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FOREWORD 

This Journal aptly named, ñThe University Journalò is a consequence of a protracted debate 

among the members of the Doctoral Association of Eastern Africa (DAEA) on the need to 

provide a channel through which Academicians and practitioners can exchange ideas with the 

sole aim of positively impacting on society through research. At DAEA, we recognize that part 

of the problem with Kenya and wider African continent is that majority of our research work 

are not driven by third party (the consuming community) but personal needs. It is no wonder 

that most research output continue to gather ñdustò in our Universities Africanas and/or the 

modern electronic thesis/project databases. A number of our Universities continue to churn out 

highly óknow-ledgedô people with higher degrees and yet their impact has not been felt in equal 

measure by Society. There has been increasingly no incentive for both the public and private 

sector to rush in embrace for our products! 

Yes, we recognize that role of the University is to teach and research but in the modern times, 

teaching and researching without reference to societal needs is one sure way of wasting our 

countriesô scarce resources, resources that would otherwise be used for change infusing 

endeavors. We at DAEA are very pleased that this Journal is presenting its 3rd issue. We are 

also very excited that this issue has attracted papers from diverse disciplines. 

Historically, society has looked at Universities as generators of quality knowledge with 

requisite potential to drive positive change. In a number of countries, Universities have lived 

up to this expectation by being centres of reference by both the public and private sectors both 

for evidence-based advice and quality personnel. In Kenya just as in majority of sub-Saharan 

Africa, there is little evidence that the research output has been meaningfully used to derive 

change. There is, to say the least, a seeming mismatch between research in academia and 

societal needs, and this is where ñthe University Journalò comes in. 

Welcome to the third issue of óThe University Journalò: a peer-refereed academic Journal 

designed to enable research make societal sense. With its broad scope, this Journal is dedicated 

to developmental challenges and not simple research topics to provide a platform through 

which academia and other researchers meet the expectations of the greater community for 

societal good. 

This issue includes several papers which invariably determine the face of the journal and set 

the stage for subsequent issues that will publish intended only to impact on societal change. At 

the same time, research papers included in this inaugural issue exemplify the kinds of papers 

that the journal will favor. 

Using this publication platform, I would like to thank the many people who created the 

opportunity for the journal to be born and who made it happen. We at DAEA welcome you to 

take advantage of this very unique journal to link with your peers and all other stakeholders 

both in the public and private sectors. 

Phares Ochola (PhD) 
Technical University of Kenya  
Email: pharesochola@yahoo.com 

February 2019 

 



 

 

 

ABOUT THE UNIVERSITY JOURNAL 

The University Journal, a publication of Doctoral Association of Eastern Africa (DAEA), is an 

interdisciplinary journal inviting research articles with bias to all disciplines addressing modern 

universityôs service to society. Put differently and although not exclusively, this Journal is 

intended to provide a forum for researchers to publish works that enhance inherent societal 

contract between good universities and their communities. We at DAEA recognize the fact that 

the purpose of a modern University is to generate and disseminate knowledge intended to 

enhance the general welfare of society. It is the vehicle that generates that knowledge on which 

operational skills emanate. As a community of Scholars, we feel obligated to chip-in (add) our 

little contribution to make our universities (vehicles) come close to realizing this noble 

aspiration. 

Following our wish and intent, we extend a hand of collaboration and cooperation to our 

Universities leadership to add to making this journalôs second and subsequent issues fulfill that 

wish and aspiration. Though not exclusively, our third issue of the University Journal of DAEA 

addresses university education and research in Kenya. Unlike the global universities, our public 

universities seem to shy away from serious engagement in and with the communities and 

neighborhoods where they are located. The old adage that charity begins at home need to 

inspire us. Also, this journal aspires to serve as the forum for advocacy in University 

community outreach programs and activities which, from time to time, provide models for 

more effective community, economic and social development. 

Additionally, the Journal shall, among other endeavors, strive to call for and urge greater use 

of research -- especially applied research because it tends to be purposeful -- to enhance our 

communities and neighborhoods. This approach to research shall seek to solve and/or elucidate 

some of the social and economic problems that we have in Kenya as well as in other countries. 

This journal will go a long way in actualizing the countryôs Vision 2030 embedded in Social, 

Economic and Political Pillars. Like other developing countries, Kenya has a multiplicity of 

socio-economic problems towards which our research activities shall be directed. The journal 

through its various researches will also inform policy in other economies that have similar 

issues bedeviling them. 

Hannah Bula (PhD) 

Chief Editor, 

The University Journal. 

Email: editor@daea.or.ke 

February 2019 
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Consumer Ethnocentrism and Attitudes towards Local Products: A 
Case of Kenyan Consumers 

Peter N. Kiriri  

Chandaria School of Business, United States international University ï Africa, Nairobi, 

Kenya; Email: pnkiriri@usiu.ac.ke 

 

 

Abstract 

This paper entails a study that was conducted to investigate the existence of consumer ethnocentrism 

and the attitudes towards locally made products among Kenyan consumers. The study is founded on 

the different perspectives of consumer attitudes towards domestic and foreign made products. The 

sample for this study was drawn from adult customers who live in Nairobi. Altogether, the study 

sampled 385 respondents to whom questionnaires were distributed and, 315 completed and returned 

for analysis. The consumer ethnocentric tendency was measured using the consumer ethnocentrism 

scale developed by Shimp and Sharma in 1987 while consumer attitude was measured using a scale 

derived from the literature. Cronbachôs Alpha values of each construct confirmed that a good reliability 

existed, hence appropriate to make inferences. Principle component analysis was employed to 

determine the important factors affecting consumer attitudes. Four components were identified through 

confirmatory factor analyses which were labelled as: Patriotism; Economic Impact; Foreign Products; 

and, Made in Kenya Attitude. A structural equation model was developed showing the relationships 

between consumer ethnocentrism components and attitude towards made in Kenya products. Consistent 

with other African studies, it was found that the Kenyan consumers were not ethnocentric. They were 

however concerned with the impact of foreign products to the economy and especially on employment. 

On the other hand, Kenyans were found to be xenocentric (preference for foreign made products). 

Keywords: Consumer Ethnocentrism, Xenocentric, Consumer Behaviour, Attitude, CETSCALE, 

Kenya 

Introduction  

The marketing environment has witnessed drastic changes over the years (Kotler & Keller, 

2012). This has been driven largely by globalization and technological changes. As a result, 

physical boundaries have either become inconsequential to business or barriers previously 

hampering business eliminated. Due to this there has been more flow of foreign manufactured 

products into domestic markets. The foreign manufacture products have not only provided 

competition to domestic products but have also afforded consumers a platform of comparison 

and choice (Pentz, 2011). Local manufacturers have had to deal with the influx of foreign based 

products which in some cases have a price, quality and perception advantage over local ones. 

Consumers being faced with an increased choice of both domestic and imported products have 

to make a decision (Makanyeza & du Toit, 2016). This decision is highly influenced by 

consumer attitudes towards such products. Differently, consumers may perceive domestic 

products as either superior or inferior compared to imported products. Consumers also relate 

different product usage to status and thus would prefer products that confer them an elevated 

status (Schiman & Kanuk, 2004). It is therefore important for marketers to understand 

consumerôs attitudes and preferences towards foreign products as well as domestic products. 

Cite: Kiriri, P. N. (2019). Consumer Ethnocentrism and Attitudes towards Local Products: 

A Case of Kenyan Consumers. The University Journal, 1(3), 1-18. 

mailto:pnkiriri@usiu.ac.ke
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Kenya, a developing country in Eastern Africa is the largest economy in the region and has 

witnessed a relatively stable economic growth in the recent past (African Development Bank, 

2018). As a result, there have been improved standards of living of the citizens. This has led to 

the flooding of foreign products in the market. The foreign products have led to some domestic 

manufacturers scaling down production while others have either stopped producing goods 

altogether or have opted to import finished products (KIPPRA, 2017). This study intends to 

understand the ethnocentric tendencies of Kenyans and their attitudes towards products made 

in Kenya.  

Background to the Study 

Consumer Behavior  

Schiffman and Kanuk (2007) defined consumer behaviour as being the behaviour that consumers 

display in searching for, purchasing, using, evaluation, and disposing of products and services that 

expect will satisfy their needs. Consumer behaviour involves the actions or inactions emanating 

from a consumer in a product buying process. Such actions can be positive or negative depending 

on the product evaluation process a consumer goes through. As such, this behaviour refers to the act 

of buying a product or service that may involve a search of information relevant to a purchase 

decision, selection of buy outlet or product provider, and other actions performed prior to, and in the 

process of, a purchase (Ajzen, 2008). Bennett (1995) defined consumer behaviour as the dynamic 

interaction of affect and cognition, behaviour, and environmental events by which human beings 

conduct the exchange aspects of their lives. According to Solomon et al. (2006), consumer 

behaviour is the processes involved when individuals or groups select, purchase, use, or dispose of 

products, services, idea or experiences to satisfy their perceived needs and desire.  

According to Kotler and Keller (2012), consumer behaviour involves the understanding of how 

individuals, groups, and organizations select, buy, use, and dispose of goods, services, ideas, or 

experiences to satisfy their needs and wants. In the decision-making process, the consumerôs buying 

behavior is influenced by many factors including cultural, social, and personal factors with cultural 

factors being the most dominant in influencing the purchase decision. It is an individualôs culture 

that influences the dominant beliefs that in turn direct behavior. Different countries exhibit different 

cultural orientations that affect the decisions made by consumers in that country. It is therefore 

imperative for marketers to closely attend to cultural values in every country they are in so as to 

understand how to best market their existing products and find opportunities for new products 

(Kotler & Keller, 2012). In terms of social factors, consumer buying behaviour is influenced by 

factors such as reference groups, family, and social roles and statuses in the society. On personal 

factors, consumers are influenced by age and stage in the life cycle, their occupation, income 

levels, personality and self-concept, and lifestyle and values. 

Attitude 

Attitude has been researched over a period of time by both theorists and psychologist in order to 

understand what drives behavior. Researchers have established a connection between attitude and 

behaviour. Jansson (2010) and, Ajzen and Fishbein (2000) assert that attitude explains behaviour 

in a way that no other variable does. Attitude can be described as a personôs enduring favourable 

or unfavourable evaluations, emotional feelings, and action tendencies toward some object or idea 

(Kotler & Keller, 2012). Attitudes are an expression of an individualôs inner feelings that reflect 

whether a person is favorably or unfavorably predisposed to some object such as a brand, a 

service, or a retail establishment (Schiffman & Kanuk, 2004). Fishbein and Ajzen (1975) 

defines attitude as a concept that guides or influences behaviour and therefore are critical predictors 

to human behaviour. They also note that in the paradigm of attitudes, beliefs play a crucial role as 

they are the best measure of a personôs attitudes. Attitudes have also been defined as learned 
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predispositions to respond to an object or class of objects in a consistently favourable or 

unfavourable manner. Hogg and Vaughn (2005) describe attitude as an organization of personal 

beliefs, feelings and behavioural tendencies that they have towards groups, objects, events or 

symbols that are of social significance.  

Attitude has three components. According to McLoed (2018), the three components include: 

Cognitive component involving beliefs, knowledge, understanding and thinking about an object; 

Affective component which involves a personôs feelings, emotions and motivations about an 

object; and Behavioural component which describes the visible component of attitude in form of 

actions and behaviour towards an object (Sharma, 2015). Based on the three components, an 

individualôs actions to buy or not to buy are influenced by the beliefs and knowledge they have 

towards a particular product (cognitive) and their feelings or emotions either positive or negative 

about the product (affection). The combination of the three components as a result has an effect on 

consumer behaviour and attitudes towards domestic versus foreign based products. 

Critical to the discussion of attitude is how itôs measured. According to Fishbein & Ajzen (1975) 

the two main attitude measurements are a person's preference for a given object (e.g., like-

dislike) or his/her favorability with respect to the object (e.g., favorable-unfavorable, approve-

disapprove). The key driver to the buying decision is the attitude the consumer has towards the 

product, the manufacturer or even the provider. When consumers have to make a decision between 

competing alternative products, they are more likely to choose a product to which they have a 

positive attitude and shun that which they have a negative attitude (Ajzen, 2008). In the current 

study, attitude is measured in line with the perception Kenyans have towards those products made 

in Kenya. 

Literature Review 

Consumer Attitude  
Consumer attitude can be defined as a favourable or unfavourable tendency toward the 

characteristics of a particular object, which will affect the tendency of consumers to behave 

predictably in relation to that object (Anchor & KouŚilov§, 2009). According to Kotler and Keller 

(2012), Consumer decisions are also influenced by their core values which are the belief systems 

that underlie attitudes and behaviors and that core values go much deeper than behaviour or attitude 

and determine, at a basic level, peopleôs choices and desires over the long term. 

