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A word for the first Issue 

Perfection is a direction, not a destination 

The humble start of Somali Business and Social Sciences Journal is far from perfect, not only 
because it was done by humans who are never perfect but also that is it was born in a very difficult 
environment which lacks almost every supporting factor and full of demoralizing factors that are 
more than enough to discourage any attempts to stand on one’s own feet. 

Several factors contribute to the difficulty of producing a standard research journal on our first 
attempt including: This work has been conducted by undergraduate students in a unique 
environment full of limitations, Mogadishu, Somalia; the absence of similar footprints  made by 
other local older institutions to follow; Lack or scarcity of secondary data resources; Difficulty of 
access to primary data because of unfamiliarity of research culture from the part of local 
community,  business firms, organization or individuals, which are usually reluctant to help 
researchers; Lack of adequate training and guidance for young researchers; Lack of moral or 
material incentives to do research; and the weakness of research education in the local institutions 
curriculum. 

The factors mentioned above and other more unmentioned put us between only two options; either 
sit idle and do nothing at all, or begin with something small, humble and primitive for the first 
time and then keep iterating, tweaking and improving until we come out with something good and 
better. We intentionally chose the latter because we believe (with certainty) that we can succeed 
as others did. While we cannot ignore our pains and hurdles on our way, we believe in beginning 
small and thinking big, so we decided to move with a firm determination and confidence which 
are our best means to reach the desire goal. 

We hope this simple endeavor will draw the attention of the scholar community to constructively 
criticize this work and we promise that we will accept criticism and use it as a springboard to a 
better work, and their suggestions will be reflected in the next issues.  We invite Somali scholars 
to contribute to the next year’s issues by sending their articles for local publication and I assure 
them their contributions will be objectively evaluated. We apologize for any mistakes or errors 
that could have been avoided and we promise to pay more attention to avoid them in the future. 

This is a modest start prompted by a long dream for seeing Somali academic research journals, 
and Somali researchers cited and referred to in the academic literature as contributors to 
knowledge, which now seems almost non-existent compared to other nationalities. We are sure 
that this dream can be achieved starting from something as simple as this journal “Somali Business 
and Social Sciences Journal” with a vision that it would one day become a high impact journal. 

Mohamud Ahmed Jimale 

President 
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Hello and welcome. 

 

The faculty of Economics & Business Management at JUST is known for innovative, high-quality 
academic programs, basic research and a close corporate relationship. The faculty has graduated 
its first batch (Class of 2016) in business administration and as part of its broader vision for 
academic excellence, it took a long-awaited, arguably bold decision to venture into the world of 
research publication. 

 

The Somali Business & Social Sciences Journal (SBSSJ) marks a new era for JUST and the 
nation’s academic family. It will be a place where academics and other aspiring future researchers 
publish their business and social science related papers. Even though the future of ground-breaking 
research from such modest, yet ambitious SBSS Journal seems far away, for us it’s actually 
beginning right now. We are confident that every beginning has its own deficiencies and we never 
claim to have started something perfect. As the president stated in the previous page, several 
unique factors contribute to the difficulty of producing a standard research journal in Somalia. 
Among them are: the absence of similar footprints  to follow made by other local older institutions; 
lack or scarcity of secondary data resources; difficulty of access to primary data because of 
unfamiliarity of research culture from the part of local community, business firms, organization or 
individuals, which are usually reluctant to help researchers. 

 

With the help of our affiliated higher education institutions locally and internationally, we hope 
that this research journal will give local ambitious researchers a promising future in the world of 
research publications. The journal will publish research papers in the fields of management, 
marketing, finance, economics, banking, accounting, human resources management, international 
business, hotel and tourism, entrepreneurship development, business ethics, international relations, 
law, development studies, population studies, political science, history, journalism and mass 
communication, corporate governance, cross-cultural studies, public administration, education and 
so on. 

 

Enjoy reading it 

 

Abdiwahab A. Elmi 

The Dean 
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Abstract  

This study presents an assessment on customer satisfaction towards mobile money transfer 
services in Somalia. The methodology used to conduct this study was exploratory using descriptive 
and correlation statistics and included the use of questionnaire and observation as data collection 
tools to meet the objectives of the research. The study has been done involving customers who are 
using different Mobile Money services. The findings from the study have shown that the people 
who use the services are mostly satisfied with this service. It is also revealed that  mobile money 
transfer services is another alternative to banks and covers areas of all types and all kinds of 
people even those with no bank account have access to mobile money transfer services. Therefore 
the study recommended that further research to be made the effects of these phenomenal Mobile 
Money services could have on the economy. 
 
Keywords: Mobile Money Transfer, Customer Satisfaction, Service Quality. 

1.0 Introduction 

The mobile telecommunications market in Somalia is a competitive one, dominated by the big 
three: HORMUD, SOMTEL AND NATIONLINK 
Mobile-money service providers in Somalia are:  

 SAHAL mobile money services provided by Golis Telecom in Puntland subsidiary of 
Hormuud Telecom  

 EVC-PLUS mobile money services provided by Hormud Telecom in Southern Somalia,  
 ZAAD mobile money services provided by Somtel Telecom in Somaliland   
 E-MAAL mobile money services provided by Nationlink Telecom 

The objective of the study is to assess level of customer satisfaction with Mobile Money Transfer 
(MMT) services in Somalia by focusing on the above mentioned big three telecom companies. 
Specifically, the study aims to assess the extent to which customers are satisfied with their Mobile 
Money Transfer services, identify contributing factors for customer satisfaction with MMT 
services and examine measures taken to ensure customers are satisfied with the services. Customer 
satisfaction is therefore a primary goal of this study. 

Due to the availability of technology and fast growing telecommunication systems, Hormuud 
Telecom in Mogadishu, Golis Telecom in Bossaso and Telesom in Hargeisa have introduced a 

mailto:abdiwahab@just.edu.so
mailto:Mustafyare65@gmail.com
mailto:fiidshesom@gmail.com
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mailto:cacax.14.cc@gmail.com


Somali Business and Social Sciences Journal  Vol: 01, No: 01 (2016) 

Faculty of Economics & Management, Jamhuriya University of science and technology                 Page: 2 

mobile banking service for the first time in 2009, which is known as Zaad or Sahal financial 
Services allowing customers to utilise their mobile phone to transfer money, to pay bills and to 
purchase goods and services. (Dalmar, 2015) 

The proliferation of mobile money services is imminent. They promise many new benefits for 
users, and are undoubtedly going to shape the telecommunications, technology and financial 
services industries. Technology innovation and new transaction types are changing the mobile 
money landscape, and opening up opportunities for a range of industry participants. The definition 
of “mobile money” varies across the industry as it covers a wide scope of overlapping applications. 
In general, mobile money is a term describing the services that allow electronic money transactions 
over a mobile phone. It is also referred to as mobile financial services, mobile wallet and mobile 
payment. (Ernst & Young, 2009) 
A survey conducted by Gates Foundation, World Bank and Gallup found that “Somalia was one 
of the most active mobile money markets: 26% of the population are reported using mobiles to 
pay bills, which is the highest rate in the world, and 32% to send and receive money”. 

The prosperity and growth of MMTs in Somalia depends, to a large extent, on the ability of mobile 
phone companies to provide a service that satisfies customers. Customer satisfaction is vital for 
ensuring high rate of adoption and continuous use of MMTs among mobile phone subscribers, the 
mobile phone company apart from expanding the coverage of their network. They also need to 
look at the satisfaction of the customer who are sending money through mobile services. In order 
for customer to be satisfied with the use of mobile money transfer services the matter of quality 
and quantity come into consideration. Satisfying customers is an essential element to stay in the 
business in the modern world of global competition. Customer satisfaction is a subjective measure. 
It is a measure of perception, not reality although when it comes to the reality of making customers 
happy, perception is more important than reality. Customers demand bigger, better, faster and 
improved service which results in increased customer’s expectation. (Ernst & Young, 2009) 

2.0 Literature review 

Mobile payment, also referred to as mobile money, mobile money transfer, and mobile wallet 
generally refer to payment services operated under financial regulation and performed from or via 
a mobile device 

Since 2005, Mobile Money Transfer services have been used in a number of ways in developing 
countries. A study conducted by Porteous (2006) on the adoption of Mobile Money Transfer 
services in Africa found out that Mobile Money Transfers in Africa are in the following forms: - 
transmitting airtime, paying bills and transferring money. Much of the activities being conducted 
by the society such as paying bills, as it is for water bills, electricity and etc. 

A prominent emerging service is mobile money—a term used to loosely refer to money stored 
using the SIM (Subscriber Identity Module) as an identifier as opposed to an account number in 
the conventional banking sense. A notational equivalent in value is then kept on the SIM within 
the mobile phone, which is also used to transmit payment instructions. The corresponding cash 
value is physically held by the MNO, a bank or another third party depending on the business 
model. MNOs and their agents provide an interface between the two sides through cash-out 
(issuing cash on demand) or cash-in (convert cash to notational equivalent) functions providing 
convertibility between mobile money and cash (Morawczynski, 2009). 
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According to Desai (2012), the mobile money industry is continuing to expand rapidly around the 
world and there were 150 live mobile money services for the unbanked in 72 countries, 41 of which 
were launched in 2012. This growth has been driven largely by Mobile Network Operators 
(MNOs), which operationally run 72.0% of live deployments and 72.5% deployments launched in 
2012, where most deployments centered in Sub-Saharan Africa.   

Kotler and Keller (2009) define satisfaction as “a person’s feeling of pleasure or disappointment 
resulting from comparing a product’s perceived performance (or outcome) in relation to his/her 
expectations. Customer satisfaction measures how well a product or a service supplied by a firm 
meets customer expectation. According to T. Dahlberg and N. Mallat. (2002), “ease of use, 
security, low transaction costs, and wide applicability of the solutions increase perceived customer 
value and should be managed by mobile payment solution provider”. 

Customer satisfaction has been gaining increasing attention from the researchers and practitioners 
as a recognized field of scholarly study and is a fundamental tool used by financial institutions for 
enhancing customer loyalty and ultimately organizational performance and profitability. The 
importance of customer satisfaction cannot be dismissed because happy customers are like free 
advertising. Many of us have heard of the current trend for businesses to become highly customer-
centric, that is to put the customer at the center of our business in terms of our strategies, actions 
and processes. For most of us, old truths still holds well, such as it is easier and more profitable to 
sell to existing customers than to find new ones. In practice, organizations are increasingly setting 
themselves strategies to measure and ensure customer retention, and charging their staff to be more 
customer- focused and service-oriented. Bob E. Hayes, (1998) 

Customer satisfaction holds significant importance in corporate sector because without satisfied 
and loyal customers, you don't have a business. A single unsatisfied customer can send away more 
business from your organization than 10 highly satisfied customers. 

3.0 Methodology 

This section present the research design, research population, research instrument, data collection 
procedure, reliability and validity of the instrument, data analysis and the sampling technique. 

3.1 Research Design  

The researchers used descriptive approach in order to achieve the objectives of the study. 
Descriptive and inferential statistics would be used for analyzing data and interpreting the results 
to actually describe the impact of Mobile Money Transfer on customer satisfaction of 
telecommunication user. 

3.2 Research Population 

The research populations of this study is generally the Somali people particularly those who live 
in the capital city of Mogadishu. Their exact number is unknown. 

3.4 Sample Size  

The sample of the study is 200 individuals. This sample size is based on findings from the literature 
so the choosing of this sample size is guided by literature.  
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3.5 Sampling Procedure  

In our study we used non probability sampling techniques. Its main purpose is to select a 
representative sample.  

3.6 Research Instrument  

In this study questionnaire is used as a tool for collecting the data required to address and 
accomplish research objectives. The researcher preferred this method because it was the most 
appropriate method. 

3.7 Validity and Reliability of the Data 

A pilot test was conducted on four respondents from units of the population to examine clarity and 
meaningfulness of the questionnaire. Feedback from the pilot study was incorporated into the 
questionnaires that was used to gather data for this research. 

3.8 Data Analysis  

Descriptive statistical measures such as central tendencies and measures of dispersion was used to 
analyse close ended questions. The results was presented in tables, after the data was tabulated and 
analysed using frequencies, percentages, mean scores and standard deviation measures with the 
help of SPSS computer software application. Cross-tabulation analysis was also applied to 
originate any relationships between the Dependent and independent variables. 

3.9 Ethical Considerations. 

We intended to conduct an ethically sound research by following the rules and regulations of 
Jamhuriya University and other internationally known procedures. 

4.0 Data presentation, analysis and interpretation 

4.1 General demographic information 

The majority of the customers who are using MMS are those with the age of less than 30 years and 
between 31 and 40 years. This age group is the one which mostly involves much on business issues 
and other activities which involve the use of money. 

 
Figure 1: Age patterns of the respondents 
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41-50 years
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The largest groups of respondents were male, at 76.6%, this implies that male are more involved 
in the use mobile money transfer services. 

 

 

 

 

 

 

 

 

Figure 2: Gender of our respondents 

Married people with families at 58.2% use MMS the most to pay their utility bills like electricity 
and water, rents, petrol, school fees and many more transaction which makes their lives easier. 

 Frequency Percent Valid Percent Cumulative Percent 

Single 83 41.3 41.5 41.5 

Married 117 58.2 58.5 100.0 
Total 200 99.5 100.0  

Table 1: Marital Status of the Respondents 

4.2 Mobile money transfer service 

Hormuud’s EVC+ is the most widely held service and has a big portion of the market with 75% 
of our respondents using their service. 

 
Figure 3: Mobile Money Service Type 
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The study proved that the quality of service of MMS providers are acceptable within the society 
with 87 members representing 43.3% of the respondents rating the quality of their Mobile Money 
service as very good and 73 members of the respondents representing 36.3% rated their service as 
good. 

The research has also found some significant changes that have been realized by the respondents. 
88.6% of the respondents have indicated that through the use of mobile money transfer services 
they have achieved a lot including paying for their families medical expenses, school fees and 
more. 

The researcher has found that lack of proper banking services, popularity of Mobile Money use 
and the low quality of paper money to be the most prominent causes of MMT use. 

The researcher has also found that the majority of the respondents at 60.2%  traveled only as much 
as 0 km to 5 km, this implies that the locations of cash points are plenty and convenient to the 
customers. 

 

 

 

 

 

 

 

 

Figure 4 Distance to a cash point. 

4.3 Customer satisfaction  

As was our hypothesis to test Customer Satisfaction on these dimensions:- 

Majority of our respondents representing 34.3% agreed with the idea that MMS provider’s 
reception desk employees were elegant and well-dressed most of the time which proves tangibility. 

96 members of our respondents representing 47.8% agreed with the idea that MMS provider’s 
work place and offices were modern which proves tangibility. 

The majority representing 45.3% agreed with the idea that MMS providers keep their promise 
which proves reliability. 

41.3% of the respondents agreed with the idea that their service was delivered on a timely manner 
which proves reliability. 
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5.0 Conclusion & Discussion 

5.1 Discussion  

As was our objective:- 

1. To asses if customers of mobile money transfer (MMT) are satisfied with the MMT services. 
 Yes customers are satisfied with MMT services in Mogadishu Somalia since 43.3% of our 

respondents rate the service’s quality as very high and 86.8% of the respondents indicated 
that the service is beneficial to them. 

2. To identify contributing factors for customer satisfaction with MMT services. 
 These factors include:- 

i. Service quality which the respondents rated as very high in many dimensions 
including tangibility, responsiveness, assurance and reliability which as discussed 
were all satisfactory. 

ii. Proximity of cash points which is the distance to the closest cash point, 60% of the 
respondents stated that it was as close as 0km to 5km which is also satisfactory. 

3. To examine measures taken to ensure customers satisfaction with MMMT services. 
 Involve customers on all the changes being made on the use of MMT service. 

 But 51% of our respondents suggested that they weren’t consulted on any changes 
being made by their MMT service provider. 

 Other measures taken to ensure customer satisfaction included to make the service:- 

i. More secure. 

ii. User friendly 

iii. Convenient 

iv. And reliable  

5.2 Conclusion 

This research report sought to establish the impact on customer satisfaction towards the use of 
mobile money transfer services using a sample of two hundred people within the city of 
Mogadishu. 

The major finding of the reports indicates that all the research objectives are important and there 
is a strong relationship between the two variables of the study as presented in section four. 

5.3 Recommendation  

 To MMT service providers 

 To involve their customer in major changes made to the service by listening to their 
suggestions and offering high quality service. 

 To the Public 

 To avoid being left behind we must familiarize ourselves with the benefits and 
opportunities of MMT service which has the potential to improve our lives and contribute 
to the improvement of our quality of life, so it will be foolish to let such an opportunity go 
by without realizing it and making the most of it. 
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5.5 Recommended further studies 

 Further studies can discuss:- 

 The effect of mobile money transfer service on economic growth.  

 The impact of mobile money transfer services on technological change and penetration of 
technology to users in rural areas. 

 Another study can also asses the challenges facing mobile money transfer services 
including fraud and money laundering. 
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Abstract 

The study applies a customer theory and explores the impact of social responsibility on companies’ 
reputation. Particularly the study will focus on the level of impact of social responsibility on 
companies’ reputation by studying a local telecommunication company. One of the objectives of 
this study is to analyze how that local company reacted the social responsibility needed by its 
customers and the whole community it gives service with the return of charges. The study sampled 
one hundred respondents, which are selected randomly, from the different community parts and 
asked some questions to evaluate the impact of social responsibility on companies’ reputation. In 
addition, the result shows that even the less social responsibility a company pays to its society 
brings a reputation to that company. Finally, the researchers suggested in the recommendation that 
the companies should develop the current reputational competences by leveraging on past and 
present social responsibility activities. 
 
Keywords: Social responsibility, company reputation, corporate social responsibility 

 

1.0  Introduction 

 
1.1 Background of the study 

Corporate Social Responsibility is the continuing commitment by business to contribute to 
economic development while improving the quality of life of the workforce and their families as 
well as of the community and society at large. (WBCSD, 2015) 
 
Reputation refers to the observers' collective judgments of a corporation based on assessments of 
financial, social and environmental impacts attributed to the corporation over time. (RMC, 2015) 
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1.2 Problem Statement 

The impact of social responsibility on corporate reputation was mysterious since some corporate 
directors and managers understood that social responsibility can have a great impact on corporate 
reputation and image. 
 
Corporate social responsibility is titled to aid an organization's mission as well as a guide to what 
the company stands for its consumers. The aim is to increase long-term profits through positive 
public relations, high ethical standards to reduce business and legal risk, and shareholder trust by 
taking responsibility for corporate actions. 
 
In a country, where the role of efficient government is limited, the corporate social responsibility 
is expected to be inefficient because of lack of stability and security maintenance in the country. 
On other hand, corporate social responsibility in Somalia is somehow exists according to the local 
telecommunication and Hawala companies and institutions in the city. 
 
According to international and local; there is a big difference between them because in a worldwide 
social responsibility is key factor for international companies to subsidize their communities in 
huge budget, but in Somalia some companies return small budget to the community that they are 
operating in as well as they may misdirect the aid to unneeded people while ignoring to the right 
people. 
 
Researchers believe that social responsibility can be implemented locally if companies are 
committed to do so and as well as if locals are aware of their rights too. 
 

