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Abstract 
Positively engaging employees leads to accelerated levels of organisational performance, 

commitment and elevated levels of job satisfaction. Employee Engagement (EE) being a 

strong predictor of organisational commitment and a critical ingredient for organisational 

success, this study sought to investigate its impact on service delivery at a local public 

university in Zimbabwe. The study employed the hybrid research design. Case study was 

opted as the strategy of enquiry to help the researchers to obtain empirical evidence about 

isolated variables of interest. This compelled the use of open ended questionnaires and 

interview guides.  The total sample constituted 87 employees drawn from all faculties and 

departments. A blended approach of both random and non-random sampling techniques was 

also used. Data collected from interview guides and questionnaires was quantified and 

analysed using the Statistical Package for the Social Sciences and the qualitative data was 

analysed using themes and sub themes that were derived from the data obtained. After 

analysis, data was presented in the form of tables, pie chart and graphs. The outcome of the 

research revealed a statistically significant positive relationship between EE and service 

delivery (r=0.596; P<0.05). The findings also indicated that EE can indeed act as a predictor 

of organisational commitment with the two sets of score correlated moderately and positively. 

The study indicated that employee disengagement was a result of lack of motivation, poor 

remuneration, and lack of job security, lack of recognition and appreciation, lack of 

empowerment, poor communication, unclear undefined roles, and poor relationship with 

organisational leaders as well as poor leadership styles. The study also noted that the EE 

strategies currently being employed at this state institution have not achieved much in 

promoting service delivery. The study, thus recommends the institution to employ various 

measures to enhance EE, such as, but not limited to focusing on motivation, employee 

involvement in strategic issues, offering competitive salaries, job security, employee 

recognition and appreciation, empowerment, proper communication, setting clearly defined 

roles, crafting strategies that involve and interconnect employees. Bearing in mind that this 

study was conducted during Covid19 era, further investigation should be done on the role of 

leadership in influencing EE in the face of global pandemics. 
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1.1 Introduction and Background of the Study 
EE has become an impetus behind successful service delivery in many business organisations 

the world over. It is characterised by citizenship behaviour, energy absorption, participation, 

efficiency, drive, commitment, passion, and a positivity which are pronounced facilitators for 

employee performance (Hinzmann, Rasticova & Sacha, 2019). According to Eldor and 

Harpaz (2015), engaged employees are emotionally, physically and cognitively betrothed in 

their daily work thus enhancing service delivery. However, this is not currently the case at a 

local public university in Zimbabwe, as EE has been kept to the periphery.  The institution 

continues to face a series of problems ranging from high staff turnover, moonlighting, 

absenteeism and poor service delivery among other issues. Nevertheless, despite the 

numerous studies that have examined EE and organisational performance, no attempt has 

been made to determine the impact of EE on service delivery in tertiary institutions. The 

researchers are therefore enthused to investigate the impact of EE on service delivery at a 

local state university. 

The concept of EE relates to a heightened emotional connection that employees feel 

for their organisation which stimulates them to exert greater optional effort to their work. 

Employee performance is a multidimensional paradigm and an extremely vital criterion for 

determining organizational success or failure since employees are the lifeblood of any 

organisation. Lutwama (2011) contends that there is a significant positive relationship 

between EE and performance. A growing body of literature indicates that EE has considerable 

effect on service delivery.  

The Gallop Study’s (2015) meta-analysis conducted using two hundred and sixty- 

three (263) samples in one hundred and ninety-two (192) organisations in forty nine (49) 

industries and thirty-four (34) countries revealed that actively disengaged employees were out 

performed by engaged employees.  According to the Gallop state of the global workforce 

study (2017) and Bersin (2014) only 13 to 15% of the employees are engaged in the 

workplace and 81% of the employees showed that they would consider leaving their jobs.  

The situation looks alarming in Western Europe where only 10% are engaged. In the United 

Kingdom in particular the amount of engaged employees is as low as 8% to 17%, whilst 20% 

to 26% are disengaged, having mentally quit, yet they continue to stay with their 

organisations  (Pech and Slade 2006 cited in Robertson Smith and Markwick 2009; Gallop 

2012 and Melanie 2014).  On the other hand, 80% of the British workers are not truly engaged 

and a quarter of these were found to be ‘dissatisfied and actively disengaged’. 

Research shows that 45% of the South African workforce is actively disengaged 

whilst only 9% is actively engaged (Zondo, 2020 and Gallop Engagement, 2017). Sibanda, 

Muchena and Ncube (2014), in their study of EE and organisational performance in a public 

sector organisation in Zimbabwe revealed low levels of EE that consequently resulted in a 

below standard performance amongst the majority of employees.   Similarly, a study by the 

Industrial Psychology Consultancy noted that EE amongst Zimbabwean parastatals in 2016 

was at 40% showing that 60% of the employees were disengaged in their work leading to a 
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high labour turnover of an average of 19% per annum (Industrial Psychology Consultancy, 

2014 and Tsvangirai and Chinyamurindi, 2019). 

Employee disengagement in tertiary institutions is deepening, with profound impacts 

on customer service delivery.  A study on workplace engagement in the United States (US) 

showed that low EE cost companies about US$450 to $500 billion dollars each year (Zondo, 

2020 and Gallop Engagement, 2017). Moreover, disengaged employees are more unlikely to 

stay with their current organisation and commit to their organisation (Wushe and Shenje, 

2019 and Ramsay and Finney, 2006).  Apparently, employees who are not engaged will affect 

the organisational service delivery through higher absenteeism, higher turnover and lower 

productivity, recruitment and training cost (Crawford, Rich, Buckman, and Bergeron, 2013; 

Meutia, Tubagus; Ahmad, 2017 and Wushe and Shenje, 2019). Zondo (2020) estimated that 

the effect of disengaged employees costs 11billon per annum. On the contrary, EE showed a 

21% higher level of profitability. Thus, EE has the potential to substantially affect employee 

effectiveness, efficiency, loyalty and overall stakeholder value and can be a deciding factor 

for service delivery, especially in tertiary institutions. It is against this background that the 

researchers seek to conduct a study on the impact of EE on service delivery, a case of a local 

public university in Zimbabwe. 

 

1.2 Statement of the Problem 
Employee disengagement has resulted in employees who are ‘mentally checked out, and 

withdrawn,’ despite their physical presence at the work place.  This is compounded by the fact 

that some employees have tended to practice moonlighting as they have secured for 

themselves, several other jobs apart from being permanently employed by this state 

university. The institution continues to experience high rates of absenteeism and employee 

turnover.  According to its Human Resources Annual Report (2020), staff turnover trend-

analysis shows a gradual increase in the turnover rate, that is, 5% staff turnover in 2017, 15% 

in 2018, 25% in 2019 and 40% in 2020.  Expectedly, this resulted in high recruitment and 

recurrent training costs. Accordingly, poor EE has also resulted in poor operational standards 

as queries from students, staff and other stakeholders take ages to be resolved.  Despite the 

university’s efforts to promote organizational citizenship behaviour, it continues to face 

employee disengagement, high rates of turnover, moonlighting and absenteeism and 

ultimately affecting service delivery. This research, therefore, seeks to explore the concept of 

EE with a view to unearth effective strategies for enhancing employee citizenship to enable 

state universities to have employees who are emotionally, physically and cognitively 

betrothed in their daily work thus subsequently enhancing service delivery. 