Consumer attitudes are a composite of a consumerôs beliefs about, feelings about, and 

behavioral intentions toward a brand or marketing organisation and its facilities. Based on the 

components of attitude identified, in relation to beliefs, consumers develop either positive and 

negative beliefs about products or at times a belief of indifference/neutral. A belief is a 

descriptive thought that a person holds about something or phenomenon. The beliefs differ 

among customers based on their level of knowledge and past experience or learning about the 

products. The belief system in a consumer dictates how to perceive a situation.  

On the other hand, the affective component of attitude means consumers hold certain feelings 

towards products. Research has identified emotional connections between products and 

customers. Product like or dislike is highly influenced by the nature of emotions consumers 

develop towards products. This influences their decision-making process. Having developed 

some beliefs and feelings/emotions towards products, consumers act in line with the beliefs 

and emotions. The beliefs and emotions drive the consumerôs behavioral intentions and this 

dictates the action that the consumer takes in relation to the products being evaluated. 
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In terms of a global perspective, consumers exhibit three types of attitudes that can be used to 

categorize their identity and behaviour. According to Prince, Davies, Cleveland and 

Palihawadana (2016), the three types correspond to home country preference (consumer 

ethnocentrism), foreign country preference (consumer xenocentrism) and global identity 

(consumer cosmopolitanism). Such identities influence the final decision made by a consumer 

in the purchase situation. Whether to purchase domestic products, foreign products or a more 

rational decision based on objective product selection criteria and not being influenced by the 

country of origin effects. Consumers thus exhibit different attitudes towards domestic and 

foreign products. While some consumers have a preference for domestically made products, 

others develop a preference for foreign products. Such preferences are determined by the 

consumer attitudes towards the products.  

Attitudes towards Foreign Made Products  

Product attitude is defined as consumers overall evaluative judgment of productsô attributes 

such as a brand and quality (Erdogan & Uzkurt, 2010). According to Wanninayake and 

Miloslava (2012), most brand characteristics are normally associated with its country of origin. 

During the consumer decision making process, consumers have to evaluate different products 

to make a choice. In most situations, the decision making is subjected to both rational and 

irrational evaluative criteria. Country of origin could be described as a subjective criterion that 

highly influences consumer choice regardless of other elements including quality and pricing. 

Yarpak and Baughan (1991) found that CE signiýcantly inþuences the preferences of 

consumers, during the product purchase process by affecting the formation of positive or 

negative purchasing intentions. 

Authors such as Lantz & Loeb (1996) indicated that country of origin was more important than 

the products characteristics such as the brand name, price and quality in influencing the 

purchase decision making process. This may be contrary to other findings that indicate the 

contrary where consumer prefer domestic product as opposed to the foreign products based on 

quality, pricing and patriotic tendencies. In most cases, consumers in the developing countries 

prefer imported products as a result of the perception that products manufactured in the 

developed world are of high quality and confer a status element as a result. In developed 

countries research has consistently found that there is a preference for products manufactured 

in the home country compared to those produced in a foreign country (Ibrahim & Gomez, 

2018). Consumers in developing markets are increasingly faced with a choice between older 

local brands and newer nonlocal or foreign brands (Batra et al., 2000). Attitude helps predict 

how and why consumers in developing markets choose between older, local brands and newer, 

foreign or nonlocal brands. 

According to Chryssochoidis, Athanassios and Panagiotis (2007), the impact of CE depends 

on the level of development of consumersô home country. Researchers such as Wang and Chen 

(2004), Chryssochoidis et al. (2007) have indicated that consumers from a developed country 

tend to appreciate more favourably domestic products over imported ones with the reverse 

being observed in developing countries, where consumers perceive foreign products 

(especially those originating to prestigious countries) as superior compared to their domestic 

counterparts. Consumers in developing countries often seek to emulate the apparently 

glamorous Western consumption practices and lifestyles and purchase the brands they are 

exposed to through different media, movies Western tourists, and when the citizens of a country 

travel abroad. Some consumers view foreign products as presenting them with a high status 

while local products may be seen to confer a diminished status, whereas some have strong 

negative feelings about foreign products based on their perception of the country of origin. 
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Consumersô attitudes toward imports from various countries can vary significantly from one 

country to another. Even consumers in the same country can have significantly different 

perceptions of the country-of-origin. Studies in Africa have also found different levels of 

attitudes towards local products. In West Africa, Nigeria specifically, Okechuku and Onyemah 

(1999) found that Nigerian consumers have a negative image of the ñMade in Nigeriaò label, 

rating it much lower than labels from more economically developed countries. Other studies 

that found Nigerians to prefer imported brands include Agbonifoh and Elimimian (1999), 

Festervand and Sokoya (1994), Lysonski and Durvasula, (2013). In Ghana, Saffu and Walker 

(2006) found that Ghanians were moderately ethnocentric with lower preference for products 

made in Ghana. Another study in Ghana by Opoku and Akorli (2009) found that the country 

of origin was more important than price and other product attributes and at least as important 

as brand name, in the Ghanaian consumer choice; the Ghanaian consumer holds the 'Made in 

Ghana' label in low regard relative to foreign labels; and superior quality and consumer taste 

are the two most important reasons for the Ghanaian consumer preference for foreign products. 

John and Brady (2011) found a preference for foreign products over local products amongst 

Mozambicans. However, consumers in Zimbabwe had a preference for domestic products 

(Makanyeza & du Toit, 2016) as had consumers in South Africa (Pentz, 2011). In Tanzania, 

Kisawike (2015) found that Tanzania consumers were less ethnocentric and as such preferred 

foreign products as opposed to domestic products. 

In Kenya, Maina, Kibera and Munyoki (2015) found that most Kenyans had a high preference 

for local commercial bank services as opposed to those from foreign owned commercial banks. 

However, there is a dearth of studies that focused on the attitudes of Kenyans in relation to 

foreign products, leading to the current study which will address the ethnocentrism and 

attitudes of consumers towards local products in the Kenyan market. The study is drawn upon 

the hypothesis that:  

H1: Kenya consumers have high ethnocentric tendencies. 

Attitudes towards Domestic Products (Xenocentrism) 

Consumers can possess either positive or negative attitudes towards domestic products. Where 

foreign products are preferred over domestic products, consumers then have a low level of 

ethnocentrism. According to Prince et al. (2016), preference for foreign products is as a result 

of high xenophobic tendencies (xenocentrism). Xenocentrism involves the tendency of a 

person to view their home culture as being inferior and therefore want to adopt a foreign culture 

seen to be superior (Lawrence, 2012; Mueller et al., 2010). Therefore, xenocentrism is about 

the preference and adaptation of another groupôs perspective as opposed to your own (Prince 

et al., 2016) as a result of viewing oneôs home culture as being inferior leading to idealizing 

other cultures (Lawrence, 2012; Prince et al., 2016). Xenocentrism tendencies among 

consumers result in favouring foreign products over domestic products, even if the domestic 

products are of high quality compared to foreign products (Mueller & Broderick, 2009). 

Oberecker, Riefler, and Diamantopoulos (2008) identified xenophilia as a possible antecedent 

of the consumer affinity construct. The consumer affinity construct could lead to an emotional 

attraction to the goods of a specific foreign country (Lawrence, 2012). In terms of the 

marketing then, consumer xenocentrism can be defined as individuals who prefer the products 

or services of a society other than their own (Lawrence, 2012). Consumers are attracted to 

foreign products because of underlying socio-psychological factors that automatically accord 

a status of prestige to foreign countries and, by association, their products (Howes, 1996). 
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Among consumer groups, younger consumers tend to be more xenocentric compared to older 

consumers (Batra et al., 2000); wealthier consumers compared to those not economically well 

off also tend to be have more xenocentric tendencies (Belk, 2000). Similarly, Shultz et al. 

(1994) found that urban consumers were more xenocentric as opposed to rural based 

consumers. This could be attributed to the level of affluence, product availability and 

availability of information about foreign countriesô products and lifestyles. In Tanzania, a study 

by Kisawike (2015) found that older, less educated and rural based consumers were less 

xenocentric in purchasing anti-malarial remedies as compared to younger, educated and urban 

based consumers. The differences were as a result of peer influences, quality perceptions, 

information availability, pricing as well as trust in the country of origin (Kisawike, 2015). From 

the foregoing argument, the author drew a hypothesis that: 

H2: Kenya consumers have high xenocentric tendencies. 

Consumer Ethnocentrism 

Consumer ethnocentrism was described as early as 1987 by Shimp and Sharma as beliefs held 

by consumers about the appropriateness, indeed morality, of purchasing foreign made products. 

In view of this, Schiman and Kanuk (2004) recognized the importance of consumer 

ethnocentrism as a trait that shapes consumersô preferences toward foreign products. Consumer 

ethnocentrism presents as a barrier to the success of businesses in foreign markets (John & 

Brady, 2011; Tong & Li, 2013).  

Ethnocentrism is defined as judging another culture solely by the values and standards of one's 

own culture (Quang et al., 2017). LeVine & Campbell (1972) cited by Quang et al. (2017) 

defined consumer ethnocentrism as being the symbols and values of oneôs own ethnic or 

national group which become objects of pride and attachment, whereas symbols of other groups 

may become objects of contempt. Shimp & Sharma (1987) identify three key aspects of 

consumer ethnocentrism. These include consumers developing a sense of identity; instilling a 

sense of belongingness; and, ensuring that individuals appreciate a purchase behaviour that is 

acceptable or unacceptable within the group (Makanyeza & du Toit, 2016).  

Various factors drive ethnocentric tendencies among different consumers. Primarily, the 

nationalistic factors which are more affective/emotional than cognitive; would make customers 

perceive themselves as being less patriotic when they purchase foreign based products as 

opposed to local products. On the other hand, some economic factors would lead to higher 

ethnocentric tendencies. Such factors include the perception that foreign made products hurts 

the domestic economy by driving domestic industries to close and thereby leading to citizens 

losing their jobs. When such a perception exists, then it makes the consumers develop negative 

attitudes towards products made in other countries.  

According to Sau, Walker, & Mazurek (2010), ethnocentric consumers pay attention to 

country-of-origin information and are more likely to evaluate foreign products negatively than 

less ethnocentric consumers are. Klein et al. (1998) aver that preference by ethnocentric 

consumers for local products may be based on moral beliefs, as well as on belief that their own 

country produces the best products. It is also noted that ethnocentrism can lead to consumer 

preferring domestic to foreign products in the absence of any obvious reason for such a 

preference (Saffu, Walker, & Mazurek, 2010). According to Shimp and Sharma (1987), non-

ethnocentric individuals evaluate foreign products mainly on the products merits without 

consideration of whether they are made locally or imported from abroad. Such consumers have 

been deemed to have ócosmopolitanô orientation. 
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Due to the importance of consumer ethnocentrism in international trade, measuring of its levels 

is of interest to marketers. Such would facilitate strategic marketing responses, such as product 

positioning and advertising strategies (Saffu and Walker, 2005). The CETSCALE has been the 

undisputed measurement tool since its development in 1987. It has been tested and modified 

in different countries both developed and developing. 

Methodology 

The target population of this study comprised adult consumers above 18 years of age who in 

one way or the other made a purchase decision. This was important in order to ensure that the 

respondents had the experience of domestic and imported products. The sample for this study 

was drawn from adult customers who lived in Nairobi County, Kenya. Altogether, 385 

questionnaires were randomly distributed to the target respondents. A structured questionnaire 

with three sections was developed to collect primary data. Section one collected demographic 

data which included age and gender while part two collected data on consumer ethnocentrism 

using the consumer ethnocentrism scale which is commonly known as the ñCETSCALEò 

developed by Shimp and Sharma (1987). The CETSCALE has been validated in different 

cultures as well as in different contexts by previous researchers. The scale focused on attitudes 

of respondents towards locally made products.  

The scaleôs internal consistency was tested by using reliability analysis with Cronbachôs alpha 

(a minimum of 0.7 was deemed acceptable) (Mugenda & Mugenda, 2003) while the construct 

validity was tested by employing confirmatory factor analysis (CFA) which was performed 

using the structural equation modeling (SEM). CFA in structural equations modeling generate 

measures of overall fit of a given measurement model and provides useful information 

indicating how well convergent and discriminant validity are achieved (Hooper, Coughlan and 

Mullen, 2008; Karakaya ï Ozyer & Aksu-Dunya, 2018). 

Factor analysis was used to explore the data and its structure. To determine the number of 

factors to extract, the principal component analysis was used as the extraction method while 

the rotation method was oblique rotation, specifically Promax (Tabachnick & Fiddell, 2007) 

with Kaiser Normalization. After the factor analysis, confirmatory factor analysis (CFA) was 

performed to test the fit of the model used. Structure equation modelling (SEM) was then used 

to analyze structural relationships between measured variables and latent constructs. 

According to Byrne (2010), SEM is considered as the most popular methodology for non-

experimental researches due to its inherent characteristics over the conventional multivariate 

procedures and is a good technique in data analysis for inferential purposes. SEM also has the 

ability to assess or to correct the measurement errors in the variables. According to Hair et.al. 