1.3 Conceptual Framework of the research 

Conceptual framework is an analytical tool with several variations and contexts. It is used to make 
conceptual distinctions and organize ideas. 

 

                                                                                                                      DV 
   
IV 
 
 
 
 
                                                                                                                      DV 
 
 

Figure 1: the proposed Conceptual framework of the research 
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2.0 Literature Review 
 

2.1 Corporate Social Responsibility  

 
Most researchers describe companies’ social responsibility as a concept where many companies 
integrate social and environmental concerns in their enterprise operations and in their interaction 
with stakeholders on a volunteer basis.  
 
The general idea of social responsibility has become more important and significant in the world. 
Today, companies have recognized that social responsibility has more attention than ever because 
of its positive aspects like: increasing reputation, companies’ image and publicity too.  
 
Social responsibility can be defined as an ongoing commitment by business organizations to 
confirm and play their role in economic development of the society, improving quality of life of 
workforce and their families as well as the society and community at large. (Holme, 2000) 
 
2.1.1 Dimensions of companies’ social responsibility  
Number of options is available on how to split different activities of corporate social responsibility. 
There are two main dimensions of CSR, internal and external. Internal dimension is relating the 
activities of internal environment to the business organization and an external dimension involves 
stakeholders which are external to the organization. (European Commission, 2001) 
 

2.1.1.1 Internal Dimensions of Companies’ Social Responsibility 

Internal dimensions of companies’ Social Responsibility refer to socially responsible performing 
within the business, mainly involving employees, health and safety and managing changes with 
environmental oriented responsibilities; including management of normal resources used in 
production processes. 
 
2.1.1.2 External Dimensions of Companies’ Social Responsibility 

Corporate social responsibility’s external dimension refers the performance concerning the 
external stakeholders. The concept of CSR drives beyond the buildings of thebusiness into society 
and is concerned with a variety of stakeholders in addition shareholders and employees, customers, 
suppliers, NGOs representing local community, and environment etc. 
 
2.2 Corporate Reputation  

Companies ‘reputation is a ‘soft’ concept and it is the overall estimation in which an organization 
is held by its internal and external stakeholders based on its past actions and probability of its 
future behavior. The organization may have a slightly different reputation with each stakeholder 
according to their experiences in dealing with the organization or in what they have heard about it 
from others. (Harrison, 2012) 
 
Many organizations put the importance of a good reputation to the back of their minds while they 
attend to more hard-edged, day-to-day urgencies. 
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On the other hand, many organizations consider their greatest asset to be their good name or 
reputation. This is especially true in knowledge-based organizations such as professional services 
firms in the consulting, legal, medical, and financial sectors and in universities.  
 
2.3 Combination of CSR and Companies’ reputation 

Purpose of corporate social responsibility (CSR) is becoming increasingly an important issue for 
every community and stakeholder. Organizations are being reputable through CSR activities. 
The aim of the organization is to examine the relationship between CSR and corporate reputation, 
and determine the role of CSR activities in corporate reputation building its reputation process 
throughout development of the environment. 
 
Customer is considered to be the vital aspect of a business. Companies with less focused customer 
face lower profit margins. Studies have unlocked the covert that companies having less customer 
focus face problems of having undesired reputation. 
 
 
 

3.0 Methodology 

 
3.1 introduction 

 
This research will focus on the impact of corporate social responsibility on corporate reputation 
and the good image for any corporate which has a direct or indirect associate with customers. The 
candidates of this research mainly use describing methods based on quantitative research.  

The quantitative method emphasize objective measurements and the statistical, mathematical, or 
numerical analysis of data collected through polls, questionnaires, and surveys, or by manipulating 
pre-existing statistical data using computational techniques. Quantitative research focuses on 
gathering numerical data and generalizing it across groups of people or to explain a particular 
phenomenon. (Roberts, 2003) 

3.2 Research Design 

This study is based on a descriptive design with the help of collecting data techniques like 
questionnaire. The descriptive design was used to determine significant relationship between the 
level of social responsibility and company’s reputation. 
 
 
3.3 Research Population 
The target population of this study is Hormuud’s customers who are using its different services 
and getting some of its social responsibility activities or heard from radios or witnessed once in 
their life time. 
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3.4 Sampling Procedures 
The researcher used systematic random sampling to select the above mentioned sample from the 
given population since respondents are available from the different customers of Hormuud 
Telecom Somalia. The questionnaire papers are based on systematic random from the different 
parts of Hormuud’s customers. 
 
3.5 Data Collection  
Data collection describes the tools and methods used to collect information and identify the 
variables being measured; describe the methods used to obtain the data. 
 
3.6 Data Analysis  
Data analysis describes the procedures for processing and analyzing the data. If appropriate, 
describes also the specific instruments of analysis used to study the research objectives, including 
mathematical techniques and the type of computer software used to manipulate the data like; 
statistical packaging social science (SPSS). 
 
 
The following mean ranges and descriptions were used to interpret responses of the respondents:  
 
 
 
Mean Range   Response Mode  

 
 
 

Interpretation  

3.26-4.00  
 

 Strongly agree   Very satisfactory  

2.51-3.25  
 

 Agree   Satisfactory  

1.76-2.50  
 

 Disagree   Fair  

1.00-1.75  
 

 Strongly disagree   Poor  

 
Table 4.1: The level of social responsibility and the level of companies’ reputation 
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4.0 Analysis, Design and Interpretation Data 
4.1 Distribution of respondents according to different attributes 

As we have mentioned in section three the respondents were hundred people including male and 
females shown in table 4.1 . Eighty-five percent (85%) of the respondents were male showing that 
the targeted respondents had responsibility of measuring hypothesis while the rest of the 
respondents (15%) were female. 

The study shows that the age group 21-30 constitutes the majority respondents of the questionnaire 
( 56% out of 100 respondents), followed by the age group 31-40 constitutes the next rank ( 23% 
out of 100 respondents) and finally followed by the age group 41-50 which constitutes (10% out 
of 100 respondents).  

The majority being in the age group of 21-30 could imply that they were customers of the case 
studied company who have stayed with this company, Hormuud, in a long time. The results 
therefore indicate that the majority of respondents were of mature and experienced age which made 
the researcher to consider their views as valid and authentic in relation to the study.  
Therefore, the results indicate that since the majority of the respondents were people of 
responsibility, they were able to give valid and ideal responses on the problem of the study. 
 

4.2 Descriptive Statistics: Social Responsibility 
The questions asked to the respondents in table 4.2 shown that it is fair and acceptable. The 
respondents evaluated with an average mean of 2.3675 which expresses the fairness of the 
questions asked to the randomly selected customers. 
 

4.3 Descriptive Statistics: Corporate Reputation 

The questions asked to the respondents in table 4.3 shown that it is fair and acceptable. The 
respondents evaluated with an average mean of 2.00833 which expresses the fairness of the 
questions asked to the randomly selected customers. 

Table 4.1 Relation between Social Responsibility and Corporate Reputation using 
correlation 

Correlations 

   Corporate Social 
 Responsibility  

Corporate Reputation 

CSR  Pearson Correlation 1 .361** 
 Sig. (2-tailed)  .000 
 N 100 100 

CR  Pearson Correlation .361** 1 
 Sig. (2-tailed) .000  
 N 100 100 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Results show under correlation that 1% increase of Corporate Reputation brings an  
Increase of corporate social responsibility with 36.1% and vise verse. 
 
4.5R elationship between Social Responsibility and corporate reputation using regression 
Line 

 
 
 
 
 
 
 
 
 
 
 

 
Results show under regression that 1%increase of Corporate Reputation brings an  
Increase of corporate social responsibility with33.9% and vise verse. 
 

5.0  Discussions, Conclusions and Recommendations 

5.1 Discussions 
 
According to the first objective of the research, which states the impact of social responsibility and 
companies’ reputation in local companies,  can be understood  as the relationship of social 
responsibility and companies’ reputation which is complementary because if social responsibility 
is fulfilled by the company and given to right people with right time, then the company’s reputation 
will grow dramatically in the community that the company operates in. 

The second objective of the research states that how the case studied company reacted/replied the 
social responsibility needs of the community it operates in. According to the respondents as 
expressed in section four, the social responsibility of the case studied company was 2.3675 at fair 
rank. The interpretation of the average mean of the social responsibility activities of the case 
studied company seems to be fair and applicable to mention that the company paid some social 
responsibility in the community it operates. 
 
The third objective of the research states that how to evaluate the feedback that case studied 
company got from the community it operates in. As witnessed in questionnaire the respondents 
evaluated the rank of reputation of the case studied company, Hormuud Telecom Somalia is 
2.00833 which can be interpreted as fair. So, the feedbacks of the randomly selected customers 
were clear and tell us the majority of the community has a positive view about Hormuud Telecom 
Somalia.  
 

 

 
Table: Coefficientsa 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig.  

B Std. Error Beta 

1 
(Constant) 1.207 .212  5.688 .000  

CSR .339 .088 .361 3.836 .000  

a. Dependent Variable: CR 
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5.2 Recommendations  

As researchers, we believe thatthere is a positive impact between social responsibility and 
companies’ reputation. The study has shown that the more the company pays social responsibility 
to the stakeholders brings the loyalty and cooperativeness of the customers. 
In our viewpoint, maintaining the social responsibility and charity to the needed ones brings 
prosperity and peace in the community and it gets rid of the hostility among the community. 
 
5.3 Conclusion  
 
The study investigated the impact of social responsibility on companies’ reputation of randomly 
selected customer of Hormuud Telecom Somalia. It was intended to find out the impact of social 
responsibility and companies’ reputation. The study specifically sought to examine the impact of 
social responsibility and companies’ reputation. 
 
 
The study found out that there was a positive significant impact between social responsibility and 
companies’ reputation in randomly selected customer of Hormuud Telecom Somalia. Basing on this 
finding, the more a company implements social responsibility fairly is the more the organization gets 
reputation in the community it operates.  
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Abstract 

This study was conducted to find out the effect of incentives on employee motivation. In these 
research incentives is characterized as financial and non -financial incentives, whereas motivation 
refers to employee performance. The research is particularly intended to investigate and 
recommend the proper incentives. The study was conducted through observational survey design 
and data was collected during May, 2016.Five departmental managers, 9 supervisors, and 16 
employees were selected from the accessible population of Coca Cola Company. The researchers 
used purposive sampling technique to select all 5 departmental managers and all 9 Company’ s 
from employees.  The collected data were organized and analyzed using both qualitative and 
quantitative methods. The Statistical Package for Social Sciences (SPSS) was used to tabulate the 
results from which the analysis was done and presented in tables.The research found that there 
was a modern relationship of (r= 0.586) between incentives and employee motivation. 

 

KEY WORDS: Incentives, Motivation, Financial incentives, Non-financial incentives, 
Performance, Employees, Coca-Cola Company.  

1.0 Introduction: 

This is an article that intended to summarize the incentives and its effects on work motivation: a 
case study Mogadishu, Somalia. After a long investigation and analysis of how incentive effects 
on work Motivation we found that they have positive relationship. This is supported by a positive 
relationship established by correlation coefficient (0.58) together with the positive responses from 
the questionnaires. From the finding of the study, it is evident that there are various forms of 
incentives used by the organization. But according to the responses there are some forms which 
are mostly used than others, this includes cash bonus and employee empowerment these have 
helped the organization raise its employee performance and retention. Finally, we hope that our 
research will be interested one change the mentality of many people and brings them advantage 
towards their companies if they applied.  

According that employee incentives are of two types, financial and non-financial salary payment 
are financial incentives, these include forms such as insurance courage, and profit sharing and 
provision are made.  Non-financial incentive involves good working condition, recognition for 
exceptional achievement and other types of job benefit.  (Wendell, work motivation on the 
employee and effect on incentive , 1974) That organization have set up wages payment plans that 
will be design to reward the workers at the same time with added compensation for exception 
plans, these are based on the piece rate method of making wage payment.  And these involve a 
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careful scientific study of each worker and that the will be a consequences that will be fall any of 
the worker who fails to reach the standard and a higher reward or rate who exceeded it. 
According to additionally observe that gentle task and bonus system will be awarded to any 
employee who exceeded the set standard by completing the work in his time, he will receive a 
bonus, a percentage of the base rate.  The bonus is seen as something that is usually figured to a 
sliding scale earning from 15 to 35 percent of the base rate.  (Julias, 1995) On the other hand, a 
worker who fails to complete the task in the time allotted, will receive only this regular hourly 
rates.  And this present two special features the bonus which beings when the worker does there 
fourth as much as job by doing so, it will help or encourage these who are striving to read 
more.(Imaga, 1981)Incentives in the world are a popular management topic.  
 
Work motivation was developed on the basis of psychologists' behavioral research Psychologists 
started studying behavior in the early 1900s; one of the first psychologists to study behavior 
was Sigmund Freud and his work was called the Psychoanalytic theory. Many other behavioral 
psychologists improved and added onto his work. With the improvements in the behavioral 
research and theories, psychologists started looking at how people reacted to rewards and what 
motivated them to do what they were doing, and as a result of this, psychologists started creating 
motivational theories, which is very closely affiliated with reward workers.  From the company 
point of view instead, an effective performance appraisal has to be present, in order to let 
motivation be a major contributor to the rewarded performance (Cira, D. J. and Benjamin, E. R. 
(), , 1998) The constructive performance feedback in Africa must be accepted as fair practice 
across the whole companies hence our performance evaluation process is fully leveraged as the 
basis for work motivation. In our approach to remuneration and reward, we ensure that salary and 
 Bonuses are based on individual and team performance.  
 

2.0 Literature review 

2.2 incentives Schemes  

Hartman, Kurtzand and Moser (1994) state that incentives are one technique by which employees 
carry out their end of the employment contract, that is, compensating employees for their efforts. 
In general, an incentive scheme (payment or programs) is any compensation that has been designed 
to recognize some specific accomplishment on the part of an employee. It is expected that the 
prospect of the incentive payment will trigger the desired performance behavior in the employee. 
Incentive schemes as defined by Graffin and Ebert (1993) are special pay programs designed to 
motivate high performance. Incentive schemes attempt to link at least a portion of pay to job 
performance to encourage higher productivity. Incentives, as often called, should be aligned with 
the behaviors that help achieve organizational goals or performance. Incentives are either 
individual or group (organization wide). In this study, financial incentives are designed to motivate 
employees to improve their performance – to increase effort and output and by producing better 
results expressed in such terms as objectives for profit, productivity, sales turnover, cost reduction, 
quality customer service and on time delivery. 

2.3 Definition Of Work Motivation 

According to (Cosma, 2014)In the era of maximizing profits, employers pay an increasing 
attention to cost reducing and to improving efficiency. Even though the fast development of the 
technology has facilitated employees’ work duties, they are still responsible for obtaining that 
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competitive advantage which can place their company on top. As a former CEO of Chrysler, in 
the person of Robert Eaton, posited, the only way we can beat the competition is with people. 
That's the only thing anybody has. Your culture and how you motivate and empower and educate 
your people is what makes the difference (Sherman, 1993). Work motivation is responsible for 
determining the level, the length of time and the intensity of an employee’s involvement (Pinder, 
cited in Beardwell & Claydon, 2007). Given the positive correlation between a worker’s 
motivation and an organization’s productivity, one of the prior tasks of the management is to find 
out what motivates the employees and how this motivation can be achieved. The scientific research 
has shown that motivation can have two main types of determinants, whether intrinsic or extrinsic. 
Intrinsic motivation can be defined as one’s internal impulse to achieve something, only because 
the aim itself and the process of obtaining it is seen as interesting and as a satisfaction giver. 
Extrinsic motivation on the other hand is an external stimulus given to someone to attain something 
and in this case the satisfaction itself is not related with the process of obtaining the goal, but with 
the stimulus offered for this purpose (Deci& Gagne, 2005). 
 
2.11.1 Maslow’s Hierarchy of Needs  
Different scholars have put forth different explanations on how motivation can be achieved within 
a company or an organization. Prominent amongst them is Maslow with the theory of “Maslow’s 
Hierarchy of needs”. Consequently, Maslow in 1943 reasoned that human beings have an internal 
need pushing them on towards self-actualization (fulfillment) and personal superiority. Maslow 
came up with the view that there are five different levels of needs and once we happen to satisfy a 
need at one stage or level of the hierarchy it has an influence on our behavior. At such level our 
behavior tends to diminish, we now put forth a more powerful influence on our behavior for the 
need at the next level up the hierarchy.  
Firstly, individuals are motivated by Psychological needs: By Maslow this psychological needs 
forms the basic need for survival and this may include food, warmth, cloth-ing and shelter. When 
people are hungry, don’t have shelter or clothing, there are more motivated to fulfill these need 
because these needs become the major influence on their behavior. But on the other hand when 
people don’t have a deficiency in those basic needs (psychological needs), their needs tend to move 
to the second level where it is equally seen by Maslow as the higher order of needs. The second 
level is seen as the security needs: Security tends to be the most essential need to people at this 
level. This is expressed in safety in the employee’s health and family. The third level of needs by 
Maslow was the social needs. When feeling secured and safe at work, employees will now place 
job relations as their focus that is trying to build up a good friendship, love and intimacy. As we 
keep moving up the ladder we will have self-esteem needs: This fourth level of needs by Maslow 
presents the recognition to be accepted and valued by others. The highest or last level of Maslow’s 
need is self-actualization needs: Self-actualization was to develop into more and more what one is 
to become all that one is competent of becoming. (Srivastava 2005,  
basic needs (psychological needs), their needs tend to move to the second level where it is equally 
seen by Maslow as the higher order of needs. The second level is seen as the security needs: 
Security tends to be the most essential need to people at this level. This is expressed in safety in 
the employee’s health and family. The third level of needs by Maslow was the social needs. When 
feeling secured and safe at work, employees will now place job relations as their focus that is 
trying to build up a good friendship, love and intimacy. As we keep moving up the ladder we will 
have self-esteem needs: This fourth level of needs by Maslow presents the recognition to be 
accepted and valued by others. The highest or last level of Maslow’s need is self-actualization 
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needs: Self-actualization was to develop into more and more what one is to become all that one is 
competent of becoming. (Srivastava 2005, 69) (Figure 2.1 illustrates Maslow´s five hierarchy of 
needs) 
 

 

 

 

 

 

 

 

 
Figure 1: Maslow s five hierarchies of needs Critiques of Maslow’s theory 

Wahba and Bridgewell in their extensive review of Maslow's theory found little evidence for the 
ranking of needs which Maslow described or even the existence of a definite hierarchy. 
 

3.0 Methodology 

3.2 Research Design 

The study was a descriptive research set out to ascertain the impact of incentive systems on 
employee motivation at Coca-Cola. According to Pilot and Hurgler (1995), descriptive survey 
aims predominantly at observing, describing and documenting aspects of a situation as it naturally 
occurs rather than explaining them. Understanding of a phenomenon usually with simple 
descriptive statistics. Gay (1992) further explained that, the descriptive survey method is useful 
for investigating a variety of social problems including assessment of attitudes, opinions, 
demographic information, conditions and procedures; and that descriptive data are usually 
collected through questionnaire, interview or observation. 
 