 

1.3 Main Objective 

 To investigate the impact of Employee Engagement (EE) on service delivery at a 

local public university in Zimbabwe. 

1.3.1 Sub Objectives 

1. To determine reasons for employee disengagement at the state university 

2. To establish the EE strategies currently being employed by the state university 

3. To establish the relationship between EE and service delivery at the state 

university 

4. To prescribe mitigatory measures aimed at addressing the effects of employee 

disengagement on service delivery at the state university 
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1.4 Research Hypothesis 

H0  There is no positive relationship between EE and service delivery at the state 

university. 

H1  There is a positive relationship between EE and service delivery at the state 

university. 

 

1.5 Methodology 

This study employed the hybrid research design. Case study was opted as the strategy of 

enquiry to help the researchers to obtain empirical evidence about isolated variables of 

interest. This compelled the use of open ended questionnaires and interview guides to 

determine the impact of EE on service delivery. The total sample constituted 87 employees 

drawn from all faculties and departments, specifically, academic staff and non- academic staff 

in the Registry, Bursary, Central Services, Student Affairs, Works and Estates Departments. A 

blended approach of both random and non-random sampling techniques was used. Data 

collected from questionnaires and interview guides was coded, quantified and captured onto a 

SPSS spread sheet for analysis and the qualitative data was analysed using themes and sub 

themes that were derived from the data obtained. Data interpretation was thus based on 

inductive and deductive analysis techniques. After analysis, data was presented in the form of 

tables, pie chart and graphs as recommended by Leedy and Ormrod (2005).   

 

2.1 Theoretical Framework 

This study is guided by William Kahn’s Theory of Employee Engagement (1990), the 

Expectancy theory of motivation (Vroom, 1973) and Herzberg’s two factor Theory (1959). 

 

2.1.1 William Kahn’s 1990 Theory of EE 

William Kahn undertook a qualitative study on the psychological conditions of personal 

engagement and disengagement by interviewing summer camp counsellors and staff at an 

architecture firm about their moments of engagement and disengagement at work. He defined 

disengagement as the decoupling of the self within the role, involving the individual 

withdrawing and defending themselves during role performances (May et al, 2004). 

Disengaged employees displayed incomplete role performances and were effortless, 

automatic or robotic (Kahn1990). Kahn found that there were three psychological conditions 

related with engagement or disengagement at work: meaningfulness, safety, and availability. 

He argued that people asked themselves three fundamental questions in each role situation 

which are: (i) How meaningful is it for me to bring myself into this performance; (ii) How 

safe is it to do so? and (iii) How available am I to do so? He found that workers were more 

engaged at work in situations that offered them more psychological meaningfulness and 

psychological safety, and when they were more psychologically available. In the only study to 

empirically test Kahn’s (1990) model, May et al (2004) found that meaningfulness, safety, 

and availability were significantly related to engagement. They also found job enrichment and 

role fit to be positive predictors of meaningfulness; rewarding co-worker and supportive 

supervisor relations were positive predictors of safety, while adherence to co-worker norms 

and self-consciousness were negative predictors. Resources were a positive predictor of 

psychological availability, while participation in outside activities was a negative predictor. 

Overall, meaningfulness was found to have the strongest relation to different employee 

outcomes in terms of engagement.  
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2.1.2 Expectancy theory (Vroom, 1973) 

Propounded by Victor Vroom (1964), and extended by Porter and Lawler (1967) and Lawler 

(1971), the Expectancy Theory is based on the assumption that work behaviour is determined 

by individual expectations of possible consequences of such behaviour. The theory states that 

people perform behaviours that they perceive to bring valuable outcomes.  Vroom (1973), 

contends that engagement or motivation only takes place when people expect that their efforts 

and support would be rewarded. This theory seeks to expound and predict worker engagement 

with regards to projected actions and rewards. The choice of behaviour by employees is 

anchored on the possibility that their actions yield explicit outcomes which are lucrative to 

them.  This theory underscores a personal view, decree and choice in actual perspectives and 

assumes that individuals create coherent decisions basing on particular professed pecuniary 

truths. According to Vroom’s theory, motivation or engagement depends on three perceptions, 

that is; Valence, Instrumentality and Expectancy.  

Vroom in Stone (2012), postulates that the power of motivation or engagement is a 

function of valence × instrumentality × expectancy or (V × I × E).  Thus, this suggests that 

management ought to exploit all three (3) motivational fundamentals.  Performance dependent 

rewards turn to be viable only when the nexus between effort and reward is clear and the 

value of the promised reward is seen worthy to the extra effort.  To sum up, the expectancy 

theory envisages that employees do what they think they are capable of in the 

accomplishment of tasks or performance (E) only if they feel that the assurance of reward is 

genuine (I) as well as that the actual rewards are worthy (V). 

Once employees fulfil specific duties to an organization and do not receive 

recognition, they tend to be disengaged or leave the organisation. (Vroom, 1973).  

Furthermore, when the outcomes are not as rewarding as anticipated, the employees might 

review their decisions on the value of the outcomes and perform contrarily. This theory was 

found relevant to the current study as it is grounded on the assumption that work behaviour is 

determined by individual expectations of the likely consequences of such behaviour. The 

Expectancy theory reveals that employees perform tasks that they perceive to be accompanied 

with valuable outcomes. Therefore, when employees notice that their work is not being 

acknowledged, they leave their workplace in search of better opportunities.  This theory 

argues that motivation or engagement only takes when employee efforts and contributions are 

recognised.   

Pinder (1991), points out that one of the limitations of the expectancy theory is that it 

fails to separate extrinsic and intrinsic rewards adequately when considering reward valence. 

Therefore, in the interest of EE or motivation it is hard to detect the type of reward that fulfils 

the significant needs of the employees in an effort to engage them.    

 

2.1.3 Herzberg’s Two Factor Theory  

The two-factor also known as the theory the motivator-hygiene theory was founded by 

Herzberg in 1959.  Herzberg (1959) contends that there are some job factors that contribute to 

the satisfaction of employee whilst other prevent dissatisfaction and disengagement. The 

theory projected hygiene factors as those that are critical to motivate or engage employees at 

workplaces. According to Herzberg (1959), hygiene factors comprise of job security, benefits, 

company policies, physical working conditions, pay, status and interpersonal relations.  These 

factors are referred to as hygiene factors or dissatisfies since they do not yield positive 

satisfaction in the long-run. However, absence of these factors at the workplace, leads to 

disengagement and dissatisfaction.  Similarly, hygiene factors relate to the factors that are 
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sufficient or realistic in a job, that appease employees and do not make them dissatisfied or 

disengaged.  Jayasuriya, Kish and Yosh, (2012) assert that the hygiene factors which include 

competitive remuneration, work environment, work conditions, supervision and 

organisational practices do not motivate employees on their own, rather they reduce 

dissatisfaction or disengagement.  

