop (retreat) annually where we hire an ex/ernalfirm to guide 
us on career nurturing. We always spend a week together with l1'orkmates discussing 
work related issues and wayjorward. 'Management encourages employees to broaden 

their skills and knowledge, (12'" October 2018), primary data 
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The documentary re ie'' . shO\\ ed that there ''as inadequate emphasis to develop managcria I 

capabilitie!> through training. taO' training i well-de igned and "idcl) shared polic) in the 

directorate. tafT training \\as \\CII-planned but given inadequate imponance and also 

management ga' c employees lcs opportunity for training. The respondents also revealed that 

Training needs analysis is conducted before embarking on any train ing. The respondents 

further revca led that management provided irregular training on all cadres of staff to enhance 

their engagement. In conelu ion. the records showed that the lc,·el of career nurturing towards 

taff performance at KCCA revenue directorate is still \\anting and needs serious attention to 

reinforce and prepare employees tO\\ards better performance. 

4.5 Results fo r objective three 

This objective of the study set out to establish the rclat ions hip between rcgu lar performance 

assc!>srnent and staff performance at KCC/\ Revenue d irectoratc: Thi \\a gu idcd b) a 

Re carch question '' hich stated. "\J hat is the relationship between regular performance 

assessment and staffpcrformance at KCC/\ revenue directorate?'" there ult arc pre cntcd in 

table 10 bela\\. 
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Table I 0: Re[:ular Performance assessment and staff performance 

[_ Item SA A D SD 

--
1 The directorate has a pol icy govern ing employee 34 21 20 15 

Regu lar performance Asses mcnts 

~~ 

2 The direc torate has perfo rmance standards 12 40 23 25 

established tor each position 

13 Employee performance is related to pay increases 24 19 50 7 

I (pay for performance) 

' --~--

4 F:mployce Regular performance /\ scssment rating 16 29 34 21 

I play a ro le in promotion at the directorate 

5 Our supervisors meet \Vith staff to discuss 34 31 13 22 

performance and goa ls 

6 In) employers have defined ways of recognizing 18 32 24 26 

cmp lo) ec job performance 

7 The directorate employee Regu lar performance 33 17 38 12 

Assessment process is an effective too I for the staff 

performance 

Source: field st udy data 

Th find ings from 65% of thc respondents revealed that the directorate has a policy governing 

employee Regular Performance Assessments while 35% denied, meaning that performance 

evaluation in planned for in the directorate. The challenge was that it was not given much 

attention as planned for. said one ofthe interviewees. 
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lh:: result fro m 59% ofthe respondents showed that sta ffperformance appraisals/evaluations 

were mandatory while 41 % disagreed. "hich indicated that though majority agreed that it was 

mandatory some ""ere not a" are and did not anach any attention to thi great activity in their 

organization. 

Furthermore. discoveries from 52% of the respondents showed that the directorate has 

performance s tandards established for each position ' ' hilc 48% disagreed, meaning that many 

sta ff \\ erc not 'veil conversant "ith standards, in the open questionnaire. 

·One of the respondents revealed thCJL for me I do the tasks as directed to me bu1 
sometimes there those that are he yond your control ·said one of the revenue collectors, 

(/ 2'11 October 20 I v. primm:v dala 

The finding from 45% ofthe respondents revealed that staff Regu lar Performance Assessment 

ratings play a ro le in promotions at the directorate wh ile 55% d isagreed. which implies that 

pro mot ions arc not bac;ed on regular assess ment . fn the interviews it was revca led by most of 

the respondents that promotion of young junior was based on performance tho ugh fo r big 

positions there i o rganizat ional po litics . 

On whether supervisors met w ith taff to discuss performance and goals 56% agreed while 

44% disagreed, meaning that supervisors rarely met \·Vith staff to discuss the goal and targets 

o f the organization. T his was not any different from interviews wh ich s howed that they once 

in a while met v. ith staff' to discuss goals and targets for the di recto rate. 

The study resu lts !Tom SO% ofthe respondents showed that their emp loyers had defined ways 

ofrccogni;dng staff job performa nce whic h was denied by 50% who d isagreed. Meaning that 

o n average the d irectorate tried to recognize the staff which motivated them to work hard. 
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The swd: disco,·ered !Tom 77% of the respondents that the directorate starT Regular 

performance asse ment procc sis an effective tool for the employee performance while 33% 

disagreed. 

One of the rcspondcm had this say. 

·Sta(f regular assessmem would be an elfecrive roo/ to improve production and 
e_fficiency o.f the employees hut it 's nor gi\·en much auention. 'Said a male supervisor·. 

( !1'h Octoher 20 I ). primW)' data 

llowevcr. in Ill) 0 \\11 observation of the documents. there were the employees '~ere high!) 

motivated to perform their job an indication of good management practices that shou ld be 

copied across all public sector organizations in Uganda. 

Findings of the study indicate that. the overall performance in terms of efficiency at KCCi\ is 

sati!.factor~ and performance tasks are done in a reasonably economic way in terms of 

Exploiting the usc of available resources. amount of time taken to deliver the services and 

enabled divisions to carry out their respective policies and plans more efficiently. This may 

imply that baring services in KCCA has not really impacted on costs reduction . 

In the interviews still. it was revealed that there were some delays in exploiting the usc of 

available resources, amount of time taken to deliver the services to client s and Divisio ns to 

carry out their respective policies and plans. 

The findings fl·om major ity (51 % ) oft he respondents revealed that staff performance 

C\aluations/appraisals concluded by a letter or number rating to determine his/her 

performance while 49% disagreed. 

In the interviews it was revealed that, 
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'J::va(uations are particularly effect ive when the employee understands and uses the 
finding to improve performance and grow on the job A properly designed pe1jormance 
e1•aluation that has employee huy in and is adminis!ered in !he proper manner is 
essential in documenting individual j ob peiformance. Which II'Ould give the employee 
and m·erat/ organi:::alion goals to work toward to he(p improve with the changing 
times?· . (] 9'11 October 20 I '), primary dala 

The per fo rmance management guide requires the supervisor to provide more extens ive and 

specific \vrincn feedback of the employee's performance which in turn enable the 

organ ization to understand and address deficiencies. It is effective, but ifthc rater docs not 

usc it as develo pmental too l and i too lavish on praises it doesn' t help the employee sec 

area of improvement. Perception plays a big piece of the evaluation. 

