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Abstract 

Leaders whether concisely or by proxy will set pace for organizations and provide insights 

about the overall behaviour in an organization. Therefore good ethical leader must set 

standards in form of rules and regulations that can help the organization to be in a position to 

cope with circumstances that may involve copy with ethical differences. The study adopted a 

descriptive research design. This research design was concerned with finding out who, what, 

where and how concerning a given phenomenon in the absence of manipulation to the subject 

under study within their environment. The target population included 223 officials which 

comprised of elected Members of the County Assembly, Nominated Members of the County 

Assembly, The executive members appointed by the County Government, and other staffs of 

the County Government.The study used stratified sampling technique by grouping the County 

into seven sub counties (strata), which was selected and a sample size of one hundred and one 

determined. Data was collected using questionnaires and interview guides. The obtained data 

were analyzed using the SPSS Version 20.0 software supplemented with spreadsheets. The 

findings of the study acted as a benchmark that other researcher and could utilize to conduct 

other research on the subjects of service delivery and ethical leadership in organization 

whether public or private. The findings were presented in frequency tables or graphical 

displays such as charts. The process by which data was analysed started with coding, scoring 

and screening for errors. Then data was entered into the SPSS program after which, data 

exploration and cleaning was done before starting to mine information. The results show that 

capacity of leaders gave a significant effect on service delivery in any organizations and 

especially in the study area, The study also found that ability of leader to act as change agent 

together with adherence to laid down policies and regulations similarly has significant effect 

on service delivery of leaders.  Therefore, the conclusion was that all the proposed factors for 

leadership dynamics affected service delivery in the study area. This study recommends that 

the County Governments develops capacity of leaders, that transformative leadership 

approach act as change agents and that organizations need to develop policies and regulations 

which can  helps them to set standards which can influence their leadership in a consistent 

and standardized manner. It is important to promote transformative leaders as they exhibit 

such traits such as honesty, loyalty, dedication to purpose benevolence, social justice, 

strength of character humility and patience. Such findings if implemented can assist all 

stakeholders and actors in any organizations that deal with public sector in serviced delivery. 

The findings of the study acted as a benchmark that other researcher and can utilize to 

conduct other research on the subjects of service delivery and ethical leadership in 

organization whether public or private. The recommendations were of much use to other 

stakeholders and actors in matters to do with governance and ethics. 
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Background of the Study 

Perry (2011) defines ethics as the key components of good governance whereby ethics is seen 

as having a significance impact in affecting level of public trust and so enhancing efficient 

service delivery in any organization including government.  According to Perry many 

previous research have identified number of factors that shape state of conducts within 

organizations.  Amongst this ethical factor is the role of a leader in an organization. 

According to Perry (2011) ethical behavior of leaders has of late assumed global importance 

which has come to be following many high profiled leaders who have been implicated into 

ethical violation as well as high profile scandals. 

Various researches have similarly identified various benefits of organizations in 

promoting ethical leadership practices. In normal operations of organizations such benefits 

that have been identified of ethical leaderships include both individual and organizational 

levels. From individual employees it has been found that employees adhering to ethical 

standards benefits from the fact that there is reported improvement of job satisfaction and 

sense of well-beings which emanate from increased trust in leadership within organization. 

Above all research has found that ethical leadership is recommended because it benefits both 

individual employees and overall organization. For this reason ethical leadership has been 

recommended as an important practice that improves overall organizational culture (Perry, et 

al, 2014).  

According  to Menzel (2015), little research exist about the impact of leadership based 

on ethics on overall organization performance especially on public sector with very little 

empirical and theoretical research existing as compared to numerous studies which has been 

undertaken in business and social sciences. Despite these under-developed studies it is 

evident that leaders are most critical element within organization since they exert influence in 

the organization through their individual character as well as personal conducts. This is 

because leaders are the one regulating the conducts of others through either issuing guidance 

or processes of sanctions and rewards (Menzel, 2015). 