 Motivational factors embrace growth and promotional opportunities, recognition, 

sense of achievement meaningfulness of work and responsibility, factors that are intrinsic to 

the workplace. According to Jayasuriya, Kish and Yosh, (2012) these factors inspire 

employees to greater performance thus they are denoted as satisfiers and are involved in the 

actual performance of the job.  Employees consider these factors intrinsically fulfilling. 

Motivation factors signify the emotional needs professed to be supplementary benefits. 

Herzberg (1959), claims that the antonym of ‘satisfaction’ is ‘no satisfaction’, and that of 

‘dissatisfaction’ is ‘no dissatisfaction’.  Similarly, with regards to EE, factors that inspire 

employee citizenship were not inversely related to those that influenced the same employee to 

disengage and exit the organisation.  

With regards to Herzberg’s propositions, motivators and hygiene factors differ in the 

sense that motivators influence employees to cultivate personal inner motivations, whilst 

hygiene factors trigger employee disengagement as well as dissatisfaction and fails motivate 

them. Dissatisfaction and satisfaction have been found to be the main factors affecting EE. 

According to Heis (2013) and Gilhams (2015, dissatisfied or disengaged employees exhibit 

high chances of leaving the workplace and satisfied or engaged employees were inclined to 

perform sophisticated tasks and have citizenship with the organisation.  This assumes that 

lack of hygiene factors results in dissatisfied employees, who can perform less and likely to 

leave the organisation. Job satisfaction is one of the main contributing factors of employee 

turnover.  Nevertheless, job satisfaction merely does not considerably give justification on the 

basis of employee citizenship in a particular job setting.  Non-existence of motivators such as 

appreciation, commendation and accountability lead to demotivation and disengagement, 

which are ingredients of employee turnover. (Masson and Jaricha, 2016). Consequently, 

Herzberg’s two factor theory forms a foundation for which organisations pursue to gratify 

employees so as to engage and retain them.  

 

Review of Related Literature 

2.2 Reasons for Employee Disengagement 

Despite the acknowledgement of the importance of EE in business, low levels of EE are 

reported globally. Literature sources show that employee disengagement is caused by a 

myriad of factors.  For instance, Kahn (1990) conceptualized personal disengagement as “the 

withdrawing or defending of oneself physically, cognitively or emotionally during their work 

role performance.” From this definition, it seems that disengaged employees were detached 

emotionally and cognitively from the real work set up and their behaviour became 

unresponsive, robotic, and effortless towards their performance. This might be due to several 

reasons such as lack of autonomy, perceived little opportunity of advancement in the job and 

lack of interaction, absence of motivation from superiors and so on. Since employees’ 

satisfaction, commitment and involvement were missing; their intention and purposes 

disappeared in vain to perform in the organization. Bersin (2015) lists the elements that relate 

to employee disengagement. These include the lack of meaningful work, a less inclusive 

workplace and the disregard for opportunities for growth.  
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Accordingly, Hoxsey (2010) indicates that absenteeism can be an indicator of lack of 

EE at work. If an organisation is subject to high levels of unplanned and unauthorised 

absence, it is essential to identify the root causes using an anonymous EE survey. Ruck, 

Welch, and Menara (2016), also demonstrate that employee disengagement could possibly be 

caused by “deaf ear” syndrome, which is the perception that management was not listening to 

employees’ ideas and views. However, numerous studies have found that organizational 

politics and injustice also accelerated the adverse effects on employees’ work-related 

outcomes (Shan et al., 2015). Scholars like Andrews and Kacmar (2001); Aslam et al., (2015) 

and Bilal et al., (2017), revealed the destructive antecedents of organizational politics and 

injustice to EE that include improper reward systems, biased procedures, misuse of 

information, transfers to work-overloaded departments without offering any marginal reward, 

disrespectful attitudes of supervisors, and rigid organizational policies.  Correspondingly, 

prior studies have also found that injustice increased the levels of stress and impacts 

negatively on employees’ work engagement (Heikkeri, 2010; Karatepe, 2011). Bilal et al., 

(2017), adds that the prime causes of injustice include political influence within organizations, 

negative politics for self-interests, corruption, unfairness in recruitment and transfers, and 

increasing rates of unemployment and economic recession.  

Bilal et al., (2017), also shares similar views with Aslam et al., (2015), that 

organizational injustice leads to employee disengagement.  According this school of thought, 

competent employees of the public sector organizations who were transferred frequently to 

work-overloaded departments without offering any marginal reward for their services ended 

up being actively disengaged from their work since they face additional threat of procedural 

irregularities that were employed to manage a difficult workload. The outcome of these 

inquiries may be taken as the form of punishment of the employee, such as no annual 

increment or a lack of opportunities for promotion. As a result, employees who receive unfair 

punishment may develop a strong intent to leave the organization, which can lead to the 

organization facing replacement costs in terms of new recruitment, selection, and orientation.  

In the public sector organizations, organizational rewards are rarely linked to performance, 

and this situation leads to employee work disengagement (Heikkeri, 2010). Employees might 

protest against injustice by lowering work performance, reporting unwell, showing a lower 

commitment and dissatisfaction with their jobs, which might lead to disengagement from 

work.   

Moreso, Govindarajo and Ramulu (2014) postulate that negative organizational 

environment, such as one with excessive work overload, insufficient benefits and 

compensation, inadequate career development opportunities, and a lack of collaboration, can 

lead to employee disengagement from work.  Negative organizational politics may be 

characterized as a manipulative behaviour, anti-social activity, flattery of people due to their 

designations, and using power for the accomplishment of self-serving goals. The essence of 

public-owned entities is that these are managed through a yardstick that is bureaucracy, which 

is the prime reason why bureaucratic culture has prevailed in the public sector organizations. 

The prevalence of bureaucratic culture means top-down approach was used for decision 

making that leads to authoritarian style of management, infrequent communication between 

employees and decision makers, employees focused on repetitive work and always obeying 

orders, and revealed high levels of resistance to change.  Bureaucratic culture is focused on 

obeying orders; employees who were transferred to workplaces with work overload without 

offering any marginal reward might develop an increased perception of organizational 

injustice and disengagement from work. In particular, the bureaucratic culture tends to have 
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rigid organizational policies, strict rules, and regulations.  An unsupportive culture, unfair 

procedures, and organizational politics can lead to work disengagement. 

 

2.3 The Relationship of Employee Engagement and Service Delivery 

Engagement is perceived to be a foretelling tool of the final employee output, their 

accomplishments and financial performance of organizations (Robertson and Cooper, 2010).  

