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ABSTRACT

Encouraging outcome employee innovations has nen lggven much attention by
many organizations. Similarly, few studies in subh&a countries have been
conducted in this area and incorporated customets employees satisfaction.
Thisstudy contributes that public organizationsehavrole to play in encouraging
outcome employee innovative ideas to add valu«istieg knowledge. The overall
study objective examined the role of public inditins in encouraging outcome
employee innovations and its consequences on cestand employee satisfaction.
The researcher’s understanding was guided by twoialrtheories motivation and
leadership in generating techniques and styles umedrganizations. A cross
sectional quantitative strategy was employed; deéae systematically collected
from (44) respondentsusing astructuredand self midtered questionnaire. Data
were analyzed using descriptive statisticstechnigasing on study objectives and
the research questions. Finding revealed that )=1@0%) respondent agreed that
motivation encouraged customer satisfaction. Onivaton tools used, (n= 32,
72.8%) respondents agreed that technological chavege a crucial tool. About
leadership techniques used; (n=36, 81.8%) respdmdaccepted that influence
technique was most useful while on outcomes of @ragng innovative ideas
(n=40, 90.9%) had a view that employee morale all @& productivity were
applicable.The study proved that public instituda@ncouraged outcome employee
innovations. However, further studies on the saopgctare crucial because of the

continuing changing global environment and drasti@nges in public institutions.
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CHAPTER ONE

INTRODUCTION

11 Introduction

This chapter provides background information anguarents for justification of
undertaking the study on the role of public instiins in encouraging outcome
innovations for the sake of satisfying customerd amployees. In this Chapter the
researcher first traces and then presents the tmagkg) information and magnitude
of the problem in organizations. Thereafter, thaptlr presents the statement of
research problem, study objectives, research qunsstind rationale of undertaking

the study.Finally is the organization of the thesis

1.2 Background to the Problem

Outcome employee innovations are increasingly vaogiconsiderable attention in
the contemporary business world. There are evageritom Hamel, (2000)
providing that it has been addressed theoretitallgcholars but put into practice by
many public institutions. The practice demonstrdigdhe practitioners has revealed
that both customers and employees are dissatisfiguliblic institutions initiatives in
encouraging outcome employee innovations thus sega@eg the need of reform

strategy towards outcome oriented practice.

Based on the above highlight, (Borins, 2001) indxiample proved that since 1980’s
the global world experienced a wind of reforms iany public sectors initiated by
the Structural Adjustment Programmes (SAP) withakme of encouraging outcome

employee innovations to satisfy service deliverpath employees and customers. In



2010 Tanzania for example, established the Nati@i&nt Service Charter as a
product of the initiated reforms being directedsatisfying both employees and
customers. It was expected that satisfying custermed employees, would lead the
public organizations to achieve positive outconmeterms of productivity, customer
and employee retention, managing risk and crisid,the like. But from that stance

to yet, these are in vain.

To maintain the required service delivery standand uniqueness in the society,
public institutions need to embark on encouragingc@me employee innovations
(Borins, 2001). This task is not easy becausewtels known that public institutions
operate within the complex environment overwhelnvath the political legacy
inherited over a long time thus altering the truacfice of outcome employee
innovations. Therefore, this requires the insiitosi to develop different productive
strategies that will lead into satisfying both cusers and employees expectations.
The question arising is that what should be the rof public institutions in

encouraging outcome employee innovations undepaligcal legacy?

In additional (Borins, 2001) provide evidence tkatouraging outcome employee
innovation move in hand with the budgetary sufficiz What happens in public
institutions is budgetary slack of which are préedmined, politicized and inflexible
as compared to private institutions. This raiseguastion on whether do public

institutions play any role in encouraging outcomgkyee innovations.

According to Borins, (2001); Yukl, (2002); Basad2004); Merx-Chermin and

Nijhof, (2005); and De Jager et al;( 2013), therao way to which an institution can



encourage outcome employee innovations withoussitng on developing a business
model to allow employees generate new ideas orveitnege behavior as well as the
ways in which these can be implemented. The geseratleas which are
implementable are vital to productivity which leadg#o both employees and

customer satisfaction.

The purpose of encouraging outcome employee infansby the organization is to
maintain the unique position of business in termgroductivity thus leading into
employees and customer satisfaction. This makesrtjanization to take a win-win
business lead as compared to its competitorsthirasigh various strategies in which
both employees and customers may be retained arue likee institutions’ long live
in business. In maintaining this status, organireti flexibility in employee and
leadership interaction is necessary. Apart frontaue employee innovation pillars
which include environment, motivation and leadgysstiould be of great priority in

business implementation.

Although (Merx-Chermin, and Nijhof, 2005) provedetifact that the concept of
outcome employee innovations goes back to 1950’enw¥arious organizations
faced uncertainty business environment which caumegloyees and customer
dissatisfaction, it is still valid thus making iitstions to look for different strategies
to ensure quality and efficient satisfaction of émgpes and customers in service
delivery. In the same view, organizations are fabgdglobalization challenges
associated with fierce competition, technologicdivancement and changing of
employees and customer demand of which require omgcinnovations. The

question to be examined is on the role of publtiintions in ensuring outcome



employee innovations to satisfy employees and custs. The researcher decided to
conduct this study at the Institute of Social Warke of the experienced public

academic institution for more than 40 years dudéonature of the study.

1.3 Statement of Research Problem

The trend of service delivery by public institutsohas been deteriorating because of
poor performance associated with both employeecastbmer dissatisfaction. Also,
it has made customers and employees to raise quemig¢he credibility of public
organizations in the country as far as public sawviprovision and productivity are

concerned.

Despite of the fact that public institutions havada several attempts to improve the
quality and standard of service delivery for ins@rmestablishing the client service
charters, but the practice shows that outcome micge delivery and customer
satisfaction as well as productivity are still belthe customers’ expectations. Under
the increasing competitive age of today’s businge®ductivity leading into

employee and customer satisfaction are the maumsfotmany organizations.

Studies that have been conducted by (Hamel, 2000n& 2001; DeJong and Den
Hartong, 2007) supported the idea of encouragirigoone employee innovations by
organizations. Since outcome employee innovatiams With productivity which

enables the organization to satisfy customers anglayees, it is crucial to all

organizations being public or private.

Therefore, it is imperative to carry out a studytba role of public institutions in

encouraging outcome employee innovations.As maiathi by (Borins, 2001,



Hormiga et al, 2013) both public and private orgations face turbulent and
uncertain environment. These organizations needutminate ways to manage
uncertainty in order to improve productivity andush satisfy employees and

customers.

De Jager, et al; (2013), added that the uncertaniyronment is created by the
growth of different competitors who perform othetidgsk causing the organization to
lose business hegemony. On one hand, it was rdabge(Borins 2001; Merx-

Chermin and Nijhof, 2005) that if strategies to @mage outcome employee
innovation are not imposed by the organizations ibbvious that the organization
will lose both Gross Domestic Product from 20.9%lth4% , valuable customers

and employees, and revenues from 90% to 50% artdetheé continues until it dies.

On the other hand, Yukl ,(2002) revealed that eraging outcome employee
innovations is effective when the organization is the frontline of motivating
employees and demonstrating acceptable leadershiyat can influence and
accommodate innovative ideas. Since studies addgesthe role of public
institutions in encouraging outcome employee intions were lacking in the
Tanzania, the present study sought to investigaerale of public institutions in

encouraging outcome employee innovations.

Therefore, the overall study question was; do pulistitutions play any role in
encouraging outcome employee innovations which nsimportant attribute in

improving productivity and satisfying employees amndtomers in the organization?



1.4 Research Objectives

1.4.1 General Objective

The general objective of the research study is xamene the role of public
institutions in encouraging outcome employee intiona and its consequences on
customer and employee satisfaction with speciah#itin given to public institutions

in Tanzania.

1.4.2 Specific Objectives

() To determine the extent to which motivation encgarautcome employee
innovative ideas and its effect on customer andsgiisfactions.

(i) To explore how leadership encourage outcome emelayeovations and its
effects on customer and employee satisfaction.

(iif) To determine the outcomes of encouraging emplogeeviative ideas to the

organizations.

15 Research Questions

() To what extent does motivation encourage outcomaaree innovative ideas
to satisfy employees and customers?

(i) How does leadership encourage outcome employeevatinas to satisfy
employees and customers?

(i) What are the outputs of encouraging employee inn@vaideas to

organizations?

1.6 Rationale of the Research Study
The practical role of public institutions in encagng outcome employee

innovations has been in question for a long timecokding to Borins, (2001) the



public institutions have been criticized for notceuraging outcome employee
innovations thus leading into customer and emplajissatisfaction. Additionally,

academicians have been criticized by Glor, (20@D8,7b) for their preoccupation
with defining and debating the concept of encourggioutcome employee

innovations and its application in public institrts’.

Therefore, Merx-Chermin, and Nijhof, (2005) maintd that studies addressing the
role of public institutions in encouraging outcoramployee innovations are of
important interest to researchers, managers, pwaivice providers, and policy

makers in the sense improving productivity to $atisistomers’ and employees.

Although studies on encouraging outcome employeeovations by public
institutions are increasingly being conducted inefort to theoretically address the
concept of outcome employee innovations and itsligafions on customers and
employees satisfaction, little is known about tlede rof public institutions in
encouraging the same. The intention of the presamy is to contribute to the
existing knowledge on the role of public instituisd in encouraging outcome

employee innovations specifically in Tanzania.

As encouraging outcome employee innovations haeerbe a key issue for public
institutions’ performance in service delivery, puctvity improvement and both
employees and customer satisfaction, requires mesearch. The recent study
sought to provide new insights to public institatimain actors, managers as well as
policy makers as inputs to support the existinggitang efforts to achieve strategic

objectives. Further, the findings from the pressintly are expected to provide help



to practitioners and policy makers as they striweimprove public institutions’

productivity, service delivery and both customed amployee satisfaction.

1.7 Organization of the Thesis

The organization of this thesis contains five ckeptThe first chapter is focused on
the introduction which contains description of thackground to the problem,

statement of the problem, the establishment ofarebeobjectives and research
questions, the rationale of the study and the argéion of the thesis. Chapter two
presents literature review which covers concepdiefihitions of important terms of

the study, theoretical and empirical literatureieevand establishing the existing
research gap and the theoretical framework whiokiges an overview of the main
constructs used in the study which are public tuistin, encouraging outcome
employee innovations, employees and the theoretioaktruct of leadership and

motivation.

Also chapter two presents the theoretical model thedhypothesis. Chapter three
presents the research materials and methodologgameh paradigm, research
variables, research design and approach/strateggarch timeline and ethics, the
study area, population and sample size, samplingepiures, methods and technique,
data collection methods, techniques and instrumedtta analysis plan and
processing procedure. Chapter four provides thseptation of findings and results
of encouraging outcome employee innovations. Chdpte exhausts a descriptive

discussion of findings or results, conclusion astbmmendations.



CHAPTER TWO

LITERATURE REVIEW

2.1 Overview

This chapter presents literature review which cewbe already existing conceptual
definitions, theoretical and empirical literatueviews as a part of establishing the
existing research gap in relation with the reseaogic. The basis of the theoretical
and empirical literature reviews fall within thenits of the existing knowledge of

the concept and perspectives on encouraging outam@oyee innovations by

organizations.