4.0 Analysis 

This section presents the background information of the respondents those participated in the 
study. The purpose of this background information is to find out the characteristics of respondents 
and it shows the distribution of the population in the study. 
Total respondents of this study were 30 workers in different departments of Coca-Cola Company 
Mogadishu-Somalia. 30 questionnaires were issued out but only 28 were filled and two of them 
were missed.  

4.1. Data Analysis Technique 

 

Self-Actualization (Personal growth and fulfillment)  

Esteemneeds (Achievement, status, responsibility, reputation 

Belongingness and Love needs (family, affection, relationships, work 
group, etc) 

Safety needs (Protection, security, order, law, limits, stability, etc) 

 Biological and Physiological needs (Basic life needs –air, food, drinks, shelter, 
warmth, sex, sleep, etc) 
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(Apeyusi, 2012)The collected data was coded and entered using the Microsoft Excel. Since the 
study is quantitative in nature, the findings were presented in simple descriptive statistics involving 
some tables and bar charts. These were chosen because it made it possible to investigate the 
relationships of interest. 

4.2. Limitations of the Study 

The main limitations of this study were: To generalize the research findings to the entire target 
population, the choice of the sample size and the scope chosen should be significant. This study 
sample size was limited only the main base of the company and the scope of the study was 
Mogadishu due to shortage of time and financial constraints. 

NO Staff members Sample proportion% sample 

1 Managers 16 5 

2 Supervisors 30 9 

3 Employees 54 16 

Total 3 100 30 

Table 1: Sample size for staff of Coca-Cola Company Mogadishu, Somalia. 

5.0 Conclusion and discussion 
 
5.1. Correlation between Variables 

 
 The first objective of this study was to determine the effect of Non-financial incentives and 
employee motivation in private sector in Somalia. The correlation between Non-financial 
incentives and employee job motivation is 0.530 as shown in the table below, which means that 
nonfinancial incentives have significant effect to employee performance. Therefore, there is 
moderate relationship between Non-financial incentives and employee performance (r=.530, 
p<0.000). 
 
The second objective of this study was to investigate the relationship between financial incentives 
and employee performance. The correlation between financial incentives and employee 
performance is 0. 586. It states that 58% of employee performance affected by financial incentives, 
so there is a moderate relationship between financial incentives and employee motivation (r=.58, 
p<0.000). Table 4.3: correlation between independent and dependent variables 
 
 

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

Variable 1 2 3 
Nonfinancial incentives 1 .137 .530 
Financial incentives .137 1 .586 
Employee motivation .530 .586 1 
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5.2 Regression between variables 
This table provides the R and R2 values. The R value represents the simple correlation and is 0.792 
(the "R" Column), which indicates a high degree of correlation. The R2 value (the "R Square" 
column) indicates how much of the total variation in the dependent variable, Motivation, can be 
explained by the independent variable, Incentives. In this case, 62.7% can be explained, which is 
very large. 
 
5.2 Discussion 

The objective of this study was to find out how the incentives affect motivation. Data analysis 
shown there is significant relationship between incentives and motivation Eisenberger & Cameron 
(1996), Eisenberger, Rhoades, & Cameron (1999), state that properly-designed incentive systems 
are consistently successful, and provide evidence that when salary or other incentives are not 
working, properly-designed prize and money incentive programs can dramatically increase 
performance. They also claim that personal interest and value for work increases with tangible 
incentives. (foundation, 2002). This agrees with the most studies done that indicated that incentives 
affect motivation. 

5.3 Conclusion 

The research hypothesis was that incentives affect motivation. The findings of this study indicated 
that incentives affect motivation. The research purpose was to investigate the nature relationship 
between incentives and motivation. Therefore, the research purpose achieved successfully. 
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Abstract 

The purpose of this study is to examine the impact of television commercials on consumer 
purchasing decision in Mogadishu city .The researchers employed   questionnaire to collect the 
data from sample of population and used simple random sampling to select a sample.  Our target 
population was the entire population of   Mogadishu city.  We distributed 300 questionnaires to 
the sample,   296 were returned back, while 46 of them become unsuitable to analysis. 

The TV commercials have little impact on consumer purchasing decision. The result of this study 
showed that TV commercials define the goods and services to the consumers but it can’t influence 
their purchasing decision. The majority of the respondent are depend on other sources rather than 
TV commercials and they see the information provided by  TV commercial are not sufficient but it 
is useful.  

After testing hypotheses, all assumptions become incorrect and invalid. And consumers’ view 
toward the role of TV Commercials on their purchasing decisions was unique in terms of level of 
education, Age and Marital status, but they were different in terms of Gender and occupation 
according to differences in their Gender and Occupation. In terms of the extent to which consumers 
depend on TV Commercials when they take purchasing decisions, the consumers view were unique 
in terms of  Level of education, gender, Age, Occupation of the respondent, but they were not 
unique in terms of Marital Status. In term of the benefit and usefulness of the information provided 
by TV Commercials, consumer view was unique regardless of their demographic difference.   

 

Keywords: TV commercials, impact, consumers, purchasing decision 

1.0 Introduction 

1.1 Background of the Study 
Historically, television Advertising is a vital marketing tool as well as powerful communication 
medium. Commercial dates back into the ancient times where societies used symbols and 
pictorial signs to attract their product users explained that at times, one’s attitude toward an 
object can affect one’s attitude toward another object with which it is associated. The unique 
selling point and brand awareness became ever more important.  
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The first television commercial was broadcast in the United States at 14:29pm on July 1, 1941. 

Advertising is to communicate information about a product, service or idea and thus 
stimulate on demand. One function of the mass media which is becoming slowly important in the 
modern world is the economic functions of advertising. The mass media perform this function 
for the people by bringing together buyers and sellers through commercials 

The basic objective of any commercial is to stimulate sales, direct or indirect by trying to make 
tall claims about product performance. In United States, there is a competition among marketers 
to grab consumer attention. Firms generally try to increase demand of goods or services by 
influencing customers’ preferences through advertising. Television advertising employs attention 
taking real such as attractive and pleasing music, lyrics, Jingles, comedy and repeated messages. 
Television commercials have more impact on consumers than the print media or radio. 

According to Benson Eluwa. Advertising is a form of non-personal method of communicating 
information which is usually paid for by a sponsor through various media. These definitions can 
tell one that advertising is a persuasive communication, because it tries to persuade the reader, 
viewers or listeners to take to the sponsor’s point of view and also take some appropriate actions 
towards an object of commercial. 

The researcher used this theory; the learning theory forms the theoretical framework for this 
study. The learning theory, according to Hackley was derived from Pavlov’s dogs experiment. 
The theory uses Pavlov’s dogs experiment to explain how the consumer will react when exposed 
to an advert. Hackley explained that Pavlov trained his dogs to associate the arrival of food with 
the ringing of a bell: a sound that will lead to the salivation response among the dogs. This, 
according to the author is likened to an advert. He further explained that advertising is seen as a 
stimulus that would give rise to the response just as it occurs in the dogs’ salivation process. 

Also explained that the learning theory had given rise to new up-to-date approach towards 
advertising; hence, the different models that explain how advertising produces its effect. 
Marketing strategy, advertising provides a major tool in creating product awareness and 
condition the mind of a potential consumer to take final purchase decision. 

Advertising, now a days is big business and many industries like magazines, the cable television 
industry, newspapers and many other media, non-media and communication industries survive 
only on the inflow of money due to advertising. Sometimes these attempts involve illegal, dirty 
or underhand tricks, making untrue rightsand confidence on false information .  

 Technology advancement had not given us new products and services, but they had changed the 
meaning of many words. With increase in mass media, advertising effectiveness, as more 
traditional mass media, had reduced. 

However consumer behavior is the process and activity by which people select, purchase, 
evaluate and consume the product or service to satisfy their needs or wants, in early time 
marketers used different signs and symbols to market their products and also to create awareness 
for the customers. With the advancement and technology development now organizations focus 
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to use print and electronic media excessively. Use of different marketing promotional strategies 
has been identified as an effective tool of creating awareness among the consumer population.. 

Advertising is a form of communication intended to persuade, an audience (viewers, readers, 
listeners) to purchase or take some action upon product/ services. 

2.0 Literature Review 
2.1 Television Commercial  
 Television remains the most effective medium for reaching today’s customers and it also is most 
efficient for introducing people to brands. Advertising through Television allows marketers to 
show and tell a wide audience your business, product, or service. It allows one to actually 
demonstrate the benefits of ownership. Television appeals to the literate as well as the illiterate 
and this is one feature of television that makes it unique and different from other mediums. 

Television Advertising is a vital marketing tool as well as powerful communication medium. The 
basic objective of any commercial is to stimulate sales, direct or indirect by trying to make tall 
claims about product performance. Nowadays, there is a competition among marketers to grab 
consumer attention. Firms generally try to increase demand of goods or services by influencing 
customers’ preferences through advertising. Television advertising employs attention grabbing 
trick such as catchy and pleasing music, lyrics, Jingles, humors and repeated messages. The 
impact of the commercials is more on television than the print media or radio. Kaur and Kaur 
(2002) explored fashion awareness among rural and urban adolescents. The study was conducted 
in three villages of Ludhiana city (Punjab). They observed that Television was the most 
important media of information regarding fashion awareness among rural and urban respondents.  

However, it is not all glowing for broadcaster in coming years. The number of television 
channels is growing by hundreds and many more are in pipeline. With so many channels in fray 
the competition to acquire commercial from advertisers is going to be fierce, thereby pulling 
down the ad prices. There would be 700 television channels available for the cable viewers in the 
next two years. And to the questions such as who is going to watch so many channels? And are 
there enough viewers to watch? The answer is yes, there are! India is likely to see nearly 70% 
growth, with the subscriber base reaching nearly 90 million households in the end of the year 
2014. With those kinds of television channels, India is set to become the largest advertising 
market in the world. 

 

2.1 Advantages Of Television Commercials  

• Products can be successfully demonstrated to the understanding of the receiver.  
• The deaf can see and probably understand television commercials.  
• It can reach both literate and illiterate people  
• It can be timed. Most of them are featured in the evenings.  
• It can easily arrest the attention of the receiver.  
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2.2 Consumer Purchasing Decision 
 Consumer is one who consumes the goods & services product. The aim of marketing is to meet 

and satisfy target consumer’s needs & wants. The modern marketing concept makes customers the 

center stage of organization efforts. The focus, within the marketing concepts is to reach target and 

largest customers, sets the ball rolling for analyzing each of the conditions of the target market. 

Therefore, that consumer is more likely to associate with commercials of those brands, which have 

emotional values and messages. Because, positive emotional appeals also provide a strong brand cue and 

stimulate category-based processing. If the categorization process is successful, then the affect and beliefs 

associated with this category in memory are transferred to the object itself. Consumers are not only at first 

confused and disordered in mind, but they also try to categorize the brand association with their existing 

memory, when thousands of products are faced by them, and they might reposition memories to outline a 

brand image and perception / concept toward new products.  

2.3 The Relationship between Television commercial and Consumer Purchasing Decision 

Peter et al (2013), in their analysis on “Consumers’ attitude towards commercial elements: A 

Survey of marketing students in Sunyani Polytechnic” analyzed that, the highest preferences has 

been given to the music’s and jingles while watching television commercial, followed by the 

choice of suitable celebrity. They also analyzed that the demographical variables like gender, 

family income have significant effect on the attitude of the respondents. 

Sabbir et al (2013), in their study on “ Assessing Commercial Impact on Consumers’ attitude: 

Young Consumers’ Perspective” found that over the past few years in Bangladesh many 

companies are using internet commercial to reach, appeal and build relationships with their target 

consumers. It is found from the result of research that television advertising still plays a significant 

impact on young consumers’ attitude. It is also found that the fast food restaurants should provide 

more suitable advertising through television channels to attract more consumers. It is concluded 

that with such a fast growing internet population in Bangladesh, the fast food restaurant companies 

has to establish a combine advertising strategy which includes television and internet advertising. 

Studying people’s buying habits isn’t just for big companies, though. Even small businesses and 

entrepreneurs can study the behavior of their customers with great success. For example, by 

figuring out what zip codes their customers are in, a business might determine where to locate an 

additional store. Customer surveys and other studies can also help explain why buyers purchased 

what they did and what their experiences were with a business. Even small businesses such as 
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restaurants use coupon codes. For example, coupons sent out in newspapers are given one code. 

Those sent out via the Internet are given another. Then when the coupons are redeemed, the 

restaurants can tell which marketing avenues are having the biggest effect on their sales.  

 

2.4 Theoretical Framework: 

The consumer behavior theory was used as the theoretical framework for the study. This theory, 

according to Foxall (1983, p.117) explains that the individual consumer is a rational being, and as 

such goes through a hierarchy of psychological effects in the attempt to be increasingly convinced 

that an advertised brand is appropriate for his personal use, and should therefore, be purchased. 

However, the theory is used extensively to evaluate the effectiveness of commercial and marketing 

management. It is based on this that Foxall writes that the persuasion creates awareness through 

knowledge, liking, preference and conviction to ultimate purchase. 

 

 

2.5 Conceptual Framework 

 

Independent variable                                           Dependent variable 

 

 
 

 

 
The conceptual framework shows that television Commercial which (independent variable) and 
consumer purchasing decision (Dependent variable) and these two variables have a direct 
relationship. 

 

3.0 Methodology 

3.1 Data Analysis 
The data on complete mixed questionnaire  categorized or code and  entered into a computer for 
the Statistical Package for Social Scientists (SPSS) to summarize the data using simple and 

 

Television commercial 
 

Consumer purchasing decision 
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complex frequency tables. The same package used to analyze by computing relative frequencies, 
means, and standard deviations. In the questionnaire each selected one to four scale for where, 

As frequency and percentage count of distributed questionnaire we got as viewed in the table. 

Role of television Commercials in purchasing decision making 

(Distribution of respondent according their answers on the role of television Commercials in 

purchasing decision making)  

ITEMS FREQUENCY PERCENTAGE ACCUMUL
ATE % 

The commercial advertisement inform me 
the available products in the market and 
affects my purchasing decision 

93 37.2 37.2 

The commercial advertisements let me 
know the available products in the market 
but it doesn't affect my purchasing decision 

117 46.8 84 

the advertisement help me to take purchase 
decision 

19 7.6 91.6 

I don't consider commercial advertisement 
while taking purchase decision 

21 8.4 100 

 250 100%  
 

The above table shows that television Commercials- according the majority opinion - has no 
impact on their purchasing decisions but it lets them know the products in the market. 

 

 

3.2 The extent of the consumer’s reliance on television commercials as a source of information 
 

 (Distribution of respondent according their answers on the extent of their dependence on 

television Commercials as a source of information on goods and services in the market)  

ITEMS FREQUE
NCY 

PERCEN
TAGE 

ACCUMU
LATE % 

I depend on commercial advertisement as a single source 
of finding information about the product and services in 
the market 

 
38 

 
15.2  

15.2 

I depend on commercial advertisement as primary source 
and there are other sources such as friends and relatives. 

 
168 

 
67.2  

67.2 
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I don't depend on commercial advertisement as primary 
source of information about product and services 
available in the market 

 
45 

 
 
18.0 

 
18.0 

  
251 

 
100% 

 

 

We observe in the above table what accounted 70, 27% of the respondents depend on television 
Commercials as primer source of information and there are other sources they depend on such as 
friends and relatives. While 6.08% of the respondent s depend on television Commercials as the 
sole source of the information about the goods and services in the market There are a percentage 
23.65% of the respondents don’t rely at all television Commercials as a source of information 
about the goods and services available in the market. 

3.3 Research Design 
This study conducted through questioner strategy. The study used quantitative approach; the 
study was descriptive design; it described television commercial and its impact on consumer 
purchasing decision in Mogadishu Somalia. The researcher generated valid information from 
samples of human elements that constituted the respondents of the questionnaire issued. 

The questionnaire was divided into two parts which answered the personal information / 
demographics and research questions. 

3.4 Research Population 
The populations in Mogadishu is approximately 3.5mllion, so the most populated Somalia area 
in 2014, the total population of Somalia was estimated at 12.36 million according to the Somali 
government, UNFPA. 

3.5 Sample Size 
The sample size in Mogadishu population was consists of 300 from 3 million of total population, 
to determine the Best sample size for the population, and the sample size of this study is 
respondents. Real respondents are 296 because of the 4-questioneires of sample population was 
lost and 46questioneires of respondents was uncompleted and valid questionnaires was 250 that 
consists of men and women. 

4.0 Findings and Conclusion 
The aim of this study was to know to what extent TV Commercials influence on the purchasing 
decisions of consumers in Mogadishu the Capital and the adequacy and usefulness of the 
information it provides and the feelings of consumer in Mogadishu the Capital that the TV 
Commercial are the only source for the information about the products in the market, the 
research result has shown the following: 

• In terms of vulnerability to TV Commercials: 
TV Commercials contribute to the definition of goods and services available in the market to 
the public, but do not affect the consumers when they are taking their purchasing decisions. 
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About 46.8% (it is the highest percentage) of respondents selected the statement says” the 
TV Commercials let me know the goods and services available in the market, but it doesn’t 
affect my purchasing decisions. About 37.2% of the respondent affected by the TV 
Commercials when they take their purchasing decisions The vast majority of the respondents 
about 84.0% say the TV Commercials let them know the products available in the Market.  

• In terms of the adoption of the TV Commercials as a source of information on the goods 
and services in the market 

The ratio of the respondents, which depends on the TV Commercials as a single source for 
information about goods and services available in the market up 15.2%, which is a small 
percentage, while the largest proportion in the sample 67.2%depend on TV Commercials as 
the primary source of information where they made sure of that information from other 
sources such as friends and relatives.   

• In terms of the adequacy and usefulness of the information provided by the TV 
Commercials to make purchasing decisions 

On the side of usefulness, the majority of respondents view that the information provided by 
TV Commercials is useful, and they accounted 80%, and chose first statement and the second 
statement. On the side of  the adequacy of this information in making purchasing decisions,  
about 75.6% of the respondent said, -  who responded to the second and third statement –  
inadequacy of the information provided by TV Commercials to make purchasing decisions, 
where they need other sources to verify the  information, to be  for them enough to make 
purchasing decisions. 

• In terms of Hypotheses Testing 
After testing hypotheses, all assumptions become incorrect and invalid. And consumers’ 
view toward the role of TV Commercials on their purchasing decisions was unique in terms 
of level of education, Age and Marital status, but they were different in terms of Gender and 
occupation according to differences in their Gender and Occupation. In terms of the extent to 
which consumers depend on TV Commercials when they take purchasing decisions, the 
consumers view were unique in terms of  Level of education, gender, Age, Occupation of the 
respondent, but they were not unique in terms of Marital Status. In term of the benefit and 
usefulness of the information provided by TV Commercials, consumer view was unique 
regardless of their demographic difference.   

5.0 Conclusion 
After data collecting and analyzing the researchers find the television commercials are not 
affected the consumers purchasing decision but it helps to know goods and services in the 
market, same of the people may consider and show the television commercials and some other 
may doesn’t consider when they see. 

The respondents show something of informs they get television commercials. And large 
frequency of respondents was satisfied but it’s not more, same others are not satisfied. 

