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Abstract  

Public organizations seek to optimize the available budgets given the needs of society. 

However, there has been noticeable breach of trust among a number of public sectors on 

such a vital role, resulting in reduced or at times complete lack of services. The breach has 

been loosely attributed to management commitment. This study therefore, sought to 

establish the relationship between management commitment and efficiency of service 

provision. The study made use of descriptive survey research design within Nandi County 

Assembly where a census was performed on the top management staff, all four 

directorates, legislators as well as anyone with authority in the institution, such as Ward 

office staff. Questionnaires were distributed to 282 people and SPSS version 25.0 used to 

analyze the data by correlational analysis and a multiple regression analysis. The study 

found that management commitment through quality control, merit appointment and 

commitment to employee’s growth and development will lead to efficiency of service 

delivery.  Hence the study concluded that there is a significant relationship between 

management commitment and efficiency of service delivery. The study recommended that 

the managers, leaders and administrators of public institutions and more specifically the 

county assemblies to put emphasis on quality control. The study also recommends that all 

employee recruitments, appointments and Job promotion to be done purely on merit.  
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Introduction 

Top management play a vital role in ensuring efficient service delivery to the clients 

(Kiprono, 2018; Oringo & Shire, 2020; Waduu & Rugami, 2019). The government of Kenya 

is concerned with the poor performance and service delivery of State-owned corporations, 

which has been ranked as the most inefficient public institutions in service delivery (George, 

2014). Efficient Service delivery is commonly noted as a critical prerequisite and determinant 

of competitiveness for establishing and sustaining satisfying relationships with customers 

(Wen et al., 2017). Consequently, management commitment refers to an institution's top 

leadership’s effort and commitment in order to ensure quality, efficiency, and outcomes. 

According to a similar research, client happiness is a significant indication efficient 

service delivery (Abdullahi & Kinyua, 2018; Alkire, 2014; Enggartyasti & Caraka, 2017; 

Parso et al., 2021; E. L. Psomas & Jaca, 2016). According to the United Nations 

Development Program (1999), service delivery is a set of institutional arrangements adopted 

by the government to provide public goods and services to its citizens. It means fulfilling 

organizational goals and objectives, especially in satisfying customer needs, employee needs 

and the investor needs (Abdullahi & Kinyua, 2018a; Boyne & Walker, 2002; E. Psomas et 

al., 2017). According to  Dewhurst et al., (1999), quality service delivery is an increasingly 

important initiative being pursued by organizations to improve efficiency, productivity and 

hence profitability.  

According to the study by Oringo & Shire (2020), the general public are of the view 

that top management play a key role of ensuring efficient service provision at the county 

governments.   Nevertheless poor service delivery and the general poor government services 

has led to the decline of resources, zero job opportunities, job losses and overall poor living 

conditions (Boventura Murunga & Kisimbii, 2019; Patyal & Koilakuntla, 2017). Setyawan et 

al., (2021) also affirm that management commitment and leadership are essential for the 

successful implementation of TQM through providing the needed resources of money and 

time to allow, permit and support improvement.  

According to Abdullahi and Kinyua (2018) Notwithstanding the extensive use of 

TQM practices, still a great number of counties have not achieved the expected performance 

of service delivery, nevertheless it is not yet clear why this unwanted condition continues. 

Addressing these challenges can potent future economic and social benefits when there will 

be efficient service delivery. This study therefore sought to fill the gap by evaluating if the 

management commitment in Nandi County assembly have enhanced efficiency of service 

provision to the satisfaction of the electorates. 

 

Statement of the Problem 

According to the statement by Ngigi and Busolo (2019) "Citizens in Kenya who wanted 

access to high-quality services closer to them desired the implementation of a decentralized 

system of government." The technique used to carry out this obligation represented top 

management practices such as elected leaders' commitment to service delivery, continual 

development, increased capacity of service providers, and a focus on client demands, among 
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others. Ngigi and Busolo (2019) are quick to point out that, among other main concerns 

impeding public sector service delivery, a lack of capacity and expertise to offer services has 

played a larger role. These complaints about service delivery in the Nandi County Assembly's 

devolved unit tend to take root. They range from basic to poor service delivery. 

 

Objectives 

The objective of this study is to evaluate if the management commitment in Nandi County 

assembly have enhanced efficiency of service provision to the satisfaction of the electorates.   

 

Hypothesis  

 

Ho1: There is no significant relationship between management commitment and efficiency 

of service provision. 

 

 

Conceptual framework 

 

Independent variable       dependent variable  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Developed from Theoretical Literature.  

Review of Related Literature  

Efficiency of Service Provision 

Service delivery is tied with performance at the organizational level (Abdi, 2020; 

Agbemabiese et al., 2015). It means fulfilling organizational goals and objectives, especially 

in satisfying customer needs, employee needs and the investor needs (George, 2014).  