2.2  The Concept of Public Institutions and Encourging Outcome Employee
Innovations

2.2.1 A Public Institution

Based on Aldrich and Ruef (2006) and Glor (20008,7®), a public institution is an

organization with social entity or structure thatains a public identity while

changing from one state to another. It is sociatiystructed by human activities

that are boundary-maintaining and goal-directed en@ part of the country’'s

economy composed of organizations concerned wihkiging various government

services to the public for use. It is establishad aontrolled by the government

which is a political product with the aim of impiiag productivity, service delivery

and customer satisfaction.

2.2.2 Encouraging Outcome Employee Innovations

In the light of (Amabile, et al., 2004; Allison, @B; Hirst, et al., 2009; Bysted, 2013;
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De Jager, et al.,, 2013; and Wu, et al.,, 2013) amagig outcome employee
innovations by the organization implies building @ayees’ capability to produce
new knowledge needed to change the existing enwieom, solve problems hence
satisfying employees and customers, generatingergmepreneurial ideas and skills
SO as to improve productivity in the organizatidimerefore, encouraging outcome
employee innovations is the organizations tasktedldo motivating and leading
employees through influence to improve productivtyservice delivery for better
change to satisfy employees and customers. Inlsimprds encouraging outcome
employee innovations is result oriented and evanpleyee has an ability to
innovate but not everyone develop it. In this casé a role of the institution to
ensure that outcome employee innovations are eagedrso as to produce more to

satisfy customers and employees is important.

2.2.3 Employees

Borins, (2001) defined the term employees as peopdel by an organization under
specified contract to contribute their labour ompertise to an endeavor of an
employer on regular basis in exchange for compamsait is a role of the
organization to create the environment that engmsaoutcome employee

innovations.

2.3  Theoretical Literature Review

2.3.1 Theoretical Conceptualization of Public Instutions and Encouraging
Outcome Employee Innovations

Theories on encouraging outcome employee innawatigary; some theories

emphasize on motivation and others on leadershikegsrein forcers of outcome
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employee innovations. This subsection dwells ory dmo theories basing on the
existing assumptions on encouraging outcome emeployeovation in the

organization.

2.3.1.1 Motivation Theories

Most of the motivation theorists assume that ereging outcome employee
innovations in any organization results from thgamizations capability to motivate
employee through rewards, compensations admindsteyananagers and leaders in
the organization. Employees are satisfied througtivation thus leading them to

also satisfy customers.

According to Vroom’s expectancy theory of 1964 baih assumption that managers
and leaders in the organizations should underdtaaidindividuals in organizations
have expectations about outcomes resulting fromt ey do but with different
preference for different outcomes. In this sensanagers and leaders have to regard
individuals (employees) in the organization as gedutcome innovative thinkers

and reasoners being able to anticipate both thairé and that of the organization.

Therefore, managers and leaders in institutionsldhmake sure that individuals are
encouraged towards outcome innovations to sati&gntand customers. The theorist
added that employees are motivated towards outcomoeations and are satisfied if
they have the perception that their efforts shedlutt into successful performance
leading into productivity to enhance both expeotati and those of customer in a
desirable manner.Vroom’s theory divided outcomés two; first intrinsic outcome

(meaning those related to task such as interestmagchallenging job) and second
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extrinsic outcome (meaning those related to the gobtext environment such as
salary, motivating working conditions, attractiveeatlership influence and
recognition of employee efforts by leaders and tike). If these are well
administered by the managers and leaders in puiditutions outcome employee
innovations shall be encouraged to satisfy emp®yseone hand and customers on

the other hand.

However, the theory above seems that it has graspeth what happens in the
private sector than in public sectors where leadpesate under pre-determined rigid
rules and budget slacks of which both sometimesotieated employees thus
leading into employee and customer dissatisfactilso the theory emphasized
much on process and says nothing on the contemhativation that lead into

outcome employee innovations to mention few inclublasic needs, safety and

social needs finally self-actualization.

2.3.1.2 Leadership Theory
There are many leadership theories in relation ricoerage outcome employee
innovations some focus on traits of a leader, atloer behavior of a leader and the

rest on situations arising.

According to Yukl, (2002) theParticipative leadepstheories advocate that the ideal
leader and leadership style is one that takesrpetiof others into account. The
theories define leadership as the visionary afeafling employees to deliberately
allow their participation to create challenging ulés These leaders encourage

participation and contributions from group membansl help group members feel
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more relevant and committed to the decision-makpgmgcess. In participative

theories, however, the leader retains the riglailtw the input of others.

The theory came up with four styles employed bydées when encouraging
outcome employee innovations. First, a leader shdotus on the work by

organizing people to get the job done in the mégtient manner. Second, a leader
should ensure that the employee’s needs are metpgees are happier and will put

more effort into getting the work done.

Third, a leader should direct others by ensurirad @mployees follow decisions for
others and expects them to follow the same andHiyra leader should develop a
participatory system that allows others to partitgpin decision making to benefit
everyone as a whole. With behavioral theories,adde can't just choose one style
and use it. The type of work, environment andpeeple all determine which style
can be used. This makes employees improve prodhyctor satisfy their needs and
those of customers. Not every leader can mova fooe style to another based

upon circumstances

However, the theory justifies the importance ofdieahip and leadership styles in
encouraging employee outcome innovations. The wesskrealized is that it fails to
say a little on leadership style which is typicaligtatorship in nature.Borins, (2001)
conducted a study on encouraging outcome orienteavations by employees in the
public sector by employing a deductive approacthwitfocus on how motivation

and leadership play a vital role in outcome empdoy@ovations.
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Compared the public sector with the private seict@urope and observed that in the
public sector, the middle managers and frontlin@legees are responsible for many
innovations but are unsuccessful supported by ratin tools and leadership. The

budgets limit their innovative capability.

On top of that proved the fact that outcome emmoyenovations in public

institutions are encouraged by challenges frompthigical systems, new leadership
as well as crisis due to failure to meet public deds need for new program,
inability to coordinate policy, new opportunitiesdatechnological changes. Due to
this concern, suggested that public institutionsusdh aspire to encouraging of
outcome employee innovations as it is in the pevsdctor through motivation and
leadership to satisfy employees in order to eféetyi deliver services which also
satisfy customers. In this case Borins, (2001) &riat public institutions lack

motivation and leadership techniques to encourageome employee innovations.
Though Borins’ views are important but the envir@minwhere the study was held

cannot justify what is happening in Tanzania withoanducting a research.

Further (Sundbo, 1999) conducted similar studygisimongitudinal case study with
the aim of studying how employees empowerment amg@uoutcome innovation.
From his study revealed that if employees are mopavered their innovative
capacity is limited. To him employee job skills afidancial empowerment were

crucial in creating and broadening outcome emplayeevative ideas.

Not limited (Merx-Chermin and Nijhof, 2005) applieth exploratory design that

accommodated both qualitative and quantitative oddtogy on how to encourage



15

employee innovations by the organizations. It veadized that encouraging outcome
employee innovations is motivated by the organmwesi ability to engage in

innovative training and learning for employees asedting itself as a learning
organization. Productivity and customer satisfadicare results of employees’
training and learning. Employees get satisfiedhdyt are trained because training

modified existing knowledge therefore attractingvnieventions.

They further devised the application of technolagyraining and also mediate the
guantitative and qualitative learning techniquesttoact outcome innovations. This
means that training and learning are at the ceotrempowering employees to
innovate. However, the two researchers failed &l gt the impact of training and
learning on employee monetary rewards because tre the employee is trained

the higher the motivation in terms of monetary and-monetary benefits.

On the other hand, De Jager et al., (2013) apgligdalitative design to study the
encouraging of outcome employee innovations by roegéions provided that the
organization to improve productivity and satisfy ayees and customers need
should have strategies in place to encourage owcamployee innovations which
include effective motivation and visionary leadépshirhe question arising is that
does public institution in Tanzania have effecttategies to improve productivity
and satisfy employees and customer needs giveadgeb slacks? A research should

be initiated.

Notwithstanding, (Homiga et al., 2012) conductedsimilar study in a public

organization to observe what encourage outcomeamgls ability to innovate and
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their decision to create a company. In the studgeuaking applied a survey
questionnaire to examine factors stimulating thmesan an entrepreneurial context
of opportunity cost. In the study observed thatréhes a relationship between
employee’s ability to innovate which resulted framk taking, motivation and

leadership influence but when combined with lowgpartunity cost. Human capital
was seen as a key factor towards the organizatmrtcome innovations and had to

be satisfied so as to meet his or her and customgusctations.

The organizations’ mission had to include in empkig motivation and leadership
conditions as part of the whole process of imprgypnoductivity and hence satisfy
employees and customers. However, one can alszadhhat the researcher also
conducted a study in a public institution whichoistside Tanzania socio-political

and economic environment thus stimulating the cotida of further research.

In further research conducted by (Yukl, 2002 andé&slar, 2004), on leadership
prove the fact that leadership is a key influenaaed a potential manager of
encouraging outcome employee innovations in tharoegtions. Therefore, leaders
should dedicate and influence outcome employeevatiuns by organizing people

to get the job done in the most efficient manneeeting employee’s satisfying

needs, directing employees towards decisions madeipatory and being flexible

to employee’s inputs.These ideas were supportd®éylong et tal., 2007) who used
literature research and in-depth interview methoggplto research on how leaders
influence employees innovative behavior. All agréleat leadership is potential in
satisfying customers and employees. However, thahghfact on what the leaders

should do has been spelt out, nothing has beendaedwon the role played by
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intrinsic motivators in encouraging outcome emptoy@ovations. Also nothing on

Tanzania real situation has been addressed bgseanchers.

2.3.2.3 Factors Influencing the Encouraging of Outame Employee Innovations

From the theoretical review, it have been realizedt encouraging outcome
employee innovations involve motivation and lealgrs capabilities of the
organization through rewards, awards and compeamsatraining and learning,
visionary organized jobs by leaders, employee @p#tion in decision making and

the leaders ability to direct others in order thsfa employees and customers needs.

2.3.3 Empirical Review
This section presents empirical literature pertajnto the encouraging outcome
employee innovations in the global environmentolers experience from countries

outside Africa, African countries and Tanzania eee.

2.3.3.1 Experience from the Rest of the World

There is no fault to say that the experience fromrest of the world shows that the
matter of public institutions and the encouragifigpatcome employee innovations
started since 1950'’s in the rest of the world patérly the industrialized world. This
has been noted in literatures by (Borins, 2001;xM&hermin and Nijhof, 2005; and
Barker, 2007). The empirical experience showsithdeveloped countries, the move
towards encouraging outcome employee innovatiosschatinued to acquire a high
degree of legitimacy in addressing issue relatdtl Wusiness development such as
productivity and improved service delivery and bamployee and customer

satisfaction. This has transformed and restructweshomies towards electronic
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information communication networks associated wihusiness in the global world.
Encouraging outcome employee innovations in themmations is central. About
80% of today’s business empirically is dominatedimgustrialized countries and
they take a global lead in motivating employees dadeloping leaders who can
influence outcome employee innovations. This haderthe developed countries to

satisfy employees and customers by meeting theeasations.