4.6 Result s for o bj ective fo ur 

The objective o f the stud) sought to exp lore the relationship of tcam.,vo rk on individual 

employee's performance at KCC/\ revenue directorate. It was tested using research question 

three'' hich stated "To" hat extent can teamwork. enhance ind ividual emp loyee ' s performance 

in an organization?'. the rcsu Its were presented in table be low 
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Table 11: The relation ship between team work 0 11 individual employees' performance at 

KCCA 

ltem S/\ A D SD 

I - - - - -

I I Mutual trust exist among employee 43 .., 
.) 27 27 

12 Employee~ have a great fee ling of belonging to the organ izat ion 29 30 I I 30 

. which makes them put in an extra productive efTort towards 

work 

.., 

.) Managers recogni/.e and rewards employees who arc work ing 39 24 25 12 

in teams 

4 Team members arc prepared to check among the mse lves to 35 36 19 10 

a sure progress and overcome obstacles to progress 

5 Work pressure is even ly distributed among team members 32 28 33 0 

6 Managers recogn ize and reward employees -.vho arc work ing in 35 24 27 14 
' team 

7 Working with team increase effi ciency of an employee 45 25 14 16 

7 Work is being accomplished wit hin the shortest period of time 23 26 29 22 

8 /\II members ofthe team have an equal opportun ity 35 21 31 13 

for part icipation to develop confide nce and ski lls 
,-- --- 1---

9 Var ious teams always work to improve the quality of service 24 28 20 18 

provided to customers 

Our employee teams ensure effective uti lization of 53 6 27 14 

10 organizat ional resources 

II Team members imimidate indi iduals to limits their 13 28 34 25 

part ic ipation and decreases overa ll team motivation and 

invo l vemen~. 
' 

Source: field study da ta 
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The stud) investigated the relationship between Influence o f teamwork o n individ ual 

employee ' s performance at KCCA revenue directorate. the study results !Tom 46% of the 

rcspondcms indicated that Mut ual t rust existed among emp loyees wh ile 54% disagreed. which 

implies that the KCCA staff did not trust one another as far as work was conce rned which 

afTcctcd ta ff performance. 

The study fi ndings from50.0% ofthc respo ndents stro ngly agreed that teamwork encouraged 

emp loyees to broaden their ski lls and knowledge. wh iles 50.0% agreed whiles none of the 

respondents were not ure. d isagreed o r strongly disagreed, and 23.3% of the respondents 

strong!) agreed that manager recognize and rewards employees who arc working in reams. 

whiles 53.3% agreed, and 3 .3% disagreed whiles none of the respondent s strongly disagreed . 

:vtore so, 46.7% of the respondents strongly agreed that working" ith team increase efficiency 

of an employee. whiles 43.3% agreed. whiles none o f the respondems e it her disagreed or 

strong!) d isagreed, and then a lso 40.0% ofthc respondents strongly agreed that all member of 

the team have an equal opportunity for partic ipation to develo p con fidence and sk ills. whiles 

46.7% agreed. 6.7% eli agreed and no ne stro ng ly disagree. 

The findings from 59% of the respondents revealed that employee had a great feel ing of 

belonging to the organization. which made them put in an extra productive efTort towards work , 

however this was opposed b. 41% ""ho di agreed. Mean ing that the staff had instinct issues 

which motivated them to wo rk for the ir o rgan ization. Fro m the interviews it was revea led that 

' I am mmiwiled to work because I have a family to look afier. pay fees and also promotions 
rhough lhe_v are rare and sometimes not based on merit ' said one of the female superviso rs. 
( 1 2'" Ocrober 201 8) , prim my data 
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The respondents were . amp led to find out whether '"ork pre ure is evenly distributed among 

team members 53% agreed "hile 47% disagreed meaning that work distribution among teem 

is not evenly distributed. One of the respondems reported rhat. ·sometimes you are allocated 

lO work on so many customers depending on where you have been sent ' said one oft he revenue 

collectors. (1 2'" October 201 c ').primary data 

The resu Its from 71% of the respondents revealed that Team members were always prepared 

to check among themse lves to assure progres and overcome obstacles to progress while 29% 

disagreed. Meaning that the staff " o r ked together. 

On whether the Managers recogn ized and rewarded employees w ho are working in 

Teams. 44 % agreed "h ilc 56% disagreed. meaning that recognition of staff was g iven much 

attention and needed impro,·ement. It wa also discovered fro m 59% of the respondents that 

effective tearm.,ork was dcve loped through shared experiences and pract ice whi le 41% 

disagreed. This implies that the staff at the directorate shared experiences and ski lls. 

/\ f1 cr carefu l analysis of the s tudy, it was discovered that 68.3% of respondents agreed that 

there arc trust among members which tru ly confirms that, t rust generales the behavio ra l bas is 

o ftcam~, ork. which resu Its in employee cooperatio n and better performance of an organization. 

More o. it was found that respondents agreed with K Ieiner (2003) that members are iewed as 

unique peo ple 'v ith irreplaceable experiences. points of v iew, knowledge, and op in ions to 

contribute to so lut ions of problems at hand that affect the organization performance, and 83.3% 

of respondents agreed that effective leadership team always associated with teamwork. That is 

to say that. truly c ffect ive leadershi p contr ibuted to a good teamwork performance that also 

affects the performance ofthc ind ividual and the organization. 
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Furthermore. it ''as al o found out that t truly diversity of cultures. talents and personalities 

were al o associated witl1 tcam\\'ork, and also respondents agreed to the fact that 

4 7 truly open communication affects teamwork performance, ' hich conftrms that people fcc I 

free to express their thoughts. opinions. and potential solutions to problems. People feel as if 

the) arc heard o ut and listened to b) team members '"ho are aucmpti ng to understand, was 

true. l .astly. it \\as found out from rcspondem that truly teamwork performances '>\ere affected 

\\ ith shared e:-.pcriencc and practice of team members. 