Similarly Menzel (2015), casually observe that there is very little empirical research 

which show clearly whether there is significant relationship between behaviours of leaders, 

systems of ethical regulations they apply in their day to day work within the organization and 

resulting outcomes due to their resulting standards of behaviours. Fro theoretical perspective 

Stephen and Lawton (2013) has made observation that there is also very nascent theoretical 

review concerning benefits of ethical leadership and service delivery especially where it 

involve the best combinations of ethical leadership traits. This is one of the bases of 

conducting this study since the ultimate goal of the research is to address the gap of what 

constitute ethical leadership and what impact of ethical leadership on service delivery and 

also in particular the role played by leaders in shaping ethical performance of organization. 

The greatest focus of the greatest focus of this research is County Government in 

Kenya which explains why this research focuses on the vital role of ethical leadership on 

management of county affairs. It is important to note that County government is autonomous 

units and they have separate jurisdiction and mandates, where by the Central government 
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mandate is only to disburse public fund on these jurisdictions.  For this reason leadership in 

Counties require ethical leadership together with enactment of formal regulations including 

code of conducts which is the reason following successful devolution in Kenya county 

governments have become an important case study. The basis of current research is to seek 

questions of various dilemmas concerning the role of ethical leadership in service delivery 

when in particular focus is on how the activities of leaders map with provision of ethical 

regulations and in particular where it involve safeguarding good ethical practices and 

restoring public trust as well as understanding what constitutes contextual understanding of 

ethical leadership (Stephen, 2013). 

We need to note that from international focus it has become increasingly important 

for the last decade to understand what constitute ethical leadership. Many organizations all 

over the world are showing growing commitment to fight corruption from political front and 

public service perspectives. This may be attributed by the fact that integrity of public 

organizations is decreasing as has been established in many developed countries. Decreasing 

trust of government has been noted for example of Italy, Spain, Britain, and USA (Bullard. 

2000). 

Leaders, especially the managers of organizations, need to safeguard and ensures that 

there is promotion of ethical leadership within organizations. According to Cooper, (2006), it 

is the work of managers of any organizations whether private or public sector to provide 

ethical leadership as well as safeguard moral values of the organizations. This they do as 

exemplified by Gottfied & Sanzgvi (1996) by ensuring that they manage tensions that can 

occur between organization economic and social performance. For this reason as explained 

by (Last Huisen, 2008) this is the reason why it is leaders who are held accountable when 

there is a gap between organization strategic plan and the achievement of goals. This is what 

is what is defined as gap in leadership management and may affect the success of any 

organization (Kannungo and Mendonca, 1996; Thomas, Schermerhorn, and Diehart, 2004). 

Most of the empirical and theoretical studies concerning ethical leadership has been 

conducted in USA as observed by Brown and Trevino, (2006) but few has been done in 

developing country especially concerning reviews on ethical leadership on management of 

organization.  Most of concern therefore should be made on studies on what constitute 

leadership and service delivery. 

 

Statement of the Problem 

There has been a disconnect between leaders and citizens in the county governments in 

Kenya as far as service delivery is concerned. For instance, there have been cases of 

governors being summoned to appear before the senate to answer questions on accountability 

and transparency. The number of members of parliament appearing before public account 

committee of parliament on accountability in relation to service delivery has also increased. 

As a result of poor leadership dynamics much has not been done in ensuring efficient and 

effective service delivery in most Counties. This study will therefore act as a springboard on 

which impoverished ethical behavior and leadership can be nourished to improve on personal 

actions and interpersonal relationships that will enhance efficient and effective service 

delivery to the people of Murang’a County. It seeks to establish leadership dynamics that 

affect the enhancement of service delivery; case of County Government of Muranga. 
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Objective 

 

a) To establish to what extent policies and regulations affect service delivery in 

Murang’a County 

 

Theoretical Framework 

According to Somba (2011) the development of being ‘of a leader’ with ethical dimensions 

involve first questioning as well as re-examining deeply held beliefs and conviction. This 

evolutionary process of transformation involve change and that the reason why ethical leaders 

are considered as change agents. According to Somba (2011), for these reason ethical leaders 

simply leads others in their own deeply held commitment build from conviction out of 

experience and need to see changes happening.  This art of awakening can be defined as 

“awareness, commitment, integrity and authentic joy According to Ward (2007) ethical 

leaders are joyful during hard times or gray area’s moments since having experienced change 

they are true to themselves. Another observation by ward (2007) is that inward developments 

of an ethical leader do not require scientific processes in order to occur but rather a spiritual 

transformation.  Therefore according to the author the whole idea of no one true self should 

be seen as ethical task since according to author one cannot know oneself without spirituality 

which influence and direct the transformation process. 