2.3.3.2 The Experience of other African Countries

In African countries the economic situation has heen developed much to
encourage outcome employee innovations in bothagginand public institutions
because of closed and inflexible political systefmsck of commitment towards
encouraging outcome employee innovations has calmed productivity and
unsatisfactory employees and customers’ satisfactiowever, few researches in

Africa have been conducted on encouraging outcon@agee innovations.

According to Barker, (2007); and De Jager et aD1@® proved that African
countries’ environment is incrementally encouragingcome employee innovations
by insisting on innovative behavioral traits indhgl visionary view on challenges
and solutions that improve both productivity toisfgt customers and employees
needs by the organizations. Countries are alsostingi openness to change,
persistency, thorough presentation of new prodadtieas and solutions, persuasive
powers by leaders so as to influence outcome eraployovations that would lead
into productivity and ultimately satisfy employessd customers at large. According
to De Jager et al, (2013) African countries patdidy South Africa realized the

potential of encouraging outcome employee innowatim the 28 C. It is within
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this century when entrepreneurial undertakings Hasen embarked on as a sign

towards encouraging outcome employee innovatiotisdrorganizations.

2.3.3.3 Tanzania’s Experience

Encouraging outcome employee innovations in Tamzaan't be easily notified in
both private and public institutions. However, ffenzania experience on outcome
employee innovation doesn’t differ much from thathe rest of Africa. This is why
no pure study has been conducted on public institstand the encouraging of

outcome employee innovations.

However, empirical evidence on outcome employe@vations can partially be
covered by research conducted by (Shivji, 1986, @mdmbua, 2002) on the
employees’ sporadic struggles for economic andasaights during colonialism to
get an insight on the topic. It was a period whempleyees struggled for both their

and customers satisfaction.

The researchers provided evidence that outcome ogewpl innovations were
discouraged by the leadership system thus causmglogees and customer
dissatisfaction. Efforts were made by few leadéithe workers unions to encourage
outcome employee innovations by directing emplaydéieration as a direction

towards creation of outcome innovations.

Innovative employees formed unions that becamecifte tools for collective
bargaining and collective action to bargain on jidxibility, recognition and

autonomy by leaders, the status of employees’ rattim and compensation and
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attractive environment of which were crucial aspettiwards productivity and

satisfying customers and employees. As employeelsneere to be realized by
leaders, productivity leading into employees anst@mers satisfaction was also to
be realized. This showed that encouraging of an&cemployee innovations during

colonialism lacked motivation and leadership suppor

On the other hand, (Mihyo, 1983; Shivji, 1986; a&ddambua, 2002) argued that
post-independence government for three decades ditbonot create a good
environment for the growth and development of aotoous outcome employee
innovations in public institutions. The leadershigimes deliberately destroyed the
symbiotic traits required to encourage outcome egyg# innovations through the

state leaders who were at the same time the pgatiets and innovators for others.

Additionally, outcome employees’ innovative thingimnd skills, choice and trust
productivity, employees and customer’s satisfacti@re suppressed and violated.
However, since 1980’s global changes demanded twergment to encourage
outcome employee innovations in public sector tis§acustomers and employees
under various reforms initiated by the Structuraljustment Programs (SAP) that
included the establishment of the Client Servicar@r (CSC) as means to ensure

satisfaction to customers.

But, the experience shows that the performanceubfig institutions in terms of
productivity and service delivery are still low thulissatisfying employees and
customers. Both public servants and customersnareasingly complaining on their
fates. This stimulated a need for conducting a ame$e on the role of public

institutions in encouraging of outcome employeaifiicg on Tanzania.
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2.4 Research Gap

From the literatures reviewed on the research (gume gaps were observed. First
of all, as for all literatures the gap observed Wed none of the researcher used a
cross section quantitative approach to conduct gshely thus motivating the

researcher to use the quantitative design to dmsits worth to the study.

The second gap was on coverage whereby all resraretiho conducted similar on
encouraging outcome employee innovations none fepeEl covered public
institutions in Tanzania thus motivated the redeard¢o conduct similar study by

reflecting the Tanzania environment.

The third gap was on the study setting wherebydkearchers conducted their study
basing on public and private organizations in Eargnd South Africa. This
encouraged the researcher to conduct a similaryshtyd focusing on public
institutions setting in Tanzania.The fourth gap esbed was that few researchers
have defined outcome employee innovation in theesdrof public organization as
compared with the private context thus requiringthfer studies to broaden the

definition.

2.5  Theoretical Framework

The study adopts the modified systems theoreti@aahto describe the concept on
encouraging outcome employee innovations in relatm employee and customer
satisfaction. The relevance model to the studyad it brings together motivations
and leadership theoretical understanding to conedipé the study topic to easily

simplify an understanding of a research topic.
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CHAPTER THREE

MATERIALS AND METHODOLOGY

3.1 Introduction

This chapter describes how the present study waiedaut and techniques adopted
in collecting relevant information on the resear@pic and analysis of the data. The
chapter further explains the organized subsecidribe study including ; research
paradigm, research variables, research desigrarssapproach, research strategy,
research time line,research ethics, area of théystoopulation of the study the
population, sampling techniques, research instrisnemnd data collection
procedures and data analysis. Last but not leasthlapter describes the scientific
procedures which were employed to determine whee,and from whom data was
collected and analyzed. This chapter even predéet<riteria for inclusion and

exclusion of subjects, some ethical consideratamslimitations of the study.

3.2 Research Paradigm

Basing on the description by (Eduardo, 1990) aareseparadigm is a shared world
or a set of assumptions on understanding realitabmut how things work. The

research paradigm of the study is built upon thsitmism paradigm in order to

generate knowledge in which facts are predictedexpdained on the basis of their

relationship.

The positivist paradigm was assumed to help theareber to be independent in the
sense of not being affected by research subjectagi/e a room to a researcher to

quantitatively describe the facts and informatidstamed from the respondents.
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Following to the paradigm, this research employeddescriptive quantitative
methodology, which is based on collection and asiglgf statistical data, and hence
it tends to obtain a limited amount of informatidrasing on the number of

respondents.

3.2.1 Research Variables

According to Kothari (2004), a research variabls baen described as any entity
that can take on different values which can be idensd as variables for example
age, gender, treatment and program. Variables dnaysa quantitative or
numerical. This study employed two variables whidrevadopted by the researcher
the dependent and the independent variables sopevide a room to the researcher
to use the variable agreement of five attributesewhileveloping standardized
research questionnaires. For instance stronglygdisa Disagree, neutral, Agree,
Strongly agree, to enable respondent easily andlfimespond to questionnaires in

unbiased approach.

3.2.1.1 Independent Variable
Jackson, (2009), the term independent variable bess described as what you
manipulate or what is naturally manipulated. Unthes study, the researcher used

leadership and motivation as the study independmdbles.

3.2.1.2 Dependent Variable

According to Eduardo, (1990); Kothari (2004); anackkon, (2009), the term
dependent variable has been described as whatrngputated by the independent
variable. Under this study the researcher emplogaétomer and employee

satisfaction as the study dependent variable.
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3.2.2 Research Design

As per Christensen and James, (2008)a researafndess described as as a clear
specification of what is being studied and deteatiom of the best way to
accomplish it. Therefore, a research design isua pkint or a plan for obtaining
information to achieve the research objectives gadls. Further it is noted by
(Kothari, 2004, p.31), that the research desigalss a conceptual structure within
which research is conducted and constitutes metbggs for data collection,
measurement and analysis of variables.Also it stdod advance planning of the
methods and techniques to be adopted for collethiegelevant data in views of the
objective of the research and availability of stifhe and money. The best research
design therefore is the one that uses some of #thaads and techniques which are

relevant, suitable and not bias.

The current study adopted a cross sectional qa#mét research design as an
effective mode of determining and describing #datronship between one thing (an
independent variable) and another (a dependent utcome variable) in a
population.Intangible factors such as behaviorsliigs, reactions, opinions, social
norms which were quantitatively described to previdccurate and valid
representation of factors or variables that wetevent to the research question to
allow the researcher to timely gathering of infotima and study individuals in their

natural environment without using artificial expeéntal designs.

Using a quantitative descriptive statistical apploathe association between
variables was established easily by measuring stshjence and asking the same

questions to all respondents. Also it was takerthasbest means of allowing a
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researcher to select a required sample for theystiudm the population
systematically in a non probability random meansniake the collection of data

possible due to limited resources, time and bufitgehe study.

In another stance the quantitative research degggassumed to provide a room to
the researcher to employ a quantitative descripgtaéistical ways in analyzing the
data obtained from the self-administered questimesalistributed to respondents

and also simplified statistical presentation of shely findings.

3.2.3 Research Approach/ Strategy

The researcher assumed that the deductive appaoacstrategy was a better way of
the study and in collecting relevant facts for tbpic from using questionnaires to
ease the generalization of findings. Using the dede approach, it was assumed
that a researcher was in abetter position to dotlata from systematically sampled
respondents in a determined interval and in moma&mic ways. Also the study

approach adopted was assumed to provide chande teesearcher to employ the
quantitative statistical descriptive strategy imlgming finding and describe them to

generate the general understanding of the study.

Kothari, (2004), expressed that quantitative methdml count and measure
occurrences in a given circumstance. The utiliratd this approach helped the
researcher to develop standardized questionnaagadon the fact that quantitative
data could provide clues that could be useful terpreting and describing gathered

information basing on their relationship with thedy at hand.
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3.2.4 Research Timelines

Given to limited time, and resources, the researchwlied a cross sectional
quantitative design to the study in order to obtafiormation from systematically
selected individuals by asking the same questidrvghach ensured the completion

of the study within the specified time limit.

3.2.5 Research Ethics

The researcher observed research ethics and siaralathe time of undertaking a
research study. According to Christensen and Jai2@88) research ethics are
necessary measures to ensure that issues of antgnytformed consent, avoidance
of deception and harm and confidentiality were ob=# as much as possible.
Necessary permissions to conduct the study werghsoilnrough the letter that
introduced the researcher to carry out the studphatarea chosen for the research

study.

3.3  The Study Area

This research was conducted in Tanzania mainlarticcplarly Dar es Salaam. This
was because Dar-es- Salaam has many higher legoobig institutions covering
about 60%. The Institute of Social Work was takeraacase study. The researcher
decided to select the Institute of Social Workles ¢ase study because it among the
higher learning public institutions established $orlong period where by it has 40

years since established.

Also the researcher was familiar with the institutéhe sense that its location was

assumed to carter research budgetary implicationtiame to accomplish the study.
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Given to the reasons provided, the researcheraalsomed that the findings obtained
shall be reliable basing on the research questamus objectives. The researcher
believed that the abundance experience of the sttelywas necessary for provision
of reliable data and information worth to the r@skdopic which was to be obtained
easily from the respondents within specified time aesearch costs. Therefore, the
study area chosen as well as the increasing deoratite role of public institutions

in encouraging outcome employee innovations werathwdo stimulate the

researcher carry out the study.

