
Proceedings of Gretsa University International MUltidisciplinary Conference Held on: 6-7 Nov. 2017. ISBN 2521-5981 

100 

 

Role of Top Management Towards Performance of 

Cafeteria Employees in Dedan Kimathi University of 

Technology 

By: Geoffrey C. M.1 and Chege P. W.2 
 

Dedan Kimathi University of Technology, Kenya Email: 

geoffreychavangi@gmail.com 

Dedan Kimathi University of Technology, Kenya Email: peninahwchege@gmail.com 

 

Abstract 

Travel and Tourism industry is currently among the largest and fastest-growing 

industries worldwide, forecasted to support 328 million jobs or 10 percent of the 

workforce, by 2022 (World Travel & Tourism Council). Every organization across the 

globe, have ways of ensuing that their employees are motivated and they contribute 

effectively and efficiently towards the mission and the vision and in line with the 

organization objectives. In Dedan Kimathi University of technology the review of the 

performance is a case in point and more so in the hospitality facilities. This study 

analyzed factors influencing the performance of employees in hospitality industry in 

the said university. Motivation was vital in the performance of employees in every set 

up of an organization, top management support and the empowerment presided over to 

the employees were associated with the productivity of organization. The study 

concluded that lack of staff motivation was key factor influencing staff performance in 

Dedan Kimathi University of Technology. Finally, the researcher recommended that 

effective ways and modes of motivating staff should be adopted and implemented by 

the institution in order to increase employee morale and productivity. Staff training and 

development program should be an on-going activity in the university. Top 

management should work hand in hand with subordinate staffs in implementing new 

ideas as well as sharing opinion. 
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1. Introduction 

According to the World Travel & Tourism Council (WTTC), the Travel and Tourism 

industry is currently among the largest and fastest-growing industries worldwide, 

forecasted to support 328 million jobs, or 10 percent of the workforce, by 2022. 

According to Knight, 96 percent of December 2012 hospitality program graduates 

reported finding a job in their field within six months of graduating, in positions ranging 

from Catering Manager to Event Coordinator to Guest Services Agent. 

 

Contrary to the past years when Kenyans perceived tourism and holidays as an 

International affair, local tourism has increased considerably over the years. This has 

also contributed to the increase of tourism revenues and the impressive performance as 

well as aggressive marketing in non-traditional markets and efficient utilization of 
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available resources. The tremendous growth is posing new opportunities for new 

investors and for businesses already in the tourism industry that are willing to step up 

their services to meet current international needs. Kenya Tourist Development 

Corporation (KTDC) is mandated to develop and diversify the Kenya‘s Tourism 

industry by financing and offering advisory services to new investors and businesses in 

the tourism industry. In an effective organization, work is planned out in advance. 

Planning means; setting performance expectations and goals for groups and individuals 

to channel their efforts toward achieving organizational goals and objectives. Getting 

employees involved in the planning process will help them understand the goals of the 

organization, what needs to be done, why it needs to be done, and how well it should 

be done (Bob Brotherton 2010, Laurie J. Mullins. 2001). In an effective organization, 

employee developmental needs are evaluated and addressed. Developing in this 

instance means increasing the capacity to perform through training, giving assignments 

that introduce new skills or higher levels of responsibility, improving work processes, 

or other methods. Providing employees with training and developmental opportunities 

encourages good performance, strengthens job-related skills and competencies, and 

helps employees keep up with changes in the workplace, such as the introduction of 

new technology (Erstad 2000). Good managers don‘t wait for their organization to 

solicit nominations for formal awards before recognizing good performance (Mullins 

and Aldrich 2004). Recognition is an ongoing, natural part of day-to-day experience. 