(2010), SEM facilitates measuring the extent to which, the theory is associated with the reality 

represented by the empirical data. 

Results and Discussion 

Demographic Profile 

From the distributed questionnaires, 315 were returned and used in the final analysis, 

representing a response rate of 81.8%. From the responses, 54% of the respondents were males 

while 46% were females. In terms of the distribution of the respondentôs age, 2% were below 

20 years; 55% between 20 ï 30 years; 30% between 31 ï 40 years; and, 13% over 40 years. In 

this study, the nature of the sample profile was adequate for analysis. The required sample size 

for scale validation as recommended by Tabachnick & Fidell (2007) and Hair et al. (2010) is 

a minimum of 200 respondents. This study surpassed the requirement and therefore was fit for 

analysis. 
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Assessment of CETSCALE 

According to Sekaran and Bougie (2011), reliability ensures consistent measurement across 

time and across various items in the instrument. Therefore, it is an indication of stability and 

consistency of measures. Sekaran and Bougie (2011) proposed the use of Cronbachôs alpha, 

being the most popular measurement of testing internal consistency and reliability of multi-

point scale items. As an initial analysis, reliability analysis was done to measure internal 

consistency of the scale through the use of Cronbach Alpha Coefficients. The findings indicate 

adequate reliability of the scale by achieving a Cronbach Alpha of 0.80 against the set value of 

9. A Cronbach alpha of 0.70 is considered acceptable (Mugenda & Mugenda, 2003). 

The adequacy and suitability of the sample for factor analysis was checked using the Kaiser-

Meyer-Olkin (KMO) measure. In this study KMO test was 0.820 fulfilling the requirements 

for adequacy of data for factor analysis which is above the 0.50 statistic recommended by Field 

(2009). The Bartlett's test of sphericity was also used. For factor analysis to be recommended, 

the Bartlettôs test of sphericity must be less than 0.05. In this study, data were suitable for 

performing EFA as indicated by the Bartlettôs test of sphericity yielding signiýcance (p < 0.001, 

Approximate Chi-square of 1,705.88, with 153 degrees of freedom).  

Factor Analysis 

Based on the analysis, four factors emerged after satisfying the two required tests including the 

Kaiser criterion (eigen values greater than 1) and a scree plot. These four factors accounted for 

56.3% of the total variance. In identifying the items loading on each component, 6 items were 

found not to satisfy the requirements for inclusion as their factor loadings were below the 

recommended 0.5. The items omitted were item B8 (we should purchase products 

manufactured in Kenya instead of letting other countries get rich off us); item B10 (there should 

be very little trading or purchasing of goods from other countries unless out of necessity); item 

B12 (restrictions should be put on all imports); itemC1 (I buy Kenyan brands/products 

whenever possible; item C2 (I enjoy buying Kenyan brands/products); and, item C3 (It is 

important to buy Kenyan brands/products). From the analysis, and based on the highest factor 

loadings of the remaining items, the first factor was composed of six items (3, 4, 2, 1, 9 and 

13), the second factor was composed of five items (6, 11, 5, 17 and 7), the third factor was 

composed of four items (6, 4, 5 and 7), and the fourth factor had 3 items (15, 16, and 14). 

In evaluating the items in each component, some themes arise. Factor 1 had items related to 

issues of patriotic feelings. This factor was named ñPatriotismò. Factor 2 items related more to 

the issues of economic growth and the effects of imports on employment. This factor was as 

such named ñEconomicò. Factor 3 items were more about attitudes towards Kenyan products. 

This factor was named ñMade in Kenya Attitudeò. The fourth factor was more about 

circumstances under which foreign products should be availed. This factor was named 

ñForeign Productsò. The table below provides the various items and their factor loadings. 
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Table 1: Factor Analysis Component Loadings 

Item Statement 
Factors 

1 2 3 4 

B3 Buy Kenyan-made products, keep Kenya working. .671    

B4 Kenyan products, first, last and foremost. .665    

B2 Only those products that are unavailable in Kenya should be 

imported. 
.627   

 

B1 Kenyan people should always buy Kenyan-made products 

instead of imports. 
.598   

 

B9 It is always best to purchase Kenyan products. .577    

B13 It may cost me in the long run but I prefer to support Kenyan 

products. 
.535   

 

B6 It is not right to purchase foreign products because it puts 

Kenyans out of jobs. 
 .807  

 

B11 Kenyans should not buy foreign products because it hurts Kenyan 

businesses and causes unemployment 
 .776  

 

B5 Purchasing foreign made products is un-Kenyan.  .711   

B17 Kenyan consumers who purchase products made in other 

countries are responsible for putting their fellow Kenyan out of 

work. 

 .617  

 

B7 A real Kenyan should always buy Kenyan-made products.  .503   

C6 Products made in Kenya are usually quite reliable and seem to 

last the desired length of time 
  .878  

C4 Products made in Kenya are of high quality.   .804  

C5 Products made in Kenya show a very high degree of 

technological advancement. 
  .798  

C7 Products made in Kenya are usually a good value for my money   .695  

B15 Foreign products should be taxed heavily to reduce their entry 

into Kenya. 
   .749 

B16 We should obtain from foreign countries only those products that 

we cannot obtain within our own country 
   .720 

B14 Foreigners should not be allowed to put their products on our 

markets 
   .566 

The descriptive analysis indicated a mean score for consumer ethnocentrism as 2.01. The 

highest mean score for the factors was posted by economic factors (2.96), followed by made 

in Kenya attitude (2.63), foreign products (2.53) and lastly patriotism (2.49). Accordingly, on 

the overall, Kenyan consumers can be considered not to be ethnocentric. Amongst the 3 

ethnocentric issues, the effect of foreign products on the economy was of the highest concern 

by Kenyans. In terms of attitudes towards products made in Kenya, it was prevalent that 

Kenyans did not have a positive attitude and could be considered to be more xenocentric as 

indicated in the Table 2.  

Table 2: Descriptive Statistics 

 Mean Std. Deviation Skewness Kurtosis 

Consumer Ethnocentrism 2.0071 .42588 .257 -.458 

Foreign Products 2.5320 .64474 .236 .665 

Economic Impact 2.9606 .86217 .628 -.184 

Patriotism  2.4917 .53104 .085 -.690 

Made in Kenya Attitude 2.6297 .71881 -.091 .036 
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Confirmatory Factor Analysis (CFA) 

After the factor analysis, confirmatory factor analysis (CFA) was performed to test the fit of 

the scales. The scalesô construct validity was tested by employing CFA which was performed 

using the structural equation modeling (SEM). As mentioned above, the data set of the present 

study fulfills the basic assumptions to perform SEM in order to identify the structural relations 

of proposed model. According to Byrne (2009) CFA can be used to determine whether the 

sample data is compatible with the hypothesized model of the study. Maximum likelihood 

estimation procedure was selected as the best method to conduct CFA as normality is assured 

in the data set. 

Several fit indices were used to test the model fit. According to Hair et al. (2010), there is no 

absolute value for the various fit indices to suggest a good fit. The values associated with 

acceptable models vary from situation to situation and depend considerably on the sample size, 

number of measured variables, and the communalities of the factors. The chi-square, degrees 

of freedom, the root mean square error of approximation (RMSEA), goodness of fit index 

(GFI), comparative fit index (CFI) were determined as recommended by Hair et al. (2010). 

The Chi-Square (ɢ2) value is the traditional measure for evaluating overall model fit (Hooper, 

Coughlan and Mullen, 2008) and assesses the magnitude of discrepancy between the sample 

and fitted covariances matricesô (Hu & Bentler, 1999). A good model fit provides an 

insignificant result at a 0.05 threshold (Barrett, 2007). In assessing goodness of fit, the ratio of 

chi-square to degree of freedom (ɢ2/df) is used. According to Hooper et al. (2008), ɢ2/df should 

be less than 3 to indicate acceptable fit (Schreider, 2008). In this study, ɢ2/df was 2.675 

indicating an acceptable fit for this model as it was less than the 3.  

RMSEA has been regarded as one of the most informative fit indices by various scholars 

Diamantopoulos and Siguaw (2000) due to its sensitivity to the number of estimated parameters 

in the model. For the RMSEA, MacCallum, Browne, and Sugawara (1996) suggest that a 

RMSEA value of between 0.00 and 0.05 indicates a close model fit, a value of between 0.05 

and 0.08 a reasonable fit, and a value of more than 0.08 a poor model fit. In the current study 

a RMSEA of 0.047 was achieved indicating a reasonable model fit.  

The Goodness-of-Fit statistic (GFI) calculates the proportion of variance that is accounted for 

by the estimated population covariance (Tabachnick & Fidell, 2007). This statistic ranges from 

0 to 1 with larger samples increasing its value (Hooper et al., 2008). In this study, a GFI of 

.941 was achieved, which was below 1.0 indicating a model fit. 

The Comparative Fit Index (CFI) is an index which takes into account sample size (Byrne, 

2009) and performs well even when sample size is small (Tabachnick & Fidell, 2007). Its 

values range between 0.0 and 1.0 with values closer to 1.0 indicating a good fit (Hooper et al., 

2008). The CFI of this study was .944 indicating a good model fit. The various indices are 

provided in Table 3 below. 

Table 3. Goodness of Fit Indices ï revised table 

Measurement Index 

Chi- square (ɢ2) 345.121 

Degree of freedom 129 

ɢ2/df 2.675 

RMSEA .047 

GFI .941 

CFI .944 
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Assessing Validity of CETSCALE Measures  

After EFA, it has been recommended that scale validity is undertaken and specifically construct 

validity. In order to assess a scale measures, Confirmatory Factor Analysis (CFA) is 

recommended. CFA is appropriate to test both discriminant and convergent validity of factors 

(Jöreskog, 1969). CFA analysis was undertaken using SPSS AMOS software.  

Convergent Validity 

Fornell and Larcker (1981) developed a criterion that is used in assessing the degree of shared 

variance among variables. Accordingly, the convergent validity of the measurement model can 

be assessed by the Average Variance Extracted (AVE) and Composite Reliability (CR) 

(Alarcon & Sanchez, 2015). On the other hand, AVE measures the level of variance captured 

by a construct versus the level due to measurement error. The recommended values of AVE 

should be above 0.7 even though some authors have said the level of 0.5 is also acceptable. In 

this paper, the AVE for each construct was determined and assessed against its correlation with 

the others. In this case, in order to ensure convergent validity, the AVE had to be above the 

constructôs correlation with other constructs (Gefen et al., 2000). In testing of CETSCALE, the 

AVE scores obtained were: 0.53 (Economic Impact), 0.46 (Patriotism), 0.52 (Made in Kenya 

Attitude) and 0.52 (Foreign Products). All the loadings were significant. On the other hand, all 

the factors recorded a CR of above 0.7. These results indicate that the CETSCALE had 

achieved convergent validity. 

Table 4: Convergent and Discriminant Validity Measures 

Factors  CR AVE MSV 

Economic Impact 0.740 0.526 0.442 

Patriotism  0.805 0.456 0.442 

Made in Kenya Attitude 0.813 0.522 0.102 

Foreign Products 0.803 0.520 0.143 

Discriminant Validity  

According to Fornell and Larcker (1981), discriminant validity can be assessed by comparing 

the amount of the variance captured by the construct (AVE) and the shared variance with other 

constructs (maximum shared variance ï MSV). Discriminant validity is established if a latent 

variable account for more variance in its associated indicator variables than it shares with other 

constructs in the same model (Henseler, Ringle, & Sarstedt, 2015). Henseler et al. state that, to 

satisfy this requirement, each constructôs average variance extracted (AVE) must be compared 

with its squared correlations with other constructs in the model.  

According to Hair et al. (2010), for discriminant validity, MSV must be lower when compared 

to AVE for all the constructs. In the testing the CETSCALE, and as indicated in the table below, 

all the 3 factors MSV were lower than the AVE and thus achieving the required thresholds for 

discriminant validity. In this paper, as presented in Table 5 and Figure 1 below, all the 4 factors 

were significantly correlated at p᾽ 0.05 level. 

 

 

 

 



 

~ 12 ~ 
 

Kiriri                                                                               Consumer Ethnocentrism and Attitudes é  

Table 5: Discriminant Validity ï Correlation Matrix  

Factors  Patriotism 

Economic 

Impact 
Attitude  

Product 

availability  

Patriotism 0.725    
Economic Impact 0.665** 0.675   
Made in Kenya Attitude 0.140** 0.164** 0.723  

Foreign Products 0.378** 0.324** 0.319** 0.721 

*** p᾽ 0.05 

From the analysis (see Figure 1), the correlation between patriotism and economic and 

employment impact, attitude and product availability was estimated at 0.38, 0.07, 0.18 

respectively; while that of economic employment impact and attitude and product availability 

was 0.12 and 0.24 respectively; and, that of attitude and product availability was 0.20. All were 

signiýcant at p ᾽ 0.001. 

 

Figure 1: CFA Path Analysis 
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Assessing Model Fit with Structural Equation Modelling (SEM) 

In the full SEM, the estimated results of the structural model are presented in the table below. 