The results from 38% of the respondents revealed that their superviso r recognized and 

rewarded staff\\ ho worked in teams while 62% disagreed. meaning that the directorate did not 

give much attention to this hence needed improvement. In the interviews they reponed that. 

the work performance or productivity ofthe team is higher than individual performance when 

the ''ork requires a broader scope of knowledge. judgment and opinion. The benefit of 

teamwork is sign ificant productivity growth in the ranges and operational management 

The findings fr·om 76% of the rc pondcnts agreed that working with team increased efficiency 

of an employee while 24 % opposed, meaning that teamwork incrca cd on the effectiveness and 

efficiency ol'thc stafT 

The study went on to discover from 47% ofthe respondents that work was being accomplished 

within the shortest per iod of time while 53% disagreed, meaning that the level oftcam work in 

KCCA \\as lacking. T his was not different rrom interviews that s howed that very few teams 

always worked to improve the quality of ervice provided to customers 
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Furthermore, resu lts fl·om 52% of' the respondents showed that the staff team ensure effective 

utili/ation oforganintional rc ources \\hilc 48% disagreed. Meaning that though majority try 

to be effect ive in ut ilizing organ izat iona l resources, there is great need for improvement. 

The gener·al reg r·cssio n r·c u lts indica ti ng the re lationship between supervisor -emp loyee 

rela tion hip a nd s taff per·form a ncc 

The Binary logistic regression test was to tel l the effect of each of the tested variab le of 

supervisor employee relation hip and stafT performance. The effect can e ither be positive or 

negative to the dependent variable. 

Table 12: Omnibus Tests of Model Coefficients 

C hi-squa re I 
Of S ig. 

Step I Step 8.375 1 
.., 
J .039 

Block 8.375 1 
.., 
J .039 

Model 8.375 
.., 
J .039 

The table 12 shows that the model i s ignificant at 5% level of signi fica nce s ince the chi-square 

value 8.375 has a p- va lue 0.039 which is lc s than the alpha value 0.05 . 
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Table 13: Coefficient of each variable of motivation in th e m odel. 

B S.E. Wald 

I 
Df I Sig. Exp(B) 

Step In nucnce .53 5 .600 .796 I .025 1.707 

l(a) Supervisor I 
crnplo) ce 0.645 .546 4.779 l .029 .303 

relat io n hip 

I 
1.135 1 

I n-scrvicc 
0.331 .687 I .049 .481 

training 
I 

Constant 0.028 .934 1 3.367 I .Oi l 5.550 

Sou rcc: Primary d a ta , 2018 

In Table 4.8 the coefficient 0.535 shows that the probability that supervisor-employee 

relationship can cause good performance is 0.54. This is stat istically s ignificant at 5% level of 

signi ficance ince the p-valucs 0.025 is lcs than the alpha value 0.05 . Thus the relationship 

between supcrvi or-employee relationship and taffperformance. 

The coefficient 0.65 shows that the probabi lity of supervisor-employee relationsh ip that 

management provides can cause good performance is 0.65 . This is statistically s i.gnificant at 

5% level of s igni fica nee s ince the p-va lues 0.029 is less than the a lpha va lue 0.05. Thus the 

supervisors of employees can cause effects on staff perfo rmance. 

The coeffic ient 0.331 shows that the probabi lit y that in service training/ nurturing can cause 

good performance is 0.33. This is statistically s ignificant at 5% leve l of s ignificance since the 

p- valucs 0.049 is less than the alpha va lue 0.05. Thus the provis ion of in service training does 

a ffec t staff performance. 
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The constant 0.028 indicates that co nsidering o ther factors constant the presence ofteam work 

on staff performance created a probability that the staff w ill perform we ll at 0.028. This is 
I 

statistically significant at 5% level of s ignificance s ince the p-values 0.0 I I is less than the alpha 

value 0.05. 
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- -- - - -- ---

C HAPTER FIVE 

DI CU TON OF FINDINGS 

5.0 Introduction 

In this chapter, the findings of the study were discussed after wh ich the conclus ions and 

recommcndat ions were drawn. For c larity and chronology, it was arranged b) t hcse contents 

and then b) the four Research object ivcs that the s tudy sought to find out. Thu the chapter 

"a divided into subsection namel). di cu ion \\hich is related to the theoretical frame work 

and the literature re\ ie''. 

5.1 Oi cussion of study findin g 

The discussion was arranged according to the four objectives of the tudy. The di cussed 

fi nding were empirica lly got from the field us ing a se lf-administered questionnaire, interview 

guide and docume ntary review 

1'111: cction '~as subd ivided into the folio\\ ing subsections: to establish the relation hip 

bct\\ccn internal communication. relationship between Career rurturing. regular performance 

a sessmcm and relationship between team\ ork on individual employee·s performance in an 

organization at KCC/\ re,cnue directorate. 

5.1 .1 To establish the relatio nship between internal communication and staff 

performance a t KCCA Hcvcnue Di rectorate 

The objective of the study sought to establish the relationship between internal communication 

and staff performance lll KCC/\ revenue directorate. the study found out that superv i ors 

al\\a) pread the goals. task . and rule ofthe directorate. The study re,·ea led that mo t ofthe 

goals. rules and regulations were communicated and emphas ized most!) \\hen the taff had 

just jo incd the d ircctorate. rh i was to initiate the new staff a nd to make them understand the 

vision and goals of the organizat ion/ directorate. 
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The tudy found out that emplo) cc \\ere alway · psychologically and physically ready to act 

upon work information being communicated, many of them revealed that lf tasks arc we ll 

commu nicated and understood. then they would just proceed to work as required. however they 

rc\ealcd that sometimes there i miscommunication of information which arfccts their 

performance. This finding is in line with De 13ussy (2003). who asserted that the process of 

establishing a strategic policy for crfccti c internal communication in an organization stans 

,.., ith the proce s of communicating with the employees. The medium or channel used for 

communicating is also very esscnt ial depend i.ng on who receives the message, ho\\ it is 

under tood and the t_ypc ofinlcmnation being dis cminatcd. 

In my own observation the dimensions of internal commun ication in this study included ethical 

\>\Or!-. climate. mutual trust. anitude to\\ards innovation and employee goal alignment. Their 

tudy suggested that the usc of new media in the workplace is positively related to an ethica l 

"ork climate and trust '' ithin the organintion. Further the study also ascertained that there 

existed a po itive relation hip bcmccn new media u e and employees·· attitudes tO\\ards 

inno ation and organizational success. 

'\!oncthcle . although the study revealed that KCCA. tr ivcd to effectively commun icate \vould 

benefit from the usc of new media channel · for communication, it failed to c tablish or ignored 

the fact thatnc\\ media channels for communication rna) also positively and significantly have 

an impact on employee performance. There wa le s media channels for communication which 

delayed scr icc delivery, mo t of the communication was through email'' hich could at times 

de Ia) to reach the targeted partie . 
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The study found out that the directorate tried to provide staff with reliable information 

regard ing the condition oft he directorate bm couldn't do much because ofless budget allocated 

for this program and very old technological systems hence the need for improvement in making 

all employees understand the situation of the directorate. 