Finally there is dependency of other sources then the television commercial. 
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  5.1 Recommendations 
• We recommend Company Owners and all who engaged TV Commercials to conduct an 

extensive study covering all cities in the TV Commercials and their impact on 
consumers’ purchasing decisions. To know the changes in the consumers’ attitude 
toward TV Commercials 

• Before formulating  TV Commercials ‘ messages, we recommend owners of the 
companies and Commercial designers to conduct marketing research to understand the 
needs , desires, and wants of target consumers. To be TV Commercials more ability to 
influence consumers when they reach purchasing decisions. The result of this study 
revealed that the TV Commercials can define to the consumers the goods and services 
in the market, but it can’t influence in their purchasing decisions. This is due to a lack 
of knowledge about the target consumers and their needs and desires 
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Abstract 
   The Main purpose of this study was to investigate the impact of leadership style on 
organizational culture; case study of  NATIONLINK in Mogadishu Somali. 

  The research design studied was Descriptive design; it was described this studied uses 
quantitative approach, (such as a questionnaire) or data analysis procedure (such as statistics). 
And the target population of this study was 80 employees from NATIONLINK, in Mogadishu, by 
using the non-probability sampling technique to participate in this study. And also sample size of 
this study is 67 respondents to arrive the sample size, the researchers used Slovene’s formula, and 
also frequencies analysis was made using Statistical Package for social science SPSS version 16.0 
to present the data analyses. 

    The researcher found that the two styles of leadership play a vital role on organizational culture, 
Finally, the researchers found that acceptability and suitability of each style of leadership, because 
most of the respondents we met responded yes, and good that both styles are suitable for 
NATIONLINK, but depends on the culture and the system they are going to work. 

Key words: NATIONLINK, leadership style, transactional, transformation, organizational 
culture. 

1.0 Introduction 

In this section the background of the research is presented. Furthermore the key concepts of the 
study are stated which is followed by the problem statement, the motivation of the study, the 
research objectives and the research questions. Lastly the scopes of the study, the significance of 
the study and the conceptual frame work are stated. 

1.1 Background of the study 
 

In 1939, a group of researchers led by psychologist Kurt Lewin set out to identify different styles 
of leadership. While further research has identified more specific types of leadership, this early 
study was very influential and established three major leadership styles. In the study, school 
children were assigned to one of three groups with an authoritarian, democratic or laissez-fair 
leader. The children were then led in an arts and crafts project while researchers observed the 
behavior of children in response to the different styles of leadership. 

1.2 Statement of the problem 

Although the leadership style of NATIONLINK is appeared better in the last 5 years, because of 
huge pleasure for the different sides of the competition.  

mailto:jamaalsom@gmail.com
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Therefore, this study will be investigated the impact of Leadership style on organizational culture; 
case study of NATIONLINK in Mogadishu Somalia in last two decades. 

1.3 Research questions 

 What are the impacts of transformational Leadership style on organizational culture; 
case study of NATIONLINK in Mogadishu? 

 What is the influence of transactional Leadership style on organizational culture; case 
study of NATIONLINK in Mogadishu? 
 

1.4 Research objectives 
 To investigate the impact of transformational Leadership style on organizational 

culture; case study of NATIONLINK in Mogadishu. 
 To examine the influence of transactional Leadership style on organizational culture; 

case study of NATIONLINK in Mogadishu. 
 

1.5 Motivation of the study 
This study will determine and describe the level of the impact of leadership style on 
organizational culture in NATIONLINK for the last 2 years in Mogadishu, using adopted 
Questionnaire by both employees of NATIONLINK.  

 

1.6 Conceptual frame works 

          IV                                                                                                                    DV 
Leadership style                                                                                                        

 

 

 

Figure 1: conceptual framework 

2.0 Literature Review 

2.1 Introduction 

In this section, the researchers will discuss the literatures related to the Leadership style  on 
organizational culture; case study of NATIONLINK in Mogadishu, the capital city of Somalia, this 
section consists of third sections: the first section the study presents the concept of leadership 
flowed by the Transformational Leadership theory, transactional leadership , the second section 
organizational culture. 

 
2.2 Concept of Leadership 
The concept of leadership has generated lively interest, debate and occasional confusion as 
management thought has evolved. Even today, it is not easy to define leadership, and given the 

1) Transformational 
leadership style. 

2) Transactional 
Leadership style 

 
Organizational culture 



Somali Business and Social Sciences Journal  Vol: 01, No: 01 (2016) 

Faculty of Economics & Management, Jamhuriya University of science and technology                 Page: 34 

complexity of the subject, there is no general consensus about delimitation of the field of analysis. 
According to Bass (1999), definition of leadership is related to the purpose associated with the 
attempt to define it, and so presents a wide range of possibilities.  
 
2.3 Transformational Leadership theory 

The theory of transformational leadership, first envisioned by Burns (1978) and modeled by 
Bass (1985), has grown to one of the most prolific paradigms of leadership study Judge  & Piccolo 
(2004), and has been established as the most widely researched theory on leadership Northouse 
(2012).The overarching premise of the model states that characteristics and abilities of a leader 
will motivate, inspire, and “transform” followers by aligning their values, ideals, and 
reinforcement and behaviorism and early models of contingency leadership such as Fiedler’s 
(1967) trait model and House and Mitchell’s (1974) path-goal theory. 

 
2.4 Transactional Leadership 
    In practice, transactional leaders define and communicate what work the follower must do, how 
it will be done, and the rewards he or she will receive for successfully completing the stated 
objectives. As a result, employees understand their job roles and the expectations set for them by 
the leader and the organization.  
 
In addition, employees are motivated and directed to achieve expected standards of performance 
because transactional leaders clarify what the followers receive for the specific level of effort 
and/or performance required of them Avolio, et al.(1991). 
 
2.5 Organizational culture 
Organizational culture is conceptualized as shared beliefs and values within the organization that 
helps to shape the behaviour patterns of employees Kotter and Heskett (1992). 
 
Gordon and Cummins (1979) define organization culture as the drive that recognizes the efforts 
and contributions of the organizational members and provides holistic understanding of what and 
how is to be achieved, how goals are interrelated, and how each employee could attain goals. 
 
 
3.0 Methodology 

3.1 Introduction 
This section contains various sections that show how the study handled. Including research 

design, research population and sample procedure, and research instruments. It also describes 
methods of data collection and data analysis, research ethics and limitations of the study. 

3.2 Research designs 
This study will be used quantitative research design because the researcher will Conducts a 

primary data and use questioner as method of collection. In this study the researchers will conduct 
descriptive study. 

    
3.3 Research population 
The target population in this research covers a specific people those work in NATIONLINK in 
Mogadishu city. The sample population of this study consists of 80 employees.   
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3.4 Sample Size 
The sample size will make up 67 respondents. The SOLVENT’S formula will determine the 
minimum sample size. 

           N                    80                        N                           80      
n =        n =                        n =                      n =               = 67 
        1 + Na2              1+80(0.05)2               1+Na2                               1.2 

3.5 Sampling Procedure 
This study employed purposive sampling technique which is a part of non-probability                  
sampling. 
3.6 Research instrument 
This study will be used questionnaire.  The questionnaire is designed to enable the study to get 
relevant information to the research topic. Questionnaire is a collection of items to which a 
respondent is expected to react in written. 

 
4.0 Data analysis 
Quantitative data analyses will be conducted this study; Statistical package for social science 
(SPSS) version 16.0 will be used to analyze the data collection of this study. 
 
4.1 Ethical consideration  
Our intention is to guarantee to keep the openness, privacy and confidentiality of the respondent, 
to keep the ethical issues data given by the respondent will be used only for academic purpose. 
 
 
5.0 Results 
 
5.1 Introduction 
 
   The previous section, the researchers talked about in depth the explanation of the research 
methodology. In this section, the collected data was analyzed using the statistical technique 
namely, descriptive.  This section contains three sections include the first section presents the 
demographic data about respondents, the second section discusses about data presentation and 
analysis, the third section is discussion of the impact of leadership style on organizational, and  
major findings of the study.  

5.2 Demographic data 

The respondents of this study are categorized in male and female as well as study respondents 
were members of both employers and employees of Nation Link in Mogadishu Somalia, such as 
employees managers, and others, the respondent which has different Highest level of education, 
different Position and variety  Experience, and different  in Age. The output generated using SPSS 
package. 
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Table 1:Gender of the respondents 
 
The table 4.1 shows the majority of the respondents was Male at about 64 males and as percentage 
is (80%) of the respondents and minority of the respondents were Female at about 16 females and 
as percentage is (20%) of the respondents. This clarifies that the participation of females were less 
than males. The reason is recognized that majority of females were not working in Nation Link in 
Mogadishu Somalia. 
 
 
 
 
 
 
 
 
 

Table 4.2 Age of the respondents 
 
Table 4.2 shows the Majority of the respondents ages between 20-30 are (67.5%) percentages of 
total respondent as represented in this table, these were followed by those between ages 31--40 are 
(27.5%) Percentages of total respondent, ages between 41-50 are (3.8%) percentages of total 
respondent and ages 51 and above (1.3%) percentages of Total respondent.     
 
5.3 Major findings of the study 
The researcher found that the two styles of leadership play a vital role on organizational culture, 
although the two styles are a bit influence in each to the organizational culture. 
 
Finally the result shows that the two forms of leadership transformational and transactional have 
positive role on organizational culture according to the unique significant because transformational 
style consider to make team work and corporation between leadership and followers, while 
transactional style focuses on job specialization or do works individually that results reward or 
punishment. 
 
6.0 Discussion and Conclusion 
6.1 Introduction 
The results of this study were discussed in section four. This section contains two parts. First part 
is discussion and conclusion of the main results and the second part makes recommendations for 
future researchers. 
 

Categories Frequency Percentage 
Male 64 80% 

Female  16 20% 

Total                                      80 100%  

Categories Frequency Percentage 
20-30 54 67.5%  

31-40 22 27.5%  

41-50  3 3.8%  

51 above  1 1.3%  

Total 80 100% 
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6.2 Conclusion 
Generally, based on the results of the study, the study concluded that the two styles of leadership 
have a significance role to the creating and development of the organizational culture. 
 
Finally, the researchers found that acceptability and suitability of each style of leadership because 
most of the respondents we met responded yes, and good that both styles are suitable for 
NATIONLINK, but depends on the culture and the system they are going to work. 
6.3 Recommendations 
            Based on the findings, the following recommendations are given: 
 
 Transformational leadership style has a strong positive relationship with organizational 

performance. It is therefore recommend that managers should: strive to become role models 
to their subordinates; inspire subordinates by providing meaning and challenge to work; 
stimulate subordinate efforts to become innovative & creative; and pay attention to each 
individual’s need for achievement and growth.  

 Transactional leadership style played a crucial role on organizational culture, because it’s 
more suitable for the achieving both followers and organization interests, so that the 
researchers were recommend that managers to avoids to intervene their tasks until the things 
has gone wrong or mistake be happened. 

 Leaders should be avoid treating their flowers badly and try to correct them mistakes as soon 
as it happened and also to reduce immediate punishment and penalty to get cooperation 
among their flowers to develop the organizational goals and objectives. 

 To enhance skills and knowledge of NATIONLINK leaders both male and female. 
  

6.4 Further research 
 

 The researchers suggested for their studies in the following areas which need special emphasize.  
 The influence of leadership style on employee morale in NATIONLINK Mogadishu. 
  The role of transactional leadership style on NATIONLINK development. 
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Abstract 

The Main purpose of this study was to investigate the determinants of quality management and 
take three small enterprise business in Mogadishu Somalia as a case study.  
The objective of this study was: To investigate what determines the quality management that exists 
within small enterprises in Mogadishu, Somalia; To determine the possible strategies that can 
assist small enterprises to improve quality management processes.                     

The research design studied was Descriptive design; it was described this studied uses quantitative 
approach, (such as a questionnaire) or data analysis procedure (such as graphs or statistics). And 
the target population of this study was 100 respondents and also sample size of this study is 80 
respondents to arrive the sample size, the researcher used Slovene’s formula and also frequencies 
analysis was made using Statistical Package for social science SPSS version 16.0 to present the 
data analyses. 
The findings of the studied it was found that, the level of quality management of studied on a case 
study three small enterprises company was low, (with average mean 1.673). And also the level of 
on small enterprise business was also low as indicated by mean average of (1.685).  
 
Key words:  Management Quality, Small Business, determinants  

 

1.0 Introduction  

This research was critically examine the determinants of quality management in small business on 

a case study three small enterprises business in Mogadishu Somalia. Since 1980"s, Japanese 

companies adopted quality as a competitive advantage in most industries. It has become one of the 

most frequently discussed topics in current business. Within the Japanese business context, no 

matter how large or small the enterprises, quality management became more and more important 

in pursing greater profits and higher competitiveness in today's competitive economic world. Many 

quality concepts exist from which enterprises can learn emanating from quality gurus in the likes 

of W. Edwards Deming, Joseph Juran, and others (1980).  

Currently, the numbers of people running their own business, despite the world economic 

downturn is rising exponentially. Small business contributes to the economy, particularly in the 
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creation of new jobs and innovation. To launch a small business or expand an existing one 

successfully is not a simple task. According to Barrow (1998), the qualities of products or services 

are a very important measure of small business success. Improved quality does not come just from 

necessity; customers are demanding more quality and cost-efficiency from their suppliers. 

However, quality strategies do not form the basis of small business enterprises, thus impacting on 

the management, of the business environments. Furthermore, small companies focus on short term 

profits as opposed to improving the quality of management, thus impacting on long term 

sustainability. This research will provide insight into small business enterprises and ascertain 

whether quality solutions implemented by small business can improve the management and overall 

sustainability of the enterprises. 

Beginning in the United States in December 2007, and with much greater intensity since 

September 2008, much of the industrialized world is being subjected to an economic downturn, 

which manifests in unemployment, small-business lending, and in particular, the closing of small 

business enterprises, etc. According to Fen (2005: Online), customer satisfaction, quality and 

retention are global issues that affect all organizations, no matter whether they are large or small, 

profit or non-profit, global or local.  

1.1 Problem statement  

A strong quality management enables an organization to achieve the goals and objectives set out 

in its policy and strategy. Small business main problems of quality management to have is minor 

scope for the business that has create problem for their quality management so doesn’t have 

customer satisfaction by related customer requirements for the main reason  of quality management  

also small business they don’t have a strategy to give their employee reword and motivate 

employee to work as effective. 

 

 1.2 Literature Review 

Definitions of quality are personal and idiosyncratic. According to Golden, Toombs, Anderson & 

White (2009), in order to understand quality initiatives, one must first understand what quality is. 

The below concise, clear, and meaningful definitions are arranged by category of focus, namely: 

manufacturing-based, customer-based, product-based, value-based, and transcendent. Besides 
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that, Gavin also mentioned that eight dimensions of quality are: performance, features, reliability, 

conformance, durability, serviceability, aesthetics, and perceived quality. 

Quality management involves the formulation of strategies, setting goals and objectives, planning 

and implementing the plans; and using control systems for monitoring feedback        and taking 

corrective actions. An organization’s quality management implementations. According to Juran 

(1988), the basic goal of quality management is the elimination of failure; both in the concept and 

in the reality of products, services and processes. This does not only mean that product, services 

and processes will fail in fulfilling their function but that their function was not what the customer 

desire.  

SEs in many countries face a myriad of challenges. At the theoretical level, studies have identified 

some of the barriers to SEs‟ growth see Saleh and Ndubisi, (2006). Saleh and Ndubisi (2006) in 

particular highlighted many challenges facing SEs in a globalized environment, for instance, lack 

of managerial capabilities lack of financing, low productivity, etc.  

Total quality management is a management philosophy which emphasizes the devolution of 

authority to the front line staff. It ensures the participation of everyone in the decision making 

process through activities such as quality cycles and team work. The question is, does this 

devolution of authority leads to employees’ satisfaction or not. Motivations theories indicate that 

two major forms of motivation exist – the intrinsic and the extrinsic motivation. 

Employee involvement or engagement, has been defined as: “a heightened emotional and 

intellectual connection that an employee has for his or her job, organization, manager, or 

coworkers that, in turn, influences him or her to apply additional discretionary effort to his or her 

work.” Motivation too has many different definitions, but it is important to focus on those that are 

related to the workplace. Understanding exactly what motivation is will help managers decide what 

actions to take to encourage their employees. The definition of motivation starts with the root 

word, motive. Webster’s Dictionary defines motive as, something that causes a person to act. 

Employee satisfaction has been directly linked to employee loyalty. Because employees can be 

considered the heart of a small business, management should consider investments in employee 

satisfaction and subsequent loyalty, to be a necessity. Most small enterprise fail to take into account 

the loss of productivity and a decrease in customer satisfaction that results from poor employee 

satisfaction and increased employee turnover Heskett, Sasser and Schlesinger (1997). 
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3.0 Methodology  

  3.1 Research design 

The researchers was conduct descriptive research in this study, descriptive research is a research 

that seeks to determine the answers to WH questions except why Zikmund, (2000). According to 

Robson (1993), the object of descriptive is to describe an accurate profile of a persons, events, or 

situations. Descriptive research is preferable for this study because of it involves one variable the 

only in data analysis was be used in this study is quantitative method. 

3.2 Research population  

The researchers were selected as case study selected 3 businesses of small businesses companies 

all headquartered in Mogadishu. The researchers selected the 3 based on their long time in the 

business. The small business in Mogadishu is one the oldest business class in Mogadishu. The 

population of interest was consisted of 100 participants from small business firms in Mogadishu. 

 3.3 Sample size  

A sample is part of the target (accessible) population that was been procedurally selected to present 

it. The sample was consisting of 80 participants selected from merchandising businesses. These 

participants have been chosen according to the owners for that small business of getting accurate 

information.  

To determine the ideal sample size for a population, the study was used Slovene’s formula which 

is n=N/ (1+ (N*e^2)), where n= sample size, N= population size, 100 and e = margin of error of 

5 %.      n=100/ (1+ (100*0.0025)) = 80 participants 

3.4 Sampling Procedure 

The sampling procedure was employ in this study was probability sampling procedure especially 

sample random sampling. Sample random sampling is based on the assumption that the researcher 

is able to select elements which represent a ‘typical sample’ from the appropriate target population 

Saunders, (2006). The researchers was selected purposive sampling because they was able to judge 
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and choose population members who are good prospects for accurate information and it also was 

save time and cost. 

4.0 Data analysis  

Quantitative data analysis was used in this study. Analyses were being carried out with the aid of 

the Statistical Package for Social Sciences, (SPSS Version 16). Descriptive statistics was be used 

to describe the variables in this study. Descriptive statistics is the use of measure of central 

tendency such as mean, mode and median to utilize the first two objectives Oso and Onen, (2005). 

 

5.0 Results and Discussion  

This study was guided by three objectives which comprised of the first to determine the 

demographic profile of the respondents in terms of age, gender, marital status, educational 

qualification and designation. (1) Management created clear quality values, policies and strategies 

in the small business (2) in small business management has experience and knowledge of quality 

management (3) In small business Management encourages activities employee that improve 

customer satisfaction in the small business (4) Quality management is attracting all stakeholders 

of the small business and employee (5) Quality management focuses on developmental process 

and creating a clear picture of existing human resources strength that in small business (6) Quality 

management helps small enterprises  to strategically control talent 

The first section of the study was to determine the profile of the respondents in terms of age, 

gender, marital status, education qualification and designation. The findings revealed that the male 

respondents (62%) are much more than the female respondents which comprised only (18%). In 

age, the dominant age of the employees in small enterprises is in between (30 to 40) years with 

(52%). In terms of marital status 58% of the respondents are single. In educational qualification 

employees in small enterprises in Mogadishu mostly are graduates of bachelor degree with 70%. 