Lewis (2004) also observe that to understand development of ethical standards in 

leaders as a form of change is supported by the fact that ethical behaviours are not intrinsic 

but rather learned since an ethical leader must first acquire knowledge about values 

associated with ethical leadership but also put them  into practice. Similar sentiments are 

echoed by Malphurs (2004) who reinforces that ethic leadership is practice of values within 

the leadership itself which are instilled through practice leaders who are the focus of the 

study. Binns (2008) also while observing the impact of knowledge on perusal ethical 

development of a leader similarly argues that leaders do not have natural knowledge of 

developing ethics but learn theory either through academic or research study.   

 

The Trait Theory of Leadership 

The study is guided by the trait theory of leadership to develop on a framework for the 

theoretical background of the research subject matter. Researchers Ordway Tead, Barnard 

and Schell (1900-1940) and currently reviewed by Thomas Edwin (2010) who argued that 

there is a set of traits that are common in all successful leaders. The theory attempt to search 

for characteristics or traits of effective leaders which is considered as the central theme of any 

study involving or concerning leadership are most likely to follows and commit to the ethics 

already laid down and followed by such an ethical leaders. The main assumptions of this 

theory is that leaderships capabilities are rooted in innate characteristics that are possessed by 

each individual teacher for this reason the author argues that there is a well identifiable set of 

traits or qualities that are common in all successful leadership.  the proponent of trait theory 

indicate that there is a significant correlation between effective leadership and personality 

traits such identifiable leadership traits include the filling, intelligence, self-efficiency, 

popularity, honesty, desire to excel, humour, physical theory, extroversion, consciousness and 

openness to expenses behaviour in an organization which can help to illuminate the 

characteristics of ethical leadership 
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Conceptual Framework 

In this conceptual framework individuals emerge as leaders across a variety of situations and 

tasks. In which case; capacity of leaders, leaders as change agents and policies and 

regulations enacted affect service delivery. 

 

 

 

 

 

 

 

 

 

 

 

 

Source: (Author, 2019) 

 

The diagram above shows the interpreted relationship between the study variables; capacity 

of leaders, leaders as change agents and policies and regulations enacted and how they are 

absorbed in the process of enhancement of service delivery. These variables interact hence 

affecting service delivery in a case of county government but can be intervened by variables 

either positively or negatively such as checks and balances, feedback loop and open 

participation as shown in Figure 2.1. 

 

Empirical Literature 

This consists of literature review of all the variables in the studies which are guided by the 

objectives of the study. 

 

Service Delivery 

Service delivery is defined as the act of provision of social or public goods and services to 

promote social economic welfare of societies. There are numerous services classified in 

public sector which amongst others is services concerning security, economic development 

project, health public utilizes, provision of law and enforcement, judiciary. The principals of 

devolution is the provision of such services  at local level or grass root level with the sole aim 

of uplifting the living standards of the people (Angahar, 2013).  For this reason provision of 

service delivery at grassroots level of high quality and standards is the key responsibility of 

any government which implies provision of utilities, social infrastructure, basic amenities 

(Bolatito & Ibrahim, 2014). 

 Service delivery is critical that bind citizens and government. Of late a new paradigm 

shift has emerged that examine the role of citizen as customers who are entitled to the service 

which help to change the way service delivery is achieved both at to and bottom level of 

governance.  Green and Odom (2013), explain that looking at service delivery from that 

perspective of citizen being customers then government become the suppliers of the service. 

Good quality and affordable service delivery also help to improve image of the government 

where when citizens view service delivery of their government positively they are bound to 

view government fairly, therefore service delivery is that complex relationship between 

Enhancement of 

Service Delivery 

• Accessibility 

• Sustainability 

• Increased  

Productivity 

• Job Satisfaction 

• Checks and Balances 
 

• Feedback Loop 
 

• Open Participation 
 

Policies and Regulations 

• Policy formulation 

• Policy 

Implementation 

• Compliance 

Monitoring systems 
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government, society and citizen. According to Thompson et al, 2010) devolved government 

is the level of government where citizens can feel the most tangible level of governance since 

it is that layer of government where they have direct contact in their daily life. 