The various fit indices used to test the model fit were found to satisfy requirements (Hair et al., 

2010) as follows: Chi-square/Df (<5) = 2.709; GFI (>.90) = .948; CFI (> .90) = .959; and, 

RMSEA (< 0.1) = 0.54. 

Table 6: Goodness of Fit Indices 

Measurement Index 

Chi- square (ɢ2) 354.857 

Degree of freedom 131 

ɢ2/df 2.709 

RMSEA .054 

GFI .948 

CFI .959 

The p value was used to assess the significance of the relationship between attitude and 

consumer ethnocentrism. From the model estimates, all item loadings were signiýcant at p ᾽ 

0.05. The p-value was less than 0.05 denoting that the hypothesized path between attitude and 

consumer ethnocentrism was statistically significant at .05 level of significance. The critical 

ratio (CR) for the regression path exceeded the threshold values required. When the critical 

ratio (CR) is > 1.96 for a regression weight, that path is significant at the .05 level. The results 

show that attitude has a significant and positive impact on consumer ethnocentrism factor, with 

unstandardized coefficient of 0.337. Based on the regression coefficients, a change in attitude 

will have a corresponding change in consumer ethnocentrism. The results of SEM analysis are 

presented in the table below and Figure 2. 

Table 7: The Regression Path Coefficient and its Significance 

Path B Beta S.E. C.R. P 

Patriotism <- 
Consumer 

Ethnocentrism 
0.697 0.849 0.135 5.162 ***  

Economic Impact <- 
Consumer 

Ethnocentrism 
1.434 0.775 0.319 4.490 ***  

Foreign Product  <- 
Consumer 

Ethnocentrism 
0.716 0.446 0.183 3.907 ***  

Made in Kenya 

Attitude 
<- 

Consumer 

Ethnocentrism 
0.337 0.217 0.125 2.697 0.007 
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Figure 2: Attitude and Consumer Ethnocentrism SEM Path Analysis 

Conclusions  

This study was driven by two broad hypotheses. The first was to evaluate if there were 

ethnocentric tendencies prevalent among Kenyans while the second was to assess of Kenyan 

consumers possessed xenocentric tendencies. On the first hypothesis, even though Kenyans 

exhibited some ethnocentric tendencies, the same can be considered as mild. Kenyans were not 

highly predisposed to having negative feelings about foreign made products and their effects. 

From the analysis, it is evident that Kenyans did not have a high level of patriotism when it 

came to supporting products that were manufactured in Kenya by avoiding the consumption of 

foreign made products. On the other hand, it was evident that Kenyans did not support 

restrictions on the availability of foreign made products in the Kenyan Market. However, there 

was some concern on the effects of the effects of foreign products on the economy and 

especially the effects on employment. 

The low level of ethnocentrism found among Kenyans was similarly established in other 

studies in different parts of Africa including Nigeria, Ghana, Tanzania, and Mozambique 

among others. However, consumers in Zimbabwe had a moderately high level of ethnocentrism 

as had consumers in South Africa. Different from the previous studies that were not product 

specific, these two studies in Zimbabwe and South Africa were more focused to specific 

products of interest (poultry products and Chinese clothing respectively). On the overall, this 

study concludes that Kenyans are not ethnocentric and levels of animosity towards foreign 

products is minimal.  
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Second, Kenyans had no special preference for locally made products as compared to imported 

ones and hence displaying a level of xenocentrism. The respondents did not think highly of 

Kenyan made products in terms of durability, quality, technological advancement and value 

for money. As indicated before the feeling of superiority of foreign products over domestic 

products lead to ethnocentric tendencies. These findings amongst Kenyans were largely similar 

to other studies in African countries. 

For example, studies in Nigeria found that Nigerian consumers had a negative image of the 

ñMade in Nigeriaò label preferred imported brands. In Ghana, it was established that Ghanaian 

consumers had a low perception of products made in Ghana relative to foreign products. In 

Mozambique there is a preference for foreign products over local products just like among 

Tanzania consumers. Interestingly, In Kenya, another study found that most Kenyans had a 

high preference for local commercial bank services as opposed to those from foreign owned 

commercial banks.  
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Abstract 

This article presents the concept of innovation capability as a tool for organizational success in small 

and medium enterprises. Since entrepreneurship is the vehicle that will drive the vision 2030 in Kenya, 

it is imperative that we -underscore the importance of small scale and medium enterprises (SMEs) as 

major contributors of this noble course. SMEs operate in a dynamic and turbulent environment yet this 

sector is a major source of employment for Kenyans. In addition, there is an increasing challenge to 

build innovation capabilities for organizational success. This paper therefore examines concepts such 

as innovation, innovation practices, culture, sources of innovation and measurements of innovation 

while breaking from normal; innovation leaders, role of innovation and SMEs among others with a 

view to mitigating the challenges faced by SMEs in operating their business enterprises. 

Keywords: Innovation Capability, Small and Medium-Term Enterprises, Organizational Success 

Introduction  

Innovation capability is used to describe the ability to create and commercialize something 

new. It also describes new drives towards execution of new ideas. It could be new processes or 

introduction of a new product. Innovation capability demonstrates the relationship between 

creativity and implementation in Baer (2012). SMEsô Sector is fast growing but according to 

research findings, SMEs have a high mortality rate with most of them not surviving to see 

beyond their third anniversaries. This has resulted in a weak base for industrial take-off and 

sustainable development (GOK 2005). 

Innovation is generally used in business arena and is usually associated with creativity. 

Innovation capability is widely described as the ability to create something new (Dyer et al., 

2009). Pearce and Robinson (2011) also describe innovation as ñthe initial commercialisation 

of invention by producing and selling a new product, service or processò (p. 371). However, 

there is more to the innovation capability than the ability to come up with new ideas, products 

or services.  

Innovation capability within an organisation represents how the people in the organisation 

think and act (Dobni, 2008). The role of individuals in supporting innovation capability is 

critical to innovation success. Srivastava and Sushil (2014) and Baer (2012) opine that that 

individual motivation plays an important role in enhancing innovation capability. The drive to 

innovation can be intrinsic (self-drive) or extrinsic (pegged on external factors). 
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Previous studies have recognised innovation as a dynamic organisational capability crucial for 

organisational success (Giniuniene & Jurksiene, 2015). Innovation capability plays a pivotal 

role in business success by being a platform and vehicle for change and idea generation that 

can enable businesses to propel to greater heights. These innovative ideas can leverage 

businesses giving them competitive advantage over others, considered as critical to business 

sustainability and success. Innovation is therefore imperative for every industry (Thompson et 

al., 2016). 

Various scholars use different parameters to assess innovation capability, this paper identifies 

six constructs of innovation capability which include innovation champions, innovation 

leaders, creative innovation culture, innovation tension, innovation behaviour and innovation 

failure. 

Background Information  

Role of Small-Scale Enterprises 

All over the world, small firms have manifested great roles in economic growth and 

development and this has made it the main focus for economic development policies in various 

economies. Such focus further justifies why the western world, Europe and Japan are advanced 

in economic development. These events are however traceable from the early 1950s when the 

United States Government strongly favoured the small firms and the US small Business Act 

was summed up and in 1983 was designated by the European commission as the European year 

of small firm. The shift to small enterprises was based on various beliefs; (i) that small firms 

were more efficient employment creators than their large counterparts and that small firms had 

higher inherent potential for innovation than larger firms (Rothwell, 1986). 

In Kenya, the government documents emphasize on technological development as the major 

challenge facing the countryôs economic development and suggest transferring technology 

from foreign investors to local investors and also from large to small enterprises through 

subcontracting relationships, and joint ventures (GOK, 1992). Transfer of technology to the 

small ï scale enterprises increases the production volume because of the numerous SMEs. 

Thus, new products and service are realised in an economy while smaller firms are also seen 

to ensure proper utilisation of resources eliminating wastages. It has been established that 90% 

of rural enterprise products are marketed directly to rural households. Small scale operations 

provide excellent opportunities for the entrepreneurial and managerial talent to reduce the 

critical shortage which is often a great handicap to economic development. The small-scale 

businesses offer support to if the relevant supportive policies for industrialization are in place. 

These are policies that promote rural ï urban balance, helpful in increasing savings and 

investments by local Kenyans and encouraging use of local resources, thus leading to more 

effective use of capital and, finally, small scale enterprises adapt quickly to market changes 

(GOK 1992). 

For innovators, innovation is about creative problem solving, about finding a novel solution 

that no one else has thought of. Sometimes, the solution comes in a moment of inspiration. In 

other cases, it takes years or even decades of labouring. The term innovation means a new way 

of doing something (Davila, Epstein and Shelton 2006; Regis Cabral, 2003). It may refer to 

incremental, radical, and revolutionary changes in thinking, products, processes, or 

organisations. Something new must be substantially different to be innovative, not an 

insignificant change, the change must increase customer value or producer value. Innovation 

is synonymous with the output of the process or marketing strategy, but economists tend to 

focus on the process itself, from the origination of an idea to its transformation into something 
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useful, to its implementation. Those responsible for application of the innovation are often 

called pioneers in their field. (Capon et al., 1993; Langdon, 2008) Everyone is struggling to 

define what the New Normal will be once we get out of the current Great Recession. Enterprises 

must innovate to get out of this economic quagmire. How much the US and the rest of the 

world change depend on two factors: 1) how long the deep recession lasts); 2) the price of 

energy (the higher it goes, the faster and deeper we transition off carbon to a greener economy).  

Who Determines Innovation? 

It is suggested to be flexible and to create an environment where employees are free to create 

and seek new opportunities (Braunerhjelm, 2010). The control of resources and the strategies 

for committing resources to opportunities may enhance or stifle entrepreneurship. As argued 

by Braunerhjelm (2010), Entrepreneurial management enables one to do much more with little. 

The dream of starting a company is held by many; however, few make it to venture start-up, 

and even fewer start ñpromisingò companies (Skripak, 2016). Successful founders use an 

ñentrepreneurial styleò of thinking and acting to cope with uncertainty, urgency, insufficient 

personal resources, and surprise problems and opportunities. There are multiple personal, 

organisational, and environmental factors that impact new venture creation and success (Baum, 

Locke, & Smith, 2001). 

Entrepreneurs, governments, employees, strategists, suppliers, stakeholders, manufacturers, 

competitors, outsiders, insiders, users, consultants, partners, business innovators and 

consumers- successful innovation comes with practice and it requires a lot of hard work. It 

comes from an intrinsic belief that persistent attempts will eventually generate successful new 

products. The belief in oneôs ability to innovate must be steadfast, consistent, and deep. 

Innovation is therefore a mindset rather than a series of sequential activities. It requires an 

attitude of positive self-esteem. An end user-innovator can create value from an innovation by 

developing it and using it himself and perhaps diffusing it to others while an innovation 

manufacturer can create benefit by developing an innovation that he then sells to end users. It 

requires novelty ï a complex set of processes that links many different players together.  

Review of Literature 

Conceptualizing Innovation 

Conceptualization is making innovation useful to an organisation. In the organisational context, 

innovation may be linked to performance and growth through improvements in efficiency, 

productivity, quality, competitive positioning, market share and so on. All organisations can 

innovate, including for example hospitals, universities and local governments. New 

developments clear away or change old organisational forms and practices while organisations 

that do not innovate effectively may be destroyed by those that do. Innovation involves 

researching an idea, spending time and effort into developing this idea then commercialising 

this idea into a market place with customers. 

Invention and Innovation 

A distinction is typically made between invention, an idea made manifest, and innovation, ideas 

applied successfully. Invention is the first occurrence of an idea for a new product or process, 

while innovation is the first attempt to carry it out into practice. Innovation is distinct from 

improvement in that it permeates society and can cause reorganization. It is distinct from 

problem solving and may cause problems. Thus, in this view, innovation occurs whether it has 

positive or negative results. What distinguishes an innovation from a simple change is the 

impact it has on the world in a unique way.  
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Innovation and Market Outcome 

Organisations should have the capacity to predict market outcome from innovation as well as 

study the industrial organisational approach and resultant effect on consumer behaviour as a 

result of introduction of a new product/service. Caution should be taken not to over dwell on 

the new imaginary markets at the expense of the mainstream market by balancing the two sides 

of the markets for a firmôs products. There should be an understanding of the market situation 

by properly analyzing the demand/supply and their elasticity with respect to price. 

Value of Experimentation in Innovation 

An experiment involves trying out something new. A companyôs ability to innovate depends 

on a series of experiments [successful or not], that help create new products, processes and 

services or improve old ones. Thomke (2003) explores what would happen if experimentation 

is adopted by individual organisations.  