51% of the respondents are working in small business for Mogadishu. The findings indicated that 

the study does not discriminate as there is a diverse in the profile of the respondents. The second 

objectives was to identify the level of quality management on selected some small business 

enterprises in Mogadishu, Somalia. Based on the analysis of section four the findings exposed that 

most of the respondents disagreed, and strongly disagree that to investigate to investigate total quality 

management that exists within small enterprises in Mogadishu, Somalia. While the (7) in small 
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Enterprises Management does employee training of customer care services that improve customer 

satisfaction (8) Does the employee morale is directly influence on the production of the small 

business (9) Employee delegates authority and responsibility clearly in the small enterprises. (10) 

In small business Management are invite employee annual meeting to participate and sharing their 

ideas of the business (11) Customer comments on products/service  are used to improve quality 

for small business (12) Quality management is attracting all stakeholders of the small enterprises 

and employee. Based on the analysis of section four the findings exposed that most of the respondents 

are including agree and disagree and strongly disagree that to determine the possible strategies that 

can assist small enterprises to improve quality management processes on small business in 

Mogadishu Somalia. 

From analytical discussions, we can say quality management practices in small companies are 

different. Small companies are different in, size, location, financial and managerial capacity. 

Respondents are different in their view about quality management practices because all small 

companies are not equally same. We accomplish 12 questions with customer, 8 questions 

customer’ agree with the researchers of this study.  

The first objective was to investigate the quality management that exists within small enterprise in 

Mogadishu the researcher found that quality management are not exists in small enterprises in 

Mogadishu Somalia. The second objective of this study was to determine the possible strategy that 

can assist small enterprises to improve quality management process also researchers have found 

that possible strategy are exists in Mogadishu this Implementation strategy is the most critical 

stage of ether companies' performance or quality researchers found that this implementation 

strategy is a possible strategies that can be implemented to improve quality management in small 

business. According to this study the researchers found that the customer’ have positive perception 

in the first five questions customer’ agreed with the researchers, the important question in these 

five questions is “Management encourages activities that improve customer satisfaction.” this 

question customer are agree most managers don’t have knowledge about quality management. The 

customer’ perception is good because most small companies are implement for quality that 

important part of quality management. 

 On the other hand, s’ have negative perceptions in most questions like “Small business manager’s 

face different quality management challenges such as under-trained employee” the manager’s 

doesn’t have enough training that manage their quality of product and service. The customers agree 
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small companies fill their get on with friends and family members out of convenience and 

friendship. 

 

6.0 Conclusion  

Managers in small companies who do not take the time to think about how they will manage their 

quality are headed for trouble in the long term. When a business is small and not complex, quality 

management seems relatively straightforward. But, as the firm grows, the need for well-conceived 

and communicated quality management procedures and systems is essential. Furthermore, 

managers who wish to manage quality effectively in the long-term must understand that quality 

management does not start and end with matching product and service. A sustainable quality 

management model will also provide for an appropriate forecasting and review system as well as 

an organizational design that both places the quality decision rights in the appropriate people’s 

control and motivates everyone in the company to meet the firm’s quality objectives, Saunders, 

(2006). 

Quality management brings problem solving techniques and continuous improvement 

opportunities, which facilitate implementation small enterprises growth for future. The effective 

use of quality management helps small companies obtain the maximum return on investment. 

Therefore small adopting TQM philosophies in the true spirit of understanding the TQM 

philosophy as part of their competitive strategy and applying any model for Business Excellence 

for quality management Strategy implementation will result in reducing the cost of operation 

implementation.   
This study is a case study involving only one small business merchandise. The results can only 

Truly apply to this for small enterprises.  

The quality management implementation is still in place with continued training. Based on the 

results of this study, University Centers may choose to re-evaluate their use of quality management 

systems for small enterprises in the future. 

 

7.0 Recommendation  

The following most important recommendations are suggested for small business companies:- 

1. The researchers recommended that small business companies may use a good system to 

increase quality management in order to develop their customer performance. 
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2. The researchers recommended  that the small business to need for the focused of the quality 

management to provide and make improvement, those business   as well as the 

organizations of Mogadishu is focused evaluation that the reflects of their people of 

perception reliability the study that the recommend will make it. 

3. The researchers recommended that small business companies should be aware of its quality 

of product and service to get more customer locality.  

4. Finally researchers recommended that managers' small business companies should balance 

its quality qualification by its customer. 
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Abstract  
The chewing of the leaves of the plant called QAT (khat Catha edulis Forsk) is a common habit in 
some countries of East Africa and the Arabian Peninsula. Khat-chewing has a stimulating effect 
on the central nervous system, which is the reason for the widespread abuse of this plant.  
This study presents an assessment on the collective impact of QAT (KHAT) on: Economy, 
Education and Health of Somali society, its objective are to investigate the economic, education 
and health effects of QAT on the population. The methodology used to conduct this study was 
descriptive statistical. 
The study found that Khat has negative impact on all aspects of the community whether be it 
education, economic or health.  The study therefore recommended that further research must be 
focused exclusively on education impacts, economic impacts or health impacts since our study 
focused on the general welfare impacts without deeply discussing one particular topic 
 

Keywords: Addictive, Qat, Khat, Harm, Chewing, Gastrointestinal, Insomnia, Diversion 

1.0 Introduction 

Our intention of this research is to explain the economic and health impact of QAT and its 
consumption on Somali people. In particular, this document will review the evidence related to 
QAT, the mind-set of those chewing and the settings in which QAT is used. At the end of the 
document, issues for further consideration are identified with the aim that these issues could inform 
further discussion by the community and Government. 

The use of khat occurs mainly in the growing areas. In recent years, major plantations have been 
laid out primarily in Kenya, and also in Ethiopia. Traditional coffee growers have switched to 
growing khat Omar & Besseling, (2008).  

1.1 Problem Statement 

Qat is major factor that has multi-dimensional problems in the Somali society welfare. The 
problem of QAT is that it affects the economic and health conditions of the Somali people. It has 
social harms (including unemployment, crime, family breakdown, poverty, educational problems 
and lack of integration into host societies) associated with QAT. There is knowledge gap to know 
about these problems. 

1.2 Purpose of the Study 

A great number of people in the community use QAT and most of them are low income people 
whose families live on small amount of money, these people use this drug as stimulant to get high 
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and forget about their daily struggles and their problems, what they don’t know is that QAT is 
damaging their mental and physical health not to mention draining their little income because they 
spend more than half of their daily income. 

1.3 Scope of the Study 

Our study is focused on determining the collective impact of QAT on: Economy, Education and 
Health throughout Somalia, with especial focus on the large cities in Somalia.                                                                                 

1.4 Research Question 

What are the collective impacts of QAT on the Somali economy, education and health conditions?    

1.5 Research Objectives 

1. To determine the effects of QAT on economic development of the Somali population.  

2. To identify the impacts of QAT on the health of Somali population.  

3. To determine the consequences of QAT on the Education in Somalia. 

1.6 Hypothesis of Study 

H1. Due to its massive withdrawal of cash on daily basis from the economy, its effect on health 
and education QAT does has a negative impact on the overall welfare of the Somali community. 
H2. Due to the number of people that profit from the sale and distribution of QAT, it doesn't have 
a negative impact on the welfare of the society. 

1.7 Significance of the Study 

1.7.1 To the researcher 

The study is a requirement of practical fulfilment for the award of the Bachelor degree of business 
administration at Jamhuriya University of science and technology 

1.7.2 To other researchers and academician 

The findings and the data obtained from this investigation is useful to other researchers who will 
be conducting studies that are related to this research. The report of the research made from this 
study will be made available in academic institutions, making it useful for further studies and a 
resource material for students interested in this field of research. 

1.7.3 To the public 

The finding of the study shall help the public to understand the harm of chewing QAT both to their 
mental and physical health not to mention its crippling of the economy by sucking all the cash out 
of the country without anything in return other than leaves. 

1.7.4 To government institutions  

The study will shade knowledge on the different ways the government can utilize the vast amount 
of cash that we spend on QAT and revive an economy that is already in recession and is marred 
by inflation and unemployment. 
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2.0 Literature Review 

Khat (Qat) is evergreen shrub of the family Celastraceae Nabil, (2012) was named by botanist 
Peter Forsskal who died in Yemen in 1763 Nabil, (2012). He litanies the Arabic name khat to 
Catha Nabil, (2012). Khat (from the Catha edulis tree) consumption is a common habit in certain 
countries of East Africa and Yemen Nabil, (2012) and Southern Saudi Arabia Nabil, (2012). Ever 
since ancient history, khat has been used in large areas in the Middle East and Africa. The oldest 
historical reference points to Alexander the Great sending khat to general Harrar as a cure for his 
melancholy. (Omar and besseling, 2008) 

QAT is a large green shrub that grows at high altitudes in the region extending from eastern to 
southern Africa, as well as on the Arabian Peninsula. Originating in Ethiopia, QAT now also grows 
in Somalia, Kenya, Malawi, Uganda, Tanzania, the Congo, Zambia, Zimbabwe, Afghanistan, 
Yemen and Madagascar. Sawair et al., (2007) QAT goes by numerous names: Khat, QAT, qaat , 
chat, qaadka, kus-es-salahin miraa, tohai, tschat, jaad, Abyssinian tea, African tea, African salad, 
and brown cows. 13 Qat leaves are crimson-brown and glossy but become yellow-green and 
leathery as they age. The leaves are up to 5 cm wide and up to 10 cm long and emit a strong 
aromatic smell and have astringent and slightly sweet taste Fitzgerald, Lawrence 5 (2009,March). 
The QAT plant (Catha edulis) grows wild in highland regions throughout Africa, from the Cape 
and Madagascar in the south to north east Africa, and beyond, in Yemen and the Saudi Peninsula 
Anderson et al., (2007). In the Quran Kareem the Sura 2:219/216 it is said: They ask you about 
intoxicants (al-khamr) and gambling (maysir). Say, ‘In them there is a gross sin, and some benefits 
(manâfi‘) for the people. But their sinfulness far outweighs their benefit.’ Omar and besseling, 
(2008). Sura 4:43/46 adds: O you who believe, do not approach the prayer while intoxicated 
(sukrâ), until you know what you are saying. Omar and Besseling (2008) told that it is forbidden 
is evident from what is said in Sura 5:90/92: O you who believe, intoxicants, and May sir, and the 
altars of idols, and the games of chance are abominations of the devil; you shall avoid them that 
you may succeed. The devil wants to provoke animosity and hatred among you through intoxicants 
and maysir, and to distract you from remembering Allah, and from observing the contact prayers. 
Will you then refrain? Since the text in Sura 5 came as the last of these three texts that is the one 
considered most binding, the one which is normative. It came during Prophet Mohammed’s very 
last time and must therefore be considered the ‘last word’ in this matter Omar and besseling, 
(2008). Overall the reporting of physical harms of khat in the media is at odds with the medical 
evidence. A number of concerns raised may be due to other factors and contributory associations, 
which should be placed within the wider context of obstacles and lack of opportunities facing the 
user demographic, overseas nationals and those seeking asylum within our society. (ACMD, 2013) 

Anderson and Carrier, (2011) said that QAT (Khat) trade has grown steadily since central 
government of Somalia. Kenya earn more growing QAT for export than they would from other 
cash crops, while the trade provides employment and often substantial rewards for many along 
national and transnational trade. In Somalia, importing and retailing the substance offer business 
opportunities for many people, although profits are usually modest. Here in Somalia are dealers 
and distributors collect their shipments before distributing them to hundreds of retailers throughout 
Mogadishu and other Somalia cities. Caution is therefore required in using these figures to interpret 
consumption in the Somalia, although it is clear there has been a dramatic increase in importation 
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since the late central government collapsed. In Somalia consumption rates are much higher among 
south Somalis than among those from the north said (Anderson and Carrier, 2011). 

 

3.0 Methodology 

Introduction This section present research methodology which contained research design, research 
population, research instrument, data collection procedure, reliability and validity of the 
instrument, data analysis, the sampling technique, and finally the conclusion of the section. 

3.1 Research Design 

 This study followed a descriptive design. It is descriptive in that it describe the characteristics of 
respondents. A research design is the overall plan or strategy for conducting a research. The 
researchers used descriptive approach in order to achieve the objectives of the study. Descriptive 
and inferential statistics would be used for analyzing data and interpreting the results to actually 
describe the collective impact of QAT (KHAT) on: Economy, Education and Health of Somali 
society. 

3.2 Research Population 

 The research populations of this study is generally the Somali people from north, central and 
southern Somalia. 

3.3 Sample Size 

 The sample of the study is 400 individuals. These individuals will be relevant people who has 
specific knowledge and understanding of the nature of our research topic.                                                                        

3.4 Sampling Procedure 

In our study we used non probability sampling techniques. This technique is used to select a sample 
without bias from the target accessible population.  

3.5 Research Instrument 

In this study questionnaire is used as a tool for collecting the data required to address and 
accomplish research objectives.  

3.6 Data Collection Procedure 

 The researchers were requested from Jamhuriya University academic office a data collection letter 
by submitting researcher’s names and topic of study and their program after the data is collected, 
the data we organized, assembled, summarized, statistically treated and drafted in tables and 
figures using the Statistical Package for Social Sciences (SPSS). 

3.7 Data Analysis 

 Descriptive statistical measures such as frequencies and percentages were used to analyze close 
ended questions and open questions. The results will presented in tables, thereafter data will be 
tabulated and analyzed using frequencies and percentage distributions to analyze data on profile 
of respondents. We also used correlation how the people are interacted with QAT if it positive or 
negative impact on the Somali society welfare (economic, health and education). 
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3.8 Ethical Considerations. 

We intend to conduct an ethically sound research by following the rules and regulations of 
Jamhuriya University and other internationally known procedures. 

4.0 Results 

This section presented the result of the analyzed for THE COLLECTIVE IMPACT OF QAT 
(KHAT) ON: ECONOMY, EDUCATION AND HEALTH OF SOMALI SOCIETY. Statistical 
package for the social science (SPSS) analyzed data that have collected from the respondents. This 
section showed the results of the analyzed in tabular form, containing the indicator, its frequencies 
and percentages. The study also displays the result in charts form to elaborate in quantifiable terms 
the reaction made by the respondents in the study to the statements given in the questionnaire. The 
researcher presented here the detailed description of data analyzed. This descriptive analysis 
contained the results obtained from 400 respondent’s questionnaires distributed and then collected 
from those respondents. 

DEMOGRAPHIC PROFILE OF OUR RESPONDENTS 

Table 4.1 Gender 
 Frequency Percent Valid Percent Cumulative Percent 

MALE 313 78.2 78.2 78.2 
FEMALE 87 21.8 21.8 100.0 
Total 400 100.0 100.0  

Table 4.1 This analysis shows that the majority of qat consumers are male while there is a great 
number of women that chew qat leaves men are far more than double their size this proves that qat 
consumption is dominated by men.  

Table 4.2 Age 

 Frequency Percent Valid Percent Cumulative Percent 
Under 18 41 10.2 10.2 10.2 
Between 18-25 97 24.2 24.2 34.5 
Between 26-33 123 30.8 30.8 65.2 
Between 34-40 59 14.8 14.8 80.0 
40 and above 80 20.0 20.0 100.0 
Total 400 100.0 100.0  

Table 4.2 This analysis proves that the majority of the QAT users are those with the age bracket 
between 26 and 33 years working middle aged men and women who can afford the expenses. 

 

Table 4.3 marital status 
 Frequency Percent Valid Percent Cumulative Percent 
Single 27 6.8 6.8 6.8 
Married 114 28.5 28.5 35.2 
Divorce 154 38.5 38.5 73.8 
Widow 105 26.2 26.2 100.0 
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Total 400 100.0 100.0  
Table4.3 which presents the marital status of the respondents shows that 154 members of our 
respondents which represents 38.5% were divorced. This analysis shows that divorced men and 
women use qat the most to help with them forget their issues and loneliness for a while and enjoy 
the high they get from chewing these leaves 

Table 4.4 Level of education 
 Frequency Percent Valid Percent Cumulative Percent 
Secondary 128 32.0 32.0 32.0 
Diploma 12 3.0 3.0 35.0 
Bachelor 36 9.0 9.0 44.0 
Postgraduate 12 3.0 3.0 47.0 
No education 212 53.0 53.0 100.0 
Total 400 100.0 100.0  

Table4. Shows that the majority of our respondents representing 53.0% had no formal education. 
This analysis shows that people with no formal education use qat the most since they are mostly 
blue collar working doing jobs that rely on fitness and aptitude so they use it as relaxation drug. 

 

 
Table 4.13 shows that the majority of our respondents representing 69.0% which is an 
overwhelming majority strongly suggested that qat has no benefits what so ever. 

 

Table 4.20  QAT sustains religious practice and facilitates social cohesion 
 Frequency Percent Valid Percent Cumulative Percent 
strong agree 8 2.0 2.0 2.0 
Agree 33 8.2 8.2 10.2 
NEITHER AGREE 
NOR DISAGREE 5 1.2 1.2 11.5 

Disagree 116 29.0 29.0 40.5 
strongly disagree 238 59.5 59.5 100.0 
Total 400 100.0 100.0  

Table 4.20 shows that the majority of our respondents that represents 59.5% strongly disagreed 
that qat sustains religious practice and facilitates social cohesion. 

 

Table 4.23 Khat use is harmful to its users 
 Frequency Percent Valid Percent Cumulative Percent 

Table 4.13 Qat has a benefits 
 Frequency Percent Valid Percent Cumulative Percent 
Yes 124 31.0 31.0 31.0 
No 276 69.0 69.0 100.0 
Total 400 100.0 100.0  
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strong agree 140 35.0 35.0 35.0 
Agree 131 32.8 32.8 67.8 
NEITHER AGREE 
NOR DISAGREE 15 3.8 3.8 71.5 

Disagree 50 12.5 12.5 84.0 
strongly disagree 64 16.0 16.0 100.0 
Total 400 100.0 100.0  

 

Table 4.23 shows that the majority of our respondents that represents 35.0% strongly agreed that 
Khat use is harmful to its users. 

 

Table 4.36 QAT has a negative impact on the economy 
 Frequency Percent Valid Percent Cumulative Percent 
strong agree 143 35.8 35.8 35.8 
Agree 145 36.2 36.2 72.0 
NEITHER AGREE 
NOR DISAGREE 31 7.8 7.8 79.8 

Disagree 29 7.2 7.2 87.0 
strongly disagree 52 13.0 13.0 100.0 
Total 400 100.0 100.0  

Table 4.36 shows that the majority of our respondents that represents 36.2% agreed that QAT has 
a negative impact on the economy. This analysis shows there is no argument about the negative 
impact khat has on the economy it just that the extent of the impact that is debated but the majority 
of our respondents argued that the effect of khat on the economy is huge because of its drainage 
of cash from the economy and creating budget deficit and lowering the value of our money against 
foreign currencies. 