According to (Singh et al., 2021) service provision in an organization has shifted more 

toward creating business Services that specifically meet the needs of the customer while 

Management commitment                    

Quality control 

Team work 

      Merit appointments 

      Growth and development 

      Customer feedback 

 

 

Efficiency of service provision 
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service delivery changing the environment in which you work in order to address the client 

requests  must design a plan then. Hence there is a need to establish all organizations and 

service providers to ensure that there is a platform that will help undertake long-term 

effectiveness and value creation for all customers by putting strategy leadership and 

execution of quality products through ensuring cost-effectiveness and consistent user-friendly 

services. 

 George (2014) also opines that, quality service delivery is an increasingly important 

initiative being pursued by organizations to improve efficiency, productivity and hence 

profitability. According to a study by Waduu & Rugami (2019), the efficacy of the firms was 

determined to be much higher as a result of effective service, management, competition, 

quality, waste reduction, productivity enhancement, and customer satisfaction, according to 

the analysis.  As a result, local performance management programs are often implemented 

without clear quality control or an overall implementation strategy, resulting in ineffective 

activities and a misalignment of tasks and objectives. It's probable that in wealthier cities, 

poor implementation strategic initiatives resulted in unfavorable consequences, but in other 

municipalities, where performance management was properly implemented, satisfaction and 

trust levels were significantly higher (Beeri et al., 2019) 

 

Management Commitment   

One of the primary predictors of effective Total quality management deployment, according 

to TQM theorists, is leadership. It is typically claimed that commitment has to be the first 

step in applying and stimulating the TQM approach and top management have to accept 

maximum responsibility for the product and service offering (Hilman et al., 2020). They also 

have to provide the necessary leadership in creating a vision and organizational values and 

motivating and aligning all their employees to this. In general, senior management has the 

main responsibility for the achievement of the organizational aims and objectives (Dewhurst 

et al., 1999)  In other words, management commitment as an essential variable is expected to 

play a role in the success or failure of corporate performance as has been shown by some 

researchers (Munawar et al., 2019) 

TQM methods have been proved to have a favorable impact on organizational 

performance, with a high priority placed on top management commitment, customer focus, 

supplier management, control activities, and constant improvement (Androwis et al., 2018). 

A study by Waduu and Rugami, (2019) found that senior management commitment 

affects the performance of commercial banks in Kilifi Town to a significant degree. He 

asserted that good governance is experienced at all levels in an organization, when the 

management is determined to provide a comfortable work environment, and appropriate 

resource allocation for successful execution. The study found that bank management was 

strongly committed to making sure of service delivery by prioritizing quality user manual, 

instilling a culture of excellence among employees, and clearly defining operations, priorities, 

expectations, and strategies to drive the quality agenda to clients. Other researchers  including 

(Alghamdi, 2018; Khan et al., 2019b; Loomba & Spencer, 1997; E. Psomas & Antony, 2017; 

E. L. Psomas & Jaca, 2016; Setyawan et al., 2021; Siagian & Tarigan, 2021) have all agreed 

that management commitment at all levels in an organization  leads to efficient service 

delivery. 
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Team Work 

Team work refers to mutual relations and consideration to each other (Bari et al, 2016) as 

cited by (Faraj et al., 2021) employees working together to enhance motivation, self–efficacy 

and provide social support in the workplace. When it comes to providing and developing 

exceptional client service, teamwork is essential, your ability to provide exceptional 

experience is contingent within your own and everyone else' abilities (Faraj et al., 2021). 

Faraj et al (2021) further asserts that teamwork involves communicating with each other and 

agreeing how you can work together to give a more effective service. Teamwork is essential 

because it maintains an enjoyable work environment, it increases work efficiency, increases 

learning opportunities and leads to increased accountability (Sallis, 2014). According to 

Oringo & Shire, (2020) use of teamwork have been found to have a direct as well as 

statistically significant correlation to efficiency of service provision and thus the study 

concluded that firms should adopt employee involvement to better their performance, 

competitiveness, and growth.  

 

Merit Appointments Public Service 

The aim of a well-functioning recruitment and selection system is to screen and identify 

candidates with the skills, qualifications and professional competence to effectively perform 

tasks efficiently (Haider, 2019).  Although there is an increasing corpus of research on reward 

hiring as well as its link to reduced corruption and nepotism, there is little consideration 

regarding final scrutiny. There is also limited discussion on gender issues in relation to 

meritocratic practices in the public sector (Haider, 2019). Recent research finds that public 

vacancy announcements are generally effective in increasing the transparency of recruitment 

processes and broadening the pool of potential applicants (Haider, 2019).  The objective of a 

meritorious system in the organization is to ensure that the public receives high-quality 

services. When merit is truly assessed in the process of hiring or promoting personnel, an 

honest, effective, and productive workplace is created (Haider, 2019). 