 

Figure 1: Diffusion of Innovations 

Source: Thomke (2003) 

The s-curve maps growth of revenue or productivity against time. In the early stage of a 

particular innovation, growth is relatively slow as the new product establishes itself. At some 

point customers begin to demand and the product growth increases more rapidly. Increased 

innovations or changes to the products allow growth continuity. Towards the end of its life 

cycle growth slows and may even begin to decline. In the later stages, no amount of new 

investment hence the product will yield a normal rate of return. New products are therefore 

likely to have óproduct lifeô which entails a start up phase, a rapid increase in revenue and 

eventual decline. Innovative companies often typically work on new innovations to eventually 

replace older ones. Successive s-curves will come along to replace older ones and continue to 

drive growth upwards. In the figure 1, the first curve shows a current technology. The second 

shows an emerging technology that current yields lower growth but will eventually overtake 

current technology and lead to even greater levels of growth.  

Innovation as a Behaviour 

Innovation model:  

Innovation= (creativity + capital + risk taking + Patience +transformation 

I = C+C+R+P+T (Author, 2018) 

  

http://en.wikipedia.org/wiki/File:InnovationLifeCycle.jpg
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Innovation Failure  

Failure is an inevitable part of the innovation process, and most successful organisations factor 

in an appropriate level of risk. Failures should be identified and screened out as early in the 

process as possible. Early screening avoids unsuitable ideas devouring scarce resources that 

are needed to progress more beneficial ones. Organisations can thus learn how to avoid failure 

when it is openly discussed and debated. The lessons learned from failure often reside longer 

in the organizational consciousness than lessons learned from success.  

Measures of Innovation 

Measure of innovation for organisations can be conducted by surveys, workshops, consultants 

or internal benchmarking. There is no established general way to measure organisational 

innovation. Corporate measurements are however generally structured around balanced 

scorecards which cover several aspects of innovation such as business measures related to 

finances, innovation process efficiency, employeesô contribution and motivation, as well as 

benefits for customers. Measured values will vary widely between businesses, covering for 

example new product, revenue, spending in research and development (R&D), time to market, 

customer and employee perception and satisfaction, number of patents, additional sales 

resulting from past innovations (Oslo manual, 1993; Dziallas & Blind, 2018).  

Creative Tension  

The key enabler of creative people is the ability and willingness to see things not only for what 

they are, but also for what they could be. This difference is often called creative tension, and it 

has been a powerful force of creative endeavour throughout human history. People who feel 

creative tension are intrinsically motivated and often feel compelled to make change. They 

long to bring to reality solutions that can fill the lacuna they envisage in their organisations, 

they work with dedication and persistence to overcome the obstacles they may encounter along 

the way (Lueke & Katz, 2008). 

Innovation Champions 

An Innovation champion is an individual or a team of people who work at innovation by 

promoting, encouraging, prodding, supporting, and driving innovation in their organisations. 

Innovation champions build the practical means for effective innovation. They find creative 

thinkers and encourage them to think and work in new ways; they help people seek new 

experiences that may spark new ideas; and they create regular operations context in which 

sharing and developing new ideas is the norm. Champions build collaboration and the trust 

upon which effective collaboration occurs. Champions link senior managersô roles and the 

front workers roles; they provide practical support and guidance for innovation. Champions 

are usually persistent net-workers who are in contact with many people and who know whatôs 

going on at many levels. They know who has skills, talents and resources, and they find out 

who needs them, and then they put them together to accelerate innovation progress. They look 

for learning opportunities/forums to share with others, in the form of meetings, discussions, 

external events, and perhaps even trainings, seminars, workshops and conferences (Lueke & 

Katz, 2008). 

Innovation Leaders 

An Innovation leader is someone who influences the core structures and the basic operations 

of an organisation, all with a clear focus on supporting innovation through organisational 

design, rules and policies. Leadership engagement is essential to innovation. Conversely, 

without leadershipôs direct participation, encouragement and indeed expectation; innovation 

will not happen (Langdon, 2008). Top managers can be powerful champions of innovation, or 
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dark clouds of suppression. Leadersô words and their actions can support and enhance 

Innovation. They can work diligently to eliminate the many obstacles that otherwise impede or 

even crush both creativity and innovation. If innovation is neither budgeted nor planned for, 

then is it going to happen? There ought to be a decision to innovate coming from a moral 

commitment to innovation. If innovation is not articulated as a goal of top management, then 

it probably wonôt be a goal of anyone else in the organisation.  

Langdon (2008) describes the driving forces impacting our businesses and the worlds we live 

in everyday. The study exposes how the ógreat onesô have innovated, and provides one of the 

most simple and powerful models to change your business and empower people to be more 

innovative; transforming the innovation landscape. If policies are so restrictive that they make 

it impossible to test new ideas, then there wonôt be many new ideas. Innovation leaders are 

typically, although not exclusively, senior managers who feel a compelling need to bring 

innovation to their organisations, and who have the authority to make key decisions about both 

an organisationôs strategy and its operations. This puts them in a position to reduce or even 

eliminate obstacles that inhibit innovation performance (Langdon, 2008). 

Creating Innovation Culture 

The innovation culture makes innovation happen, and they do so consistently over time. 

Companies seem to adore repetition because it suggests business scalability, but innovation is 

all about novelty and the unexpected. At adopt a light, Safaricom, Equity bank and Toyota, the 

fruits of innovation have been tremendous breakthroughs in simplification, resulting in 

companies that are universally recognised as the most efficient. Most leaders know that to be 

successful in the long term they have to develop a strong innovation culture. If people are 

participating in an innovation system because they want to receive some sort of extrinsic 

reward, a cash prize for example, then over time what we would expect is a general decline in 

the quality of their participation. This means they do not have the culture of innovation but 

they are innovating for the sake of rewards.  

Measures of Innovation 

Itôs rarely easy to measure an individualôs contribution to innovation unless that person 

happens to be uniquely creative, or is involved in high-profile projects. Innovation almost 

always involves the efforts of many people working diligently but perhaps quietly, so setting 

up an innovation reward structure that recognises the team element is usually preferable to a 

process that only acknowledges individuals (Harper Perennial, 2008). 

Measure of innovation for organisations can be conducted by surveys, workshops, consultants 

or internal benchmarking. There is no established general way to measure organisational 

innovation. Corporate measurements are generally structured around balanced scorecards 

which cover several aspects of innovation such as business measures related to finances, 

innovation process efficiency, employeesô contribution and motivation, as well as benefits for 

customers. Measured values will vary widely between businesses, covering for example new 

product, revenue, spending in research and development (R&D), time to market, customer and 

employee perception and satisfaction, number of patents, additional sales resulting from past 

innovations (Frascati Manual, 2015). 

Significance of Innovation and the Role of SMEs 

Policy makers and academicians understand the role of innovation and how it is an essential 

condition for economic progress. It is also a critical element in gaining competitive advantage 

among enterprises and national states. It has been estimated that over 60 percent of all 

economic growth is due to technological advance rather than improvement of labour 
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productivity (Bakker, Crafts & Woltjer, 2017). SMEs must therefore recognise that they have 

a great contribution to make to innovation which will aid success of their enterprises and finally 

achievement of vision 2030 and industrial development in Kenya. Ingenuity and innovation 

through discarding of the box will enable these entrepreneurs jumpstart this process by 

disputing the ordinary which is normal and embracing value adding change to their 

organisations. 

Conclusion 

 Innovation is difficult for organisations to accomplish, especially on a consistent basis. 

Structures, processes, and attitudes all can favour innovation or inhibit it. Other inhibitors are 

fear of getting out of the normal and exploring the extra ordinary (thinking out of the box), lack 

of a precise innovation methodology, and lack of time to pursue new ideas. If youôre among 

the many managers who have identified the innovation culture as a target for your organisation 

to achieve, then getting rid of the obstacles should yield a significant improvement in your 

firmôs innovation performance. SMEs can enhance their innovation ability by leveraging on 

their resources through use of latent innovation geniuses, champions, and leaders already 

existing in their organisations. As they focus on defining and supporting them in these roles, 

their work will be validated and their efforts are likely to become much more effective leading 

to organisational success. 
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Abstract 

Innovation is a dynamic organizational capability closely linked to strategic change. By being 

innovative, organizations are better placed to achieve strategic success. In this paper, the influence that 

innovation capability has on strategy execution in deposit-taking Savings and Credit Cooperative 

Organizations (SACCOs) in Kenya was examined. The study targeted 500 heads of departments in 

Kenyaôs 164 fully licensed deposit-taking SACCOs. From a sample of 222 heads of departments, 183 

complete responses were received. Structural Equation Modelling was the main analytical framework 

used to test the null hypotheses that innovation capability has no significant influence on strategy 

execution. The study found innovation capability to have a significant positive influence on strategy 

execution. Innovation capability explained 43% (R2 =.43) of the variance in strategy execution. This 

study complements the existing body of knowledge on the relationship between innovation capability 

and strategy execution. Further, the study presents practitioners in strategic management, policy 

makers, and the leadership in Cooperatives with valuable recommendations on improving strategy 

execution by fostering innovation capability. 

Keywords: Innovation, Strategy Execution, Capability, Cooperatives, SACCOs 

Introduction  

Execution plays a crucial role in the realization of strategy. It is execution that translates 

strategy into action. Through execution, managers proactively shape how business is conducted 

thus steering business success (Hough, Thompson, Strickland III, & Gamble, 2011). To be 

considered effective, a chosen strategy must be implemented successfully (Thompson & 

Martin, 2010). However, strategy execution a term describing the hands-on exercise by 

managers that turns strategy into action and in turn leads to achievement of desired results 

remains a colossal challenge (Jones & Hill, 2013). Globally, only eight per cent of business 

leaders are effectively executing strategy (Sull, Homkes & Sull, 2015). Cândido and Santos 

(2015) further state that discovering how to ensure successful execution is a major nightmare 

facing managers today. This is despite the advancement of strategic management. 

It is imperative for organizations to rethink their ability to execute strategy. Jones and Hill 

(2013) propose that organizations need to be deliberate about building specific capabilities that 

drive strategy execution. Many different capabilities exist. Innovation capability has been 

recognized as among the capabilities that, well-managed companies tend to have (Giniuniene 

& Jurksiene, 2015; Smallwood & Ulrich, 2004). Innovation is defined as the ability to develop 

creative, new and useful ideas and successfully converting them to business inventions (Baer, 

2012: Dyer, Greogersen, & Christensen, 2009; Pearce & Robinson, 2011). This conversion 

Cite: Kiruthu, L. N., Namada, J. M., & Kiriri, P. N. (2019). Influence of Innovation 

Capability on Strategy Execution in Deposit Taking SACCOs in Kenya. The 

University Journal, 1(3), 27-40. 
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happens during implementation. According to Pearce and Robinson (2011), innovation is vital 

for a firmôs strategic success because it results in the commercialization of new ideas. 

Innovation capability is therefore closely linked to strategy and specifically to strategic change. 

Innovation capability a term widely used to describe the ability to create something new drives 

execution of new ideas. Baer (2012) demonstrates the relationship between creativity and 

implementation in the USA context; however, he fails to consider innovation in its entirety. In 

addition, Aosa (2011) postulates that local firms in Kenya lag behind in the practice of strategic 

management without indicating the reasons behind this. Many organizations in Kenya 

including leading SACCOs seem not to have paid adequate attention to the innovation 

capability and its linkage to strategy execution. This is envisaged to be hampering the execution 

of strategy. Further, SACCOs have been pinpointed as an abandoned area of scholarly research 

and as a sector facing a myriad of unique management problems making it an important sector 

of study (McKillop & Wilson, 2010; Develtere, Pollet, &Wanyama, 2008). In addition, the 

SACCO sector plays a major role in Kenyaôs social and economic development. 

The influence of innovation capability on strategy execution is generally postulated to exist. 

However, studies on the relationship between the two variables across the globe are limited in 

their ability to make conclusions in the SACCOs sector. Further, innovation in Kenyaôs Deposit 

Taking (DT)-SACCOs has barely been investigated. Moturi and Mbiwa (2015) do not go 

beyond implementation of information management systems limiting the studyôs findings. As 

a result, their study is unable to generate substantive conclusions on innovation capability in 

DT-SACCOs in Kenya. It is therefore important to evaluate innovation capability and strategy 

execution in the context of SACCOs in Kenya. This studyôs main objective is to examine the 

influence of innovation capability on strategy execution in DT-SACCOs in Kenya. 

Literature Review 

Strategy Execution 

Strategy execution is primarily considered as the process of putting strategy into action in an 

effort to achieve desired results (Pearce & Robinson, 2011). Similarly, Hough et al. (2011) 

refer to execution as the hands-on exercise by managers that turns strategy into action and in 

turn leads to the achievement of set objectives. Overall, strategy execution involves designing, 

delivering, and supporting products; improving the efficiency and effectiveness of operations; 

and designing a companyôs organization structure, control systems, and culture (Jones & Hill, 

2013). It is strategy execution that edges organizations closer to their vision.  