It has been discovered that there exists a higher connection between EE and the role played by 

each employee through the chains in the organizations (Robertson and Cooper, 2010). High 

levels of engagement are associated with high levels of performance, citizenship behaviour 

and individual well-being (Truss, Shantz, Soane, Alfes, and Delbridge, 2013). This is 

achieved by ensuring that employees were fully engaged in organization’s decision-making 

and policy implementations. EE was identified as the major contributor to harmony in the 

workplace. It is evident that engaged employees were revitalized and resilient in performing 

their daily tasks. Geldenhuys et al. (2014), revealed a positive relationship between 

psychological meaningfulness and work engagement and that meaningful work plays a 

significant role in EE and sustaining employee commitment as well as productivity. Guest 

(2014), adds that productivity improvement is sustainable when everyone in the organisation, 

from top management to workers on the shop floor, is engaged. 

Employee Engagement is positively related to important business performance 

consequences like customer satisfaction, customer loyalty, positive word of mouth, 

profitability, and increased market share (Schneider, Macey, Lee, & Young, 2009). Crawford, 

LePine, & Rich (2010), pointed out that engaged employees found their work to be easier and 

interesting rather than challenging and were more committed, robust and absorbed in their 

jobs. This encouraged employees to think in a positive manner and helps them in serving their 

customers well (Harter et al., 2002). In a related study by Sonnentag (2003), it was found that 

engagement influences in-role behaviour, proactive behaviour and also organizational citizen 

behaviour. This implies that employees who were engaged have a broader perspective of their 

role and strive to reach out to broader set of activities in their jobs. Fredrickson (2001) argued 

that engaged employees display positive emotions, enthusiasm and joy. Koodamara (2016) 

initiated a study to explore the correlation between job satisfaction, organizational 

commitment and EE and revealed the statistically significant difference between these 

variables. Furthermore, they found that there is a positive relationship between engagement 

and job satisfaction.  Nevertheless, in the case of employee disengagement, it was noted that 

there was no positive relationship between job satisfaction, commitment and stay in the 

organization. Zondo, (2020), indicated that the EE process creates a working environment that 

encourages worker participation and commitment.  

Gandy et al. (2014) assessed EE as a key to organisations realising their competitive 

advantage, while Gems (2015) discussed a connection between EE and organisational 

outcomes. They (Gandy et al., 2014 and Gems, 2015), explained that when the work 

environment is conducive to employees tend to focus their attention on their work and were 

inclined to do their best thus leading to high productivity. In particular, Gems (2015), 

indicates that engaged employees were more productive than the disengaged ones.  According 

to Gems (2015), during the process of engagement, employees become self-motivated and 

were driven and energized to perform to the organisation’s expectations.  Consequently, low 

levels of EE are detrimental to performance. Put in another way, Anitha (2014), pointed that 

EE was a lever gearing the organisations towards success through productivity.   Thus, 
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engagement is an investment that can elicit good returns and general success of the 

organisation. 

A meta-analytical study conducted by Harter et al. (2013), examined the relationship 

between EE and performance.  It revealed that EE had a significant impact on employee 

performance, which is a predictor of productivity. Harter et al. (2013), states that EE is a key 

measure of human and economic performance. According to Harter et al. (2013), if an 

organisation had employees whose engagement levels were above average, it is twice as 

likely to be successful.  Therefore, EE has a great influence on organisational productivity.  

Farouk (2014), posits that engaged employees exercise an element of care in what they do as 

well as in their efforts to contribute to the success of the organisation and they exhibit a 

greater sense of ownership and accountability.  Employees reduce absenteeism from work and 

were more willing to shoulder more responsibilities and initiatives. The study on one hundred 

(100) best places to work, as conducted by Anitha (2014), revealed that employees who had a 

reputable engagement relationship with management had a low turnover rate of 13%. They 

were more committed, loyal to their organisation and less inclined to leave their organisation 

as they feel a sense of belonging (Anitha, 2014).  

Robertson and Cooper (2010), noted that in the Gambia, for instance, EE was found 

out to be a dominant factor influencing employee performance. It was further established that 

EE aspects that were inclusive of compensation and salaries; working conditions; co-worker-

team associations; leadership; firm structures as well as practices and regulations contribute to 

performance in service organizations (Robertson and Cooper, 2010). The concept of EE has 

also been explored by Ngumbao, and Muturi (2018), in Naivasha, Kenya. In a study involving 

employees of fourteen (14) flower farms Ngumbao, and Muturi (2018), found that employees 

were fully devoted and put all their efforts and strength when performing their everyday jobs. 

Ngumbao, and Muturi (2018), concluded that EE strategies determine the services delivered 

in horticultural firms.  

 

2.4 EE Strategies 

According to Bailey et al. (2017), involving two hundred and fourteen (214) studies that were 

examining the implication, antecedents, and significance of engagement five groups of 

engagement strategies were established. These include; communication, leadership, job 

design, team and organizational factors, organizational interventions, and psychological 

states. Engagement was found to be positively associated with work related facets which 

include are morale boost, task performance, organizational performance, as well as 

superfluous role enactment.  

 

2.4.1 Effective Communication 

Communication plays an integral role in EE. Welch, (2012).   Effective communication is 

vital to meet organisational goals as it creates a positive bond between employees and 

management which consequently leads to engagement.  Engaged employees have the zeal to 

give feedback, input and suggestions and obtaining feedback from employees enables 

management to gain insights with regards to the strategies to implement for enhanced EE thus 

resulting in increased profits. All Effective communication can be defined as a two-way 

process which ensures a culture of transparency and openness in which any form doubt can be 

cordially resolved, thus building trust between the employees and management which in turn 

leads to high levels engagement.  Trust is the glue that cements employees to loyalty resulting 
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in them taking an extra mile to achieve business goals and engagement thus leading to 

engagement.  

According to Lockwood, (2007), effective communication is a key management tool 

that ensures EE and trustworthiness to the management of an organisation. Clear, consistent, 

and honest messages inspire, motivate and make employees yearn to do more for the 

organisation thus increasing productivity.   In the same vein, Lowry (2016) also argued 

communication of clear and consistent messages to employees was critical ingredient for EE 

and business success.  Poor communication leads to suspicion, increased turnover, frustration, 

uncertainty factors which lead to employee disengagement amongst employees.  Therefore, it 

is vital for organisations to have a tactical communication strategy that encompasses the 

information to be communicated, the channels, the procedures of communication and the 

delivery techniques need to be adapted to the employees. Morrison (2014) postulates that 

employees involved in bottom-up communication are innovative provide the organisation 

with valuable information, take initiatives, raise concerns and give input thus end up being 

actively engaged with their work.  On the contrary disengaged and demotivated employees 

may deprive the organisation of useful information. It is therefore important that employers 

practice bottom-up approach which allows employees to give feedback without fear of 

intimidation and victimisation.   