 

County Government 

Since 2012 the Kenya started witnessing the era of devolved government where the 

devolution was enshrined in Chapter 11 of the Kenya Constitution which from then legalized 

the formation of 47 counties each with their own separate and autonomous government which 

role and mandates is spelt out in the County Government Acts, 2012. This act of parliament 

managed to create elaborate structures to ensure full implementation and succeeds of the 

devolution. According to Murkomen, (2012) the county government structures is similar to 

national government structures since it have Legislation arm which make laws including 

executive function which implement laws as well as planning polices, budget and 

governance. 

 The work of national government is to support the County government since they are 

two level of government which are distinct but independent of each other. Concept of County 

government is not new in Africa according to Murkomen however they differ in the manner 

of implementation in some countries the governors are appointees of states like Uganda, 

however the concept is the same since it all about bringing government closer to people. 

Similarity is that county government is a level two as compared to the central, regional or 

state levels and derives authority through a representative who comprises of a democratically 

elected person by the people at the grassroots to delivers services to the people.   

It has been noted in the literature review that once leader develops that inner ethical 

maturity they are bound to influence their followers to pursues the same ethical living (Macy, 

Gentry and Mckinon, 2008).  For this reason ethical leader is the one who not have a gap 

between their actions and words. Therefore according to Marcy, Centry and Mckinm (2008) 

an ethical leader should develop specific policies and regulations as well as strategies which 

helps them to set standards which can influence their follow consistency.  These rules and 

regulations are in form of policies which are meant to ensure consistency and uniformity in 

service delivery in the entire organizations. 

 

Policies and Regulations 

According to (Marcy et al,2008) such policies and regulations includes the following” 

Internal strategies “Look within” Emotion strategies “assess ones emotions, decision policies 

and strategies which is also known as “Questioning ones judgment other perspectives on 

dimensions likely strategies, policies on assessing situation demands.  As a form of policy 

regulations ethical leaders should weigh different perspectives where there is competing 

interest and ability to adjust to set of circumstances. Marckie Taylor, finegold, Daar and 

Siuger (2012) however posit that since  can only learn from their leaders there is no much 

sense in formulating too many rules and regulations to each individual follow but rather it is 

the behaviour of leaders that matters since follows can only learn in as much as they observe 

by example for this reason the author discuss the importance of having an identifiable leader 

within an organization who can act as a champion of ethical causes in this case the 

organization can benefit from ethical leaders since there will be no use of individually 

creating many rules and regulations within the organization since the follow should not have 

a gap between actions and words. 

Similar sentiments has been made by Nekoranec (2011) who explains that role of a 

leader is to personally expose values of the follows, build relationship for harmony of the 
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entire organization as well as purpose to work for mutual benefits of the entire entity.  For 

this reason it can be deduced that leaders whether concisely or by proxy will set pace for 

organizations and provide insights about the overall behaviour in an organization for this 

reason according to (Kaptein et al 2015) a survey can reveal the extent and possible 

consensus of unethical. Therefore according to the author a good ethical leader must set 

standards in form of rules and regulations that can help the organization to be in a position to 

cope with circumstances that may involve copy with ethical differences (Mary et al, 2008). 

It has been noted in the literature review that once leader develops that inner ethical 

maturity they are bound to influence their followers to pursues the same ethical living (Macy, 

Gentry and Mckinon, 2008).  For this reason ethical leader is the one who not have a gap 

between their actions and words. Therefore according to Marcy, Centry and Mckinm (2008) 

an ethical leader should develop specific policies and regulations as well as strategies which 

helps them to set standards which can influence their follow consistency.  These rules and 

regulations are in form of policies well ensure consistency and uniformity in service delivery 

in the entire organizations. 

Answer the following questions appropriately to the best of your knowledge in 

relations to local church growth strategies. 

According to (Marcy et al,2008) such policies and regulations includes the following” 

Internal strategies “Look within” Emotion strategies “assess ones emotions, decision policies 

and strategies which is also known as “Questioning ones judgment other perspectives on 

dimensions likely strategies, policies on assessing situation demands.  As a form of policy 

regulations ethical leaders should weigh different perspectives where there is competing 

interest and ability to adjust to set of circumstances. Marckie Taylor, finegold, Daar and 

Siuger however posit that since  can only learn from their leaders there is no much sense in 

formulating too many rules and regulations to each individual follow but rather it is the 

behaviour of leaders that matters since follows can only learn in as much as they observe by 

example for this reason the author discuss the importance of having an identifiable leader 

within an organization who can act as a champion of ethical causes in this case the 

organization can benefit from ethical leaders since there will be no use of individually 

creating many rules and regulations within the organization since the follow should not have 

a gap between actions and words. 