 

Table 4.39 QAT can cause lack of education 
 Frequency Percent Valid Percent Cumulative Percent 
strong agree 95 23.8 23.8 23.8 
Agree 219 54.8 54.8 78.5 
NEITHER AGREE 
NOR DISAGREE 7 1.8 1.8 80.2 

Disagree 26 6.5 6.5 86.8 
strongly disagree 53 13.2 13.2 100.0 
Total 400 100.0 100.0  

Table 4.39 As all addiction problems khat causes its consumers to lose focus and forget about their 
lives like in young people it causes them to forget their ambitions and abandon school and their 
education programs this is proved by our analysis as the majority of our respondents agree with 
this notion suggesting that khat is one of the root causes of youth illiteracy. 
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Interviewed data analysis According to Abukar Awale anti khat activist and a community leader 
from London, says that ‘the amount of money spent on khat is nothing short of insanity’ and 
pointed to the fact that Mogadishu imports 950 packets per day costing 450$ dollars each that 
amounts to 427,500$ dollars a day while only the city of Galkacyo imports 780 packets per day 
costing $450 that results $351,000 per day and the city of Qardho imports 350 packets a day costing 
450 that results $157,500 per day taking Puntland’s total import to 1,130 packets per day costing 
508,500$ dollars each day. 

 

5.0 Discussion and Conclusion 

QAT is the cause of mental problems or in particular psychosis or dependence. The problem of 
QAT chewing is limited to those predisposed individual, or with preexisting mental disorders and 
originally have psychosis or vulnerable individuals. Cathinone resembles Nabil (2012) 
amphetamine in a chemical structure and affects the central and peripheral nervous system. Nabil 
(2012) QAT might exacerbate pre-existing schizophrenia-spectrum disorders or trigger them, 
hypomania, manic psychosis, aggressive behavior or psychoses and suicide among users and 
homicide including homicide. The descriptions of cases among users in many scientific journal 
and literatures, that QAT-induced psychotic states, hypomania, manic psychosis, aggressive 
behavior or psychoses and suicide among users. It is extremely difficult to establish or judge that 
QAT use as a causal agent to pychosis, or aggressive behavior by the general public or organized 
crime. Nabil (2012) most reports of the association are of exacerbation of psychosis in predisposed 
individual. Because there are other factors play such social stress as shocking events during war 
in Somalia. A recent review of the existing literature on QAT induced mental health disorders 
therefore concluded that while some studies suggested a link between QAT use and psychiatric 
morbidity, others indicated that there was no relationship. In conclusion, our work demonstrated 
that the collective impact of QAT (KHAT) on: Economy, Education and Health of Somali society. 
In several countries QAT was prohibited after the active ingredients, cathine and cathinone were 
scheduled, without any investigation of feasibility, consequences or benefits of such a ban. Where 
QAT has been studied most extensively, namely Australia, the UK and until recently, the 
Netherlands, governments have steered clear of prohibition. Not only does the evidence of QAT 
related harm not merit such controls, but the negative consequences outweigh any benefits from 
reduced consumption. The cost of QAT controls can be summarized, reinforcing the isolation and 
vulnerability of immigrant populations, and impacting negatively on livelihoods and economic 
development in producer countries. The hoped for benefits of reduced QAT consumption have not 
delivered social inclusion or economic prosperity in countries where QAT has been banned. One 
of these is of course, the QAT economy itself, with retail and catering providing a rare competitive 
advantage. QAT related problems are tied to the underlying, structural vulnerabilities of the 
immigrant populations, and particularly the Somali community 

6.0 Recommendation 

1. The group felt that there was a need to educate primary health care professionals and others 
directly involved with members of these communities about the health and social problems 
and requirements of these populations, and specifically about the problems associated with 
Khat use. 
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2. The group recommend that the government ban and stop import flow of qat to country and 
encourage the people to contribute to the abandonment of qat because of the problems that 
results qat are bigger than the benefit gets from QAT. 

7.0 Future Work 

The study therefore recommended that further research must be focused exclusively on economic 
impacts, education impacts or health impacts since our study focused on the general welfare 
impacts without deeply discussing one particular topic. 
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Abstract 

The purpose of the study was to investigate the impact of petroleum production on economy of 
Somalia and its future implication. The main objectives of the study were to examine the 
relationship between petroleum production and economic growth. And to find out if the potential 
revenue from oil production will reduce or eradicate economic problems such as unemployment 
and inflation. The study was conducted using both quantitative and qualitative research designs 
in order to present a holist picture of the area. An initial sample of 100 was obtained and then 
reduced to 80 for quality assurance and feasibility purposes. The methodology used to conduct 
this study was exploratory and included the use of various data collection tools such as; 
questionnaires, observation, interviews and documentation to meet the objectives of the research. 
The study used primary data collection methods such as; observation, interviews and 
questionnaires. The study found that a majority of the respondents believed in the potential and 
the ability of working petroleum industry to change the current economic condition of the country 
and reduce poverty by creating jobs and eliminating unemployment and inflation thus improving 
the quality of life. The study recommends that further researches be conducted about the 
challenges facing exploration and production of petroleum in Somalia. 

Keywords: Petroleum Exploration, Economic Growth, Economic Development. 

1.0 Introduction 

1.1 Background of the Study 

Since the early discovery of oil in the 1800s, the product has been vitally important to the world 
economy. According to Painter (1986), the invention of the internal combustion engine was the 
major influence in the rise in the importance of oil.  The average global oil consumption in 2011 
was 88.03 million barrels per day. 
1.2 Problem Statement 

Owing to both external and internal factors, the growth performance of the Somali economy has 
been less than satisfactory during the past two decades since the collapse of Somali central 
government in 1991. The petroleum and mineral sector has not been utilized. Lack of technical 
capacity and inadequate foreign and local investment also contributed to the lack of sector 
development. 
1.3 Hypotheses of the Study 
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The hypothesis is therefore assumed as follow: 

1. There is no statistically significant relationship between oil production and economic growth in 
Somalia. 
2. There is statistically significant relationship between oil production and economic growth in 
Somalia  
1.4 Research Questions 

1. What is the impact of petroleum exploration on Somali economy and its future implications? 

2. What is the potential relationship between oil production and economic growth? 

1.6 Objectives of the Study 

1. To examine the relationship between petroleum production and economic growth. 
2. To find out if the potential revenue from oil production will reduce and eradicate economic 
problems such as unemployment and inflation. 

189 Scope of the Study 
This study is focused to find the potential economic impact of oil and petroleum production in 
Somalia, all of our respondents were in Mogadishu.  
The study is methodologically limited to case study design and questionnaire as data collection 
technique, and periodically limited “between” January -July 2016.                          
 

2.0 Literature review 

Somalia’s history of oil exploration dates back several decades. During colonialism, Italian and 
British geologists were the first to identify oil seeps. Starting in the early 1950s, Italy-based Agip 
(now Eni) and US-based Sinclair Oil Corporation began to study the petroleum geology of 
Somalia. Within East Africa, approximately 10 per cent of all wells have been drilled in Somalia. 
(Abiikar, 2012). 

The exploration and exploitation of the fragile country’s hydrocarbon potential is to advance rather 
than hinder its development. Constituting approximately one third of global energy consumption, 
oil remains one of the most strategic resources in the global economy and international politics, 
(BP, 2012).  

One of these frontier regions is East Africa, which has recently experienced a resource bonanza. 
In 2012, London-based Tullow Oil found commercially viable oil in the north-western Turkana 
region of Kenya, while another UK-based company, BG Group, announced huge natural gas 
discoveries in Tanzania. Combined with gas fields off the coast of Mozambique, the latter add up 
to an estimated 100 trillion cubic feet of gas. In Uganda also, significant hydrocarbon fields have 
been uncovered, contributing to a ‘black gold rush’ across the region see (Shepherd, 2013).  

The Federal Government of Somalia (FGS) announced in 2012 that it sought to auction some of 
its 308 newly delineated oil blocks during the course of 2013. This proclamation fell on fertile soil, 
as signs of an improved political and security situation surfaced throughout 2012, causing 
optimism amongst oil producers. The attractiveness of Somalia’s hydrocarbon endowment is 
largely based on the promising large profit margins. Thereby, a central question for the 
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hydrocarbon development sector is whether Somalia will significantly and sustainably stabilize 
with regards to its security, political, and legal landscape in the short and medium term in order to 
allow for commercial oil production. However, as Somalia’s future trajectory is anything but 
independent of prospects for oil exploitation, an equally pertinent question is how far the 
development of the country’s hydrocarbon sector will present a challenge to Somalia and its state- 
making endeavor. Put bluntly, the key questions are whether, why, and how Somalia’s 
hydrocarbon endowments might oil rather than spoil its endeavor for state-making and 
stabilization. (U P I, 2012).  

Time has come for investors and international oil companies to aggressively consider exploring 
for oil and gas in Somalia. The country has a lot to offer: eight sedimentary basins with columns 
of 5 to 6 km in several areas and a range in age from Jurassic or Triassic to Tertiary. Tectonics for 
the past 200 may have been extensional, leading to these thick and varied columns. Facies changes, 
faults, arches, and folds associated with extensional tectonics provide many possible combinations 
of trap, reservoir, seal and source rock.  (Africa Confidential , 2013) 

One clear indication of this can be found in the fact that one of the US government’s six conditions 
it put in place prior to recognizing the FGS lay in the Somali government recognizing the rights of 
US oil companies that had declared force majeure when the regime of Siyad Barre crumbled. (H.If 
PS , 2013).  

3.0 Methodology 

3.1 Research Design 
A research design is used quantitative design the overall plan or strategy for conducting the 
research. This study was conducted through descriptive and correlation research design since it 
forecasts to establish if there is relationship between petroleum oil production and economic 
growth. 

3.2 Research Population 

The research populations of this study is generally the Somali people particularly those who live 
in the capital city Mogadishu. 

3.4 Sample Size 

The sample of the study is 80 individuals. These individuals are relevant people who has specific 
knowledge and understanding of the nature of our research topic. This sample size based on 
findings from the literature because our target population is very large so the choice of this sample 
size is guided by literature.  

3.5 Sampling Procedure 

In our study we used non probability purposive for sampling techniques. This technique selects a 
sample without bias from the target accessible population. Its main purpose is to select a 
representative sample. We chose it because it ensures that each member of the target population 
has an independent chance of being included in the sample. 

3.6 Research Instrument 
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In this study, Adapted questionnaire is used as a tool for collecting the data required to address 
and accomplish research objectives. The researcher preferred this method because it was the most 
appropriate method. 

3.7 Data Gathering Procedure 

The data is collected, the data we organized, assembled, summarized, statistically treated and 
drafted in tables using the Statistical Package for Social Sciences (SPSS). 

 

4.0 Data Analysis 

Descriptive statistical measures such as central tendencies and measures of dispersion will used to 
analyse close ended questions. 

4.1 Ethical Considerations 

We intend to conduct an ethically sound research by following the rules and regulations of 
Jamhuriya University and other internationally known procedures.  

4.2 Data presentation, analysis and interpretation, and result 

This section presented the result of the analyzed for The Impact Of Petroleum Production On 
Somali Economy And Its Future Implications Statistical package for the social science (SPSS) 
analyzed data that have collected from the respondents.  
This section presents data analysis of all answers given by the respondents to the asked questions 
in the questionnaire.  Each question has a table and its subsequent graph.  Each table showed the 
indicator, the frequency, the percentage, and cumulative percent. 

4.3 Demographic Profile 

The respondents in this study were business People and Economist and Professor in Mogadishu 
especially those who are known the relationship between petroleum exploration and economic 
growth. The introduction statement of the research questionnaire was efficient the Significance, 
rationale and purpose of the study. Furthermore, the respondents have been given the confidence 
that all data they provided was used only for the purpose of academic research and was be treated 
confidentially. 

 
Table 4.1.1 Description of the Respondents by gender 

 

Gender  Frequency Percent Valid 
Percent 

Cumulative 
Percent 

 Male 61 76.25 76.25 76.25 
Female 19 23.75 23.75 100.0 
Total 80 100.0 100.0  
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The majority of the respondents (76.25%) were male while minority of respondents (23.75%) was 
female.  

 
 

Table: 4.1 Description respondents by Age 

Ages of the respondents of the respondents were in age 18-25 that represented 13.75% of the 
respondents, 27 were in age 26-35- that represented 33.75.%. 27 respondents were in age 36-45 
that represented 33.75%. 9 of the respondents’ were in age 46-55that represented 11.25% .6 
respondents were in age 56 years above that represented 7.5%. 

76.25

23.75
0

0
Gender

Male Female

 

Age Frequency Percent Valid Percent Cumulative Percent 

 18-25 11 13.75% 13.75 13.75% 

26-35 27 33.75% 33.75 47.5% 

36-45 27 33.75% 33.75 81.3% 

46-55 9 11.25% 11.25 92.5% 

56 and 

above 

6 7.5% 7.5 100.00% 

Total 80 100.0 100.0  
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Education 

background 

Frequency Percent Valid Percent Cumulative 

Percent 

 Non formal 

education 

6 7.5% 7.5 7.5% 

Elementary 

education 

13 16.25% 16.25 23.75% 

Secondary 

education 

23 28.75% 28.75 52.5% 

Bachelor degree 21 26.25% 26.25 78.75% 

Master degree 17 21.25% 21.25 100.0% 

Total 80 100.0 100.0  

         Table:4.1.3 Description of respondents by Education background 

Educational level of the respondents that the 6 of the respondents which represents7.5% were 
leveled informal educations. Also 13 of the respondents which represented 16.25% were 

13.75%

33.75% 33.75%

11.25%
7.50%

18-25 26-35 36-45 46-55 56 and above

Age
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elementary level, 23 of the respondents which represents 28.75% were secondary level, and 21 of 
the respondents which represents 26.25% were bachelor and 17 of respondents which represents 
21.25% were master. 

 

 

 Frequency Percent Valid Percent Cumulative 
Percent 

 Economist 25 31.25 31.25 31.25 
Business owner 40 50.0 50.0 81.25 

Professor 15 18.75 18.75 100.0 

Total 80 100.0 100.0  
Table 4.1.5 Description respondents by Occupations 

Occupation of the respondents that the 25 member of the respondents which represents31.25% 
were Economist’s, Also 40 member of the respondents which represented 50%% were Business 
owner’s, 15 member of the respondents which presented 18.75% were professors. 

 

Non formal
education

Elementary
education

Secondary
education

Bachelor
degree

Master
degree

7.50%

16.25%

28.75% 26.25% 21.25%
Educational level

31.25

50

18.75

Occupations

Economist Business owner Professor
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Correlations 

 Petroleum 
exploration and 
production.   

Economic 
development  

Petroleum 
exploration and 
production. 

Pearson Correlation 1 .509** 
Sig. (2-tailed)  .000 
N 80 80 

Petroleum 
exploration and 
production. 

Pearson Correlation .509** 1 
Sig. (2-tailed) .000  

N 80 80 
**. Correlation is significant at the 0.01 level (2-tailed). 

The researchers found a moderate positive relationship between Petroleum exploration and 
production and Economic development in Somalia. Pearson correlation coefficient revealed that 
the relationship is moderate and positive relationship between the two variables under the study. 

4.4 Major Findings 
The results of the study show that the respondents easily agreed with potential of petroleum and 
the positive effects it could have on the economy if its potential is realized. 

The respondents also agreed with the idea that the potential revenues from oil production will 
reduce and eradicate economic problems. 

5.0 Conclusion and discussions 

5.1 Conclusions 

In this research work, we have empirically verified and discussed the impact of oil exploration and 
production on economic growth. The aim of the study was to ascertain the impact of oil exploration 
and production on the Somali economy. Generally, it is observed that oil production (domestic 
consumption and export) has had a positive impact on the economic growth. Consequently, based 
on the results obtained and interpreted in section four above, the null hypothesis (H1) which states 
that “oil production can significantly improve the growth of the economy” will be accepted. Thus, 
from the foregoing, we can conclude that ‘the production of oil (domestic consumption and export) 
despite its negative effect on the environments improves economic development. Time has come 
for investors and international oil companies to aggressively consider exploring for oil and gas in 
Somalia. The country is also located geographically in a strategic place in Africa having a long 
coastal line and it is easy to export to India, Japan and China and other emerging markets around 
the world.   

5.2 Recommendations 

The study explored the association between potential crude oil exploration and production and 
economic performance in Somalia. Our results have shown that capital, labor force and oil production can 
surely lead to economic growth. However, whether or not the various impacts in the petroleum sector as 
regards production (domestic consumption and export) have actually led to a positive improvement in the 
economy, the government must participate by investing and making policies that will encourage the private 
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sector to participate actively in the economy. Reviews were conducted extensively on various literatures 
and existing works regarding oil production and export on economic growth. 

1. The government should encourage more private company participation 
2. Government should give immediate attention to the local people of the region where petroleum is 

being extracted from 
3. The government should take urgent steps to restore the right of communities to some measure of 

control over their resources. 
4. A multi-stakeholder approach to oil exploration and exploitation should be put in place involving 

the triad of government, oil companies and host communities. 
5. The multi-stakeholder mechanism should address issues of biodiversity conservation and 

regeneration.  

5.3 Limitation of the study 
1. Time constraint this study we made carried out for a short period to the deadline of the 

academic calendar of JUST. between January-2016—july-2016 
2. Financial limitation Lack of adequate finances may affect the quality and quantity of data 

collected during the study. 
3. Languages of barrier 
4. Lack of local empirical literature is local empirical literature on petroleum and petroleum 

production is very lacking, as a result, the researcher was have to rely mostly on literature 
from other countries. 
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Abstract 

The purpose of this study is to determine the relationship between employee empowerment and job 

satisfaction by reviewing and determining all factors which affect this relationship .For this 

purpose, Empowerment is mainly concerned with establishing and building trust between 

management and employees, and motivating their participation. It is one of the modern concepts 

which is believed able to improve the human element in the modern organizations to achieve high 

levels of cooperation, team spirit, self-confidence, innovation, independent thinking and 

entrepreneurship. 

Being descriptive was adopted for data collection to find out the factors. The methodology 

comprised research design, Target population for the study, research instrument, sample 

procedure, sample size determination etc. Data was analyzed by using in SPSS software. 

The result of the study showed that most of employees satisfied by Recognition factor, employees 

are well motivated when they get recognition from management. The result also showed 

empowering of employees is also a tool to satisfy them. 

Keywords: Employee empowerment, employee job satisfaction, 

1. Introduction 

It has been proved, in both theoretical and practical frames that employees are one of the 

Most vital aspects of an organization and therefore a good human resources management 

Policy can become a competitive advantage (Czepiel et al, 1985). This is especially true in the 

case of service organizations as they depend heavily on their front line staff to provide high 

quality services to their customers (Palmer, 2001). 