:vtost ofthe performances depended on how they understood the communicated information. 

so met imcs there arc delays in the \\ ay message is communicated and it has always affected us 

towards achieving our targets. 

(Welch & Jack on. 2007) viewed internal communications a fundamenta l incentive in an 

organ ization that enables and st rengthens employees ro carry out their tasks. They viewed 

interna l communication as being of major importance s ince they refer to communication and 

information flO\\S as the li feblood of the organization. Indeed. in the above regard the 

Researcher agrees because most of the de lays in service de livery at the directorate were caused 

by delays and poor communication ' hich affected the performance of sta ff. This is in line with 

KatL ( 1978) who refers to interna l communication as the sou l of an organ ization. The 

impo11ancc ofcommunication ca n be explained by the fact that it is a tool that can both reveal 

and eliminate problems in an organization o it is very essential to have a good and clear 

commu nication so that organizations can ft1nct ion smoothly and effectively. 

The existence of internal co mmunication'' ithin the organization is intended to ensure effect ive 

decision making and foster pos it ive organizational outcomes. As such, wo rker productivity is 

bo und to increase when there is a stable internal communication process established within the 

organization thereby enabling employees to perform their tasks well, to have information about 

the duties they have to perform, and about the goals of the organization. ls this the case at 

revenue D irectorare? 
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The tudy also revealed that supervisors did coordinate the activit ies of the organization 

cmcicntl). 'vly employer provide us with very e entia! informat ion about my job daily 

re pondcnts revealed that their work communication channel had improved my alt itudes 

tO\\ ard my work. The directo rate does not display information say on a disp lay board, all they 

do i sending cmails and sometimes you come to know about the ta ks through a colleague, 

now in a situation where there is no trust with a workmate. it becomes hard to recci c 

information· said a female manager. The quality of work depended on the quality of feedback 

received and the number of t imes a given rcspon e appears. umerous responses ofthe same 

i sue i discu sed during the e\'aluat ion discuss ion between employee and supervisor. lft hi 

was never addressed before by supervisor ir is not placed in evaluation only discussed during 

the meet in g. 

The Re care her also conclude that the management of the d irecrorate encouraged sharing of 

information. knowledge and rc ourccs among the stafT creating an opportunity to learn and 

gro'v at work. These findings correlate with Murray's (2008) statement that engagement is 

eharactcri;.cd by energy. involvement, and efficacy. Salamanet al. (2005) al:o.o po inted out that 

the outcomes of internal communication are exactly what most organizations arc look ing fo r: 

there is no surprise in corporate executives see ing the deve lopment o fthc performance ofstafT 

as a priority for the organizat ion. 

5. 1.2 To ex plore the rela tionship between Ca reer Nurturing and sta ff performa nce at 

KCCA revenue directora te 

The object ive ofthc study set out to establish the level o f career nunuring on taff pcrformancc 

in KCCA revenue directorate. T he study established that the directorate carried out individual's 

career orientation and needs of thc organization's mission and visio n a a way of nurturing the 
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sta ff to accomplish their tasks. It was also revealed that they hired a firm to train and sensitize 

their emplo~ ccs about their goals, mission and vision. but sometimes they are let do\\n by poor 

or late budget allocation towards this great activity. 

llowever this was only done once a year yet career Nurturing towards staff performance should 

be done at several intervals all the time. l lowevcr. this was attributed to lack of skilled human 

resource to accomplisl1 this task. According to Murray (2008), mentoring is a career 

development practice which enta ils help ing and supporting people to manage their own 

learn ing in order to maximize their potential. develop their skills. improve their performance 

and beco me the person they want to be in alignment with organization objective. Mentoring 

has been practiced in different cultures for hundreds o f years. Bm it is only recently that 

rncntoring has been a career development practice red i covered by the private sector, and now 

by the civil soc iety sector. as a mechanism for leadership development. 

The study showed that there was inadequate emphas is to develop manageria l capabi lities 

through training. staff training is well-designed and widely shared training policy in the 

County, stafftraining is well-planned and given adequate importance and also the management 

gives employees the oppon unity for training. The study revealed that management provided 

regu lar tra in ing on all cadres ofstafT to enhance their performance. The study can deduce that 

the emphasi on developing manageria l capabil ities can be through a we ll-des igned and widely 

shared training policy. The sllldy also found that staff training is well-planned and given 

adequate importance in the directorate. 

This is in line with (Jackson. 2012), who suggested that career nurturing is a career 

development practice that hou ld consist of a greater number of trans itions as a result of the 
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changing nature of\\ork for staff: one implication ofthis change is that career nurturing which 

is a career development practice will be needed at a greater number of points during the course 

of an adult career as people encounter more freq uent employer and job changes. 

Directorate has a policy that governs Career urturing for staff. Meaning that majority were 

not a\\ are of this polic) tO'>\ards their career nurturing, however this was not the case with 

intcrv icws. they reponed that KCC 1\ has a ver) clear poI icy on career nurturing. We arc 

required to train our staffto become more efficient and effective towards their work. 

/\ccording to Jacobs and Washington (2003). employee developmcm is an integrated planning 

arrangement provided for a period of time to ensure that all employees in the organization have 

the competencies to do their work based on their potential to achieve Staff goals. Employee 

development is described as the process of enhancing Staff performance and individual 
I 

learning due to deve lopments in human resources, organization and career. 

The study showed that the directorate recognized employees· interests/goa ls and is wi lling to 

meet emp lo. ecs · interests. meaning that employee ·s interests and goals is given less priority. 

The imcrvicwces reported rhar it is mostly the organization interests and goals that arc 

prioritized first before our workers. 

The tudy also found out that the directorate less provided regular urturing on all staff to 

enhance their capabilities wh ich affected on staffperformanee. There was not adequate career 

counseling is a fundamc,ntal human resource policy towards staff career development. 
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The tUd) found out that KCCJ\ hardly provided incentives to staff for career. e pecially those 

''ho \\anted to go for fbrther study had to pay for themselves. Gill and Kustron (2011) 

expressed that career nurturing is a career development practice which involved continuou 

process ofd i covery in which an individual develops hi own occupational concept as a result 

of kill. or abilit ies. needs. motivations and asp iration of hi own value system. To be viable 

on short -term, or to maint ain competiti ve advantage, in the long term, organizations must 

match employees with appropriate ski lls in the right positions. 