3.4  Target Population of the Study
The targeted population of the study included abl institutions employees in

Tanzania mainland.

3.5 Sampling Frame

According to (Kothari, 2004) a sampling frame isaurce material or device from
which a sample is drawn. Therefore, it is a lisabfthose within a population who
can be sampled or a set of information used totiyea sample population for
statistical treatment such as individuals or insihs. The sampling frame was
drawn from 127 employeesof the Institute of So¥ialrk being academicians and
non-academicians aged 18 and over as requiredebgrtiployment laws during the

period of data collection.

3.6  The Sample Size of the Study
The sample size of this study was systematic sgleftobm the entire sample frame

of 127 employees of the Institute of Social Workefefore the sample size for the
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study covered forty four (s= 44) respondents ag&dadd above selected using

systematic sampling approach one of the probalséitypling techniques.

Among them 01 was Executive, 05 were Heads of Deanrt and Units, 17 were
Academicians and 21 were non Academicians. Thigdaelhe researcher to consider
all staffing levels of employees existing at thestitute as a guide to collect
homogeneous and heterogeneous information onuldg &pic by relating variables
and quantitatively describe them easily. To deteenthe sample size the researcher

the used a sampling fraction which maintained abemof 44 respondents.

Table 3.1: Sample Size Involved in the Research

Cadre Number Sample
Top Executives 3 1
Heads of Departments and units 14 5
Others employees (Academicians) 48 17
Other employees (Non Academicians) 62 21
Total 127 44

Source:Sample study (2014)

3.7 Sampling Procedures/Techniques

3.7.1 Sampling Procedures

According to (Kothari, 2004), a sample has beemtiled as a part of the target
population and a researcher should be most cairefsélecting a sample that will
represent the whole population under investigatBasing on (Jackson, 2009), to
achieve the representativeness sample, samplingegwoes should follow certain

standards and methodological principles. In mangiess sampling standards based
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on probability standards (random or probability péem) and non probability

standards such as (systematic samples).

To obtain a valid sample for the study that cowddgeneralized, this study employed
a systematic random sampling method or technique anthe non probability
sampling standards as a convenient sampling proeedwoining the hands with
(Kothari2004; and Jackson, 2009) a researcher asstinat a probability sampling
procedure would allow the systematic selectionhef tespondents to best serve the
study and make it fit with represented quantitatiescriptive distribution instead of
letting the sample histogram vary at random. liysiesnatic sampling questionnaire

were distributed to respondents basing on systermatdom sampling methodology.

3.7.2 Sampling Technique

By applying (Kothari2004; and Jackson, 2009), defin, a sampling technique
refers to the main types of sampling strategy agtbpl the researcher to decide on a
research study point, line and area method. In m@myious studies adopted

random, systematic and stratified sampling techesqu

This study used a modified systematic sampling iegle one of the probability
sampling procedures because the researcher assimaiedhis technique would
enable the researcher to systematically seleaegmondents for the study. Using the
modified systematic sampling technique at firsiniifeed the needed study sample
size and maintained a constant difference inteofalwo (2) between subjects in

which the first respondent was inclusive under ezathgory.
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3.8 Data Collection Methods and Instruments

3.8.1 Data Collection Instruments

Data collection instruments as described by (Ko2@@4; and Jackson, 2009), refer
to the devices or methodologies used to collea datl information for the research
study by the researcher. Most of the past studmdiesl instruments such as
questionnaires, observations, focus groups, caskest surveys, and documentary

reviews to collect relevant information for thedjgu

This study adopted questionnaire as data colleciimtrument. The researcher
assumed that questionnaire should systematic geaviroom to ask the respondents
the same questions using the open and closed forna istandardized self-
administered approach to ease data collection psacea reliable way in relation to
the study topic. The questionnaire was distribuiedrespondents to enable the

researcher to collect data within the researchirmetand budget.

3.8.2 Data Collection Methods

The term data collection methods has been deschpélothari2004; and Jackson,
2009), as a quantitative and qualitative strategramethodologies of research study
data collection. Most of the previous studies haged either quantitative or
qualitative strategy or both techniques in datéectibn. This study used quantitative
data collection methodology because it is the aggravhich enabled the researcher
to rely on random sampling and structure. Alsoave a chance to a researcher to
systematic use structured open and closed queatresnwhich were sent to
selected respondents in a self administered apiprimasave time and money for the

study. Further the guantitative technique was assuto allow the researcher to
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statistically describe the study findings usingtikscales to link behaviors with the
research questions in study evaluation. This magsearcher to produce results that
were easy to summarize and generalize the findiigswvithstanding the researcher

was in a position to test the hypothesis derivethftheories.

3.8.3 Validity and Reliability

Validity and reliability were fundamental concewr this study. In terms of validity
the researcher was confident of the research gyrated approach used, as well as
the analysis tools employed as they have beeredilby various outcome employee
innovation studies with significant results for exae (Borins, 2001; Merx-
Chermin and Nijhof, 2005; and Barker, 2007). Likesyithe researcher reviewed and
refined items of research instruments, while disitug the draft with supervisors
who are experts in the area under investigation.eheure consistency of the
measures, a pre-test of the questionnaire was ctedlio confirm the degree to
which it is likely to provide the same results bifatent evaluators at different times
using the items forming the measure and to ironamyt arising difficulty. During
data analysis coefficient alpha was employed tesssthe internal consistency of the
items in the measure. Items whose inclusion reduttea lowering coefficient alpha
value (less than 0.6) were dropped while those ®itbnbach’s alpha value greater
than 0.6 required were loaded and ensured thamtesurement was satisfactorily

reliable

3.9.3 Data Collection Techniques
Based on (Kothari2004; and Jackson, 2009), the tiata collection technique has

been described as a systematic methodology of wiitiéng the research study
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information. The previous studies hademployed stgyvénterviews, observations,
experiments and questionnaires as techniques éosttidy data mining. Since this
study had implied a cross sectional quantitativeigte the researcher adopted
structured questionnaire approach as the appreptégghnique for data collection.
The researcher assumed that questionnaire was pajgbeo in enabling data
collection to be completed within a specified pdraf time and study budget. Also
believed that this technique given a room to redpats to provide reliable data for
the study in a self-administered way to allow tesearcher easily statistically
describe the research findings in an understood. ways method is described

hereunder;

3.9.3.1 Questionnaire

The expressions from (Kothari2004; and Jackson, 9R0(rovides that a
questionnaire is an instrument that contains aetar series of questions that are
used for the purpose of collecting information tielg to a research study. Since the
study has adopted the quantitative research de#iignresearcher assumed that
questionnaire was most convenient to the studyusecavere most applicable in

collecting statistical information.

Self-administered open and close - ended questi@saere used to allow forty
four (n= 44) respondents fill the empty spacesparbended questionnaire by giving
their own opinions, or delete, circle and tick ire tclose-ended questionnaire. The
researcher decided to use this source becauseibglihat people would express
their views because of anonymity of the stratebgt is, information provided by

them would not be made in public and opinion exggdsvould be kept a secret, thus
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free expression. Questionnaire was set in englistording to interest of the

institution as a provider of higher education amel trespondents.

3.10 Data Analysis Procedures

According to (Kothari, 2004) data analysis meaiasigforming raw data collected
from the field so as to obtain meaningful inforroatito meet the objectives of the
current study. Under this study data were analyasithg descriptive statistics
technique basing on objectives and the researclstigne of the study. The
quantitative data analysis method was applied asa#nematical tool to calculate
means, percentages, standard deviation, graphsnakd tabulations accurate and
reliable to reduce data readability form; ease gataentation and showing the exact

figures (numbers) of the study findings.

At the first level, researcher edited all the gitative data and hence transported
them into the Statistical Package for Social S@e(®PSS) spread sheet for data
analysis basing on study key variables. The siatigscriptive method was used to
elaborate data and make them more explicit and ratat®l basing on descriptive
content analysis. It should be noted here thatmébion obtained from of data was

used to enrich the study.
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CHAPTER FOUR

FINDINGS AND RESULTS

4.1 Introduction

This chapter presents a summary of the study fgediand results and draws
attention for further discussion of findings anduks to be presented in chapter five.
It presents the theoretical and managerial corttohs of the study, the limitations

encountered during data collection and directmnfuture research. As already
been presented in the previous sections of thisighéhe study covered a total of
forty four respondents 44of whom (1, n=1) was teecaitive officer, (5, n=5) Heads

of departments and units, (17, n=17) academic stadf (21, n=21) non academic

staff.

This chapter is divided into seven sub sectionsbs8ction one presents sex
categories of respondents, subsection two providésrmation regarding the

directorate of respondents orientation, while thiedtsubsection presents regarding
age group categories of study respondents, anckstids four presents information

on respondent job level.

Moreover, subsection five presents education araifgpation levels of the study
respondents while subsection six present statistizanple size category of
respondents and subsection seven presents findmgsspondents view by basing
on the study objectives and questionnaires. Howesebeing presented from the
previous chapters all respondents were employedkeofnstitute of Social Work

which was selected as a case study.
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4.2 Findings on Respondent Biographic Features

The researcher presented at first the findingsherréspondents’ biographic features
of (n=44,100%) systematic sampled aiming at findilegninant groups in the sense
of aspects such as sex distribution, age, educé#diais , job category, department
orientation and unit, and the like. The questioresaunder this sub section ranged
from (i-vii).Since the researcher had planned todewt the study at the Institute of
Social Work distributed questionnaires to systecadlii respondents who were

(n=44,100%) as being pre-determined and all respehnd

4.2.1 Distribution of the Respondents by Sex

The researcher intended to find out representatioespondents by sex, which was
among the characteristic aspect to be exploredlation with encouraging outcome
innovative ideas in the organization. Table 4.1 &idure 4.1 summarize the
respective total and percentage distribution. Tdbleand Figure4.1 give a general
sex distribution of all respondents’ relation téatoand percentage. The researcher
has used the table and histogram to statisticabcidbe the presentation. Below is

the finding in statistical detalil.

Table 4.1: Statistical Distribution of Respondent ly Gender in Absolute
Frequency (n=44) and Percentage; (n= 100)

Gender
Gender Frequency| Percent |Valid Percent| Cumulative Percent
Distribution
Male 21 47.7 47.7 47.7
Female 23 52.3 52.3 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.1: Statistical Distribution of Respondentsdy sex in Absolute Frequency
(n=44)

Source: Field data, (2014)

As indicated in Table 4.1 and Figure 4.1 the Fengdader formed the highest
percentage of respondents which was (n=23, 52.3%)awdisparity of (n=2, 3.6%)

as compared to Male gender (n=21, 47.7%).