 

mailto:Omarbba07@gmail.com
mailto:Dhiif1111@hotmail.com
mailto:Dukade2@hotmail.com


Somali Business and Social Sciences Journal  Vol: 01, No: 01 (2016) 

Faculty of Economics & Management, Jamhuriya University of science and technology                 Page: 65 

Therefore, there is a need for managers to satisfy their employees as they in turn satisfy the most 

important external stakeholder – the customer. Within the service sector, the customer judges the 

quality of the service provided by the employees by assessing their behavioral actions. Wilson, 

Zeithaml, Bitner and Gremler (2008) state that customer –contact service employees are the 

service, the organization, the brand and the marketers in the eyes of customers. Satisfied employees 

will embrace enhanced behavior that will lead to the provision of higher quality services thus 

raising the customers’ satisfaction (Bitner, 1992).  

Therefore, managers must be in a position to understand and provide for the needs of their 

employees. Therefore an increase in job satisfaction will more than likely be the main factor 

employees will consider when contemplating whether to stay in their jobs or move elsewhere 

(Robbins, 2005). 

Over the last two decades, the global hotel industry has grown considerably making it an 

intensively competitive industry (Kandampully & Suhartanto, 2000). Serves managers can boost 

their competitiveness in several ways. Two of the most beneficial ways that a hotel owner can 

boost the competitiveness of their hotel is upgrading service quality and improving reputations. 

2. Literature review 
Employee empowerment is closely related to employee involvement, a concept that is easily 

understood and more uniform throughout the organization. The process comes about by giving 

employees a combination of information, influence, and incentives (Hammuda & Dulaimi, 

1997). 

 

 Organizations today need to change themselves by being more innovative, creative and by 

reorienting themselves toward people-based systems those focused on motivation, empowerment 

and freedom. Empowerment involves removing limits on, and recognizing the talents of 

employees in order to prevent employee dissatisfaction. 

Empowerment thus inspires change and increases the level of workplace commitment which 

increases the degree of individual commitment and helping for achievement of organizational 

goal. The key inputs for positive results are training, education and counseling in order to create 

a new work ethos. One of the key responsibilities of the human resource development (HRD) 
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department is to realize and give emphasis on the importance of empowering people in the 

organization. 

 

Empowerment also makes a shift from the concept of employees are not managed by the traditional 

hierarchical control system, instead, out of their commitment towards shared organizational goals, 

as they enforce self-discipline to achieve these. This is possible when hierarchies are dissolved, 

internal political games are minimized, and organizations adopt performance based reward system 

and recognition of individual contributions. Again team work and decentralization should be 

encouraged for effective empowerment and meaningful participation which induces the climate of 

workplace commitment and significantly contribute towards organizational effectiveness. 

2.0 Methodology  

2.1. Data gathering procedure 

In order to collect data from respondents the researchers will employ a questionnaire adapted 

from prior employees. The questionnaire will be delivered and collected from respondents by 

hand in order to guide the respondents if they need some clarification about the questionnaire. 

2.2. Population 
The population of the study will consist of more than hundred employees and will be selected 90 

of them from three telecommunication companies in Mogadishu Somalia. 

2.3 Sample size 
As the population of interest consists of 90 employees, the researcher team will use the target 

population as a general. 

Sampling procedure 

As previously mentioned this study will be conducted by using the target population as whole 

and there is no need of sampling techniques. 

 

4.0 Data analysis 
This study will apply descriptive methods for analyzing, the data will use to present and analyze 

the data in appropriate way. The study will use Statistical Package for Social Science (SPSS) as a 

tool for analyzing the data.  
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 5.0 Discussions 
 This part will present a discussion for the results of section four. The following paragraphs will 
discuss the results of the study conducted in Somalia. The study showed that the recommendations 
of the following below:- 
 Employees are well satisfied when there is equal opportunity of promotion.  
 Job rotation develops ability and skills of employees. 
 Centralization structure supports employee to make own decision.  
 Less supervision can rise employees’ job satisfaction. 
 Delegation engorges employees’ job satisfaction. 
 Empowerment factor is a tool that can lead employees to satisfy themselves.  
 Clear policies and procedures should be established. 
 Interpersonal relationships between employees and management should be established. 
 Job enlargement factor can lead employees’ job satisfaction. 
 Job enrichment factor can lead employees’ job satisfaction. 
 Decision making can increases employees’ job satisfaction. 
 The responsibility and authority enhance employees’ job satisfaction. 

All these factors and others are satisfied employees. 

 Frequency Percent Cumulative percent 
Strongly disagree 3 3.33 3.33 
Disagree 16 17.77 21.1 
Neutral 14 15.55 36.65 
Agree 31 34.44 71.1 
Strongly agree 25 27.77 100 
Total 90 100  

Table 1.1 Empowering for employees is a tool leading employees to satisfy them 
The following figure depicts the empowerment factor and respondents’ answers 

 
Figure 1.1 Empowerment factor 
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6.0 Conclusions 

After we had analyzed the collected data from the respondents for the purpose of 

achieving and answering the objective and the questions of this study, results showed that 

most of employees satisfied by Recognition factor. The result also showed empowering of 

employees is also a tool to satisfy them. Other respondents suggested that job security is 

also important factor for job satisfaction. While other respondents pointed that incentives and 

bonus enhances the satisfaction of the employee.  
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Abstract  
 
The purpose of the study is to investigate the relationship between training and employee 
performance at some selected universes in Mogadishu Somalia. 
The objective of this study was: The study correlated relationship between training and performance 
of employees in selected universities in Somalia.  

1. To determine level of training in terms of accessibility, methods of training and training 
environment. 

2. To determine level of performance in terms of commitment, efficiency and quality in local 
universities in Mogadishu, Somalia. 

3. To establish if there is a significant relationship between training and employee 
performance on some selected universities in Mogadishu, Somalia. 

This study followed a descriptive design, descriptive co relational, cross sectional and survey 
designs. It was descriptive in that it described the characteristics of respondents. The descriptive 
co relational design was used to determine significant relationship between the level of training 
and employee performance of local universities. 
The findings in table 4.2 checked on the level of training in selected local university indicate an 
average mean of all items to be 2.20 which was rated low. 
Findings in table 4.4 revealed that employee performance is poor in the some selected local 
Universities in Mogadishu with a mean score of 2.30 interpreted as low. 
The findings indicated that there is a significant relationship between training and employee 
performance (table 4.5) mean was 0.90 on r-value which is an indication that there is very strong 
positive relationship between the two variables. 
 
1.0 Introduction  
Our intention of this research to explain training and employee performance in some selected 
university  Human resources are a crucial but expensive resource and therefore in order to sustain 
economic and effective employee performance of this resource, it is important to optimize their 
contribution to the achievement of the aims and objectives of the organization through training 
and development. Training is therefore necessary to ensure an adequate supply of employees that 
are technically and socially competent for both departmental and management positions. (Mullins, 
2007)  According to Heathfield (2012), the right employee training, development and education at 
the right time, provides big payoffs for the organization in increase productivity, knowledge, 
loyalty and contribution. Human resource management is today considered as a strategic partner 
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of the other functional areas of business organization, namely; marketing, finance, production, 
purchasing, management information systems and administration. The human resource of any 
organization is that which is expected to bring about the competitive difference, since the success 
or failure of an organization is dependent on the quality of this resource as well as its orientation. 
This is based on the notion that human resource is the competitive advantage a business 
organization has. This is because as said earlier, while equipment, infrastructure, methods of 
production, packaging and distribution strategies could all be copied by other competitive 
organizations, however the innate quality, innovativeness, knowledge, abilities and skills of the 
human resource cannot easily be copied.  
Training is a very important part of the human resource development (HRD) activity of human 
resource management practice. For employees to carry out their duties effectively and efficiently 
they must have the relevant skills, knowledge, values, attitudes and competencies and well as 
understand their organization’s culture.  
More often, newly employed do not have all the competencies usually required for successful or 
excellent performance on their jobs.  
 
2.0 Literature Review 
 
2.1 Theoretical Review 
This study based on the Social Learning theory which argued and established that the nature of the 
training in the university sector has changed over the recent decades. Traditionally, training was 
considered to be job-focused, limited to the technical skills and abilities needed by university 
employees to perform specific tasks and as such, it was differentiated from education, which was 
considered to be broader in scope, more oriented toward a range of future jobs and generally 
provided by institutions of higher learning. Traditionally, individuals obtained their education first 
and subsequently received training in the work environment. The quality of Human resources of 
the local university has a high correlation with the level of performance and productivity.  
Recently, the distinction among training, education, and development has become blurred .  As 
universities find themselves needing to help employees learn about new technologies and skills, 
training, in many instances, has begun to look like what has traditionally been called education. 
From this, the researcher knows that one of the most determinants for employee performance is 
how they are trained, because their quality is subject to the training they get. So as, the more 
employees to be trained, the more they can perform. Bratton and Gold, (2003), argue that 
performance is enhanced when employees are empowered through training. This is because, 
training enables people to acquire skills and to get the necessary knowledge or attitude to help 
them carry out their responsibilities to the required standards. 
Existing staff can be helped by training to improve their work performance and to keep up to date 
in their specialist field. The present and future standards of work required by the universities are 
more likely to be achieved and maintained if employees are well trained. Training also acts as a 
motivating factor and enhances commitment of employees to the universities, hence making it able 
to develop and retain its employees 
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2.2 Conceptual Framework  

 
 

Figure 1: conceptual framework 
 
3.0 Methodology  
3.1 Research design  
This study followed a descriptive design, descriptive co relational, cross sectional and survey 
designs. It was descriptive in that it described the characteristics of respondents. The descriptive 
co relational design was used to determine significant relationship between the level of training 
and employee performance of local universities 
3.2 Research population  
The study focused primarily on local universities in Somalia. According to the staff registering, 
the total staffs of the registration of selected local universities are 310 staffs 
3.3 Sample size  
From the population mentioned, the sample size consisted of one hundred and seventy four (174) 
computed by using Slovens’ formula of getting sample size. The Sloven’s formula (1978) was 
used to determine the minimum sample size. 
Table 3.1: Respondents of the Study 

No Categories Population Sample 
1 UNISO UNIVERSITY  175 98 
2 SIMAD UNIVERSITY 75 42 
3 MOGADISHU UNIVERSITY 60 34 
Total  310 174 

Intervening variables 
 

- Viable training 
programmes 

- Institutional 
climate 

- Resources 
availability 

 

 

Employee job training  

• Access to training  
• Methods of training  
• Training environment  

 
Performance 

 
• Commitment 
• Efficiency  
• Quality  

 

Independent 
  

Dependent 
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3.4 Sample procedures  
This study used stratified sampling and simple random sampling techniques.  Stratified sampling 
technique was used to calculate the proportion of each strata in the sample. Simple random 
sampling technique was used to select the calculated proportion from the strata 
3.5 Research instruments  
This study used three sets of questionnaires to collect required data. The first questionnaire was 
the face sheet, to collect data on profile of the respondents. The second questionnaire was on 
training. It involved questions on three subsections of training which included access to training, 
training methods. 
3.6 Validity and reliability of Research Instruments 
To know the validity of the questionnaire, the questions were given to experts in the subject of the 
study, content subjects such as professors and lecturers to judge the relevancy of the 
questionnaires. 
 
4.0 Discussion, findings and recommendation  
The stipulated result in the above table shows that 69% of employees in the sample were males 
while 42.6 % were female. The age brackets shown in the table indicated that respondents ranging 
between 41-50 years and those between 30years and below were the majority as scored by 29% 
respectively. These were followed by those between 51 years and above and lastly 31-40 years 
with a score of 25% and 17% respectively,  ranging between 41-50 years and below 30 years which 
presents 27.3%. Because age has a lot to tell about an individual’s satisfaction and commitment 
with the job, hence results showed an average stability on the job 
Looking at the education level of respondents, majority of the respondents were master degree 
holders with 56% 
Respondents who had worked for 6years or less were 22%, majority and were those who had 
worked for 6-10years. As for marital status of respondents, the above table indicates that majority 
of the employees in the universities in were married with 67% responses. 
4.1 Level of training in selected local universities in Mogadishu Somalia.  
The findings in table 4.2 checked on the level of training in selected local university indicate an 
average mean of all items to be 2.20 which was rated low. 
4.2 Level of employee performance.  
Findings in table 4.4 revealed that employee performance is poor in the some selected local 
Universities in Mogadishu with a mean score of 2.30 interpreted as low. 
4.3 Relationship between the level of training and employee performance  
The findings indicated that there is a significant relationship between training and employee 
performance (table 4.5) mean was 0.90 on r-value which is an indication that there is very strong 
positive relationship between the two variables. This implies that local government employees 
should pursue further training for them to be more effective, efficient, committed and productive 
in terms of service delivery. 
 
5.0 Conclusion  
Findings of the study indicated that most teachers in local universities in Mogadishu, Somalia need 
to go for further training to enable them to acquire the elementary skills necessary for achieving 
high level education goals, objectives as well as accomplishing their tasks effectively. This means 
that training programs for teachers should be put into consideration between students and teachers 
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also looking at possible options to go for further training through in-service training, workshops 
and seminars both on job and off job since they were discovered to have a positive impact on the 
performance of staff. However, competence level of some staff is only affected by their low morale 
to seek for further possibilities which can improve on their professional and academic 
development.   
 
6.0 Recommendations 
Timely and regular training seminars of teacher’s inspection should be organized to check ways 
of presentation and advise teacher’s performance in order to carry out a needs of young students. 
Local University should give relevant training to their teachers and that this training should benefit 
both the University and the staff to promote flexibility and productivity in performance.  
There should be balanced responsibilities assigned to a particular employee and freedom during 
execution of tasks for the employees to feel some level of autonomy at work. This is because lack 
of autonomy and freedom over work methods and work pace creates a sense of helplessness and 
it is not very motivating for the employees to have their every step and every action determined 
by their superiors.  
The Universities should establish flexible and favorable working environment to enable teachers 
enjoying their classes and feel a sense of belonging to the University hence enabling organizational 
goals and objectives.  
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Abstract 
  The study is focused on the impact of employee motivation on organizational productivity. The 
target population was SOMTEL Telecommunication Company, the sample used in this study was 
78. The primary data were collected through the instrument of questionnaire, only. The secondary 
data were collected from textbook, journals, magazines, newspapers. The researcher find out that 
employee can improve their performance if they are motivated in the workplace. Also identify how 
productivity can be improved through effective and efficient motivation. The researcher 
recommended that there is relationship between motivation and productivity in the organization. 
Money is a motivator and also influences the worker in the organization. Management style also 
has effect on the employee’s performance in conclusion organization that intend to grow must 
attain and maintain a high level of employee motivation in the organization. 

Keywords: Employee, Motivation, Impact, productivity and Organizations 

1.0 Introduction 
     Employees’ behavior in many organizations, a manager may consider motivation as an 
inducement (financial or otherwise) given to the employees to ginger them to work there is 
probably no concept more important than motivation, in the study of more. By this measure, 
organization goals and objectives are achieved. On the other hand, employees usually associate 
motivation with some monetary values. Motivation is a pervasive function that cuts across all 
aspect of employee’s development. It is often discussed by people in any organization. 
Management cannot operate in isolation of their employees because they are human beings and 
not machines or tools which are utilize recklessly or in a rough manner. In today’s economy, 
employers have gone beyond being just employers because of their interest in the management of 
employee’s productivity.  

The developed countries concept is good motivation has been found over the years to be one of 
the policies the organization can adopt to increase their workers performance and thereby increase 
the organizations productivity. Also, with the present global economic trend, most employers of 
labor have realized the fact that for their organizations to compete favorably, the motivated of their 
employees goes a long way in determining the success of the organization. On the other hand, the 
employees in any organization are vital, not only for the growth of the organization, but also for 
the growth of individual employees (Meyer and Pang, 2006). An organization must know who are 
its outstanding workers, those who need additional training and those not contributing to the 
efficiency and welfare of the company or organization. Also, performance on the job can be 
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assessed at all levels of employment such as: personnel decision relating to promotion, job rotation, 
job enrichments etc. (Aidis,2005). 

In Africa, interest in effective use of rewards to influence workers performance to motivate them 
began in the 1970’s. So many people have carried out researches in this area, some of which are 
Oloko (2003), Kayode (2003), Nwachukwu (2004), Meyer and Nguyen (2005) and Egwurudi 
(2008). The motivation of workers has become important due to the increase concern of human 
resources and personnel experts about the level of output obtained from workers due to poor 
motivation.  

A concept which refers to the focus on attention and decision-making among employees of a sub-
unit.  Organizing: This involves the complete understanding of the goals of organizations the 
necessity of proper co-ordination, and the environmental factors that influence the goals and 
employees within the organization.  Employee attitudes: Mental state of readiness for motive 
arousal.  Performance: the act of performing; of doing something successfully; using knowledge 
as distinguished from merely possessing it; A performance comprises an event in which generally 
one group of people (the performer or performers) behave in a particular way for another group of 
people. Efficiency:  

The ratio of the output to the input of any system. Economic efficiency is a general term for the 
value assigned to a situation by some measure designed to capture the amount of waste or "friction" 
or other undesirable and undesirable economic features present. It can also be looked as a short 
run criterion of effectiveness that refers to the ability of the organization to produce outputs with 
minimum use of inputs.   

 

2.0 Literature review 
       A lot has been written about this topic motivation by different researchers. It is mostly 
researchers that discuss object areas in both the business organization and it is important to note 
that success and failure of any business organization depends on the performance of its manpower. 
An organization is a socio-economic system which combines technology and humanity when an 
organization is formed. It normally requires man, money, machine and materials to pursue the 
achievement of its goal and objectives. Among these resources the human resources is the greatest 
asset in the enterprise.  

People make decision concerning all other organizational resources and come up with an idea to 
put them into operation. Therefore staffs are the life-blood and success of the organization 
ultimately depends on them. The individual staff therefore required planned development or 
training to improve their level and areas of operation of the organizations objectives must be 
effectively achieved. This is because the human elements on their parts need to be effective to an 
extent so as to know   what to do and how to do it given the enabling environment. This means 
that the individuals that makeup the organization staff must be knowledgeable and skilled in their 
areas of acclaimed profession.  

2.1 Empirical studies on employee motivation using the original and adapted 
Maslow’s model 
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 If any person has to come up with the question that is there any need for employees motivation? 
The answer to this type of question of-course should be simple-the basic survival of every 
organization is it public or private limited before, today and in the foreseeable future lies in how 
well its work force is motivated to meet the objectives of the organization. This explains why the 
human resource department in today’s organization is became a focus of its core function that 
motivate its employees within the context of the roles and duties they perform. This is because 
highly motivated employees are the cause of high productivity levels and hence higher profits for 
the organization. Having noted this rationale the next question one may ask are what factors 
motivated today’s employees”? According to Wiley (1997, p265) at some point during our lives, 
virtually every person may have to work. He claims that working is such a common phenomenon 
that the question “what motivates people to work is seldom asked. In order to meet up with the 
current dynamic rate of the business trends, the management of the service firms in SOMTEL 
Telecommunication Company should try as much as possible to adopt good and positive 
motivational techniques to increase the moral of the workers towards motivation and productivity. 
Finally, management of the service firms in SOMTEL should seek for various ways of improving 
productivity in their company by finding out the effect, causes or problems associated with 
motivation. Meanwhile, for the workers to be motivated, the management must posse good quality 
and personal value which will help them to identify those things that motivate their staff and apply 
them properly.  