In my observation the indi viduals must identify the ir aspirations and abilit ies, and through 

assessment and counseling to understand their needs of training and development; in terms of 

the technical skills and educat ion advancement needed. 

rhc findings re caled that management rarely exchanged experiences with junior employees 

to improve job problems in the workplace. The study showed that career nurturing practices 

affected employee commitment and engagement at KCCA revenue directorate ince majority 

of the respondents indicated that the directorate has a pol icy that governs career groWlh for its 

stan~ 

Career nurturing pract icc was used by the d ircctorate in deve loping staff for future positions 

by adopt ing formal discussio n about career deve lopment among its employees. This correlates 

'' ith J\ lnaqb i (20 I I) who posited that HR practices work to deve lop individual knowledge and 

ski ll. , a wel l as employee at1itudc and behaviours. In addition. Gill and Ku stron (2011) 

cxpres cd that career nurturing involves conti nuou process of d iscovery in which an individual 

develops hi O\\ n occupational concept as a result o f ski lls or abilities, needs, motivations and 

aspirations ofhis own value system. 
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Finally. the study concludes that the directo rate employees have amp lified customer focus and 

aspire to achieve improvements within the organ ization. Staying with their department is a 

man er of necessity as muc h as they desire as the management influence what the employee 

do on a daily basis. This confirms Buckley. Cook & rrink, 1999) who asserted that career 

nurturing is an integrated set of planned programs designed to assure that all ind ividuals have 

the competence necessary to perform to their fu llest potentia l in support of the organizat ion's 

goal (Jacob & Washington, 2003). A successful career nurturing results from the balance 

between individual's career orientation and needs, and the organizatio n's miss ion and vision. 

5.1.3 Rela tionship between r·eg ula r· perfo rmance asses ment a nd staiT performance at 

KCCA Revenue directo rate 

The objective o f the study set out to establish the relationship between regu lar perfo rmance 

assessment and staff performance. T he study found out that the directorate had a po licy 

governing employee Regular Performance Assessments and how they perfo rmed their duties. 

It was revealed that t performance evaluation was planned for in the directo rate . The challenge 

was that it was not g ive n much attention as p lanned for. There were some irregu larities vvhich 

affected its implementation and hence staff performance i.e. the imerval at which it was 

conducted was not impacting heavily on the staff perfo rmance. Lawrence I I. Peters ( 1996). 

asserted that the right employee performance assessment can be a basis for dete rm ining w ho 

gets ''hat educatio n and train in g. The management can make the right po I icy to foster 

employees. 

This Report states that there is a relationship between the attitude o fthe trait rating, the rating 

outcome. and overal l performance e ither par1ially or simu ltaneous ly. Schwepker & Ingram 
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( 1996) "' ith the journal entitled: Improving Performance through Sales Ethics, concluded that 

the eth ical decision of Salesman po itively correlated ' ith the performance of employee . 

The tudy showed that starT performance apprai als/evaluations were mandatory however 

though majorit y agreed that it " as mandator) . omc \\Crc not aware and did not attach much 

attention to thi. great activ it) in their organ ization. The study showed that the d irectorate has 

performance standards cstabli hcd for each position many taffwcrc not being convcr am '' ith 

standard . 

This is in line " ith (Armstrong. 20 I 0) who found out that a '"'ell-conducted as c. mcm center 

can achieve betlcr fo recasts of fut ure performance and progress than other methods of 

appraisal . Also rel iability. content va lidity and predictive abi lity are said to be high in 

as c mcnt centers. The test also make urc that the wrong people arc not hired or promoted. 

Finally. it c learly defines the criteria for se lection and promotio n. Degree Feedback i a 

technique "hich is ) stemat ic co llection of perfonnance data on an indiv idual group. dcri\·cd 

from a number of takcholders like immediate supervisors, team member , cu tomer . peers 

and etC In fact. an) one who has useful information on how an employee docs a job ma) be 

one of thc appraisers. 

The fi nd ings revealed that staff Regular Performance Assessment rating played lcs role in 

promotions at the directorate, which implies that promotions are not based on regu lar 

a:. ·c mcnt. In the interview it was revealed by most of the respondents that promotion of 

young juniors "as based on performance though for big pos itions there is organizational 

politic . 
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On '' hether upervisor met with staiT to discuss performance and goals. meanmg that 

supervisors rarely met with staffto discuss the goals and targets ofthe organization. This was 

not an) different fi·om intervie" \\hich hov.-ed that the) once in a \\hilc met with sta ff to 

di cuss goals and targets for the directorate. 

The study di covered that the directorate staff Regular performance assessment process is an 

effective tool for the employee performance while 33% disagreed. Staff regular assessment 

would be an effective tool to improve production and emciency ofthe employees but it is not 

given much attention.· Said a male supervisor· 

l lowever. 111 my own o bservation of the documents, some of the employees were highly 

motivated to per fo rm their job an indication of good management practices that shou ld be 

copied across all public sector organizations in Uganda. 

Findings of the study indicate that. the overall performance in terms of efficiency at KCCA is 

satisfactory and performance tasks aJe done in a reasonably economic way in terms of 

Ex ploiting the usc of available resources. amo unt of time taken to deliver the services and 

enabled divisions to carry out theiJ respective policies and plans more emciently. This may 

imply that sharing services in KCCA has not really impacted on costs reduction 

In the intcrvie,,s still, it was revea led that there were some delays in exploiting the use of 

available resources, amount of time taken to deliver the services to clients and Divisions to 

carry out their respective policies and plans for example, letter respo nse by the director revenue 

James Kwame :vlcn ah (2004) suggested that regular Performance Assessment is one of the 

tools or techniques to impro c staff performance. motivate emp loyees to work harder, 
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dc,clopmcnt of potential employee. and even to increase the ability of employee in the 

future." hich in turn will be influenced b) their performance feedback in the past as \\'ell a 

direction ofthc future development. 

From the data collected and tabulated , the performance management guide requires the 

supervisor to provide more extensive and pecific written feedback of the employee' 

performance "hich in turn enable the organization to understand and address deficiencies • It 

is effective. but ifthc rater does not usc it a developmental too l and is too lavish on prai c it 

docsn·t help the employee see areas of impro,·cmcm. Perception plays a big piece of the 

~'aluation. From my experience the employee i never atisfied unless the) have the highest 

rant... e\ en if they do not perform at that level Track performance. address areas for 

improvement. 