Dedan Kimathi University of Technology started as a community project in 1972 then 

known as Kimathi Institute of Technology (KIT), opening doors to its first students in 

1978. KIT rapidly emerged as a leading institution in the country in the training of 

Certified Public Accountants. It was upgraded to University status in 2007, and 

renamed Kimathi University College of Technology (KUCT), a constituent college of 

Jomo Kenyatta University of Agriculture and Technology. This institution operated as 

a constituent college for five years until 14th December, 2012 when it was upgraded to 

full university status after being granted a charter and renamed Dedan Kimathi 

University of Technology (DeKUT). 

 

2. Literature Review 
 

2.1 Effective Management 
 

Effective management is at the heart of organization development and improved 

performance. For instance, patching refers to the importance of the relationship between 

the three levels of business strategy; management strategy and organization and 

management development strategy. This applies as much top service organizations and 

the hospitality industry as to any other industry. The role of management is one of the 

most important factors in the success of any hospitality organization. At the corporate 

level, top management has a responsibility for determining the direction of the 

organization as a whole and for its survival, development and profitability. Top 

management has a particular responsibility for determining the objectives and 

formulation of policy for the hospitality operations as a whole. They clearly have 
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essential part to play in improving organizational performance and the effective 

management of human resources. 

2.2 Key Areas of Management Performance 

Clarification and communication of corporate aims and objectives, the identification of 

key areas of performance and results including social responsibilities, interaction with 

and responsibilities to external environment influences and the effective management 

of change, pursuing corporate goals in accordance with an ethical and operational 

foundation and recognition of the psychological contract, design of organization 

structure which takes account of the socio-technical system and is most suited to 

organizational process and the execution of work organizational strategies and practices 

for example relating to human resource planning and the management of staff turnover, 

welding a coherent and coordinated pattern of work activities, and harnessing the efforts 

of staff, clear consistence and equitable policies and procedures, for example relating 

to the personnel function including training and development, a style of managerial 

behavior which adopts a position policy of investment in people, recognition of the 

needs and expectation of people at work and systems of motivation, job satisfaction and 

rewards, effective control of those critical activities important to the overall success of 

the organization, creating an organizational climate which encourages members of staff 

to work willingly and effectively. 

2.3 Process of Management 

Top management has a particular concern of the community or institutional level and 

the work of the organization as a whole. But it is the role of the management throughout 

all levels of the organization to act as an integrating activity and to coordinate direct 

and guide the efforts of members towards the achievement of goals and objectives. The 

process of management, however, takes place not in a vacuum but within the context 

of the organizational setting. Applications of organizational behavior and the effective 

management of human resources are dependent, therefore, not only upon the nature of 

the hospitality industry, but also upon the characteristic features of the individual 

organization – and its organizational culture and climate. 

3. Study Objective 

Motivation is Key in the performance of employees in every set up of the organization 

(Laurie J. Mullins. 2001). The organization productivity is closely associated with the 

motivation, the top management support and the empowerment presided over to the 

employees. This study sought to assess the role of top management towards 

performance of employees. 

 

 

 

 
4. Research Methodology 

 

4.1 Research Design 
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Research design was descriptive cross–sectional survey. This can be used when 

collecting information about people‘s attitudes, opinions, habits or any of the variety of 

education or social issues (Orodho and Kombo, 2002). 

4.2 Sampling Techniques 
 

The study employed simple random sampling techniques to select the sample. This 

method yielded research data that can be generalized to a larger population. It allowed 

the researcher to apply inferential statistics to the data and provide equal opportunity to 

selection for each element of the population (Orodho and Kombo, 2002). The sample 

consisted of 34 non-teaching staffs and 6 teaching staffs 

4.3 Research Instrument 
 

The study employed questionnaires as research instrument which was used in data 

collection. The researcher used both open – ended and close – ended questionnaires. 

 

4.4 Data Analysis 
 

The researcher analyzed the collected data in descriptive statistical analysis. The 

researcher utilized numerical and graphical method to summarize the data. The 

analysis was geared to the purposes of the research, the complexity of the research 

design and the extent to which conclusions can be reached. 