 

Research Methodology 

This study adopted qualitative and quantitative research methods. The qualitative data to be 

collected used interview guides while the quantitative method was collected with aid of 

questionnaires.  The purpose of utilizing both methods were to  collaborate results obtained 

using both methods. 

 

Research Design 

The study has adopted the descriptive research design which has ability to describe the 

characteristics of a population under study as well as the phenomena being studied. Cooper 

and Schindler (2009) describe descriptive study as the study which is more concerned with 

who, what, where and how involving a given phenomenon and where the concern is not the 

manipulation of the subject being studied within it environment. Descriptive research 

therefore involves gathering data that describe events, organize them, tabulates and describes 

from the data that has been collected (Cooper and Schindler, 2009). The analysed data under 

descriptive research are displayed in a report by use of visual aids such as graphs and charts. 
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Location of the Study 

The study will be carried out in Muranga’ County which consists of seven sub counties 

namely Kandara, Kigumo, Gatanga, Maragua, Mathioya, Kangema and Kiharu Sub-County.  

 

Target Population 

The study targeted 223 officials at executive and county assembly who are particularly 

elected MCA, Nominated MCAs as well as executives appointed by the county government. 

And other employees appointed by the County Government. The frequency distribution of 

key informant is as shown in Table 3.1. 

 

Table 1 Target Population 

Job Category   Target Population Percentage  

Elected Members 35 (MCAs) 15.6 

Nominated Members 14 6.3 

County Executives  32 14.3 

Other employees  142 63.67 

Total 223 100 

Source: (Author, 2019) 

 

Sample Procedures and Techniques 

The study utilized stratified sampling to come up with a workable representative sample by 

where by County divided into seven sub-counties (stratas) which was selected and a sample 

size of one hundred and one determined. Stratified sampling utilized to come up with a 

representative sample of the target population. This is a sampling technique where the 

researcher divides the target population into various groups and then selects the study 

population equally. 
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Table 2: Target Population 

 

  Sub-Counties  MCAs Nominated MCAs 

Kandara 4 1 

Gatanga 4 1 

Kigumo 4 1 

Maragua 4 1 

Kangema 4 1 

Mathioya 4 1 

Kiharu 4 1 

Total 28 7 

Source: (Author, 2019) 

 

Sample Population 

Stratified sampling procedures was used to allocate the following sample population to seven 

sub-counties namely Kandara, Kigumo, Gatanga, Maragua, Mathioya, Kangema and Kiharu 

Sub-County 

 

Table 3 Sample 

Job Category   Target Population Sample Ratio Sample Size 

Elected Members 35 30 86 

Nominated Members 14 10 71 

County Executives  32 20 63 

Others  142 41 29 

Total 223 101  

Source: (Author, 2019) 

 

Response Rate 

Table 4.1 presents the response rate of the study distributed  in seven sub-counties namely 

Kandara, Kigumo, Gatanga, Maragua, Mathioya, Kangema and Kiharu Sub-County 
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 Table 4  Indicates the sample size obtained from the target population 

Job Category   Sample Questionnaire 

returned 

Response Rate 

Elected Members 16 12 75 

Nominated Members 10 8 80 

County Executives  12 9 75 

Administrators 22 20 90 

Total 60 49 81.6 

Source (Author, 2019) 

 

Average response rate was 861.6% (49 out of 60) attained for all respondents. The above 

average response rate was reached due to efficient data collection procedure which ensured 

that all respondents were given ample time to respond to the tool while any queries were 

handled promptly  

 

Demographic Characterization of the Respondents 

In order to understand the characteristics of the participants of the study the researcher sought 

to establish their background information which aims of establishing whether they could be 

entrusted to give the research the required information being sought. The background 

information was their gender, age, highest education level attained and  duration in their 

respective department 
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Table 5: Characteristics of the Informants  