  

Growth and Development 

Employee development refers to steps taken by an organization to enhance the skills of an 

employee and motivate him/her to acquire new knowledge and leanings. Personal training 

programs improve a person's current understanding, refine their abilities, and prepare them 

for future chances. Career development is the concern of all employees in the organization 

whether it is in public or even in the private sector (Mwangi & Gachunga, 2016). According 

to (Chirchir, 2013)  employee development is more future oriented and more Concerned with 

education than employee training, or assisting a person to become a better performer. 

Employee development focuses on an employee’s personal growth. Successful manager has 

analytical, human conceptual and specialized skills management development a variety of 

methods including lectures, role plays, case studies, coaching (Faraj et al., 2021). Evaluation 

is by looking at behavior changes and managerial performance depends on knowledge of the 

organization objectives development of management incentives and evaluation of programs 

to appraise their effectiveness (Chirchir, 2013). 

Over the years the government of Kenya has developed training and career 

development policies whereby many employees have benefited from by being trained. 

According to Public Service (Recruitment and training policy, 2006) which stipulates that all 

the training programs in the Public Service must be demand driven and be based on identified 
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training needs. This is done to help, in advancement of career and professional development 

of personnel, the training of staff for strategic leadership, and even coordination of operations 

require skills, knowledge and attitudes to enable service delivery (Mwangi & Gachunga, 

2016) This means that career advancement is a significant predictor of service delivery in the 

public service sector.  

  

Customer Feedback 

Customer focus is the degree to which an organization consistently meets the needs and 

expectations of its customers (Faraj et al., 2021). It refers to achieving long-term 

organizational goals. It is regarded as one of the fundamental dimensions of TQM (Boyne & 

Walker, 2002; Phan et al., 2019). Obtaining information about customers, according to 

Hackman, is one of the most commonly used TQM practices. According to Abdulla (2019) 

the success of any organization in the near future will be determined by its ability to meet the 

needs of its customers efficiently and effectively on a continuous basis. Customer focus is the 

fundamental principle of TQM, which prioritizes the creation of value for customers, 

resulting in leadership strategy. 

TQM dimensions when properly implemented result in higher levels of efficiency of 

service provision (Androwis et al., 2018; Khan et al., 2019; Sciarelli et al., 2020). One of the 

most important indicators of performance improvement is customer focus. According to some 

researchers, implementing TQM improves organizational efficiency and enhance service 

quality (Androwis et al., 2018; Commer et al., 2014; Gumo et al., 2018). According to TQM 

settings, changing customer needs are identified, and organizational activity is evaluated 

against customer needs  

Additionally, customer satisfaction is positively related to efficiency of service 

provision, (Enggartyasti & Caraka, 2017). Customer satisfaction has also been shown to be 

related to employee performance in the sense that, in order to improve customer satisfaction, 

employees must integrate TQM perfectly into their organizational structure in a constructive 

way (Abdullahi & Kinyua, 2018; Vouzas & Jaca, 2016). Strengthening the performance of 

the organization via the TQM implementation can be acknowledged through job enrichment 

as well as encouragement (Abdulla 2019). A study by Munizu, (2013) established that 

customer satisfaction is in the heart of TQM philosophy. This has been supported by research 

done by Dhieu (2019) in which he states that, customer focus influenced organization in 

retaining customers hence led to efficiency of service provision. 

 

Methodology   

Research Design  

The study will use descriptive research design. This design is suitable for this study since 

events are recorded, described, analyzed and interpreted. The design defines a subject usually 

by creating a profile of a group of problems, people or events through collection of data and 

tabulation of frequencies on research variables or their interaction (Keinan & Karugu, 2018). 

The design involved data collection from members of a given population through 

questionnaires.  The study is cross-sectional research because the respondents were 

interviewed only once. the research instrument was developed basing on the conceptual 

framework and researcher’s understanding of the variables. The unit of analysis in this study 

is the county assembly of Nandi. The employees and legislators in the institution were 

interviewed as well as the ward office employees with the aim of establishing management 

commitment and efficiency of service provision in Nandi County assembly.  
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Target Population and Sampling Techniques  

The target population was the top management staff with four directorates in it, legislators 

and their leadership and any other that has trappings of authority in the institution, Ward 

office staff. The number of targeted respondents in the study is about 300 people. The study 

adopted the census technique due to the small number of respondents involved. The census 

involved all the strata as per the sub-counties they operate from. 