 

2.4.2 Motivation 
Aguinis (2013) contends that there are several EE strategies that are beneficial to 

organisations these include but not limited to motivation and encouragement which is 

achieved by recognising and appreciating good work.   Employees want to be recognised and 

feel valued which satisfies a basic human need which in turn motivates them, boosts their 

morale and makes them want to do better.  Similarly, managers get to know their employees, 

which builds better relationships, opens the channels for honest two-way communication and 

allows for the manager to understand how to effectively engage employees for sustained 

performance. Employees get a greater understanding of their roles in achieving organisational 

objectives and their immediate supervisors’ expectations, as well as the norms they must 

adhere to, thus they become more knowledgeable.  Employees get to understand the relevance 

of their role in supporting the achievement of the team and business objectives when clarity is 

given to organisational goals.  Employees can share their ideas for improvement and raise 

concerns for timely resolution, which improves their engagement with the organisation. 

 

2.4.3 Effective Training and Development 
Elnaga and Imran (2013) establish that training is one of the vital Human Resource 

Management (HRM) practices that have a positive impact on the quality of the employees’ 

knowledge and skills thus resulting in accelerated employee performance.  Employees want to 

develop their skills and growth in their careers. Managers and organisations must encourage 

employee development through regular feedback discussions. Engaged employees feel 

empowered and confident thus positively impacting their abilities on their jobs since they 

intend to perform at their best.  According to Kiweewa and Asiimwe (2014), employee 

training and development results in EE.  Training and developing employees uplift their level 

of knowledge, boosts morale and improves commitment which in turn increases job 

performance thus leading to engagement.  Ologbo and Sofian (2013), contented that engaged 

employees are aware of the business perspectives and work with associates to heighten 

performance within the job for the benefit of the organization. Training and developing 
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employees cultivate energy, absorption, involvement, efficacy, vigour, dedication, enthusiasm 

and a positive state, which subsequently translates to active engagement. 

 

2.4.4 Building a bond between Managers and Employees 
Organisational management has a prominent role in improving EE. Managers have been 

confirmed to impact and motivate employees through demonstrating clear values and 

nurturing constructive teamwork in an agreeable way as indicated by Kouzes and Posner 

(2012) and Yukl (2012).   Employees who have the zeal in completing their work tasks have a 

strong bond with their supervisors and strong relations between employees and leadership 

promotes healthy team setting thus increasing job satisfaction, engagement and productivity. 

Engaged employees yearn to do more sophisticated tasks and their individual performance is 

high thus positively impacting the general organizational performance. Crossman & 

Crossman, (2011), asserts that flexible and adaptive leaders are crucial in the contemporary 

business environment since successful organisations often affirm a driving force of 

outstanding leadership.  Leaders of organizations that fully support employees, promote 

continuous learning, and are transparent in their decision-making, have a greater impact on 

the increased level of EE.   

 

2.4.5 Effective Recruitment and Selection 
Getting the right staff members into an organisation increases engagement on the present 

employees. Rathnaweera (2010) argues that Human Resources Management (HRM) practices 

are required to enhance EE levels in an organisation. The HRM practices include proper 

recruitment and selection as well as proper hiring policies. Managers should be cautious in 

pooling out the potential capacity of the new employee through effective recruitment and 

selection which involves the recruitment of the best candidates who fit to the job 

requirements.  It has been noted that there are some positive outcomes for the fairness in the 

selection and hiring process.   

 

2.5 Measures aimed at addressing the Effects of Employee Disengagement 

Increasing EE has traditionally been high on the agenda of Human Resource Management 

(Bal, Kooij and De Jong, 2013; Rana and Chhabra, 2011). According to Bal, Kooij and De 

Jong, (2013), having an engaged and committed workforce leads to numerous beneficial 

outcomes, such as lower turnover intentions and higher organizational performance.  Farouk 

(2014), contends that strategies that can be used to boost EE included employee training and 

development, as well as improved leadership and work design. Anitha (2014), also shared the 

view that leadership, compensation, training and development, as well as workplace well-

being were the major drivers of EE.   Similarly, Cherry (2016), noted that training and 

development were vital determinants of EE.  According to Cherry (2016), the above 

determinants encouraged employees to perform better, thereby contributing to productivity 

improvement. 

Jose and Mampilly (2012), stated that good communication is necessary to keep 

employees engaged to the organisation’s priorities. This view was also supported by Ahmed 

and Dajani (2015), who postulated that the absence of good communication leads to poor 

engagement and low productivity. Ahmed and Dajani (2015), argues that communication 

methods such as one-on-one builds and strengthen EE.   Additionally, Kaliannan and Adjovu 

(2014) presented numerous drivers of EE which include two-way communication, as well as 

training and development.  Communication stands to be a powerful tool that has massive 
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bearing on the success of any organization. Effective communication was found to be a key 

driver for EE and an indicator of financial performance.  Also, Shan et al., (2015), argued that 

effective communication is the cornerstone of an engaged workforce and might increase EE, 

boost workplace productivity, and drive business growth.  Leadership, communication and a 

work-life balance were identified by Ahmed and Dajani (2015) as drivers of EE. 

Organisations that work towards establishing leaders and managers who are effective 

communicators for driving engagement expect to have more highly engaged employees, with 

higher job retention rates as well as attraction of new employees (Global Workforce Study, 

2014). Leaders improve engagement by defining and communicating a powerful vision for the 

organization. They hire and develop managers that are emotionally invested in the 

organization’s mission and vision and give them the resources to build great teams with the 

right people in the right roles. 

Dulagil (2012) emphasises the need for clear communication of the core values and 

beliefs of employees so as to boost engagement levels of employees.  Dulagil (2012), pointed 

out that transparency on the goals and objectives of the organisation needed to be evident. On 

the other hand, Cherry (2016), deduced that a culture of respect, constant feedback from 

management, counselling and mentoring are drivers of EE. Supervisors and managers should 

demonstrate care about the health and well-being of the employees. Watson, (2014), states 

that leaders need to approach employees as true partners, involving them in continuous 

dialogues and processes on how to design and alter their roles, tasks and working 

relationships.  Leaders needed to make it safe enough for employees to speak openly of their 

experiences at work (Kahn, 1990). As Kahn highlighted, it is vital to recognise the importance 

of the employees and not just treating them just like a mere employee.  They empower and 

build a culture that is more agile and adaptive founded on the principles of trust and 

accountability. Additionally, they get the right people on the bus and make sure they are in the 

right roles and provide continuous training and development. 

There should also be person-job fit alignment so that people are placed in their areas 

of capabilities (Dulagil, 2012). Farouk (2014), explored the attitude of employees on 

productivity and noted that engaged employees were far more likely to be dedicated and 

committed in their work and were essential ingredients to the long-term growth of any 

organisation.   According to Farouk (2014), when employees are included in the decision-

making process on matters concerning their work, positive benefits for both the employees 

and the organisation would be realised.  If organisations endeavour to improve the process of 

informing employees about changes in relation to their work environment, employees would 

be motivated to suggest innovations and improvements, which in turn increase productivity. 