4.2.2 Distribution of the Respondents by Directori

The researcher studied respondent’s distributiomrasdter by administrative
directorates. The distribution of respondents spomdent was assumed to assist the
researcher to find out whether respondents fromtwe directorates had similar
opinions or not in relation with the topic. The d&jufindings revealed that
respondents from the Administration Directorate 2h=61.4%) dominated as
compared to their counterpart from the Academice@orate (n=17, 38.6%). This
was a parity of (n=10, 22.8%).Table 4.2 and Figu statistically summarize the

respective finding in total and percentage distrdou
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Table 4.2: Statistical Distribution of Respondent g Directorate in Absolute
Frequency (n=44) and Percentage (n= 100)

Directorate

Directorate Category | Frequency| Percent| Valid Percent Cumulative

Percent
Academic 17 38.6 38.6 38.6
Administration 27 61.4 61.4 100.0

Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.2: Statistical Distribution of Respondentoy Directorate in Absolute
Frequency (n=44)

Source: Field data, (2014)

4.2.3 Respondent Distribution by Age Group Categgr
The researcher explored respondent’s age charadtiera notion that outcome
employee innovative ideas vary with agethus witle aglid results were to be

obtained. The researcher maintained the intervalventy (20) to determine the age
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group category of (n=44) respondents.The findirgsealed the fact that the age
group of 38-58 years (n=23, 52, 3%) dominated #spondents of the study as
compared to age groups 18-38 years (n=21, 47.78pprelents being a disparity of

(n=2, 4.6%) respondent. Table 4.3 and Figure 4ndsarized the finding.

Table 4.3: Statistical Distribution of Respondent ly Age Group Category in
Absolute Frequency (n=44) and Percentage (n= 100%)

Age
Age intervals | Frequency | Percent| Valid Percent [ Cumulative Percent
18-38years 21 47.7 47.7 47.7
38-58years 23 52.3 52.3 100.0
Total 44 100.0 100.0
Source: Field data, (2014)
Age
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Figure 4.3: Statistical Distribution of Respondenty Age Group Category in
Absolute Frequency (n=44)

Source: Field data, (2014)



40

4.2.4 Respondent Distribution by Job Level Categer

The researcher intended to study respondents biejab with a conception that it
constituted a key position in relation with inndvatideas encouragement. The study
findings showed that respondents from the seniaff $ob level (n=18, 40.9%)
dominated as compared to junior job (n=17, 38.@%gnagerial (n=8, 18.2%) and
Executive job (n=1, 2.3%). Table 4.4 and Figure dtdtistically summarize the

respective finding in total and percentage distrdou

Table 4.4: Statistical Distribution of Respondent [y Job Level Category in
Absolute Frequency (n=44) and Percentage (n= 100%)

Job level
Job level Frequency| Percent | Valid Percent | Cumulative Percent
category
Executive 1 2.3 2.3 2.3
Managerial 8 18.2 18.2 20.5
Senior 18 40.9 40.9 61.4
Junior 17 38.6 38.6 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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4.2.5 Respondent Distribution by Education Level Cgory

The researcher’s explored education characterspbredents with an impression that
the higher the education the more the encouragfngutcome innovative ideas.

Based on the sample size (n= 44, 100%) selected thhe sample frame of (n=127)
respondent education variability was observed. Tdsearcher maintained eight
education categorical levels which were PrimarycdBeary, and Certificate,

Ordinary Diploma, Bachelor Degree, Postgraduateldip, Masters Degree and
Doctorate Degree levels recognized in the courithe findings revealed that only

valid education levels for the study were five & pespondent character being
certificate, diploma, bachelor degree master degmeé PhD. From the study

findings, respondents from the Bachelor Degreell@gvel7, 38.6%) dominated as

compared to respondents from the following; Cexdife (n=2, 4.5%), Diploma (n=7,

15.9%), Masters Degree (n= 15, 34.1%) and PhD lgveB, 6.8%). Table 4.5 and

Figure 4.5 statistically summarize the finding.

Table 4.5: Respondent Distribution by Education Leel Category in Absolute
Frequency (n=44) and Percentage (n= 100%)

Education level

Education Frequency | Percent|Valid Percent| Cumulative
Percent

Certificate 2 4.5 4.5 4.5
Diploma 7 15.9 15.9 20.5
Bachelor 17| 386 38.6 59.1
Degree

Master Degree 15 34.1 34.1 93.2
PhD 3 6.8 6.8 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.5: Respondent Distribution by Education Leel Category in Absolute
Frequency (n=44)

Source: Field data, (2014)

4.3 Addressing Research Objectives

As the study was presented by the researcher ugyjahe overall objective to be
realized was to examine the role of public insiilu$ in encouraging outcome
employee innovations and its consequences on cessornd employees. This
generated three study specific objectives of whidre the basis of the study

guestionnaire.

The first specific objective aimed at examining &éxtent to which motivation could
encourage outcome employee innovative ideas areffégsts on customer and job
satisfaction. The researcher administered four toquregires with the intention of

proving how innovative ideas lead into customerd jab satisfaction and employee
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satisfaction with how innovative ideas were encgada The study also dealt with
understanding the tools applied by the organizatiomotivate innovative ideas by

establishing ten variables to be explored.

The second objective focused how leadership engesraoutcome employee
innovations and its effect on customer and emplogaésfactions. Thirteen
leadership techniques were used as variables texbenined. The last specific
objective intended to determine the outcomes oberaging employee innovative
ideas to the organization whereby twelve variabese studied to verify their

worthiness in respect to the study at hand.

4.3.1 Motivation and Encouraging Outcome Employeénnovative Ideas and
its Impact on Customers and Employees Satisfactions

This was the first objective of the study that eksed how motivation encourages

outcome employee innovative ideas and its impacicuestomers and employees

satisfaction in the organization. The researchera&iew that with the presence of

motivation styles and tools, innovative ideas legdinto customer and job

satisfaction were realized.

Four standardized questionnaires were developeatdar to capture respondent’s
feelings on the impacts of motivating of innovatideas with its ingredients towards
customer and job satisfaction together with thdstased in the process. A likert
scale was adopted to lead respondent responsews ghbrackets (1= Not likely at

all, 2 = Not likely, 3= Moderate likely, 4= Likelgnd 5= Very likely)
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4.3.1.1 Motivation and Customer Satisfaction

The researcher intended to study how motivatioroeraged outcome employee
innovative ideas to satisfy customers. The conoapliehind was that customers
satisfaction was due to innovative ideas by theuoiation. Table 4.6 and Figure 4.6

in statistics summarized the result.

Table 4.6: Statistical Distribution on Motivation and Customer Satisfaction in
Absolute Frequency (n=44) and Percentage (n= 100%)

Customer satisfaction
Customer Satisfaction valud Frequen| Percent | Valid Percent | Cumulative
cy Percent
Moderately likely 3 6.8 6.8 6.8
Likely 21 47.7 47.7 545
Very likely 20 45.5 45.5 100.0
Total 44 100.0 100.0
Source: Field data, (2014)
257 Mean = 439
Std. Dewv. = 518
M= 44
20—
* 10—
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Figure 4.6: Statistical Distribution on Motivation and Customer Satisfaction in
Frequency (n=44)
Source: Field data, (2014)
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The findings showed that most of the respondentglin93.2%) said that it was
likely for motivation to lead into customer satistian, while (n=3, 6.8%) provided
that it was moderately likely. From the findinge tlesearcher observed the more the
motivation within the organization, the more thestamer satisfaction. The finding
lined with the ideas of (Amabile, et al., 2004; isdin, 2005; Hirst, et al., 2009;
Bysted, 2013; De Jager, et al.,, 2013 and Wu, et28l13) who described that
motivating outcome employee innovative ideas datisftustomers and made them to

stay with the organization for so long.

4.3.1.2 Motivation and Job Satisfaction

This was the second questionnaire from the firgealve of which planned to
inform whether there was a relationship betweeroeraging outcome employee
innovative ideas and job satisfaction in organm@ai The researcher’s impression
was that job satisfaction was brought by existingovative ideas. Table 4.7 and

Figure 4.7 summarized the results.

Table 4.7: Statistical Distribution on Innovative ldeas and Job Satisfaction in

Absolute Frequency (n=44) and Percentage (n= 100%)

Job satisfaction
Job satisfaction value | Frequency| Percent | Valid Percent [ Cumulative
Percent

Not likely at all 1 2.3 2.3 2.3
Moderately 4 9.1 9.1 11.4
likely

Likely 15 34.1 34.1 45.5
Very likely 24 54.5 54.5 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.7: Statistical Distribution on Innovative Ideas and Job Satisfaction in
Absolute Frequency (n=44)
Source: Field data, (2014)

The results revealed that most of the respondert39( 88.6%) likely had opinions
that encouraging outcome employee innovative ideadirectly linked with job
satisfaction in the organization, while (n=4, 9.18¢9vided a moderately likely view
stand, and (n=1, 2.3%) had a view that it was iketyl at all. Also it was observed
from the results that motivated outcome employ@evative ideas were responsible
for generating job satisfaction at work place. Bhady findings were similar to the
previous researcher’s findings like (Amabile, ef 2004; Allison, 2005; Hirst, et al.,
2009; Bysted, 2013; De Jager, et al., 2013; and &val., 2013) who provided that

job satisfaction at work place was a product ofbemaged innovative ideas.

4.3.1.3 Satisfaction with Encouraging of Innovativeédeas by the Institution
This was the third questionnaire of the first stuthyective that aimed at finding out

whether the respondents were satisfied with howame employee innovative ideas
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were @couraged by the institutionsTable 4.8 and Figure 4.8 statistically

summarizedhe results

Table 4.8 Statistical Distribution on Satisfaction with Encouraging of
Innovative ldeas in Absolute Frequency (n=44) and étcentage (n=

100%)
Satisfaction with encouraging outcome innovative igas
Encouragement valuc | Frequency | Percent | Valid Percent | Cumulative
Percent
Dissatisfied 6 13.6 13.6 13.6
Neutral 7 15.9 15.9 29.5
Satisfied 21 47.7 47.7 77.3
Strongly satisfie 10 22.7 22.7 100.0
Total 44 100.0 100.0
Source: Field data, (201
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Figure 4.8: Statistical Distribution Satisfaction with the Encauraging of
Innovative ldeas in Absolute Frequency (n=4«

Source: Field data, (201
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The results above in statistics presented that wiote respondents (n=31, 70.4%)
had opinions that were satisfied with how the tn§tbn was encouraging outcome
employee innovative ideas, (n=7, 15.9%) had neuteaV, while (n= 6, 13.6%) were
dissatisfied with the organization efforts to enrame the same. From the results the
fact was revealed that public institutions madeoré$f to encourage outcome
employee innovative ideas. The study results supgowhat was discovered by
(Sundbo, 1999; Borins, 2001;Yukl, 2002; and Basad004; Merx- Chermin and

Nijhof, 2005; Homiga et al., 2012; and Wu, et 2013).

4.3.1.4 Motivation Tools used to Encourage Outcom&mployee Innovative
ldeas

From the first study objective, the researcher @qal the motivation tools adopted

by the institution to encourage outcome employeeovative ideas to satisfy

customers and employees. Ten sub tools ranging foonan (i-x) were established

by the researcher of which the respondents hadkattatick where their opinion

deemed fit. The likert scale was established ranfiom (1= Strongly disagree, 2=

Disagree, 3=Neutral, 4= Agree, and 5= Strongly Ayre

Further, respondents were given a room to fill mpe space as others to
countercheck if there were more motivation tooks éit in (a-b). The researcher
analyzed each sub motivation tool separately td @at it's worth to the study but
when interpreting data the researcher combinedglyodisagree and disagree as
well strongly agree and agree to come up with geéntatal in frequency and
percentage. Below were the findings in general dase each motivation tool

identified by the previous studies.
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4.3.1.4.1 Reward and Award

According to Vroom'’s expectancy theory of 1964 redgaand awards were viewed
as extrinsic motivation tools used to encourageaut employee innovations. This
idea was taken into account by many motivation kgho In this study, the

researcher was stimulated to find out the worth refvards and awards in

encouraging outcome employee innovation in publstiiutions.