5. Findings and Discussion 
 

Table 5.1: Employees‟ job gave them a sense of accomplishment 

Level of accomplishment Frequency Percentage (%) 

To a greater extent 4 10 

To a great extent 18 45 

To moderate extent 12 30 

To a small extent 6 15 

Not at all 0 0 

TOTAL 40 100 

Out of the 40 respondents, 10% indicated to a greater extent that their job gives them a 

sense of accomplishment, 45% indicated so to a great extent, 30% indicated so to a 

moderate extent, 15% indicated so to a small extent and none indicated that employee‘s 

job does not give them a sense of accomplishment. Implying majority of the 

respondents indicated that they were satisfied with their jobs. The study therefore 

established that staffs felt a sense of accomplishment in executing their jobs. 

 

 

 

 

 
 

Table 5.2: Staff training was an ongoing activity in the Institution 

Level of perception Frequency Percentage (%) 

To a greater extent 6 15 
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To a great extent 8 20 

To moderate extent 10 25 

To a small extent 12 30 

Not at all 4 10 

TOTAL 40 100 
 

Out of the 40respondents, 15% indicated to a greater extent that staff training was an 

on-going activity, 20% indicated so to a great extent, 25% indicated so to a moderate 

extent, 30% indicated so to a small extent and 10% indicated that staff training was not 

an on-going activity in the institution. Implying majority of respondents indicated that 

they agreed with the above statement to a small extent. The study therefore established 

that staff training as an on-going activity in the institution to a small extent. 

 

 

 
Table 5.3: Staff training program was part of strategic plan in the University 

Level of extent Frequency Percentage (%) 

To a greater extent 6 15 

To a great extent 12 30 

To moderate extent 14 35 

To a small extent 6 15 

Not at all 2 5 

TOTAL 40 100 
 

Out of the 40 respondents, 15% indicated to a greater extent that staff training program 

was part of strategic plan in the university, 30% indicated so to a great extent, 35% 

indicated so to a moderate extent, 15% indicated so to a small extent and 5% indicated 

that staff training program was not part of strategic plan in the university. Implying 

majority of respondents indicated that they agreed with the above statement to a 

moderate extent. The study therefore established that employee training program was 

moderately part of strategic plan in the university. 
 

Table 5.4: Employees were highly trained and could handle diverse activities 

Level of extent Frequency Percentage (%) 

To a greater extent 14 35 

To a great extent 10 25 

To moderate extent 8 20 

To a small extent 6 15 

Not at all 2 5 

TOTAL 40 100 

 

Out of the 40 respondents, 35% indicated to a greater extent that employees were highly 

trained and could handle diverse activities, 25% indicated so to a great extent, 20% 

indicated so to a moderate extent, 15% indicated so to a small extent and 5% indicated 

that employees were not trained and could not handle diverse activities. Implying 

majority of respondents indicated that they agree with the above statement to a greater 
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extent. The study therefore established that employees were highly trained and could 

handle diverse activities. 
 

Table 5.5: Employees were consulted on planning and procedure issues in departments 

Level of extent Frequency Percentage (%) 

To a greater extent 4 10 

To a great extent 4 10 

To moderate extent 12 30 

To a small extent 18 45 

Not at all 2 5 

TOTAL 40 100 

 

Out of the 40 respondents, 10% indicated to a greater extent that employees were 

consulted on planning and procedure issues in the departments, 10% indicated so to a 

great extent, 30% indicated so to a moderate extent, 45% indicated so to a small extent 

and 5% indicated that employees were not consulted on planning and procedure issues 

in the departments. Implying majority of the respondents indicated that they agreed 

with the above statement to a small extent. The study therefore established that 

employees were consulted on planning and procedure issues in the departments to a 

small extent 

5.3 Conclusion 

The study established that there was moderate involvement of employees in planning 

and procedure issues in the department. 

5.4 Recommendations. 
 

The researcher recommends that top management should work hand in hand with staffs 

to bridge the current gap between the two parties so that staffs could easily talk to 

management on challenges and issues concerning execution of their duties. 
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