The return on investment (ROI) for engagement comprises an upsurge in staff satisfaction 

which leads to an increased productivity. 

Chaudhuri (1986), defined quality circle as a small group of people doing similar work 

who meet voluntarily on a regular basis, usually under the leadership of their supervisor, to 

discuss their work problems. Quality circles have evolved into a structured system to harness a 

collective wisdom on EE in an organisation (Chaudhuri, 1986). It enhances participation and 

EE in work-related decisions. A study of a quality circle of weekly meetings of supervisors and 

employees in a unionized foundry to discuss means and ways of increasing productivity 

revealed that higher levels of EE were related to increases in a productivity index incorporating 

such variables as scrap rate and production output (Marks et al. 1986). Hence, quality circles 

lead to high internal work motivation, high quality work performance and satisfaction with 

work, as well as low absenteeism. Participatory mechanisms through engagement philosophy 
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come in various forms, from simple suggestion schemes to interlocking problem-solving 

groups at all levels in the hierarchy. These participatory productivity improvement schemes 

were more effective when problem-solving activities were coordinated with and linked to the 

overall company productivity improvement priorities and strategies (Geldenhuys et al., 2014). 

 

Results and Discussion 

3.1 Response Rate 

87 questionnaires were distributed, however, only 65 were returned while on the other hand, 

10 key informant interviews were planned and 5 of them were successfully conducted. This 

produced a total response rate of 74.7% and 50% respectively. The failure of the researchers 

to obtain a 100% response rate can be explained by the fact that although the research 

instruments were self-administered by the researcher, timing especially in the face of the 

Covid 19 pandemic, was difficult as some respondents could not manage to avail themselves 

due to lockdown restrictions. However, the response rate was statistically significant to make 

generalizations of the research findings. 

 

3.2 Respondents’ affection for the institution 
In order to determine the level of employee dis/engagement, respondents were asked whether 

they enjoyed working for their state university. The following figure 3.1 presents the 

respondents’ liking for the institution. 

Figure 3.1: Respondents’ affection for the institution 

Source: Research Survey Data, 2021. 

 

From the data obtained, results indicate that employees’ affection for the institution was to a 

larger extend, poor (n=66%). Only 22% indicated that the affection for the institution was 

strong. One respondent (R35), expressed that the bad taste between the employer and the 

employee stemmed from: “…. the inability of the institution to improve the work environment 

and the welfare of its employees particularly in terms of remuneration.” 

Thus, data findings showed significantly lower levels of employee affection for the 

institution and this denotes a higher degree of employee dissatisfaction and disengagement. 

These findings are disparate to findings by Dewhurst et al. (2019), and Gwala (2016), Cooke 

(2005); Hall (2005); Van Eck (2010); Klerck 2012), who established that most of the 

companies abuse their employees consequently declining their motivation and forcing them 

to leave. 
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3.3 The level of employee disengagement 

The researchers sought to establish the level of EE at this public university as a way to 

determine the relationship between employee disengagement and service delivery as key 

variables in this study. The bar graph on figure 3.2 below presented the research findings in 

this regard. 

 

Figure 3.2: The level of employee disengagement at a local state university 

 Source: Research Survey Data, 2021. 

 

From the graph above, 24.6% and 40% of the respondents indicated that employee 

disengagement was high and very high respectively. On the other hand, 20% and 12.3% stated 

that employee disengagement was low and very low correspondingly. This is consistent with 

key informants interviewed who also showed that employee disengagement at the institution 

was significantly lower. For instance, key informant “A” said: 

“Here at this state university, there is little to minimal motivation for employees to be 

actively engaged.” 

On the other hand, key informant “X” revealed, 

 

These days only a few employees are actively engaged at this institution. The rest are 

partially engaged, disengaged or actively disengaged due to the general economic 

environment. 

 

Henceforth, results tend to suggest that EE was low. This is consistent with research 

findings by Dewhurst et al. (2019), who in the McKinsey Global Survey results of June 2019 

found out that EE had fallen to almost half the original ratings in most companies. Similarly, a 

related study of the extent of employee disengagement in tertiary institutions that was 

conducted by Zondo (2020), revealed that EE is deepening, with profound impacts on 

customer service delivery.  By the same token, Tsvangirai and Chinyamurindi (2019), carried 

out a study on EE amongst Zimbabwean parastatals in 2016 and revealed that EE was at 40% 

showing that 60% of the employees were disengaged in their work leading to a high labour 

turnover of an average of 19% per annum. 
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3.4 The reasons for employee disengagement at the institution 
The following table (Table 4.4), highlights computed descriptive data on the participants’ 

responses in terms of the reasons for employee disengagement at a local public university. 

 

Table 3.1: The reasons for employee disengagement                                   [N=65] 

VARIABLES  NO YES 

FREQUENCY PERCEN

TAGE 

FREQUEN

CY 

PERCENTA

GE 

Lack of motivation 4 6.2 61 93.8 

Poor remuneration 3 4.6 62 95.4 

Lack of recognition & 

appreciation 

6 9.2 59 90.8 

Lack of job security 12 18.5 53 81.5 

Poor communication 15 23.1 50 76.9 

Poor leadership styles 3 4.6 62 95.4 

Undefined roles 50 76.9 15 23.1 

Poor relationship with 

Departmental Leaders 

48 73.8 17 26.2 

 Source: Research Survey Data, 2021. 

 

In terms of the reasons for employee disengagement at this public institution, respondents 

showed that both lack  of motivation (93.8; n=61), poor remuneration (95.4; n=62), lack of 

job security (81.5; n=53), lack of recognition and appreciation (90.8; n=59), poor 

communication (76.9; n=50), poor relationship with organisational leaders (55.9; n=17) as 

well as poor leadership styles (95.4; n=98), were the most notable reasons for employee 

disengagement. When asked about the reasons for employ disengagement, key informant “Y” 

said, “Employees are not provided with the necessary tools of trade and fair opportunities for 

promotion.” 

On the other hand, key informant “X” said, “Employ disengagement is caused by the 

lack of consultation on matters of interest.” 

Comparatively, key informant “C” said, “Disengagement is a result of the autocratic 

management style which makes the employees to feel as if they are not part of the 

organisation.” 