Table 4.9: Statistical distribution on Reward and Avard Motivation Tools in

Absolute Frequency (n=44) and Percentage (n= 100%)

Reward and Award

Reward and award | Frequency| Percent Valid Cumulative

value Percent Percent
Strongly disagreg 2 4.5 4.5 4.5
Disagree 1 2.3 2.3 6.8
Neutral 9 20.5 20.5 27.3
Agree 21 47.7 47.7 75.0
Strongly Agree 11 25.0 25.0 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.9: Reward and Award Motivation Tools in Frequency (n=44)
Source: Field data, (2014)
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This was because the researcher assumed that poslitutions operate under
budgetary slacks which could not support the abditthe institution to effectively
reward and award employees towards outcome as cethpa private institutions.

Table 4.9 and Figure 4.9 summarized the findings.

The results presented that most of the responden83, 72.7%) agree that rewards
and awards were among motivational tools used leyinistitution to encourage
outcome employee innovative ideas, while (h= 95%§).were neutral, (n=3, 6.8%)
disagree. Generally from the findings rewards amdrds were motivation tools
applied by the institution. The study supporteddifnys by (Vroom’s expectancy
theory 1964; Amabile, et al., 2004; Allison, 2064rst, et al., 2009; Bysted, 2013;
De Jager, et al., 2013; and Wu, et al., 2013) vdatized the same in their previous

studies.

4.3.1.4.2 Salary and Compensation
This studyworked on the worth of salary and compBos as extrinsic motivation

tools used by institutions to encourage outcomel@yep innovative ideas.

Table 4.10: Statistical Distribution on Salary andCompensation Motivation
Tools in Absolute Frequency (n=44) and Percentaga£ 100%)

Salary and Compensation
Salary and Frequency| Percent| Valid Percent | Cumulative
Compensation value Percent
Strongly disagree 1 2.3 2.3 2.3
Disagree 7 15.9 15.9 18.2
Neutral 9 20.5 20.5 38.6
Agree 19 43.2 43.2 81.8
Strongly Agree 8 18.2 18.2 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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The researcher had a view that the more salarycantgbensation are administered
the more the encouragement of innovative idea® sfindy results were summarized

in Table 4.10 and Figure 4.10.
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Figure 4.10: Statistical Distribution on Salary andCompensation Motivation

Tools for in Absolute Frequency (n=44)
Source: Field data, (2014)
The study findings showed that (n=27, 64.4%) redpats agreed that salary and
compensation were motivation tools used by thetuigin to encourage outcome
employee innovative ideas, (n=9, 18.2%) disagréecd, 20.5%) neutral position. It
was found that most of the respondent in total pedcentage (n=27, 64.4%)
dominated the study. The researcher observed #hatysand compensation were
motivation tools applied by the organization to ivate innovative ideas. The
findings supported (De Jager, et al., 2013; and ¥ual., 2013) who previously
proved that salary and compensation were used Inagess to encourage outcome

employee innovations within the organization.
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4.3.1.4.3 Training and Learning

This study examined the worth of training and leagras crucial motivation tools
for encouraging outcome employee innovative ideamstitutions. The researcher
assumed that if training and learning could notaken on board by managers could

negatively affect innovative ideas. Table 4.11 a&fndure 4.11 summarized the

results.

Table 4.11: Statistical Distribution on Training and Learning Motivation Tool
in Absolute Frequency (n=44) and Percentage (n=1000%

Training and Learning

Training and Learning | Frequency| Percent | Valid Percent | Cumulative

value Percent
Strongly disagree 1 2.3 2.3 2.3
Disagree 3 6.8 6.8 9.1
Neutral 8 18.2 18.2 27.3
Agree 18 40.9 40.9 68.2
Strongly Agree 14 31.8 31.8 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
[u] T T T T T T T

Figure 4.11: Statistical Distribution on Training and Learning Motivation Tool

in Absolute Frequency (n=44)

Source: Field data, (2014)
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The study findings depicted that (n=32, 72.7%) oeslents agreed that training and
learning were motivation tools used to encourag&Eame employee innovative
ideas, (n=4, 9%) disagreed on the same, (n=8, )&24mtained a neutral position.
It was observed from the study that training aradrisng were motivation tools used
to encourage outcome employee innovation. Therigalivere similar with previous
findings by (Sundbo, 1999; and Merx-Chermin, 20@6p proved that training and

learning were at the centre of outcome innovatioriee organizations.

4.3.1.4 .4 Innovative Trust and Recognition

The study examined the applicability of innovatiweist and recognition n
encouraging outcome employee innovations. The relseaassumed that innovative
trust and recognition covered the aspect of delegabf the activities as being
described by (Borins, 2001). The contradictory aspeas that with too much
centralization in public institutions, could innawe trust and recognition be among
the motivation tools in the public oriented orgatians? Table 4.12 and Figure 4.12

summarized the results.

Table 4.12: Statistical on Innovative Trust and Reggnition Motivation Tools in
Absolute Frequency (n=44) and Percentage (n= 100%)

Innovative trust and recognition

Innovative trust and Frequency| Percent| Valid Percent| Cumulative

recognition value Percent
Strongly disagree 2 4.5 4.5 4.5
Disagree 3 6.8 6.8 11.4
Neutral 11 25.0 25.0 36.4
Agree 24 54.5 54.5 90.9
Strongly Agree 4 9.1 9.1 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.12: Statistical Distribution on Innovative Trust and Recognition
Motivation Tools in Absolute Frequency (n=44)
Source: Field data, (2014)

The study findings proved the fact that (n=28, 6d.Grespondents agreed that
innovative trust and recognition were motivatiomlsoused by the institution to
encourage outcome employee innovative ideas, (n22%) were neutral, (n=5,
11.3%) disagreed. The results of the study condumith the ideas of (Borins, 2001)
that proved previously that innovative trust andognition motivated innovative
ideas. The study drew attention that innovativesttrand recognition were vital

motivation tools used by organization to influemnueovative ideas.

4.3.1.4.5 Political System
This study explored political system in the aspafcbeing a motivation tool for
outcome employee innovative ideas as advocated®byns, 2001). The researcher

assumed that since public institutions are subcommps of the political system in
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power, this could be among the motivation toolse Tasults were summarized in

Table 4.13 and Figure 4.13.

Table 4. 13: Statistical Distribution on PoliticalSystem Motivation Tool in
Absolute Frequency (n=44) and in Percentage (n= 1%

Political Systems

Political Systems value| Frequency| Percent | Valid Percent | Cumulative
Percent

Strongly disagree 8 18.2 18.2 18.2
Disagree 10 22.7 22.7 40.9
Neutral 19 43.2 43.2 84.1
Agree 5 11.4 114 95.5
Strongly Agree 2 4.5 4.5 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.13: Statistical Distribution on Political System Motivation Tool in
Absolute Frequency (n=44)
Source: Field data, (2014)

The study proved that (n=19, 43.2%) respondents ddminated the study were
neutral on whether political systems were amongivabbn tools to encourage

outcome employee innovative ideas or not, (n=189%0) respondents disagreed,
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and (n=7, 15.9%) agreed on the same. The resdltsadiconcur with (Borins, 2001)
previous findings on political systems in encounggoutcome employee innovative
ideas because his study was that political systaras important in building
innovative ideas in the organization. Similarly tmeutral position of many
respondents made the researcher to recommend d@batsswhen (Borins, 2001)
study was undertaken it was still the age of singgety domination in which
compliance was in reign as a motivator than pgaiton. Being neutral seemed to
give power to (Mihyo, 1983; Shivji, 1986; and Champ 2002) findings that

political systems discouraged outcome employeeviative ideas.

4.3.1.4.6 Punishment

The researcher’'s assumed that employees were bedtigated towards outcome

employee innovative ideas by punishment because wewed in a negative aspect
of disliking work and sometimes could run away fravark. The study wanted to

verify whether the same was still holding facthimsttoday’s organization life. Table

4.14 and Figure 4.14 summarized the findings.

Table 4.14: Statistical Distribution on PunishmentMotivation Tool in Absolute
Frequency (n=44) and Percentage (n= 100%)

Punishment
Punishment value Frequency| Percent| Valid Cumulative
Percent Percent

Strongly disagree 6 13.6 13.6 13.6
Disagree 10 22.7 22.7 36.4
Neutral 15 34.1 34.1 70.5
Agree 10 22.7 22.7 93.2
Strongly Agree 3 6.8 6.8 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.14: Statistical Distribution on PunishmentMotivation Tool in Absolute

Frequency (n=44)

Source: Field data, (2014)

The results depicted that (n=16, 36.3%) respond#istgyree on punishments being
among motivation tools to encourage outcome emplagaovative ideas, (n=15,

34.4%) had neutral opinion, (n=13, 29.5%) agreee $tudy results deviated from
the previous researcher’s findings such as (Bo#@8}1) that proved that punishment
motivated innovative ideas. From the findings teeearcher was in a position to
come up with a view that punishment was usefulhie period when most of the
employees in the organization were unskilled, dad when the environment didn’t

provide room for employee participation in decismaaking.

4.3.1.4.7 Crisis

This study explored crisis as motivation tool farceuraging outcome employee
innovative ideas in the organization. The researcssumed that most of the
organizations had been innovative towards outcoafies crisis had arisen. Table

4.15 and Figure 4.15 summarized the finding.
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Table 4.15: Statistical Distribution on Crisis Motivation Tool in Absolute
Frequency (n=44) and Percentage (n= 100%)

Crisis
Crisis value Frequency | Percent| Valid Percent Cumulative
Percent
Strongly 10 22.7 22.7 22.7
disagree
Disagree 10 22.7 22.7 45.5
Neutral 17 38.6 38.6 84.1
Agree 6 13.6 13.6 97.7
Strongly Agree 1 2.3 2.3 100.0
Total 44 100.0 100.0
Source: Field data, (2014)
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Figure 4.15: Statistical Distribution on Crisis Motivation Tool in Absolute
Frequency (n=44)
Source: Field data, (2014)

The study findings indicated that (n=20, 45%) resjants disagree that crisis was
not among motivation tools to encourage outcomel@ysp innovative ideas, (n=17,

38.6%) respondents had neutral views, (n=7, 15.9%eed that crisis was a
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motivation tool. It was observed from the studytthle number of respondent who
disagreed dominated. This also deviated from thstiag findings by (Borins, 2001)
who advocated that crisis motivated outcome emgdpeovative ideas in public

institutions.

4.3.1.4.8 New Leadership

It was the researcher’s ambition to examine thettwaf new leadership as a
motivation tool for encouraging outcome employeaowative ideas. The study
assumed that with new leadership new outcome eraployovative ideas could be

encouraged. Table 4.16 and Figure 4.16 summarmeecksults.