Evaluations arc particularly effective when the employee understands and u es the finding to 

impro\ c performance and gro\\ on the job. A proper!) designed performance cvaluat ion that 

ha!> cmp Ioyce buy in and i ad mini tcred in the proper manner is essential in documenting 

indi' idual job performance. Give the employee and overa ll organization goal to work 

toward. helping to improve with the changing times. 

The performance management guide requires the su pervisor to provide more extensive and 

pccifie \HiLLen feedback ofthe employee's performance which in turn enable the organi;.ration 

to understand and address dcfic icnc ics. • It i effect ive. but if the rater does not u c it a 

dc,eloprncntal tool and is too lavish on praise it doesn't help the employee sec areas of 

improvement. Perception plays a big piece ofthc evaluation. From my experience the employee 

is never . at isficd unless they have the highest rank, even if they do not perform at that lc cl. 
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Current evaluation process is no t considered a creditable tool in light of last years· experience 

w/360 feedback. The end re ult was a demora lized group of staff Secondly, there is a st rong 

tendency fo r staff to be more concerned with the ir rating score than with the substance of the 

cvaluat ion itself. 

Although management pushes them as a good too l, the inconsistency which they are 

admin istered is difficult to get the employees buy in and consequent ly nobody takes them 

serious ly. Ifthcre arc no repercussions for a bad evaluation. or incentive for a good one, why 

hould anyone care about them? Evaluations are only done semi- annu ally and may not reflect 

the en! ire year Trai ning needs to be done. needs to be work related. J\ II management must 

5. 1.4 Relationship between tcamwo r·k a nd sta ff pe rformance at K CCA revenue 

director·a tc 

The study investigated the re lationship between teamwork and staff performance at KCC/\ 

revenue directorate. The' study found out that teamwork encouraged employees to broaden their 

sk ills and knowledge towards their own performance at the d irectorate. Rabey (2003) fo und 

out that recogn it ion and rewards are the primary focu s of the individuals who arc work ing in 

teams. Perceptive managers know and constantly capture the benefits ofthe team. Teams show 

the collective strength of the individuals and boost the motivation and mo rale of individual as 

well. Managers critically observe the team members hidden working potential ot herwise 

managers may lose them. 

The study also d iscovered that the superviso rs tried to recognize and rewards e mployees w ho 

worked in teams, agreed that working with team increased e ffic ie ncy of an employee, this 

resulted into all members o f the team have an eq ua l o pportunity for participation to develop 
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confidence and skills. Thi is 111 line "ith Anderson & West (2002) argues that effective 

organizational enviro nment is one in w hich e mp loyee communicate. participate and work in 

trustable atmo phcrc. 

The findings s howed that the staff had a great feeli ng of belonging to the organization. which 

made them put in an extra product ivc effort towards wo rk. The staff had inst inct issues which 

motivated them to work for the ir organization. This is also in line with llerzberg ( 1 987) reward 

and reco gnit ion can provide both intrinsic and extrinsic motivation. llcrzberg ( 1968) reported 

that extrins ic rewards arc the main factor to provide emp loyee movement in posit ive manner. 

The respondent \.vere sampled to find out \Vhether work pressure is evenly distributed among 

team member . The wc;> rk distribution among teems is not evenly distributed. One of the 

respondents reported that, 'sometimes you are allocated to \<.'ark on so many customers 

depending on where you have been senr ' said one o.fthe re1·enue collectors. 

t\cco rding to(. taniforth. 2000) teamwork is the co llective way of working which result in 

potential benefit and greater synergy. Managers mu t pla n and design an appropriate reward 

system for the emp loyee and encourage the ir participation in team projects. They must a lso set 

the group goals which arc connected rowards the company strategic plan, building of staff 

performance and fair payment methods. Aller implementation of above captioned concern, 

managers arc able to establish their teams. Period ically monitoring the team work activities in 

order to check its effectiveness shou ld be the primary focus ofcvery business strategy(Mussel 

wh ite. 200 I ). Researcher further suggested that team work is a fi·agile process which needs to 

be handling carefu lly in a suppo rtive o rganizational e nviro nment. 

The study found out that team members were always prepared to c heck among themselves to 

assure progres~ and ove rco me obstacle to progress 
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On whether the Managers recognized and rewarded employees who are working in Teams 

mean ing that rccogn it ion of staff was given much attention and needed improvement. It was 

also discovered that effective teamwork was developed through shared experiences and 

practice. This implies that the staff at the directorate shared experiences and ski lls. 

After careful analys is ofthe study, it was discovered that that there was trust among members 

which t ruly confirms that, t rust generates the behavioral basis of teamwork, which results in 

employee cooperation and better performance of an organizatio n as cited by M ickan and 

Rodger (2000) are engaged in debate as it was to ld by Patrick (20 I 0) that, Respect for thoughts 

and ideas of team members were been deve loped th rough healthy debate that enables them to 

attain good solution for a problem. 

More so, it was found that respondents agreed w it h Kleiner (2003) that members a re viewed as 

unique people wit h irreplaceable experiences, points of v iew, knowledge, and op inions to 

contribute to solutions of pro blems at hand that affect the o rganization perfo rmance, and the 

respondents agreed that effective leadership team always associated w ith teamwork. That is to 

say that, tru ly effective leadership contributed to a good teamwork perfo rmance that also 

affects the perfo rmance ofthe organization. 

Furthermore, it was also found out that t truly diversity of cultures, talents and personalities 

were also associated with teamwork (Edmondson, 1999), and also respondent s agreed to the 

fact that t ru ly open communication affects teamwo rk performance, which conftrms that people 

feel free to express their tho ughts, o pinions, and potential solutions to problems. People feel as 

if they arc heard out and listened to by team mem bers who arc attempting to understand 

(I Ieath fieid, 2000), was true. 
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From the responses gathered, it was found that, teamwork encourages employees to broaden 

their skills and knowledge and also boost the e mployee perfo rma nces, and 78.3% agreed that 

managers do recognized and re\\ ards employees who were working in teams which confirmed 

that recognition and rewards are the primary focus of the indiv iduals who were working in 

teams . 