Thus, research findings show that the reasons for employee disengagement at this 

local state university, include lack of motivation, poor remuneration, and lack of job security, 

lack of recognition and appreciation, poor communication, poor relationship with 

organisational leaders as well as poor leadership styles. Accordingly, literature sources such 

as Bersin (2015) list the elements that relate to employee disengagement. These include the 

lack of meaningful work, a less inclusive workplace and the disregard for opportunities for 

growth. Ruck, Welch, and Menara (2016), also demonstrates that employee disengagement 

could possibly be caused by “deaf ear” syndrome, which is the perception that management 

is not listening to employees’ ideas and views. Correspondingly, prior studies have also 

found that injustice can increase the level of stress and impacts negatively on employees’ 

work engagement (Heikkeri, 2010; Karatepe, 2011 and Bilal et al., 2017). Moreso, 

Govindarajo and Ramulu, (2014), postulates that negative organizational environment can 

lead to employee disengagement from work.  Negative organizational politics may be 

characterized as a manipulative behaviour, anti-social activity, flattery of people due to their 
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designations, and using power for the accomplishment of self-serving goals.  These elements 

to a larger extent relate to the reasons submitted for employee disengagement at this state 

university. 

 

3.5 The impact of EE on service delivery at the institution 
Respondents were given a list of perceived effects of poor EE and were requested to select the 

response that best suited their opinion between two choices that is “YES” or “NO.” Figure 4.3 

below are perceived effects of poor EE on service delivery. 

 

Figure 3.3: The Effects of poor EE on service delivery 

 Source: Research Survey Data, 2021. 

 

In terms of the effects of poor EE on service delivery, data obtained revealed that both 

sickness at workplace (76.9%); misunderstandings between employees, their colleagues and 

employers (60%); employee absenteeism (81.5%); high employee turnover (93.8%); high 

organisational spending on employee recruitment (73.8%); poor organisational productivity 

and performance (95.4%). In the same way, key informants “A, B, C, D, E, F, X, Y and Z” 

similarly mentioned “negative attitude towards work, poor image of the organization; poor 

quality service delivery and poor productivity as the effects of poor EE on service delivery.  

By the same token, numerous studies have found that organizational politics and 

injustice also accelerate the adverse effects on employees’ work-related outcomes (Shan et al., 

2015). For instance, William Kahn’s 1990 Theory of EE also states that disengaged 

employees display incomplete role performances and were effortless, automatic or robotic 

(Kahn1990). Researchers like Andrews and Kacmar (2001); Aslam et al., (2015) and Bilal et 

al., (2017) equally, show the destructive antecedents of organizational politics and injustice to 

EE. Stolzenberg, (2018), particularly found the effects to be high employee turnover as well 

as poor organisational productivity and performance. However, these researchers showed that 

EE has failed to significantly reduce the total number of employee dismissals and to improve 

workers’ participation in change initiatives. A study on workplace engagement in the United 

States (US) showed that low EE cost companies about US$450 to $500 billion dollars each 

year (Gallop Engagement, 2017). 
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3.6 The Relationship between EE and Service Delivery 
A Correlation test was conducted to test the association between these variables using Pearson 

Product Moment Correlation Coefficient at 95% confidence level and findings were presented 

in table 3.2 below: 

 

Table  3.2: Relationship between leadership styles and EE  

Correlations 

 EE Service Delivery 

EE Pearson Correlation 1 . .596** 

Sig. (2-tailed)  .000 

N 65 65 

Service Delivery Pearson Correlation . .596** 1 

Sig. (2-tailed) .000  

N 65 65 

 **Correlation is significant at 0.05 levels (2- tailed) 

  *Correlation significant at 0.01 levels (2 - tailed) 

Source: Research Survey Data, 2021 

 

The findings in Table 4.5 revealed a statistically significant positive relationship 

between EE and service delivery (r=0.596; P<0.05). This means that an improvement in EE 

results in improved service delivery. These results were similar to the findings by Schaufeli 

and Bakker, (2004); Freeney and Tiernan, (2006); Coffman and Gonzalez-Molina (2002), 

who revealed that high EE levels determines the eventual success of the service delivery by an 

organisation and thus, inferring that there is a significant positive relationship between EE and 

service delivery. This is also supported by Blau and Schoenherr (1971) and Stolzenberg, 

(2018), carried out a study on the effects of poor EE on service delivery and found out that EE 

negatively impacted on service delivery. 

 

3.7 The extent to which the institution stimulate EE 

 Figure 3.4: The extent to which the institution stimulates EE 

 Source: Research Survey Data, 2021. 

The data obtained from the questionnaires was used to construct the bar graph above. 

The graph shows that 74% of the respondents interviewed reported that the institution 

stimulates EE to a lesser extent, while 26% reported stimulation of EE to a larger extent. One 

respondent (R13) who completed a questionnaire openly indicated that “nothing has been 

done” to stimulate EE at this state institution. On the contrary, some key informants 
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indicated that the institution stimulates EE to a larger extent. For instance, key informant “Z” 

said, “The University motivates employees especially with annual awards for long servicing 

to a greater extent.”  

The research findings therefore, tend to suggest that the institution has not stimulated 

EE reasonably. In the same way, research findings by the Industrial Psychology Consultancy 

established that companies were lacking in terms of promoting EE at their workplaces 

(Industrial Psychology Consultancy, 2014).    

 

3. 8 EE strategies currently being employed by the institution 

Table  3.3: EE strategies currently being employed by the institution 

VARIABLE  EVALUATION 

EE strategies SD D A SA NS 

The institution places value on employees as humans  20.0

% 

29.2

% 

26.2

% 

16.9

% 

7.7

% 

The institution promotes stronger employee 

collaboration  

15.4

% 

21.5

% 

21.5

% 

35.4

% 

6.2

% 

The institution maintains employee motivation  35.4

% 

40.0

% 

12.3

% 

7.7% 4.6

% 

Improving the safety of every member of the 

organisation  

35.4

% 

40.0

% 

12.3

% 

7.7% 4.6

% 

The institution has improved employee satisfaction  35.4

% 

32.3

% 

13.8

% 

10.8

% 

7.7

% 

The institution has reduced employee turnover ratio  35.4

% 

40.0

% 

12.3

% 

7.7% 4.6

% 

The institution has increased retention of key talent  35.4

% 

40.0

% 

12.3

% 

7.7% 4.6

% 

The institution has reduced the total number of 

dismissals  

35.4

% 

32.3

% 

13.8

% 

10.8

% 

7.7

% 

The institution does not discriminate its employees 35.4

% 

40.0

% 

12.3

% 

7.7% 4.6

% 

The institution has increased the number of new hires/ 

employees  

13.8

% 

12.3

% 

20.0

% 

52.4

% 

1.5

% 

The institution encourages and respects individual 

perspectives  

35.4

% 

32.3

% 

13.8

% 

10.8

% 

7.7

% 

The institution communicates to employees and 

improves employee understanding of organisational 

objectives 

16.9

% 

20.0

% 

30.8

% 

29.2

% 

3.1

% 

The institution encourages active employee participation 

in the fulfilling organisational mandate  

7.7% 29.2

% 

30.8

% 

29.2

% 

3.1

% 

The institution rewards its employees for best 

performances and hard work 

20.0

% 

21.5

% 

22.3

% 

30.0

% 

6.2

% 

Source: Research Survey Data, 2021. 