Variable Category Frequency Percentage 

Gender Male 

Female 

Total 

30 

24 

54 

57.1 

42.9 

100.0 

 Age Below 24 Years 

25 – 30    Years 

31 – 34    Years 

35 – 39    Years 

40-44       Years 

45-49       Years 

Over 50   Years 

4 

9 

20 

15 

5 

5 

5 

7.4 

16.6 

37.0 

27.8 

11.1 

5.0 

5.0 

 Total 54 100.0 

 

Department  

Assembly 

 

 

26 

 

23.8 

Administrators 

 

22 33.6 

Executive 

 

20 30.8 

Others  

 

30 24.80 

 Total 

 

54 100 

Level of Education Doctorate 

Masters 

Degree 

Diploma 

Total 

3 

27 

24 

0 

54 

5.55 

50 

44.4 

0 

100.0 

 

   

Source: Research Data (2019)  

 

From the basic descriptive of the study it was established that most of County cohort of 

staffing in both executive and legislature or assembly was of male gender (57.1%) while 

female accounted for 42.9%. The difference was relatively small. The study established that 

the age of the cohort ranged from below 24 years to above 50 years. Most of the cohort were 

either in age bracket of 31-34 years (37.0%) and 34-39 years (27.8%), while minority were 

45-50 years. Therefore the majority of participants were of young age. In terms of highest 

education level  the majority participants had attained almost all (94.0%) had attained a 

minim of bachelor degree while the rest had other lower Qualification. This implies that 

majority of cohort had above average education standards and so they could be positively be 

expected to participate productively with the research. 
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Respondents’ opinion on use and types  of Policies and Regulations and Service 

Delivery 

The study aimed to find out the explicit comments of respondents of what they felt about 

policies and regulations that exist within the County and how they influence service delivery 

in the County.  The findings are as shown in Table 4.10. 

 

Table 6 Policy and Regulations in the County  

No.  Strongly 

Agree 

5 

Agree 

4 

Neutral 

3 

Disagree 

2 

Strongly 

Disagree 

1 

. County makes policies and 

regulations which  helps  to set 

standards of operations  

10.0 10.0 50.0 20.0 10.0 

 Existing County policies and 

regulations helps to  ensure 

there is consistency in all 

departments in the County 

9.0 9.0 10.0 62.0 10.0 

 County makes policies and 

regulations to  helps them to 

ensure uniformity in County 

32.0 30.0 20.0 11.0 8.0 

 Existing policies and 

regulations in the County  

helps anchor Internal strategies 

of the County 

30.0 25.0 20.0 10.0 5.0 

 Existing policies and 

regulations helps anchor 

decision making  of the County 

10.0 6.0 48.0 30.0 6.0 

 Existing policies and 

regulations helps anchor 

assessment of performance and 

benchmarking 

3.0 10.0 52.0 30.0 5.0 

 There is a need to have 

Policies  that can helps build 

relationship for harmony of the 

entire County  as well as 

purpose to work for mutual 

benefits of the entire County 

43.0 33.0 10.0 10.0 7.0 

 Policies help to define 

organizations values, mission, 

visions and ethos   

34.0 33.0 10.0 10.0 13.0 

 County need policies that can 

ensure continuity in case of 

discontinuation of a regime or 

staff 

45.0 34.0 11.0 10.0 10.0 

        

Source: Field Data (2019)  
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The study found that majority of  Respondents 52.0% as well as 55.0%  either strongly 

agreed or agreed that County makes policies and regulations which  helps and that Counties  

makes policies and regulations to  helps them to ensure uniformity in County , 83.0% of 

respondents  suggested that Counties should come up with policies and regulations , that can 

helps build relationship for harmony of the entire County  as well as purpose to work for 

mutual benefits of the entire  while   77.0% similarly agreed that Policies help to define 

organizations values, mission, visions and ethos   while 79.0% said that   County need 

policies that can ensure continuity in case of discontinuation of a regime or staff. 

At the same time the study found that most  respondents 50.0 % could neither agree 

nor disagree that Existing policies and regulations in the County  helps anchor Internal 

strategies of the County, with 30.0% in disagreement, also most  could neither agree nor 

disagree 58.0% that Existing policies and regulations helps anchor decision making  of the 

County while 30.0% disagreed, also most  could neither agree nor disagree that Existing 

policies and regulations helps anchor assessment of performance and benchmarking as 

accounted for by 52.0% and 30.0% in disagreement.  