More so. \\ Orking with team increased efficiency of an e mp loyee and it affects the perfo rmance 

of the team positively. With this majority o fthe respondents agreed which were co nvinced that 

truly people working in team funct ion more effic iently, were are less prone to st ress, and such 

individua ls made greater effort in their work as by Katzenbach and smith ( 1993), also 

respondents agreed to the statement that all members ofthe team have an equal o pportun ity for 

participation to develop confidence and ski lls. 

The results fi·om 38% of the respondents revealed that the ir superviso rs recognized and 

rewarded staff who worked in teams while 62% disagreed, meaning that the directorate did not 

g ive mu ch attention to this hence needed improvement . In the interviews they reported that , 

the work performance or productiv ity ofthe team is higher than individual performance when 

the work requires a broader scope of knowledge. judgments and o pinion. The benefit of 

teamwork is sign ificant productivity growth in the ranges and operationa l management 

The stud y found out that staff teams tried to ensure effective utilization of organ izational 

resou rces. Majority tried to be effective in utilizing organizational resources, there is great need 

for improvement. Lastly, it was fo und out from respondents that truly teamwork performances 

were affected with shared experiences and practice ofteam members (Janset, 2003). 
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5. 1 Conclusions from 'the st udy 

The findings fr·o m objective one concluded that internal communication. the staff performance 

" a affected be ause of inadequate internal communication channe ls and le ss provis ion of 

in format ion on d i ffcrcnt tasks. 

For object ive t\\O the study concluded that. there was ultimate aim of career nurturing and 

development program i to add value to human re ource. Any training and deve lopment 

program that wou ld not add value should be abandoned. The issue of staff nurturing and 

dcv~.: lopmcnt is treated with levity and neglect and there is this misconception ofthc aim or 

sta fTnu nuring, because it is being seen as a tool or mean for staff promotion rather than seeing 

it from a holistic angle as a tool for staff development. maintenance for greater performance 

and rctent ion. 

For objective three of the tudy it was concluded that, the directorate had developed a policy 

on regular stafTas cssment but was irregularly conducted which affected the staff performance 

For objective four the study, based upon the findings this Report. it shows that truly teamwork 

has an impact on staff performance. and it was not just a mere impact of teamwork but rather 

a positi ve impact of teamwork on organizational performance. IJowevcr. there were cases of 

discounted teamwork as a major too l of organizational performance at the direct orate. The 

supervisors shou ld tart va lu ing it as the ir number tool, s ince it has a positive impact on staff 

performance. Team work was not effectively and e fficiently co nducted at the directorate. 

' 
5.2 Recommendations 

For object ive one there is need to increase on the budget allocated for internal communication. 

This will he lp acquire new communication technologic for the directorate . 

Thi stud) recommended that formulation of appropriate career development policies by the 
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Stakeholders in order to adequately addres the training needs. These include: policy makers 

in KCCA directorate to move ' ith peed to give the ir I IR departments · !till mandate to 

formulate HR policy on career development function which sets guidelines and framework on 

how to successful!) conduct and implement the findings\surveys o n career development 

Assessment to effectively tackle career development deficiencies and to ensure sraffare clear 

on their career gr0\\1h. 

For objective three. the directorate should also make sure that their performance evaluat ion 

system procedures arc done objectively and fairly. Both the organization and the employee 

benefit fi·om knowing exactly where they tand in relation to each other's expectations. 

By monitoring and sharing results. it becomes clear which employees arc meeting (o r not 

Meet in g) performance expect at ions. 

The d irectoratc should also recognize and re\\ ard good performance, to help motivate and 

enhance employee engagement. An employee that has performed would feel that his or her 

effort is appreciated and recognized. a a result would remain commined and engaged. 

Furthermore, the directorate should also deve lop a strong succession plan. As employees are 

recruited. trained and developed, they must also sec that there is possibility for them to navigate 

their career path within the organization. Th is practice a lso enables the organization to make 

plans for unforeseen circumstances, like sudden retirement, death , illnes rc tructuring or 

do'' n izing. etc. The plan en urcs that there are availab le people ready to step up and take 

rcsponsibilit) when called upon. This help creates job satisfaction and also serve as a perfect 

way to retain employees. 
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For objective fou r, the researcher recommends that, management of the d ircctoratc must stan 

employing team work b) constant!) organizing train ing and development programs for 

employees of the organization on how to form and work in teams before its implementation to 

improve sta ff performance 

5.3 Ar·cas for· furthe r· Resea rch 

Further Research needs to be done in future to establish if there is a rc I at ionsh ip in qua lity of 

employees, quantity o f employees. standardization soc ial welfare and staff I organizational 

performance. 
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APPENDICES 

APPENDIX A: QUESTIONN AIRE 

Dear respondent. 

My name is Kib ikyo Yoweri Kidaagaa student ofKyambogo Un iversity, pursuing 

Masters of Sc ience in organization and public sector management of Kyambogo 

Univers ity . l am carrying out Research on 'Supervisor- emp loyee relationship and 

staff Performance at KCC/\ Revenue Directorate' . Yo u arc kindly requested to 

answer the following questions as honestly as possible. The info rmation you 

provide will be treated with confidentiality and used for academic purposes ofthis 

study only. 

PART A : BACKGROUND INFOH.MATION 

Kindly answer the fol lowing quest ions by wr iting a brief answer or ticking tn the boxes 

provided. 

I) What is your gender? 

a. Male b. Female 

2) In wh ich ofthe following age brackets do you belong? 

a. 21-30 years b. 3 l-40 years c. 4 1-SOyears 

d . Above 50 years 

3) What is your education level (state the h ighest level?) 

a. Primary b. Secondary c. Diplo ma 

d. Undergraduate c. Post Graduate f. Other - ------

93 



4. What IS your field of study? 

5. What is your religion ............................ ........... ? 

6. Marriage statu ....... ... ... .............. .. ...... . 

7. What is your employment status? 

a) Permanent 

b) Temporary 

c) Contract 

8. I low many years have you worked in your current position? 

Les than I . car 1-5 years 5-l 0 years 

More than l 0 years 

Section B: Internal communicatio n and staff pct·fo rmancc 

lns/mclions: Please tick against your most appropriate answer and jill in the spaces 

prOI'ided in each section. I = Strongly Disagree 2 =Disagree 3 = Agree 4 = Strongly Agree. 

r ---
Item S/\ 1\ D SD 

1 My supervisors always spread the goals, tasks, and rules 

ofthe directorate 

2 Am always psycho logica lly and phys ically ready to act 

upon work information being commun icated 

--
3 Management provides LIS with reliable information 

regarding the condit ion of the directorate 

-
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5 ~~~ employer ide us " it h vcr) csscnt ial in format ion 

about my job daily 

6 Our work communication channels have improved my 

attitudes towards my work 

7 We have a good information communication policy 

8 There is unccrtaint) and fear ''hen communicating "ith 

m) supcn i or 
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PA RT B: ca reer nurturing a nd sta fT performance 

Instructions: Please tick against your most appropriate ans1ver and fill in the spaces provided 

in each secTion. 