According to Miller (1997) strategy execution puts into consideration the completion of 

everything intended to be implemented within the expected period, achievement of the targets 

set, and acceptability of the method of implementation and outcomes. In this study, strategy 

execution was considered to encompass action planning, resourcing and strategic fit. Action 

planning involves determining the short and long-term objectives that guide implementation 

(Pearce & Robinson, 2011). It also includes identifying the activity to be executed in support 

of specific objectives, the timeline, the person that will take up the responsibility, milestones, 

as well as review schedule (Hough et al., 2011). Once strategies are identified, resourcing 

should follow immediately. Resourcing is defined as the ability of an organization to allocate, 

deploy and manage its resources to ensure that it competes effectively in the marketplace 

(Wernerfelt, 1984). Thompson, Peteraf, Gamble and Strickland (2016) propose the need to 

build an organization with resource strengths that ensure that implementation of strategies is 

effective. Further, successful strategy execution involves aligning the key organizational 

factors with strategy (Higgins, 2005). Strategic fit considered as an outcome of execution is 



 

~ 29 ~ 
 

The University Journal                     Volume 1 Issue 3 2019            ISSN: 2519 ï 0997 (Print)  

defined as a measure of alignment of a firmôs subsystems and its congruence with both the 

internal and external environments (Agnihotri, 2013; Amason, 2011). 

Innovation Capability 

Innovation remains a term widely used in business circles and one that is ordinarily associated 

with creativity. Innovation capability is widely described as the ability to create something new 

(Dyer et al., 2009). Pearce and Robinson (2011) also describe innovation as ñthe initial 

commercialisation of invention by producing and selling a new product, service or processò (p. 

371). However, there is more to the innovation capability than the ability to come up with new 

ideas, products or services.  

Ansoff and McDonnell (1988) describe innovation capability as the entrepreneurial capability 

which focuses on internal capabilities, searches for new opportunities and rewards for 

creativity and initiative. Similarly, Chandler, Hagstrom and Solvell (1998) view innovation 

capability as the ability of an organization to advance itself to bring about competitive 

advantage. To compete successfully over time, Tushman (1997) proposes the need for 

organizations to manage innovation streams. Innovation capability encompasses the ability to 

completely execute new and innovative ideas, products, services, and processes.  

In reality, an organization as an entity cannot be innovative. It is the presence of innovation in 

individuals and teams that helps organizations to generate and execute new and innovative 

ideas (Hurley & Hult, 1998). Innovation capability within an organization is therefore 

considered as the summation of how the people in the organization think and act (Dobni, 2008). 

The role of individuals in contributing to innovation capability is paramount. Srivastava and 

Sushil (2014) and Baer (2012) advance this argument by stating that individual motivation 

plays an important role in enhancing innovation capability. There continues to be great 

attention on innovation capability and its embedment in the culture of organizations. For an 

organization to be successful in innovation, it must foster an innovative environment across 

the entire organization starting at the operational level (Dobni, 2008).  

Various sub-constructs for the innovation capability have been used in previous studies. 

Knowles, Hansen and Shook (2008) identify five approaches in measuring firm innovativeness, 

namely current technology, self-evaluation, intellectual property, research and development 

funding, and number of new products. The intention to be innovative, the presence of 

infrastructure to support innovation, the knowledge and orientation of employees, and an 

environment that supports innovativeness, are also considered as important elements of 

innovation capability (Dobni, 2008). In addition, Walsh, Lynch, and Harrington (2011) propose 

creativity, openness to new ideas, intention to innovate, willingness to take risks, and capacity 

to innovate as elements of the innovation capability. Similarly, Ruvio, Shoham, Vigoda-Gadot, 

and Schwabsky (2014) identify five dimensions, namely creativity, openness, future 

orientation, risk-taking, and proactiveness, as sub-constructs of the innovation capability.  

Based on the assessment of the items used to measure innovation capability, this study isolated 

three constructs to measure innovation capability. These are intention to innovate, learning 

capability and creativity. Organizations need to be intentional about innovation and especially 

in relation to idea recognition. According to Katz and Gartner (1988), being intentional reflects 

purposeful effort. Learning capability defined as a firmôs propensity to create and utilise new 

knowledge and in turn modify behaviour is another indicator of innovation capability (Jerez-

Go´mez, Céspedes-Lorentea & Valle-Cabrera, 2005; Jime´nez-Jimenez, Sanz-Valle & 

Hernandez-Espallardo, 2008). Further, creativity is an antecedent to innovation defined as the 

generation of new and useful processes, products and services (Martins & Terblanche, 2003). 
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Largely, all measurement items used have previously been considered as key elements of the 

innovation capability. Specifically, items used by Wang and Ahmed (2004), Ruvio, et al., 

(2014), and Walsh et al. (2011) were expanded and improved for use in this study. 

Nevertheless, the unique combination of the items under each construct brought originality to 

the measurement of innovation capability.  

Innovation Capability and Strategy Execution 

In the past, scholars have recognized innovation as a dynamic organizational capability crucial 

for strategic success (Giniuniene & Jurksiene, 2015). Innovation capability plays a central role 

in strategy execution by being a change conduit that moves organizations forward. Since we 

live in an era of constant change, organizations hoping to survive must continuously innovate 

as part of their overall strategy. Organizations need not only to execute intended strategy but 

to continuously be on the lookout for innovative ideas from both the internal and external 

environment (Mintzberg, Ahlstrand, & Lampel, 2005). These innovative ideas give businesses 

a competitive advantage. It is for this reason that innovation is considered a major driving force 

vital for business success in almost every industry (Thompson et al., 2016). The ability to 

innovate is reckoned as the ñsecret sauceò of business success because it helps organizations 

stand out from the rest (Dyer et al., 2009; Jones & Hill, 2013).  

In strategic management, innovation capability has been credited with positively influencing 

organizational success in the long term. In particular, innovation capability is envisaged to 

enhance an organizationôs flexibility, willingness to change, and ability to introduce new 

products, services, and process during its lifetime (Calantone, Cavusgil, & Zhao, 2002; Hult, 

Hurley, & Knight, 2004). It is during strategy execution that new knowledge and new ideas are 

successfully converted into new business, products or services (Dyer et al., 2009). Innovation 

is a renown grand strategy that ñseeks to reap the premium margins associated with creation 

and customer acceptance of a new product or serviceò across industries (Pearce & Robinson, 

2011, p. 194).  

This study reckons that innovation capability and strategy execution are closely interlinked as 

they both lead to change. Strategy execution is a change management process that is aided by 

innovation capability (Hotho, Lyles, & Easterby-Smith, 2015). Successful execution requires 

innovation capability to help in recognition of desired actions to exploit new ideas. 

It is not clear in literature whether Kenyaôs DT-SACCOs have built innovation as a capability 

and the impact that this has had on strategy execution. Thatia and Muturi (2014) examined 

innovation as one of the determinants of success in strategy implementation, but their findings 

are limited to challenges in technology. Innovation capability goes beyond adoption of 

technology. This study, therefore, investigated the influence that innovation capability has on 

strategy execution among DT-SACCOs by testing the null hypothesis that innovation 

capability has no significant positive influence on strategy execution. 

Methodology  

The influence of innovation capability on strategy execution was evaluated by collecting data 

from heads of departments actively involved in strategy execution in 164 DT-SACCOs. These 

DT-SACCOs are categorized into three tiers; those having an asset base of more than five 

billion Kenyan Shillings are considered large, five billion to one billion are medium and less 

than one billion are small (SASRA, 2015). According to SASRA (2017) in the beginning of 

2017, there were 15 large, 56 medium and 93 small licensed DT-SACCOs. The list of these 

164 DT-SACCOs and their categorization was obtained from SASRA. The total population of 

heads of departments was estimated at 500 as presented in Table 1.  
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Table 1: Population of Heads of Departments in the 164 DT-SACCOs 

Category Asset Base in 

Ksh Billions 

Number of 

SACCOs 

 

Average Number 

of Heads of 

Departments per 

SACCO 

Total Number of 

Heads of 

Departments 

Large > 5 15 6 90 

Medium 5 ï 1 56 4 224 

Small < 1 93 2 186 

Total 164  500 

Sample size was computed at a 95% confidence level equivalent of 5% level of significance 

widely used in business research. Based on a finite population of 500 heads of departments and 

a 5% level of significance, the sample size was computed according to Yamane (1973) formula 

n = N/[1+N(e)2]. Where n is the computed sample size, N is population size of 500, and e the 

error term equivalent to the .05 level of significance. This computation gave a sample size of 

222 heads of department. The DT-SACCOs asset base categorization was used to stratify the 

population during sampling. The sample was distributed unequally across the three tiers to give 

the best representation and increase the statistical efficiency.  

A self-administered survey questionnaire was used to collect primary quantitative data. The 

questionnaire had highly structured questions. Rich but simple statements were used as the 

measurement items for each variable. Innovation capability had 22 while strategy execution 

had 19measurement items. A 5-point Likert scale ranging from strongly disagree to strongly 

agree was used gauge participantsô perceptions. The scale designed by Rensis Likert is 

common for measuring ordinal data in social science research (Bhattacherjee, 2012). The 

participants were requested to read the statements and indicate their level of agreement with 

each statement. The questionnaire was pre-tested for validity through the expert opinion. 

A pilot study conducted prior to the main study established content validity and reliability. The 

pilot study sample of 28 heads of departments was selected using purposive sampling. Pre-

notification letters were emailed to the Chief Executive Officers (CEOs) accompanied by a 

letter of authority from the university. The letters described the study and made an appeal for 

the SACCOsô participation. Telephone calls were made to confirm receipt of the letters. 

Questionnaires were distributed by both drop and pick and via postal mail. These 

questionnaires were accompanied by the participantsô cover letter explaining the purpose of 

the study and assuring respondents of confidentiality.  

Three of the pilot study participants were requested for feedback on the understandability and 

relevance of the statements. They all indicated that the statements were easy to understand. The 

22 responses received were statistically pretested for reliability using Cronbachôs alpha. The 

Cronbachôs alpha value was greater than 0.7 indicating that the instrument was reliable. 

Bhattacherjee (2012) argues that reliability of the research instruments is a prerequisite for 

validity. The research procedure was found appropriate for the study and so was the 

questionnaire. The eight SACCOs that participated in the pilot study were left out of the main 

study. 

After receiving the survey questionnaires from the field, the data was entered into Microsoft 

Excel, screened for errors and omissions and edited before transferring it to Statistical Package 

for the Social Sciences (SPSS). Hypothesis testing was through Covariance Based Structural 

Equation Modelling (CB-SEM). This statistical framework assumes multivariate normality and 
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linearity. Therefore, the data was pre-tested for outliers, normality, and multicollinearity. All 

these tests indicated that the data met the SEM assumptions and was therefore suitable for 

further analysis.  

The SEM process involved model specification, identification, estimation, testing and 

modification. The hypothesized model was specified and identified during literature review. 

Analysis of Moment Structures (AMOS) a plug-in to SPSS was the statistical software used in 

model estimation, testing, and modification. Specifically, AMOS version 23 was used. The 

Kaiser-Meyer-Olkin (KMO) and the Bartlett's Test confirmed suitability for factor analysis for 

each variable. Exploratory factor analysis was carried out to improve the hypothesized 

measurement models for each variable. The resulting structural model relating innovation 

capability and strategy execution was subjected to maximum likelihood confirmatory factor 

analysis (CFA).  

Several indices were used to examine the model fit. The relative normed Chi-square which is 

the ratio of Chi-square to degrees of freedom (ɢ2/df) was one of the indices. Wheaton, Muthén, 

Alwin, and Summers (1977) propose values below five as acceptable while Carmines and 

McIver (1981) suggest values below three. The Normed Fit Index (NFI), the Comparative Fit 

Index (CFI), and the Tucker-Lewis Index (TLI) were also examined. All the three indices range 

from zero to one with zero indicating no fit and one indicating a perfect fit. Hu and Bentler 

(1999) propose that values above .95 are indicative of perfect fit while values close to 0.9 

demonstrate a good fit. Further, the Root Mean Square Error of Approximation (RMSEA) was 

used to assess structural model fit. RMSEA assess if the approximation is good or bad and the 

closer the RMSEA is to zero, the better the model fit (Hox & Bechger, 1998). Pituch and 

Stevens (2016) point out that RMSEA of below .05 shows close fit while that of .05 to .08 

presents adequate fit.  

The factor loadings in the structural model explaining the strength of the various correlations 

were evaluated. In addition, the coefficient of determination (R2) explaining the variance in 

strategy execution explained by innovation capability was assessed. Finally, to examine the 

relationship between innovation capability and strategy execution and test the hypothesis, 

regression coefficients namely the standardized regression coefficient estimate (Beta weights), 

Standard Error (S.E.), Critical Ratio (CR) and the significance of path coefficient (p-value) 

were gauged. Beta weights were used to assess the strength and direction of the relationship. 

The significance of CR was used in either rejecting or not rejecting the null hypotheses at a .05 

level of significance. 