     According the results of the research managers from higher echelons of organizations are able 
to satisfy both their growth and deficiency needs lower level managers are able to satisfy only their 
deficiency needs on the job. Maslow’s theory has not received a great deal of support with respect 
to specific notion it proposes (Greenberg &Baron 2003, p195). To them this model is theorized to 
be especially effective in describing the behavior of individuals who are high in growth need 
strength because employees who are different to the idea of increasing their growth will not realize 
any physiological reaction to their jobs.  

4.0 Research Design 
The study used a descriptive survey design. The purpose of using descriptive surveys was to collect 
detailed and factual information that describe an existing phenomenon. Data was collected based 
on the concepts defined in the research model and hypotheses tested. This study is a descriptive 
survey because it adopted the use of questionnaire aimed at finding the impact of Employee 
motivation on organizational productivity. Taylor (1982:24) defined research design as the basis 
plan which guides the data, the collection and analysis phases of the research project. It is a 
framework which specifies phase of research information, collected, the sources of the data 
collected and data collection procedure. 

     In order to collect data from respondents the researchers will employ a questionnaire adapted 
from prior literature. The questionnaire will be delivered and collected from respondents by hand 
in order to guide the respondents if they need some clarification about the questionnaire. The study 
suffers from the use of questionnaire because, the questionnaire have some limitations such as 
poorly completed answers, Poor response rate, Limit answers. The language is also the greatest 
barrier in getting the most correct answers for the questionnaire 

4.1 Data analysis  

     We plan to collect data from the questionnaire survey will be analyzed using the statistical 
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package social science (SPSS). In this study Descriptive analyses will be used to analyze data. 
Descriptive statistics is the use of measurement of central tendency such as means, medium, and 
mode and measures of the dispersion such as range, quartile deviation, standard deviation and 
variance to describe a group of subject. Questionnaire was used for collecting responses from the 
subject selected for the study. The questionnaire consisted of two component parts.  The first part 
consisted of questions that make it possible for the bio-data to be collected. According to (OSo 
and Onen, 2008) this part of the questionnaire was intended to elicit information about the sex, 
age, and working category and employment duration of the respondents.  

     The other part of the questionnaire contained the dependent variables which were designed to 
elicit responses from respondents on familiarity dimension and to find out the extent to which this 
affects their motivation to work and increase productivity. There were fifteen questions on the 
whole.  In designing the questionnaire, the researcher followed the following procedure: 
Consequently, care was taken to ensure that the information collected (OSo and Onen, 2008) on  
implication of adequate motivation and workers’ productivity, for example was relevant to the 
subject under consideration and that the response received to each question was the type elicited. 

     Barbee (1986:74) stated that it is appropriate to select samples on the basis of the knowledge 
of the population. This research work used the random sampling techniques where every member 
of staff SOMTEL Telecommunication company. Especially business parts head quarter, state has 
an equal and independent opportunity of being included in the sample, Hence so staff was selected 
and to whom the questionnaire were administered. The returned valid completed questionnaires 
were 78 and this figure was used in our analysis. As previously mentioned this study will be 
conducted by using the target population as whole and there is no need of sampling technique. 

 

5.0 Analysis and Discussion of the Results 

      This section analyzes the personal data obtained from the respondents that constitute the 
Sample of the study. The population of the study was seven eight (78) Employees of SOMTEL. 

This study was intended to investigate whether or not there was a relationship between adequate 
motivation factors and workers’ productivity in an organization. The variable used to categorize 
the respondents was experience and age. The data generated in this study were analyzed and the 
findings are discussed under this heading according to the various research questions that were 
formulated to guide the study. 

     The finding of the data has been drowning and analyzed, moreover necessary recommendation 
made to the management to serve as a solution to the achievement of employee’s performance 
through the modern management techniques theory.   The main objective of the research work is 
to examine the impact of Employee’s motivation in organizational productivity in SOMTEL 
Telecommunication Company.  

     The sample of 78 staff consisting of senior and junior staff were drawn from SOMTEL 
telecommunication Company of   The data used for this study were collected through the use of 
Questionnaire only. The responses collected from the respondents are presented, interpreted and 
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analyzed using frequency distribution table, were tested using the statistical package social science 
(SPSS).  

      The finding of this study is as follows; People seek security and the underlying needs are 
fundamental to people’s existence. After these needs are satisfied, people will focus more on job 
productivity. People also see social systems, so the sociability aspect of effective organizations 
cannot be neglected. Last but not least, personal growth is also important to people, as self-
actualization and the need for achievement and growth are vet powerful needs that influence the 
development of effective organizations. 

     The challenge for any manager is to find the means to create and sustain employee motivation. 
On one hand, managers should focus on reducing job dissatisfaction (working conditions, salary, 
supervision, relationship with colleagues), while on the other hand should use motivating factors 
such as achievement, recognition, responsibility and the work itself.  Employee participation and 
empowerment do not only enhance efficiency, growth and innovation but they also increase 
employee motivation and trust in the organization. If employees feel appreciated for their work 
and are involved in decision-making, their enhanced enthusiasm and motivation will lead to better 
productivity and loyalty. 

     All organizations want to be successful, even in current environment which is highly 
competitive. Therefore, companies irrespective of size and market strive to retain the best 
employees, acknowledging their important role and influence on organizational effectiveness. In 
order to overcome these challenges, companies should create a strong and positive relationship 
with its employees and direct them towards task fulfillment 

  

From the table 4.1 shows that the findings of the study indicated the majority of SOMTEL 

 Were males represented by 90 % while females were minority represented by 1%.  

This clearly shows that most employees at SOMTEL are males  

4.1.1 Age  
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Findings in table 4.2 indicate that 39.7% of respondents were between 21- 25 years, 38.5% were 

between age of 26-30, 9% were between 31-35 years, 6,4% were between 36-40 years, 2,6% were 

between 41-45 years, 1.3% were between 46-50 years, 1.3% were between 51-55 years, and 2% 

of respondents were more than 56 years.  This shows that the most SOMTEL employees are the 

age between 21-25 years 
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Abstract 
The Main purpose of this study was to investigate the impact of employee motivation on customer 
satisfaction; case study of SOMTEL in Mogadishu Somali. The research descriptive cross-
sectional study; it was described this studied uses quantitative approach, (such as a questionnaire) 
or data analysis procedure (such as statistics). And the target population of this study was 100 
employees from SOMTEL, in Mogadishu, by using the non-probability sampling technique to 
participate in this study. And also sample size of this study is 80 respondents to arrive the sample 
size, the researchers used Slovene’s formula, and also frequencies analysis was made using 
Statistical Package for social science SPSS version 16.0 to present the data analyses On one hand, 
the validity of the instruments, which is questionnaire, was measured. Validity of the instrument 
means the ability of an instrument to measure what it was intended to measure. In this study, the 
validity of the instruments was measured by a panel of experts through an assessment of select 
items in the instruments that was ensured that the instrument was measured to the expectations. 
After identifying the vague and ambiguous questions, corrections were made and a final 
instrument was prepared. 
 
Key word: motivation, employee, satisfaction, customer, quantitative  
 
1.0 Introduction 
This section consists of dissimilar parts which needed to be stated. Therefore, this section contains 
background, statement of the problems, purpose of the study, objectives of the study, research 
questions, scope of the study, definition of terms, significance of the study. Theoretical frame work   
the above elements shall be summarized in below 
1.1 Background 

Customer satisfaction is an emerging issue for the organizations today especially the firms that are 
operating beyond the boundaries. The satisfied customer is a permanent advertisement and good 
will of the company, so they are now putting their efforts to satisfy the customer up to maximum 
level. In researching satisfaction, firms generally ask customers whether their product or service 
has met or exceeded expectations. 
Satisfaction of customer is necessary for a successfully   organization but the value for employee 
satisfaction is there to achieve the vision and mission banker adders. 

1.2 Statement of the Problem 
While we have maintained in preceding discussion that employees and customer are equally 
important for organization’s performance. Rather, employees have some superiority over 
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customers, as customer satisfaction and the resultant organizational performance single-handedly 
depend on employees of an organization.  

1.3 Purpose of the study 
    The major purpose of this study is to find out the impact of employee motivation on customer          
satisfaction in Somalia 

1.4 Objectives of study 

The major objective of this study is to find out the impact of employee motivation on customer 
satisfaction in Somalia. 

1.5 Specific objectives 
. To assess the impact of employee motivation on customer satisfaction 
 To determine whether customer satisfaction leads to higher organizational performance. 

1.6 Research questions 
 Does employee motivation enhance customer satisfaction? 
 Does customer satisfaction leads to higher organizational performance? 
 
1.7 The scope of study 

The research work is covering services sector; only the selected business companies in Mogadishu. 
The findings of the research can be generalized to the other business companies in Mogadishu as 
well in the same and in other regions of the country.  
 

1.8 Significance of the study 

The results from this study the impact of employee motivation on customer satisfaction will 
definitely guide all members of Somali society to overcome those burdens of employee 
relationship in the near future. The study will exclusively give further assistance to the service 
companies in Somalia to retain, motivate, and avoid laziness and turnover of their employees. 
Finally this study will provide good education to the employees themselves to find out the best 
way to attract the customers 

Conceptual framework  

  

 
   

2.0 Literature review 
 
2.0 Literature review 
 

Independent Variable 

 
Employee motivation  

Dependent Variable 

Customer satisfaction  

 

              Customer 
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Studies already conducted in this field show a positive impact of employees’ satisfaction on 
customers’ satisfaction. (Daniel) research conducted in USA concluded that employees’ 
satisfaction had positive influence on hospital patients’ experiences Pettier and Dahl,(2009). A 
positive relation of employees’ motivation has been established on customers’ satisfaction in 
airline industry of in Pakistan.  Ahmed (2012). The significance of employee motivation, employee 
satisfaction, employee loyalty and their influence on organizational performance have largely been 
ignored in the Operations Management literature Boudreau, (2004). CEO of Southwest Airlines, 
Herb Kelleher, always puts employees first, not customers. He says, “If they are happy, satisfied, 
dedicated and energetic, they will take good care of customers. When the customers are happy, 
they come back, and that makes shareholders happy Kotler (2010). Employee satisfaction results 
in customer satisfaction; because when internal customers (employees) are happy, they treat 
external customers well thus creating loyalty amongst the customers Linking Employee 
Satisfaction with Productivity,   Kotler, Armstrong, (2010). 
 
2.1 Employee Motivation 
Just like any other word, there are variations of definitions to describe a concept. Motivation too 
has many different definitions, but it is important to focus on those that are related to the 
workplace. Understanding exactly what motivation is will help managers decide what actions to 
take to encourage their employees. The definition of motivation starts with the root word, motive. 
Webster’s Dictionary defines motive as, something that causes a person to act. Therefore, 
motivation can be defined as, the act of providing motive that causes someone to act Shanks,( 
2004). In other words, according to Nancy Shanks, motivation causes someone to act and someone 
else cannot make someone motivated. 
“Motivation refers to process by which a person’s efforts are energized, directed and sustained 
towards attaining a goal”, Robbins,  (2010). Therefore, employee motivation may very simply be 
defined level of energy, commitment and creativity that company’s workers employ in performing 
their jobs and duties in order to achieve organization’s goals and objectives. “It is common sense 
that when people feel great about the place where they work, they provide better customer 
services”, says Dick Clark, Group Leader of Financial Services at Monsanto Linking Employee 
Satisfaction with Productivity, (2003). Employee motivation is always a challenging task for 
organization, because it is not precisely known what motivates the employees. 
 

 

Figure 2.1.1 Maslow’s hierarchy 
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Maslow’s hierarchy is a systematic way of thinking about the different needs employees may have 
at any given point and explains different reactions they may have to similar treatment. An 
employee who is trying to satisfy her esteem needs may feel gratified when her supervisor praises 
her. However, another employee who is trying to satisfy his social needs may resent being praised 
by upper management in front of peers if the praise sets him apart from the rest of the group. 
 
2.3 Customer Satisfaction 
Customer Satisfaction is defined as “The extent to which a product’s perceived performance 
matches a buyer’s expectations” Kotler, (2010). It is lifeblood for any organization. Organizations 
spend heavily in these modern times to utilize latest technology for Customer Relationship 
Management. It includes creating, retaining and increasing the number of customers of the 
organizations. If an organization’s products’ performance falls short of customer’s expectations, 
the customer will be dissatisfied. If that performance matches customer’s expectations, the 
customer will be satisfied. And if it exceeds customer’s expectations, the customer will be in a 
more desirable state of delight. Kotler, (,2010). 
 Word-of-mouth of a satisfied customer brings positive impact on organizations and attracts new 
customers, where word-of-moth from a dissatisfied customer works the other way. Fornell,( 1992). 
Customer satisfaction leaves a long-term impact on financial performance of an organization and 
Rajan, (2005). 

 Customer Satisfaction results in enhancing organizational performance in number of ways.       
First, Customers become loyal and they spend more in future Verhoef, (2003) and this increases 
profitability Mittal, (2001). Secondly, loyal customers are willing to pay premium prices and are 
less price sensitive Anderson, (1994). Lastly, customer satisfaction enhances market reputation of 
the organizations allowing it to establish and maintain beneficial relationship with its key suppliers 
and distributors Anderson, Fornell (1994) 

 

3.0 Methodology: 

3.1 Introduction 

In this section, various objects were exposed. These include research design, study area and 
population, sampling techniques, data collection methods, data analysis and interpretation. 

3.2 Research Design 

In this study, an analytical study design was applied.  An analytical study design is a type of 
research study design for the purposes of collecting data for answering specific research questions 
Albright,( 2005). This study design was descriptive cross-sectional study because it was easy to 
use as the information collected from respondents will not require to be reinvestigated over a 
period of time. 

3.3 Study Population 
The study will use a population that constitutes staffs of service and goods companies in 
Mogadishu and this study will specifically target Somtel staffs in its head quarter in Mogadishu. 
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In this study, the population stands at over (100). It is from this population that the sample size 
will be taken. 

3.4 Sample Size 

The sample size will make up 80 respondents drawn from the categories of respondents in the 
study area and population. The SOLVENT’S formula will determine the minimum sample size.  

𝒏𝒏 =  100
1+100(0.05)2

𝒏𝒏 =  𝑁𝑁
1+𝑁𝑁𝑁𝑁2

𝒏𝒏 =  100
1.25

   =80 

3.5 Sampling technique 

Sampling in this study will be two forms namely purposive sampling and simple random sampling. 
The purposive sampling method is the sampling technique where the sample size is derived by use 
of judgment of the researcher (Amin, 2005). This method will be used because it allows the 
researcher to choose certain respondents for supplying key information.  The simple random 
sampling technique will select because the sample size contains big number of respondents that 
require being appropriately and proportionately represented. 

3.6 Data collection and analysis 
We desire to collect data by questionnaire, by both employers and employees of somtel in 
Mogadishu. The questionnaire   based on the research objectives. Quantitative data analyses will 
be conducted this study, because the research instrument of this study is questioner, descriptive 
statistical conducted in this study, because it can utilize our objectives, descriptive  

No.  Sample category Study Population Sample size 

1. Middle-level managers 25 15 

2. Low-level managers 25 15 

3 Clerks 25 25 

4. Subordinates 25 25 

 Total 100 80 

3.3.1 Table category respondent 
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 Table 4.7.1 mean ranges and descriptive were used to interpret responses: 

 4.0 Result 

4.1 Introduction 
 The previous section, the researchers talked about in depth the explanation of the research 
methodology. In this section, the collected data was analyzed using the statistical technique 
namely, descriptive.  This section contains five sections include the first section presents the 
demographic data about respondents, the second section discusses about data presentation and 
analysis, the third section is discussion of the impact of  employee motivation on customer 
satisfaction on case study somtel moqdishu Somalia the fourth section is the major findings of the 
study and the fifth section describes the discussions 

4.2 Demographic data 
The respondent of this study are categorized in male and female as well as  a study respondent 
were members of both employee and employers of somtel in moqdishu  Somalia. 

Such as employees managers and security and others, the respondent which has different highest 
level education different passion and others experience and different in age the output using for 
spss package. 

4.3 Data presentation and analysis 

                This section presents the analysis of the data that collected in questionnaires in relation to the 
research objectives. This section is classified in to two subsections include the first subsection 
describes the analysis the data that relates to the first objective of the study and the second 
subsections presents the analysis of the data that relates to the second objective of the studyFirst 
section , the respondents were asked the employee motivation  in seek different prospective when 
solving problem and talks optimistically about a future. The result shows that impact employee 
motivation the boss seeks different prospective when solving problem and talks optimistically 
about a future are A good as indicated the mean is 2.415  

4.4 Major funding 

The researchers found impact of employee motivation on customer satisfaction are not  exist in 
somtel telecommunication in Somalia,  because of  Employee motivation encourage stability and 
hard work  with mean 1.74 and standard derivation 1.028 the respondent were answered Very 
poor. Organization success very heavily relies on satisfaction level of employee with mean  2.19 

Mean Range  Interpretation  

1.00-1.75 Very poor 

1.76-2.50 Poor 

2.51-3.75 Good 

3.76-4.75 Very good 
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and standard derivation 1.045 the respondent answered poor, also employee are motivate when 
they feel satisfaction and commitment with mean 2.49 and standard derivation  1.158 the 
respondent answered poor. 

                                                                

5.0 Discussion & Conclusion: 
5.1 Discussion 

This part of questions were asked  by 8 questions in order to know impact of employee motivation 
on customer satisfaction  the pervious  table 4.7.2  in question one  is   Employee motivation 
encourage stability and hard work  with mean 1.74 and standard derivation 1.028 the respondent 
were answered Very poor. 

In question 2 motivated employee feels sense of belongings with his organization with mean 2.60 
And standard derivation 1.132 the respondent answered good. 

In question 3 organization success very heavily relies on satisfaction level of employee with mean  
2.19 and standard derivation 1.045 the respondent answered poor  

question 4 employee are motivate when they feel satisfaction and commitment with mean 2.49 and 
standard derivation  1.158 the respondent answered poor  

In question 5 the salary incremental given employee do their jobs very well motivate them with 
mean 2.31 and standard derivation 1.051 the respondent answered   Poor . 

In question 6 financial incentive motivate me more than non financial incentive with mean 2.64 
And standard derivation 1.034 the respondent answered good  

In question 7 good physical working condition are provide in the organization with mean 2.35 And 
standard derivation .982 the respondent answered Poor  

 

5.2 Conclusion 

Motivation is a complex concept and can help or harm an organization depending on how it is used 
within an organization. If a manager takes the time to understand the needs of his/her employees, 
then the recognition can be extremely useful. There have been many philosophers, who have tried 
to understand what motivates people, but every person is different and a theory cannot describe all 
people. It is understandable the mangers have a full time job and do not have much down time to 
be spending on rewards, but it also gives them the opportunity to understand their employees and 
connect with them on a personal level. 

Managers are not the only ones who can recognize others in the workplace. Employees can 
recognize each other as well. It has been proven to that one can not directly motivate someone  

Baldoni says that employees “need to open themselves up to the examples of communication, 
coaching, challenging, and recognition” Baldoni, (2009). A work place environment is more likely 
to succeed if all parties are willing to participate. 
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5.3 Recommendation 

• Increase workers accountability for their own work  
• Give workers complete units of work to produce  
• Assign specialized tasks to workers so they can become experts  
• To enhance the skills of employee both male and female  
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