Table 4.16: Statistical Distribution of Respondenbn New Leadership
Motivation tool in Absolute Frequency (n=44) and Pecentage (n=

100%)
New leadership
New Leadership value | Frequency | Percent | Valid Percent| Cumulative
Percent

Strongly disagree 1 2.3 2.3 2.3
Disagree 5 11.4 11.4 13.6
Neutral 8 18.2 18.2 31.8
Agree 21 a47.7 a47.7 79.5
Strongly Agree 9 20.5 20.5 100.0
Total 44 100.0 100.0

Source: Field data, (2014)

=57 Mean = 373
Std. Dew. = 997
F=aa

20—

1]
|

Frequency

=]
|

1

1) T T T T T T
oo 1.00 2.00 .00 4.00 5.00 .00

Figure 4.16: Statistical Distribution on New Leadeship Motivation Tool in
Absolute Frequency (n=44)
Source: Field data, (2014)
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The study results depicted that (n=30, 67.2%) nedpnts agree that new leadership
was among motivation tools to encourage outcomdamp innovative ideas, (n=8,
18.2%) were neutral, (n=6, 13.7%) disagree. Froanfitiding it was discovered that
respondent who agree dominated the study. Thenfysdsupported the previous
research by (Borins; 2001; Yukl, 2002; and Basad064) who also came up with

similar view on leadership being innovative ideastiwator in organizations.

4.3.1.4.9 New Program and Opportunity

The study explored the applicability of new prograna opportunity as a motivation
tool used by organizations. The researcher asstinadoday’s organizations were
operating under entrepreneurial concept of explpopportunities to develop new
programs that could motivate outcome employee iate® ideas in the public

settings as compared to the private settings. Té4ldlé and Figure 4.17 summarize

the results.

Table 4.17: Statistical Distribution on New Prograns and Opportunity

Motivation Tool in Absolute Frequency (n=44) and inPercentage

(n=100%)
New Program and Opportunity
New Program and Frequency | Percent | Valid Percent | Cumulative
Opportunity value Percent
Disagree 3 6.8 6.8 6.8
Neutral 16 36.4 36.4 43.2
Agree 12 27.3 27.3 70.5
Strongly Agree 13 29.5 29.5 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.17: Statistical Bi_ét_ri_b_ﬁti_b_r_lndri_l_\l_é\_/\fI__Df(;gjf&;é and Opportunity Tool in

Absolute Frequency (n=44)

Source: Field data, (2014)

The researched findings presented that the follgwespondents (n=25, 56.8%)
agree, (=16, 36.4%) were neutral, and (n=3, 6.8%ggree on new program and
opportunity being a tool for encouraging outcomepkayee innovative ideas. This
study was dominated by respondents who agree. imtlangs were similar to facts
by (Sundbo, 1999; Borins, 2001; Merx- Chermin anphd, 2005; and Homiga et
al., 2012) who previously observed that new progratmulated employees towards

outcome innovative ideas.

4.3.1.4.10 Technological Change
Since today’s world was emphasizing on technololgg,study examined the worth
of technological change as a motivation tool foconte employee innovative ideas.

The researcher assumed that since technology waw yae fully established by
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many organizations in Tanzania, could not be amibegmotivation tools in the

public settings. Table 4.18 and Figure 4.18 sunmueatie finding.

Table 4.18: Statistical Distribution on Technologial Change Motivation Tool in
Absolute Frequency (n=44) and Percentage (n=-100%)

Technological Change
Technological change | Frequency | Percent Valid Cumulative
value Percent Percent
Strongly 2 45 45 45
disagree
Disagree 2 4.5 4.5 9.1
Neutral 8 18.2 18.2 27.3
Agree 20 45.5 45.5 72.7
Strongly Agree 12 27.3 27.3 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.18: Statistical Distribution of Régpondenbn Technological Change
Motivation Tool in Absolute Frequency (n=44)

Source: Field data, (2014)

The study portrayed that (n=32, 72.8%) respondagitsed on technological change
being a motivation tool for outcome employee innoxaideas in the organization,

(n=8, 18.2%) were neutral, and (n=4, 5%) disagrdeem the study results
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respondents who agreed dominated. The study fisdsugported (Sundbo, 1999;
Borins, 2001; Merx- Chermin and Nijhof, 2005; andriiga et al., 2012) researched
work which provided that new technology engineemtdnges which attracted

employees towards outcome innovative ideas to wofbethe situation.

Table 4.19: Summarized Presentation of Motivation dols in Percentage Score

(n=100%)
SN Motivation Total Disagree| Neutral | Agree | Percentage
Tools Respondent % % % %

1. Rewards and 44 6.8 20.5 72.7 100.0
Awards

2. Salary and 44 18.2 20.5 64.4 100.0
Compensation

3. Training and 44 9.0 18.2 72.7 100.0
learning

4. Innovative trust 44 11.3 25.0 63.6 100.0
and recognition

5. Political 44 40.9 43.2 15.9 100.0
systems

6. Punishment 44 36.3 34.4 29.b 100.0

7. Crisis 44 45.0 38.6 15.9 100.0

8. New leadership 44 13.7 18.2 67.2 100.C

9. New program 44 6.8 36.4 56.8 100.0
and opportunity

10 | Technological 44 5.0 18.2 72.8 100.0
change

Source, Field data (2014)

4.3.1.4.11 Motivation Tools in a Summarized Preseation

Since motivational tools explored ranged from ()-1® which each tool was
analyzed separately basing on (n=,44,100%) it veaessary for the researcher to
condense the percentage scores in terms of (desageatral and agree) in one table.
This was guaranteed to easily help readers toifgighe tools that scored very high
than the other in those three areas which guided daalysis and interpretation.

Here under Table 20 in percentage statistics sumaththe results.



64

The above summarized presentation informed thah weitception of political

systems, punishment and crisis that were not agoget to be motivation tools
applicable in institutions, the rest which were aesds and award, training and
learning, technological change, salary and compiemsainnovative trusts and
recognition, new leadership and new program scabede 50% to exhibit that were

tools for motivating innovative ideas.

This illustrated that 70% of motivation tools sugigel by previous researchers such
as (Vrooms 1964; Sundbo, 1999; Borins, 2001; Mé&Rermin and Nijhof, 2005;
and Homiga et al.,, 2012) functioned in ensuringowative ideas in public

institutions.

4.4.2.1 Exploration of Leadership Techniques for Eoouraging Outcome
Employeelnnovative Ideas and Effects on Customersd Employees

This was the second study objective that aimecdetdrchined leadership techniques
for encouraging outcome employee innovative ideahe organization. In order to
gather data a standardized questionnaire was g@melcand distributed to
respondents. However, in data interpretation theearcher combined strongly
disagree values with disagree and strongly agréle agree because all meant the
same to simplify data interpretation. Below was #&malysis and interpretation of

each questionnaire.

4.4.2.2 Influence
Since most of the researchers explained that infleevas among the techniques

used by leadership to encourage outcome employrevative ideas in the
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organization as described by (Yukl, 2002). Infiieineaders had an opportunity of
mobilizing outcome employee innovations by chandinegir thinking and making

them come up with new projects.Table 4.20Figur® 4iBnmarized the findings.

Table 4.20: Statistical distribution on Influence Leadership Technique in
Absolute Frequency (n=44) and Percentage (n= 100%)

Influence
Influence value Frequency| Percent Valid Cumulative
Percent Percent
Disagree 2 4.5 4.5 4.5
Neutral 6 13.6 13.6 18.2
Agree 21 47.7 a7.7 65.9
Strongly Agree 15 34.1 34.1 100.0
Total 44 100.0 100.0
Source: Field data, (2014)
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Figure 4.19: Statistical Distribution on InfluenceLeadership Technique In
Absolute Frequency (n=44)

Source: Field data, (2014)



66

The results informed that the study was dominatedns36,81.8%) respondents
who agree that influence was among the technigseg hy leadership to encourage
outcome employee innovative ideas, (n=6,13.6%) wasatral in opinion,

(n=2,4.5%) disagree. From the findings it was pdotieat influence was among
techniques used by leaders to encourage customeérsnaployees towards outcome
innovative ideas. The study findings matched wittdihgs from (Yukl, 2002; and

Basadur, 2004) that similarly proved that influeneas key towards generation of

innovative ideas in organization.

4.4.2.3 Visionary Leadership

The previous researchers assumed that outcome weeplanovative ideas were

encouraged by a leadership technique of visionaaddrship in the sense that,
organizations were operating under a vision manomedhe leaders and leaders
entailed vision talent. This motivated the reseattidy to examine the same as was

given by (Yukl, 2002). Table 4.21 and Figure 4s2@nmarized the findings.

Table 4.21: Statistical Distribution on Visionary Leadership Technique in

Absolute Frequency (n=44) and in Percentage (n= 196

Visionary leadership

Visionary leadership value | Frequency | Percent | Valid Cumulative
Percent Percent

Strongly disagree 1 2.3 2.3 2.3
Disagree 2 4.5 4.5 6.8
Neutral 10 22.7 22.7 29.5
Agree 19 43.2 43.2 72.7
Strongly Agree 12 27.3 27.3 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.20: Statistical Distribution on Visionary Leadership Technique in
Absolute Frequency (n=44)

Source: Field data, (2014)

The findings revealed that the study was domin&gdn=31,70.5%) respondents
who agree that visionary leadership technique rat#iy outcome employee and
customer innovative ideas, (n=10, 22.7%) were aéuin=3, 6.8%) disagree. It was
therefore elaborated by findings that visionarykxahip technique was applicable in
encouraging innovative ideas in the organizatidns Dained support from (Sundbo,
1999; Borins, 2001 Yukl, 2002; and Basadur, 200&r Chermin and Nijhof,

2005; and Homiga et al., 2012) that placed visipriaadership at the center of

innovative ideas.

4.4.2.4 Delegation and Job Focus

In the previous studies it was assumed that outcem@oyee innovative ideas were
encouraged by delegation and job focus techniqudsdalership. This motivated the
study to examine the whether this technique careygt as provided by (Yukl,

2002). 4.22 and Figure 4.21 summarized the firgling
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Table 4.22: Statistical Distribution on Delegatiorand Job focus Leadership
Technique in Absolute Frequency (n=44) and Percéage (n= 100%)

Peghtion and Job Focus
Delegation and Job Frequency| Percent | Valid Percent| Cumulative
Focus value Percent
Disagree 2 4.5 4.5 4.5
Neutral 12 27.3 27.3 31.8
Agree 22 50.0 50.0 81.8
Strongly Agree 8 18.2 18.2 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.21: Statistical Distribution Delegation anl Job Focus Leadership
Technique in Absolute Frequency (n=44)

Source: Field data, (2014)
The study findings stated that (n=30, 68.2%) opoeslents agree that delegation
and job focus were leadership techniques appliedieaglership to encourage

outcome employee and customer innovative ideaslZn27.3%) took a neutral
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position, (n=2, 4.5%) disagree. It was imperatiwethe researcher to come up with a
view that delegation and job focus were crucialpublic organization. This was
supported by previous findings from (Vroom’ expecha theory 1964; Sundbo,
1999; Borins, 2001 Yukl, 2002; and Basadur, 2004&r Chermin and Nijhof,
2005; and Homiga et al., 2012) that insisted oegtgion and job focus in ensuring

innovative ideas.