Results and Discussion 

The study examined the influence of innovation capability on strategy execution in the DT-

SACCOs in Kenya. The data collected was used to test the null hypothesis that innovation 

capability has no significant influence on strategy execution in line with this objective. The 

191 questionnaires returned corresponded to 86% response rate. Out of the 191, seven 

incomplete and one unengaged questionnaire were omitted from the final analysis. There were 

therefore 183 usable questionnaires (n=183).  

Exploratory Factor Analysis 

The innovation capability construct had three sub constructs namely; innovation capability 

intention to innovate (ICI), innovation capability learning (ICL), and innovation capability 

creativity (ICC). The KMO and Bartlett's Test results confirmed that all the constructs were 

suitable for factor analysis. Exploratory factor analysis was carried out and eight of the 22 

factors that were cross loadings or having loadings below 0.7 were dropped leaving 14 items 
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for consecutive analysis. The factor framework for the innovation capability variable is 

summarized in Table 2. 

Table 2: Summary of the Factors under Innovation Capability  

First Order 

Constructs 

Items 

Retained 

KMO Bartletts's 

test 

Df Sig Principal 

Component 

Loading 

Variance 

Explained 

in % 

Items 

Deleted 

ICI ICI5 0.83 273.743 10 .000 0.736 57.377 ICI2 

ICI4 

ICI8  ICI6     0.719  

 ICI1     0.815  

 ICI7     0.747  

 

ICL3 

ICL7 

ICL8 

 ICI3     0.766  

ICL ICL5 0.83 461.254 10 .000 0.822 67.635 
 

ICL4     0.789  

 
ICL1     0.813  

 
ICL2     0.832  

 
ICL6     0.854  

ICC ICC6 0.49 1089.74 6 .000 0.895 80.224 ICC3 

ICC4 
 ICC5     0.895  

 ICC1     0.901  

 ICC2         0.892  

As presented in Table 2, the five retained items under ICI explained 57.377% of the variance 

in the construct. The five items under ICL explained 67.635% of the variance in the construct. 

The four items under ICC explained 80.224% of the variance in the construct. Overall, the 

three first order constructs explained 68.114% of the total variance in the innovation capability 

variable. The outstanding variability is explainable by other factors not part of this factor 

framework. 

The strategy execution construct had three first order constructs namely; strategy execution 

action planning (SEA), strategy execution resourcing (SER), strategy execution strategic fit 

(SES). The KMO and Bartlett's Test results confirmed that the strategy execution constructs 

were suitable for factor analysis. Following exploratory factor analysis, six of the 19 

measurement items were dropped because of cross and low loadings leaving 16 items. The 

strategy execution factor framework is summarized in Table 3. 
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Table 3: Summary of the Factors under Strategy Execution 

First order 

constructs 

Items 

Retained 
KMO 

Bartletts's 

test 
Df Sig 

Variance 

extracted 

PCA 

Component 

loading 

Items 

deleted 

SEA 
SEA1 0.89 977.121 21 0 70.241 0.871 

SEA7, 

SEA9 

 SEA2      0.844  

 SEA3      0.885  

 SEA4      0.886  

 SEA5      0.842  

 SEA6      0.744  

 SEA8      0.786  

SER 
SER1 0.88 456.555 10 0 68.145 0.871 

SER2,S

ER6 

 SER3      0.838  

 SER4      0.772  

 SER5      0.796  

 SER7      0.847  

SES 
SES1 0.58 905.286 6 0 84.725 0.93 

SES5, 

SES6 

 SES2      0.928  

 SES3      0.917  

  SES4           0.906   

As presented in Table 3, the seven retained items under SEA explained70.241% of the variance 

in the construct. The five under SER explained 68.145% of the variance in the construct. The 

four under SES explained 84.725% of the variance in the construct. Overall, these three 

constructs under strategy execution explained 73.670% of the total variance in the variable. 

The remaining variability is explainable by any other factors not considered in this factor 

framework. 

Measurement Models Analysis  

The innovation capability and the strategy execution hypothesized measurement models were 

each subjected to maximum likelihood CFA on AMOS 23. The model fit indices were 

evaluated. The innovation capability measurement model had a relative normed Chi-square 

value above three indicating an inadequate fit between the hypothesized model and the sample 

data. In addition, the NFI, CFI, and the TLI fit indices were below .900 demonstrating that the 

sample data did not adequately fit for the hypothesized model. The ICL factor loading on 

innovation capability was identified as being substantially low at .16. This presented an 

opportunity for model modification in subsequent analysis. The strategy execution 

measurement model had a relative normed Chi-square value of less than three and the other fit 

indices were all above .900 signifying an adequate fit between the hypothesized model and the 

sample data. There was therefore no need to modify the measurement model.  

Structural Model Analysis and Hypothesis Testing 

The structural model relating innovation capability and strategy execution was subjected to 

maximum likelihood CFA. The fit indices were examined and an opportunity to improve the 

model was identified by studying the modification indices (MI) of the error terms. The 
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modifications were based on the significance of MI within the innovation capability sub-

constructs as well as logic. The modifications that were made to improve the model fit are 

presented in Table 4.  

Table 0: The Modification Indices for Innovation Capability and Strategy Execution 

Model 

Path M.I. 
Par 

Change 

Findings  

e19 <--> e18 33.528 -.065 
Correlation between measurement error of the same first 

order construct 

e13 <--> e14 162.340 .538 
Correlation between measurement error of the same first 

order construct 

e11 <--> e12 113.953 .179 
Correlation between measurement error of the same first 

order construct 

The modifications involved linking error terms e19 to e18 in the ICL construct and e13 to e14 

and e11 to e12 in the ICC construct. The model fit indices for the modified structural model 

linking innovation capability and strategy execution were examined and are presented in Table 

5. 

Table 5: Model Fit Indices for Relationship between Innovation Capability and 

Strategy Execution 

Fit Indices Values  Adequate Fit Conclusion 

 … 958.917   

df 395   

…ȾὨὪ 2.428 <3 Adequate Fit 

NFI 0.898 å.90 Adequate Fit 

TLI  0.954 å.90 Adequate Fit 

CFI 0.916 å.90 Adequate Fit 

RMSEA 0.058 <.08 Adequate Fit 

PCLOSE 0.19 >.05 Close Fit 

The relative normed Chi-square (ɢ^2/df) value of 2.428 indicated an adequate fit between the 

hypothesized structural model relating innovation capability and strategy execution and the 

sample data. In addition, the NFI, CFI, and TLI ranged from 0.899 to 0.954 indicating an 

adequate fit. The RMSEA [.058 (90% CI: .081, .095) with p > .050] was also within the 

acceptable range indicating a reasonable error of approximation of the model. All these indices 

suggested that the data was an adequate fit of the innovation capability and strategy execution 

hypothesized structural model. The path diagram resulting from the modified structural model 

is depicted in Figure 1. 
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Figure 1: SEM Path Diagram - Relationship between Innovation Capability and 

Strategy Execution 

Figure 1 shows that all the factor loadings except ICL were above 0.5. A decision was reached 

to retain the ICL construct with a 0.37 factor loading as the path was statistically significant 

and its deletion could have resulted to a poorer model fit. The R2 was 0.43 indicating that 

innovation capability explained 43% of the variance in strategy execution. The path diagram 

further shows that innovation capability and strategy execution hypothesized path was positive 

(ɓ = 0.73). Further, the Beta weight of 0.73 signifies that a change of one standard deviation in 

the innovation capability will result in a change of .73 standard deviations in strategy execution. 

Finally, the structural model regression coefficients were assessed. In particular, the p-value of 

the main path between innovation capability and strategy execution was evaluated. These 

regression coefficients are summarized in Table 6.  

Table 0: Regression Coefficients for Relationship between Innovation Capability and 

Strategy Execution 

Path Beta (ɓ) S.E. C.R. P 

Strategy 

Execution 
<--- Innovation 0.732 0.193 5.523 ***  

ICI <--- Innovation 0.73  
  

ICC <--- Innovation 0.895 0.342 5.486 ***  

SEA <--- Strategy Execution 0.836  
  

SER <--- Strategy Execution 0.738 0.129 7.265 ***  

SES <--- Strategy Execution 0.658 0.137 7.335 ***  

ICL <--- Innovation 0.374 0.158 3.772 ***  

P < 0.05 *, P < 0.01 **, P < 0.001*** 

As presented in Table 6, all the paths in the model had p-values of less than .05 and thus were 

statistically significant at .05 level of significance. In particular the innovation capability and 
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strategy execution path had a p-value of less than .05. This p-value denoted that the 

hypothesized path between innovation capability and strategy execution was statistically 

significant. The null hypothesis that innovation capability has no significant influence on 

strategy execution was thus rejected at.05 level of significance capability. This study therefore 

supports the hypothesis that innovation capability has a positive significant influence on 

strategy execution.  

This finding that innovation capability has a significant positive influence on strategy execution 

was comparable to other study findings. Though previous researchers have approached the 

operationalization of innovation capability differently, most agree that it positively influences 

introduction of new products and implementation of new systems. Rosenbusch, Brinckmann, 

and Bausch (2011) in a meta-analysis of 42 empirical studies accentuate the strong link 

between innovation and strategy execution and the resulting improvement in organizational 

performance. Further, Akman and Yilmaz (2008) found that there is a strong and positive 

relationship between innovation strategy and innovation capability. Similarly, Jime´nez-

Jimenez et al. (2008) support the innovation linkage to strategy execution by asserting that the 

capability leads to improved strategic performance. These findings agree with the findings in 

this study that innovation capability positively influences strategy execution. 

This study also found that the three sub-constructs namely intention to innovate, learning 

capability and creativity influence innovation capability. This is in agreement with Yang 

(2012) who accentuates intention to innovate as influencing strategy execution. In this study, 

learning had the least influence on innovation capability. Previous studies have had conflicting 

findings. Hult et al. (2004) found that learning is an antecedent to innovativeness. Alegre and 

Chiva (2008) found a link between learning and performance of new product innovation. On 

the contrary, Ferraresi, Quandt, dos Santos & Frega (2012) refute that learning significantly 

influences innovativeness. In this study, creativity which resides in the staff had the highest 

influence on innovation capability. Similarly, Baer (2012) linked highly motivated employees 

to the likelihood of pushing forward innovative ideas to realization. The findings in this study 

largely agree with those of other studies on the antecedents of innovation. 

From the Kenyan context, there are limited studies to the best of the authorsô knowledge that 

focus on the innovation capability and strategy execution linkage. Kibicho (2015) links 

innovation to strategy implementation success in the insurance sector. Additionally, Thatia and 

Muturi (2014) found lack of innovation as being detrimental to ICT implementation at K-Unity 

a SACCO that was among the 164 in this studyôs population. This study advances the notion 

by Thatia and Muturi (2014) that innovation capability influences implementation in DT-

SACCOs. However, unlike Thatia and Muturi (2014), this study considers innovation beyond 

ICT implementation. Overall, this study adds to the body of knowledge on the relationship 

between innovation capability and strategy execution. 

Conclusions and Recommendations 

There are several broad conclusions that can be made from this study. First, the study concludes 

that innovation capability has a significant positive influence on strategy execution. In 

particular, the study deduces that the intention to innovate, learning and creativity all 

significantly and positively influence innovation. Second, the study concludes that SACCOs 

need to cultivate innovation capability to support strategy execution. By cultivating an 

innovative spirit organizational wide, SACCOs are likely to fast track strategy execution. 

The study suggests that strategy execution in SACCOs can be improved by setting clear 

objectives supported by a plan of action on how and when to achieve them. The study also 
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suggests that sound management of the available resources need to be at the center of 

improving strategy execution. In particular, resources should be allocated according to the 

priority areas identified in the strategic plan and adjustments made based on major changes in 

the strategic direction. Delays in strategy execution can be curtailed by adequate resourcing. 

Finally, the study suggests that there is need for alignment with both the internal and the 

external environment. Internally, desired strategic direction needs to match the policies, the 

structure and culture. Externally, the strategy needs to be aligned to the social economic 

conditions as well as the regulatory requirements. With a better understanding of the 

environment, SACCOs and any other organization seeking to renew itself can get better at 

strategy execution.  

Though this study provides unique insights into the innovation capability and strategy 

execution linkage, it also provides suggestions for further research. This study was limited to 

collecting cross-sectional data from heads of departments. It is proposed that future studies 

extend to other study populations. Further, in addition to self-administered questionnaires, 

structured interviews could be considered for in-depth insights. Longitudinal studies tracking 

innovation capability and strategy execution over time are also proposed. Finally, a study that 

cuts across different sectors is proposed. This is because the sector of study is very unique as 

it is member-owned, member-managed and democratically controlled and these findings may 

not be generalized to all other sectors.  
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Abstract 

This study investigated the influence of Strategic Welfare Services on employee performance in Level 

Five Public Hospitals in Kenya guided by human capital theory, cybernetic theory, contingency theory, 

goal setting theory and AMO theory. The study used descriptive research survey and adopted cross-

sectional survey research design. The study targeted all permanent employees within the ranks of senior 

management, middle management, lower management and general staff in the hospitals. This involved 

a target population of 1428 employees from which a sample of 146 was obtained through simple random 

sampling. Proportionate sampling was used in selecting the permanent employees from the hospitals 

representing 10% of the accessible population. Two hospitals not included in the final study were 

purposively selected for a pilot study to check on reliability and validity of instruments. Both primary 

and secondary data collection methods were used in form of questionnaires and interview schedules. 