I - Strongly Disagree, 2 = Disagree. 3 = Agree 4 = Strongly Agree 

Career 1unuring SA A 0 SD 

I Our directorate carnes out individual's career 

oriental ion and needs of the organization's miss ion 

and vision 

2 Staff training is '" el l-planned and gtven adequate 

impor1ance 

... 
J rherc is adequate emphasis to deve lop managerial 

~apabilit ies through traini ng 

4 The directorate provides Employee job ur1uring 

programs 

5 The Directorate has a policy that governs Career 

urturing for stafT 
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Section D: Rcg ularPcrformancc assc s mcnt and staffpcrforma ncc 

r- --
Items S!\ ;\ D SD 

l Mutual trust cxi ts among employees 

2 [ ~mpiO)ee have a great feeling of belonging to the 

organi:rat ion . \\ hich makes them put in an extra 

productive effort towards work 

., 
J Managers recognize and rewards employees who are 

working in team 

f---
4 Team members are prepared to check among 

themselves to as ure progress and overcome obstacles 

to progress 

5 Work pressure is evenly distributed among team 

members 

6 Managers recognize and reward employees who are 

working in teams 

7 Working with team increase efficiency of an employee 

---
7 Work is being accomplished within the shortest period 

of time 

8 /\II members ofthc team have an equal opportunity 

for participation to deve lop confidence and skills 

9 Various teams always work to improve the qua lity of 

crvice provided to customers 
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I Our employee teams ensu re effective utilization of 

10 organizational resources 

II Team members intimidate individ uals to li mits their 

participation and dec reases overa ll team motivation 

and invo lvement. 

What is your comment about KCCA employee Regular Performance Assessment 

process? ........................ ...... ........ ........................ ... .. ..... .. .. ...... .... ..... ...... .... .................................. . 

What mean. arc available to discuss directorate ideas, goals chal lenge 

SECTION £: t·clationship betwee n teamwork and sta fT perfo t·mancc 

Tnstmction : s ing the sca le below, indicate your respon c to the questio n 

4-Strongly Agree. 3-Agrce, 2-Disagrce. 1- Strongly Disagree 

f 

----
Item SA A 

l I The directorate has a policy govcrnmg employee 

Regular performance Assessments 

2 The d ircctorate has performance standards 
I 

established for each pos ition 

.., 

.) Employee performance is related to pay mcreascs 

(pay lo r performance) 

I - ---
4 Employee Regular pertonnancc As cssmcnt rat ing 

play a role in promotions at the directorate 
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5 Our superv i ors meet with staff to discuss 

performance and goa Is 

6 my emp layers have defined way of recognizing 

employee job performance 

7 The directorate employee Regular performance 

Assessment process IS an e fTecti ve tool fo r the 

employee performance 

Thank yo u o much for you r time and :vlay God bless you 
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APPENDIX B: fNTERVI EW GUID E 

Dear respondent. 

M~ name i Kibikyo Yo\\eri Kidaaga a tudem of Kyambogo University. pursuing 

a Vlastcr·s of science in o rganizatio n and public sector management ofKyambogo 

University 

I am carr) ing out Research on ·Supervisor-cmplo)ce relationship and sta ff 

performance at KCCA Revenue Directorate· . You arc kindly requested to answer 

the follo "'ing questions a hone tl) as pos ible. 

The information you pro\ ide \\ ill be t reated \\ith co nfidentiality and used for academic 

purpo cs of this study o nly. 

Task 

1. What is the level o f communication between managers and employees? 
I 

2. What Communication difficulties do you face in executing your daily tasks 

3. What do you suggest to boo t the leve l of internal co mmunicatio n in yo ur 

d irectoratc? 

4. What is the relatio n hip between Career urturing and perfo rmance at KCC A 

revenue d irecto rare? 

5. I low is employee Regular Pe rfo rmance Assessment done at your directorate? 

6. To what extent can teamwo rk. enhance individual emp loyec·s performance in 

the directorate? 

7. What should be done to enhance d irectorate efficiency & rebuilding the 

Corporate Image 

Thank you for atte nding to me and May God bless you 
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APP~: 'DJX C: DOC U:vtE:\ITARY REYlEW 

This instrument rcvic\\Cd Staff files. documents. attendance books and financial reports on 

training. communication amo ng others. 

I 0 l 
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Appendix D: Krcjcic and Mor·gan (1970) 

SllOWS Ti lE TECrTNTQ E FOR SAMPLE SF.LECTION OF THE RESPONDENTS 

IN s N s N s 

10 10 220 140 1200 291 

15 14 230 144 1300 297 

20 19 240 148 1400 302 

')~ _ ) 24 250 I -') )_ 1500 306 

30 28 260 155 1600 310 

35 ..,') J _ 270 159 1700 313 

40 36 280 162 1800 317 

45 40 290 165 1900 320 

50 44 300 169 2000 322 

55 48 320 175 2200 327 

60 52 340 181 2400 331 

65 56 360 186 2600 335 

70 59 380 191 2800 338 

75 63 400 196 3000 341 

80 66 420 201 3500 346 

85 70 440 205 4000 351 

90 73 460 210 4500 354 

95 76 480 214 5000 357 

100 80 500 217 6000 361 

110 86 550 226 7000 364 

120 92 600 234 8000 367 
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130 97 650 242 9000 368 

140 103 700 248 10000 370 

150 108 750 254 15000 375 

160 113 800 260 20000 377 

170 118 850 265 30000 379 

180 I ,,., 
_j 900 269 40000 380 

190 127 950 274 50000 381 

200 1 ... ? j_ 1000 278 75000 382 

210 136 1100 285 1000000 384 

Source: Krejcie and Morgan (1970) otc. - - is population size. S- is sample 
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