4.4.2.5 Provision of Challenging Job

The researcher had a conception that challengibg gontributed to outcome
innovative ideas in many organizations and leadgrsbnsidered it in maintaining
the same.This motivated the study to explore thetldr this technique hold a
reality in public institutions in Tanzania as it sveound by previously studies in the

private organizations. Table 4.23 and Figure 4i@2marized the findings.

Table 4.23: Statistical Distribution on Provision ¢ Challenging Job leadership
Technique in Absolute Frequency (n=44) and in Percgéage (n= 100%)

Provision of Challenging Jobs

Provision of Challenging] Frequency| Percent Valid Cumulative

Jobs value Percent Percent
Strongly disagree 1 2.3 2.3 2.3
Disagree 6 13.6 13.6 15.9
Neutral 12 27.3 27.3 43.2
Agree 18 40.9 40.9 84.1
Strongly Agree 7 15.9 15.9 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.22: Figure 23: Statistical Distribution onProvision of Challenging Job

Technique for Encouraging Outcome Employee Innovatie Ideas in
Absolute Frequency (n=44)

Source: Field data, (2014)

The study findings showed that (n=15,56.8%) redpats who agree that provision
of challenging job was among the techniques usedebgership to culminate
outcome employee innovative ideas dominated thelyst(in=12,27.3%) were
neutral, (n=7,15.9%) disagree. From the resultdleringing jobs to customers and
employees encouraged outcome employee innovateasidlhe findings obtained
support from previous researchers such as (Vroapeaancy theory 1964; Sundbo,
1999; Borins, 2001 Yukl, 2002; and Basadur, 2004« Chermin and Nijhof,
2005; and Homiga et al., 2012) also entailed thi#t whallenging jobs innovative

ideas were boosted.

4.4.2.6 Participatory Decision Making and Meeting
This study examined the worth of participatory dem making and meetings as

leadership technique to encourage outcome emplayeevative ideas in the
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organization. The view behind this was that theemibe employee participation in
decision making, the more the innovative ideasb@&iag encouraged by leadership.

Table4.24 and Figure 4.23 summarized the findings statistical form.

Table 4.24: Statistical Distribution of Respondentn Participatory Decision
Making and Meeting Leadership Technique in Absoluté=requency
(n=44) and in Percentage (n=100%)

Participatory Decision Making and Meeting
Participatory Decision Frequency| Percent Valid Cumulative
Making and Meeting value Percent Percent
Disagree 1 2.3 2.3 2.3
Neutral 8 18.2 18.2 20.5
Agree 13 29.5 29.5 50.0
Strongly Agree 22 50.0 50.0 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.23: Statistical Distribution of Respondenbn Participatory Decision
Making and Meeting Leadership Technique in Absolutd~requency
(n=44)

Source: Field data, (2014)
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The findings proved that the study was dominatedelspondents (n=35, 79.5%) that
agree on participatory decision making being lestiiprtechniques of encouraging
outcome employee innovative ideas in the orgamngin=38,18.2%) neutral position,
(n=1,4.5%) disagree. From the findings it was fbuhat leadership engaged
employees and customers in participatory decisiaking to encourage innovative
ideas. The findings were in line with (2001 Yukd(2; and Basadur, 2004) previous

study findings that elaborated that without paptation in decision making it was

unlikely to attract innovative ideas by the orgarian.

4.4.2.7 Recognizing Employee Needs

This study explored the applicability of recogngiemployee needs leadership
technique in encouraging outcome employee innogatileas in the organization.
The researcher assumed that through recognitiempfoyees need innovative ideas
were enhanced by leadership. Table 4.25and Figi#sdmmarized the findings

onrespondent opinions.

Table 4.25: Statistical Distribution on Recognizingemployee Needs Leadership
Technique in Absolute Frequency (n=44) and Perceng@ (n= 100%)

Recognition of Employee needs

Recognition of Frequency| Percent Valid Cumulative

Employee needs value Percent Percent
Strongly disagree 2 4.5 4.5 4.5
Disagree 4 9.1 9.1 13.6
Neutral 12 27.3 27.3 40.9
Agree 15 34.1 34.1 75.0
Strongly Agree 11 25.0 25.0 100.0
Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.24: Statistical distribution Recognizing Enployee Needs Leadership
Technique in Absolute Frequency (n=44)

Source: Field data, (2014)

The study findings showed that number of responedrd agreed (n=26, 59.1%)
dominated the study as compared with (n=23, 27 8%@) were neutral, and (n=6,
13.6%) that disagreed on recognizing employee iedag leadership techniques to
encourage outcome employee innovative ideas iorh@nization. From the findings
it was discovered that leaders devoted into reabggi employee and customer
needs to stimulate outcome innovative ideas. Theirfgs were supported by
(Vroom’s expectancy theory 1964; Sundbo, 1999; Mwefx-Chermin, 2005) of

whom delivered that employee felt better and becoraee innovative after realizing

that leadership recognized what they were doing.

4.4.2.8 Directing and Organizing Work
This study examined the applicability of directingd organizing workleadership

technigue of encouraging outcome employee innogatieas in the organization.
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The assumption was that with directives and worganization could lead into
innovative ideas to customers and employees becaaseof the people prefer to be

directed and given organized work.Table 4.26 amguie 4.25 summarized the

findings.

Table 4.26: Statistical Distribution on Directing and Organizing Work
Leadership Technique in Absolute Frequency (n=44)ral Percentage

(n=100%)
Directing and Organizing Work
Directing and Organizing | Frequency | Percent | Valid Cumulative
Work Percent Percent
Neutral 12 27.3 27.3 27.3
Agree 24 54.5 54.5 81.8
Strongly Agree 8 18.2 18.2 100.0
Total 44 100.0 [ 100.0
Source: Field data, (2014)
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Figure 4.25: Statistical Distribution on Dir'ei:tin'gi'an'd Organizing Work
Leadership Technique in Absolute Frequency (n=44)

Source: Field data, (2014)
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This study results indicated that number of respotal who agree (n=32, 72.7%)
dominated the study as compared with (n= 12, 278%g) were neutral. From the
analyzed data the researcher interpreted the sesuthe sense that customer and
employee innovative ideas were reinforced througécting and organizing work by
leadership. Similarly the study findings were givaipport by (Vroom’s theory of
1963; Borins 2001; Yukl 2002; and Sundbo, 1999yaturn who explained that
proper innovative ideas in the organization weredpced through directing

employees and organizing work.

4.4.2.9 Networking Employees

The researcher had a view that networking emplojeestioned as unity towards
innovative ideas. This study examined the applltghbof networking employee’s

leadership technique of encouraging outcome empldpaovative ideas in the
organization. It was assumed that employee netwhnkctioned better by

encouraging innovative ideas through teams. Tablednd Figure 4.26 summarized

the findings.

Table 4.27: Statistical Distribution on Networking Employees
LeadershipTechnique in Absolute Frequency (n=44) ah
Percentage (n= 100%)

Networking Employee
Networking employee] Frequency | Percent | Valid Percent| Cumulative
value Percent

Disagree 6 13.6 13.6 13.6
Neutral 12 27.3 27.3 40.9
Agree 17 38.6 38.6 79.5
Strongly Agree 9 20.5 20.5 100.0
Total 44 100.0 100.0

Source: Research Findings, (2014)
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Figure 4.26: Statistical Distribution on Networking Employee Leadership
Technique in Absolute Frequency (n=44)

Source: Research Findings, (2014)

The findings from the study showed that it was dwted by (n=26, 59.1%)
respondents who agree that networking employees avasng the leadership
techniques for encouraging outcome employee iningvatleas, (n=12, 27.3%)
neutral, and (n=6, 13.6%) disagree. This provedcaleaders networked employees
and to encourage outcome innovative ideas. Thdtsesbtained had no difference
with the findings of the study conducted by (Merlke@min, 2005) who advocated

that innovative ideas sounded better in places eveemployees were networked.

4.4.2.10 Communication and Information

Communication and information were perceived byrgsearcher as the back bone
of innovative ideas in any organization. Basingtbat conception, the researcher
was encouraged to verify the validity of commurnimatand information leadership

techniques in relation with outcome employee intiveaideas as described by
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(Yukl, 2001) in the context of Tanzania public ingions. Table 4.28 and Figure
4.27 summarized the findings.
Table 4.28: Statistical Distribution on Communicaton and Information

Leadership Techniques in Absolute Frequency (n=44nd
Percentage (n= 100%)

Communication and Information
Communication and Frequency| Percent| Valid Percent| Cumulative
Information value Percent
Disagree 2 4.5 4.5 4.5
Neutral 8 18.2 18.2 22.7
Agree 22 50.0 50.0 72.7
Strongly Agree 12 27.3 27.3 100.0
Total 44 100.0 100.0
Source: Field data, (2014)
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Figure 4.27: Statistical Distribution on Communicaton and Information
Leadership Technique in Absolute Frequency (n=44)

Source: Field data, (2014)

The findings above revealed that the study was datad by (n=34, 77.3%)

respondents agreeing that communication and inftomawere among the
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leadership techniques of encouraging outcome ereplagnovative ideas, (n=8,
18.2%) were neutral, and (n=2, 4.5%) disagreed.inBasn the findings the
researcher realized that leaders establish comiiomcand information network in
the organization to ease a task of making custonaes employees produce
innovative ideas for organizations development aatisfaction of the later. The
findings matched with what (De Jongetal., 2007 cavered when studying how

leaders influence employee innovative behavior.

4.4.2.11 Seminars and Workshop

This study was interested in collecting information seminars and workshop
leadership technique of encouraging outcome emplapaovative ideas in the
organization. The researcher had a notion that ledye obtained from seminars
and workshop was at employees’ epicenter for intiewadeas sensitization. It was
this notion that made the researcher to condutti@dysTable 30 and Figure 29 in

statistics summarized the findings on respondeimi@ns.

Table 4.29: Statistical Distribution on Seminar andWorkshop Leadership
Technique in Absolute Frequency (n=44) and Percenge (n=

100%)

Seminars and Workshops
Seminars and Frequency| Percent| Valid Percent| Cumulative Percent
Workshops value

Disagree 3 6.8 6.8 6.8

Neutra 8 18.2 18.2 25.0

Agree 16 36.4 36.4 61.4

igﬁ’e”eg'y 17 38.6 38.6 100.0

Total 44 100.0 100.0

Source: Field data, (2014)
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Figure 4.28: Statistical Distribution on Seminar a Workshop Leadership
Technique in Absolute Frequency (n=44)
Source: Field data, (2014)

The findings of the study proved a fact that thelgtwas dominated by (n=33, 74%)
respondent who agree that seminars and workshop weed as techniques to
encourage outcome employee innovative ideas (n8%) 3vere neutral, and (n=3,
6.8%) respondents disagree. The study portrayezhliyr as it was found by (De
Jong et al. 2007) in the sense that leaders prdvedeninars and workshops to
customers and employees for the sake of encourafei