 

Presentation and Discussion of Findings 

Statistical Summary  

 

 N 

Marginal 

Percentage 

Age bracket 23-27 16 5.7% 

28-32 65 23.1% 

33-37 58 20.6% 

38-42 40 14.2% 

43-47 31 11.0% 

48-52 55 19.6% 

53-57 15 5.3% 

Above 58 1 0.4% 

Male or Female Male 152 54.1% 

Female 129 45.9% 

Highest level of 

education 

Secondary 8 2.8% 

Post-secondary 

Certificate 

29 10.3% 

Diploma 81 28.8% 

Degree 123 43.8% 

Masters 40 14.2% 

How long have you 

worked in Nandi 

County Assembly 

Less than one year 18 6.4% 

1-2 Years 70 24.9% 

3-5 Years 127 45.2% 

Above 5 Years 66 23.5% 

Valid 281 100.0% 

Missing 0  

Total 281  

 

Source: Field Survey Data 2021 
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There was total response to all questionnaires, there was no missingness in data, hence all the 

research instruments were valid. 

 

Model Fitting Information 

Model -2 Log Likelihood Chi-Square df Sig. 

Intercept Only 583.047    

Final 502.578 50.469 18 .000 

Link function: Logit. 

Source: Field Survey Data 2021 

 

There was an improvement in the log likelihood from the intercept-only model which had log 

likelihood of 583.05 compared the final model which had log likelihood of 502.58. On a chi-

square test the final model was therefore better fitted at a 5% level of significance. 

 

Goodness-of-Fit 

 Chi-Square df Sig. 

Pearson 1175.560 1062 .008 

Deviance 525.647 1062 1.000 

Link function: Logit. 

Source: Field Survey Data 2021 

 

The goodness of fit showed that the model was parsimonious at since the deviance was 

approximately 1 while the Pearson significance was 0.008 at a 5% level of significance.  

 

Parameter Estimates 

Table appendix shows the parameter estimates from the model. Only parameter estimates that 

were found to be statistically significant are discussed herein. From the table, it can be 

observed that those who slightly disagreed that there was customer feedback linked the 

customer feedback to efficient service delivery. The odds were -0.986, implying that these 

slight disagreement on the presence of customer feedback reduced the service delivery 

compared to the situation where there is good customer feedback. Those who slightly 

disagreed as well as those who agreed, that the top management were actively involved in the 

quality control activities in the County assembly linked the quality control activities to 

efficient service delivery.  The odds were -1.420 and -0.472 respectively, implying that the 

slight disagreement and the lack of full agreement, on the presence of control activities tend 

to reduce the service delivery compared to the situation where there is full agreement on the 

presence of good control activities.  

Those who slightly agreed that recruitment, selection and appointment of employees 

is meritorious linked recruitment, selection and appointment of employees to efficient service 

delivery. The odds were -0.529, implying that the slight disagreement on merit recruitment, 

selection and appointment of employees reduced the service delivery compared to the 

situation where there is merit recruitment, selection and appointment of employees.  

From the table it can be construed that there is a link between service delivery and 

years of experience in the county assembly. Compared to those who had over 5 years’ 

experience, those with less than one year had odds of -1.759, 1-2 Years had odds of -0.946, 
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while those with 3-5 years had odds of -0.488. The odds ratio on agreement about the level of 

service delivery therefore seemed to reduce with reduction in the years of experience in 

comparison with those over 5 years’ experience. This could lead to conclusion that the more 

the years of experience, the more likely to be higher are the odds of agreement that there was 

efficiency in service provision in the organization. This could also be construed that less the 

years of experience the more likely a worker was to notice gaps in service delivery. 

 

Conclusion 

There is a significant relationship between management commitment and efficiency of 

service delivery. In regards to quality control, the slight disagreement and the lack of full 

agreement, on the presence of control activities tend to reduce the service delivery compared 

to the situation where there is full agreement on the presence of good control activities. Thus, 

it can be concluded that management commitment to control activities significantly influence 

efficiency of service delivery. In regards to merit appointments, the study findings linked 

recruitment, selection and appointment of employees to efficient service delivery. The study 

findings also revealed that the more the years of experience, the more likely to be higher are 

the odds of agreement that there was efficiency in service provision in the organization. Thus, 

it can be concluded that management commitment through quality control, merit appointment 

and commitment to employee’s growth and development will lead to efficiency of service 

delivery. The study consequently encourages the managers, leaders and administrators of 

public institutions and more specifically the county assemblies to put emphasis on quality 

control by ensuring that each and every employee adheres to what is in the quality manual 

 

Recommendations  

The study findings recommend that all employee recruitments, appointments and Job 

promotion to be done purely on merit. The study recommends also that County Assembly 

should emphasize on getting customer feedback and acting appropriately Furthermore, the 

study recommends that all employees should be oriented on how to put the client first and 

always encouraged to serve the needs and expectations of its clients, while nurturing them for 

growth and their professional development.  
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