The study found that most respondents accounting to 62.0% disagreed with a statement that  

Existing County policies and regulations helps to  ensure there is consistency in all 

departments in the County 

  

Table 7: Effects of Leadership Dynamics and Service Delivery 

Model 

 

 

 

Unstandadized 

Coefficient 

 

 

 

Standardized 

Coefficient 
R R Square 

 

 

Adjusted R 

.619 .383 .363  

B Std 

Error 

Beta t sig 

(Constant)  

6.202 

 

 

 

 

 

1.224 

 

.223 

Policies and Regulations 

Framework 

.197 .142 .104 2.921 .033 

 Source: Research Data (2019)  

 

The study found that Coefficient of determination of 61.9% (R=.619) was found between 

leadership dynamic and service delivery, which implies that the more the leaders were 

applying Policies and Regulations the more they were in a position to influence service 

delivery in the County 

 

Summary of the Findings 

The study shows that leaders  who follows policies guidelines as stipulated in organizations  

service charter normally affect service delivery as shown by 70.0% of the respondents, 

followed by leaders who take tough decisions as shown by 62.0% of the respondents 

together with leaders who have sense of direction as shown by 60.0% of the respondents.  

Most respondent  indicated that leaders are expected to work with  functional structures so 
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that their leadership can affect service delivery to a great extent as indicated by 55.0% of the 

respondents. Therefore, according to the author, a good ethical leader must set standards in 

form of rules and regulations that can help the organization to be in a position to cope with 

circumstances that may involve copy with ethical differences (Mary et al, 2008).  

The researcher sought to find out level of service delivery in the county as provided in 

the service charter, most respondents agreed that concerning promptness in responses 

towards customers, the respondents rated average as shown by 50.0% of the responses 

meaning Government responds quickly to needs of customers who are the citizens of the 

County. This was also established by 62.0% of the respondents were indicated that by 

providing for security of client documents the County Government can be said to be offering 

exemplary service to the people because this ensure privacy and confidentiality of 

documents. The study also found that complaints are handled well as supported by 50.0% of 

respondents and that service delivery is consistent with service charter, also found that 

55.0% of the respondents indicated that staff at the County exhibit high staff discipline in 

service delivery  but seems not to have high capacity to use available technologies to solve 

problems as explained by 50.0% of the respondents. 

Good quality and affordable service delivery also help to improve image of the government 

where when citizens view service delivery of their government positively they are bound to 

view government fairly, therefore service delivery is that complex relationship between 

government, society and citizen. According to Thompson et al, 2010) devolved government 

is the level of government where citizens can feel the most tangible level of governance 

since it is that layer of government where they have direct contact in their daily life. 

 

Conclusion 

The study asked the respondents to indicate the extent to which policies and regulations affect 

service delivery, the policies and regulations are The study shows that leaders  who follows 

policies guidelines as stipulated in organizations  service charter normally affect service 

delivery as leaders who take tough decisions and have a sense of direction. The study also 

noted that good ethical leaders must have known functional structures which guides day to 

day operations in the organization as well as must have set standards in form of rules and 

regulations that can help the organization to be in a position to cope with circumstances that 

may involve copy with ethical differences (Mary et al, 2008). As a form of policy regulations 

ethical leaders should define best case course of action or implementation, anticipate 

consequences, weigh different perspectives where there is competing interest and ability to 

adjust to set of circumstances.  

 

5. Recommendation 

From the conclusions of the study, the following recommendations were made; 

The findings of this study will  act as benchmark which researcher, policy makers and 

scholars can issue and implement to minimize wrangles and so ensure service delivery which 

is primary goal of any government. Ethical leader must set standards in form of rules and 

regulations that can help the organization to be in a position to cope with circumstances that 

may involve copy with ethical differences.  

Stakeholders should promote transformative leaders as they exhibit that are associated 

with leadership which includes showing such traits such as uprightness, faithfulness, 

keenness to resolution compassion, communal justice, métier of character self-effacement 

and endurance. Such findings if implemented can assist all stakeholders and actors in any 

organizations that deal with public sector in serviced delivery 
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