 

Findings in table 4.6 reveal that majority of respondents indicate that the EE strategies being 

employed by the institution relates to encouraging employee participation in the fulfilment of 

organizational mandate (60%); placing a value on employees as humans (43.1%); maintaining 
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employee motivation (58%); encouraging and respecting individual perspectives (44%); 

monitoring employee job satisfaction (46%); improving safety of every member of the 

organization (56%); promoting a strong collaboration amongst team members (56.9%); 

developing employee skills knowledge and abilities (68%); and increased the number of new 

hires/ employees (72.4%) respectively. Also, commenting on the impact of EE on service 

delivery, key informant “Z” expressed,  

 

The university leadership actively endeavours to create opportunities to improve 

the work environment which is friendly to employees’ growth and to contribute to 

the well-being of employees. In this regard, the leadership of this institution has 

maintained employee recognition schemes, annual awards for long service staff as 

well as ensuring EE and commitment in order to improve employee satisfaction, 

performance and service delivery.  

 

Contrary to the above, key informant “A” said, “Nothing has been done…” 

Key informant C, X and Y also shared the same sentiments to that of informant “A,” 

indicating that the institution was doing very little if anything, to engage their employees. 

Thus, results show that if anything, management had done little enough to promote EE at the 

institution. By the same token, Jose and Mampilly (2012); Shan et al., (2015); Ahmed and 

Dajani (2015) and Kaliannan and Adjovu (2014) supportively agrees that good 

communication is necessary to keep employees engaged with the organisation’s priorities. 

Chaudhuri (1986), Marks et al. (1986) and Geldenhuys et al., (2014), also suggest the 

use of participatory philosophy and mechanisms for EE as more effective to the overall 

company productivity improvement priorities and strategies while Rana and Chhabra (2011), 

and Mansoor and Hassan, (2016), posit that learning and development is a key strategy to 

enhance work force capabilities, skills and competencies in order to maintain a sustainable, 

successful work environment. Anitha (2014), also shares the view that leadership, 

compensation, training and development, as well as workplace well-being are the drivers of 

EE. However, contrary to the above findings, Farouk (2014) identifies strategies that can be 

used to boost EE as employee training and development, as well as improved leadership and 

work design. In the same way, Cherry (2016), notes that training and development are 

important determinants of engagement levels for employees. According to Cherry (2016), the 

above determinants increase the ability of employees to perform better, thereby contributing 

to productivity improvement. 

3.9 Hypothesis test to determine the relationship between EE and service delivery at the 

state university 

A Mcnemar’s hypothesis test was carried out to determine the impact on EE and service 

delivery and the results are presented below: 

http://cedred.org/jais/index.php/issues


Journal of African Interdisciplinary Studies (JAIS): ISSN 2523-6725 (online) 

                                                              October 2021 Vol. 5, No. 10 
Citation: Chatiza, K; Mubvundu, M & Chisango, S. (2021). Employee Engagement and Service Delivery in 

Tertiary Institutions: Case of a Public University in Zimbabwe. Journal of African Interdisciplinary Studies. 

5(11), 79 – 102. 

 

98 
Copyright © 2021 Centre for Democracy, Research and Development (CEDRED), Nairobi, Kenya. 

http://cedred.org/jais/index.php/issues 

Table  3.4: Mcnemar’s Hypothesis Test  

 

 

 

 

 

 

 

 

 

 

Source: Research Survey Data, 2021. 

Table 3.4 shows that the test is not statistically significant at the .000 level of significance in 

the sense that p>0. 005 and hence the hypothesis test rejected the null hypothesis which states 

that EE has no significant impact on service delivery. This therefore, infers that there is 

sufficient evidence to accept the hypothesis that EE has a significant positive impact on 

service delivery. 

 

2 Summary of findings  

With regard to the impact of EE on service delivery, research findings  revealed that poor EE 

caused misunderstandings between employees, their colleagues and employers; negative 

attitude towards work; sickness at workplace; employee absenteeism; high employee 

dismissals, resignations and employee turnover; high organisational spending on employee 

recruitment; poor image of the organization; and consequently, poor organisational 

productivity and performance and eventually, poor service delivery. The study established that 

the reasons for employee disengagement at the institution stems from lack of motivation, poor 

remuneration, lack of job security, lack of recognition and appreciation; lack of empowerment 

poor communication, unclear undefined roles, and poor relationship with organisational 

leaders as well as poor leadership styles.  

Employee disengagement at this institution consequently instigated misunderstandings 

between employees, their colleagues and employers; negative attitude towards work; sickness 

at workplace; moonlighting, absenteeism’s; high employee dismissals, resignations and 

employee turnover; high organisational spending on employee recruitment; poor image of the 

organization; and consequently, poor organisational productivity and performance and 

eventually, poor service delivery.  

Therefore, the study noted that employee disengagement has a significant negative 

impact on service delivery at the institution. Inasmuch as the findings showed that EE 

strategies currently being employed by the state institution relate to encouraging employee 

participation in the fulfilment of organizational mandate; placing a value on employees as 

humans; maintaining employee motivation; encouraging and respecting individual 

perspectives; monitoring employee job satisfaction; improving safety of every member of the 

organization; promoting a strong collaboration amongst team members; and developing 

employee skills knowledge and abilities; the research results showed that the management had 

done little enough to promote EE at the institution. The study concluded by establishing 

mitigatory measures to address employee disengagement at the institution, namely, but not 

limited to focusing on EE approaches such as motivation, employee involvement in strategic 

issues, offer competitive salaries, job security, employee recognition and appreciation, 

Hypothesis Test Summary 

Null Hypothesis Test  Sig. Decision  

 

The distributions of different values 

across on the impact of  EE  on  service 

delivery are equally likely 

 

Related – 

Samples 

Mcnemar 

Test 

 

 

   

.000 

 

 

Reject the 

null 

hypothesis 

Asymptomatic significances are displayed. The significance level is 

.005. 
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empowerment, proper communication, setting clearly defined roles, crafting strategies that 

involve employees. 

 

3 Recommendations  

In designing programmes and policies to promote EE and service delivery, the researchers 

recommended that public universities need to focus on EE approaches through motivation, 

high remuneration, job security, employee recognition and appreciation, empowerment, 

proper communication, clearly defined roles and the establishment of clear direction by 

visioning the future and crafting strategies to enhance employee’s citizenship behaviour. 

Moreover, there should be a management team with sound leadership skills that ensure sound 

relationship with subordinates and also help them understand their personal growth and 

development needs. The management should also tackle and solve labour related problems 

and address employee disengagement by using appropriate leadership styles that improve 

employee morale and engagement. It is also recommended that organisational leadership 

should create a work environment that nurtures EE for enhanced organisational productivity 

and performance. 

 

4 Area for further research  

Bearing in mind that this study was conducted during the Covid-19 pandemic, further 

investigations can be done on the role of institutional leadership in influencing EE in the face 

of global pandemics.  
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