Collected data was descriptively analyzed and presented in tables. Correlation and multiple regression 

were conducted at 0.05% level of significance to determine the strength and direction of the relationship 

between variables. Study findings indicated that strategic welfare services influenced employee 

performance in the level five public hospitals in Kenya. The authors recommend the use, 

implementation and sensitization of strategic welfare service contingent to the health sector that will 

steer up employee performance. The paper is an information source for government departments, the 

health sector, NGOs and individuals on employee welfare. 

Keywords: Strategic Welfare Service, Employee Performance, Level Five Public Hospitals, Health 

Sector 

Introduction  

The concept of Strategic Human Resource Management (SHRM) evolved in the 1990s with 

emphasis on a proactive, integrative and value-driven approach to human resource 

management (Schuler, 2007). Influenced by the global competition and the corresponding 

search for sustainable competitive advantage, the concept achieved prominence because it 

provided a means by which firms could enhance the competitiveness and promote managerial 

efficiency and effectiveness through employee performance organizations. By nature, SHRM 

implied a managerial orientation which ensured that human resources were employed in a 

manner conducive to the attainment of organizational goals and objectives. Ideally employees 

spend most of the noteworthy time of their life at the workplace, hence becoming their home. 

Employees, shareholders, creditors, suppliers, government among other stakeholders influence 

companyôs effectiveness therefore are important for a company. If they are to be prioritized, 

Cite: Makhamara, F. H., Mwathe, J. W., & Bula, H. O. (2019). Strategic Welfare Services 

on Employee Performance in Level Five Public Hospitals in Kenya. The University 

Journal, 1(3), 41-56. 
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employees would undoubtedly top the list as they are undeniably crucial stakeholders who 

directly influence work performance in a given organization by stabilizing the tremors caused 

by the business environment. Every company or organization has an inexplicable role to play 

in providing welfare services to the employees not just monetary but also non-monetary. A 

satisfied employee is the key ingredient for progress of every sector and the concept of 

employee welfare was and will always be a part of the any sectorôs performance.  

Background of the Study 

Employee Welfare Services 

The concept of employee welfare has been used by many organizations as a strategy to improve 

performance of employees. Manzini and Gwandure (2011) observe that work related problems 

can lead to poor quality of life for employees leading to a decline in performance. According 

to Priti (2009), the role of welfare activities is to promote economic development by increasing 

efficiency and productivity with the underlying principle being, making workers give their 

loyal services ungrudgingly in genuine spirit of co-operation and their general well-being. 

Nonetheless Mwiti (2007) argues that naturally, welfare services may not directly relate to an 

employee's job but the presence or absence of the services is notable through employee 

performance, attitude, high or low labour turnover. The health sector and specifically level five 

hospitals provide essential service to the public in Kenya. It is therefore imperative that the 

county governments and the Ministry of health provide these services to them. 

The services may either be voluntarily provided by progressive and enlightened employers at 

their will as a social responsibility or compelled by laws through government and the trade 

unions. Employee welfare entails all those activities of employer, which are directed towards 

providing the employees with certain facilities and done towards the comfort and improvement 

of employees (Kimathi,2017). The welfare measure need not be monetary but in any kind 

including items such as allowances, housing, transport medical insurance and food. Employee 

welfare also includes monitoring of working conditions, creation of industrial harmony through 

infrastructure for health industrial relations and insurance against diseases incident. 

According to Friedlander (2006), employee welfare services are very broad areas of interest. 

When the environment is good, employers address employee welfare services in the 

organization and also consider employee welfare services in terms of pressures one will 

experience outside the working place. Then an employer who is genuinely interested in the 

welfare of his/her employees need to be concerned about creating a positive work environment 

where staff recognise that they are valued. Okereke et al, (2010) view welfare as a corporate 

attitude or commitment reflected in the expressed care for employees at all levels, underpinning 

their work and the environment in which it is performed. Coventry and Barker (1988), 

particularly asserted that employee welfare included providing social club and sports, facilities 

as appropriate, providing canteens running sick bays, savings schemes, pension funds and leave 

grants, making soft loans approving staff transport, maternity allowances, medical insurance 

covers and proving fringe benefits. The Committee of experts on welfare facilities for 

employees constituted by the International Labour Organization (ILO) in 1963 has divided the 

welfare measures into intramural and extramural schemes. The Intramural welfare amenities 

are those provided within the premises of the establishments such as sanitary facilities, crèches, 

rest shelters and canteens, drinking water, prevention of fatigue, health services including 

occupational safety, administrative arrangements, uniforms and protective clothing, shift 

allowance among others. Employer secures the benefits of high efficiency and low employee 

absenteeism and minimum employee turnover. Facilities like housing, medical benefits and 

education facilities help to increase productivity of workers. Performance on the other hand 



 

~ 43 ~ 
 

The University Journal                     Volume 1 Issue 3 2019            ISSN: 2519 ï 0997 (Print)  

means goods and services produced in a specified period of time in relation to the resources 

utilized (Singh, 2009). But Cohen et al (2005) contented that it is more than a narrow economic 

measure, as it also measures how well the group performs its required tasks to satisfy its 

customers both internally and externally. In effect, performance suggests effectiveness and 

efficiency of the employees. 

According to Nyamwamu et al., (2012), welfare services can be used to secure the labour force 

by providing proper human conditions of work and living through minimizing the hazardous 

effect on the life of the workers and their family members (Manzini & Gwandure, 2011). 

Welfare services may be provided for matters concerning employees in terms of supplementing 

the income of the workers by providing services such as housing, medical assistance, canteens 

and recreation facilities (Mishra and Manju, 2007). Further, welfare facilities help in raising 

employeesô standards of living. This makes workers to pay more attention towards work and 

thus increases their productivity and foster better industrial relations, help organizationsô 

visibility and popularity (Priti, 2009).  

Devolved Health Sector in Kenya 

The 2010 constitution provides a legal framework that guarantees an all-inclusive rights-based 

approach to health service delivery to Kenyans. In order for the health services to be all 

inclusive and rights-based, as envisaged in the constitution, four important inputs are required. 

First, there has to be the availability of a network of healthcare facilities; second, the facilities 

must be functional with competent and motivated staff; third, there needs to be supplies of 

essential medicines, and, finally, funds for the operation and maintenance of health facilities 

must reach the facilities on time. These four factors are primary to delivering the healthcare 

promise to the 62 per cent of Kenyans who primarily rely on the public healthcare system 

(Mwangi 2013, cited by Kimathi, 2017). 

The Kenya Health Policy 2012-2030, provides an institutional framework that specifies the 

institutional and management frameworks required under the devolved system. The policy sets 

out the objectives of the new governance structure as:  

Á Delivery of efficient, cost effective and equitable health services;  

Á Devolution of health service delivery, administration and management to the 

community level; Å stakeholder participation and accountability in health service 

delivery, administration and management;  

Á Operational autonomy;  

Á Efficient and cost-effective monitoring, evaluation, reviewing and reporting systems;  

Á Smooth transition from old to devolved structures; and  

Á Complementarity of efforts and interventions 

Employee Performance 

Employee performance is a multidimensional and dynamic core concept within work and 

organizational psychology. The term is synonymous with human resources (employees) and 

their performance in a given organization. It has to do with all the job activities expected of an 

employee and how well those activities are carried out (Kavoo-Linge et al., 2013). Employee 

performance has also been viewed in terms of outcomes and behaviour based on individual 

factors as personality, skills, knowledge, experience and abilities. According to Armstrong 

(2009), different indicators are used to measure performance. Quality could be measured by 

percentage of work output that must be redone or rejected, customer satisfaction that is 

measured by the number of customers that are faithful and customer feedback; timeliness of 

efficiency; measured in terms of how fast work is performed by the employee when given a 
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particular task. Makataôs (2008) observation however focuses on absenteeism and 

achievements onset objectives. According to Kenney et al., (2003) employeeôs performance is 

measured against the performance standards set by the organization. These could be 

productivity, efficiency, effectiveness, quality, profitability measures and customer feedback 

be it positive or developmental feedback. 

It is worth noting that Employee performance is crucial if an organization is to maintain its 

efforts towards the realization of predesigned goals especially in a competitive environment. 

Emerging issues in most organizations in the field of Human resource has forced most 

organizations to re-engineer the way they recruited, trained, retained, motivated and rewarded 

its labour force. The successful future of any sector in an economy depends on its strategic 

approach to economic issues. The level 5 hospitals, being key pillars of Kenyaôs economy 

require a high degree of competitive and high performing employees (Nyanjom, 2011). 

Statement of the Problem 

Employee performance has become a major concern in many organizations. Welfare services 

are very important to all the employees in any organization and particularly the health sector. 

Consequently, a lack of it may lead to absenteeism, high turnover and lack of satisfaction. 

Welfare includes everything done for the comfort and improvement of employees apart from 

wages such as monitoring of working conditions, infrastructure for health insurance, accidental 

and unemployment benefits for workers and their families, transport and medical maternity 

leave, education for children and post-retirement benefits (Munyoki, 2010). Most of the 

hospitals in the county governments rarely provide overall competitive packages of employee 

welfare benefits to its employees, which results in low performance, high turnover, and 

retention problems. 

The Level five hospitals have been faced with increased agitation from the workers unions and 

staff association because of the inadequate employeeôs welfare services, poor administration 

or total withdrawal of the existing ones. The dissatisfaction of employees towards the 

administration and management of employee welfare activities need proper investigation and 

examination in order to find a lasting solution to these numerous problems.  

Studies such as Cook (2008) who examined the effects of fringe benefits on rate of quitting in 

addition to the effects of wages; Pegg (2009) who investigated how benefits can impact on 

satisfaction, motivation and performance levels and how organizations are choosing to inform 

their people about the type of benefits on offer; and Mulwaôs (2010) study on factors that 

influence staff turnover in World Vision and recommending a review of existing pension plan 

to address staff expectation still remain inadequate prompting the current study to investigate 

whether strategic employee welfare services influence performance of employees in the Level 

Five Public Hospitals in Kenya.  

Objectives 

This paper entails a study conducted to determine the influence of strategic Welfare services 

on employee performance in Level Five Public Hospitals in Kenya and is drawn upon the 

hypothesis that: Employee welfare services has a positive significant influence on employee 

performance in the health sector in Kenya. 

Theoretical Review 

Quality of Work Life, epitomized in employee welfare is the degree to which the employees 

are able to satisfy important personal need through their experiences in a company (Singh, 

2009). According to (Aswathappa, 2004), it involves physical, mental, moral and emotional 
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well-being. This is conceptualized by Singh (2009), as occupational health which together with 

suitable working time and appropriate salary, increase motivation and satisfaction of an 

employee. Ulrich (2005) cited by Sabwani (2014), attempts to link strategic welfare service 

and employee performance relying on a belief that improving the way people are managed 

inevitably leads to enhanced performance.  

Human Capital (HC) Theory  

This theory states that people possess innate abilities, behaviours and personal energy which 

are elements that make up the human capital (Davenport, 1999). In HC theory it is the 

knowledge, skills and abilities of individuals that create value. As a result, focus has to be on 

the means of attracting, retaining and developing human capital. According to Armstrong 

(2010), individuals generate, retain and use knowledge that creates intellectual capital. The 

individualôs knowledge is then enhanced by the interactions between them i.e. social capital 

which generates institutionalized knowledge that organizations own. In linking this theory to 

the health sector in Kenya, the study notes that the Human resource for Health (HRH) is a key 

resource. The theory confirms that knowledge, skills and abilities of individuals create value 

hence focus had to be on the means of attracting employees, welfare services offered by the 

health sector in, retaining and motivating employees (Doctors, Nurses, Clinical Officers, 

laboratory technicians, information technologists and in general the health workers and 

administrators) for better performance.  

Goal Setting Theory 

The theory was advanced by Latham and Locke, (2002); who emphasized goal setting and 

encouragement of decision rights and employee voice as a basis for employee performance. 

According to (Kagaari, 2010), the scholar emphasized that taking responsibility for results 

required that organizational members are given the opportunity to influence their results 

favourably and have the freedom to take action. This implied that people had to be authorized 

by their managers to independently and swiftly take action on problems without having to ask 

for permission first. According to Armstrong (2009), employees are most likely to meet or 

exceed performance goals when they are empowered with the authority to make decisions and 

solve problems related to results for which they are accountable in the right environment.  

Contingency Model (Best Fit Model) 

This model asserts that there exist no universal or unique HRM practices and or policies, but 

rather they are contingent to an organizationôs context, business strategy, and culture (Storey 

& Sisson, 2000). Proponents of this school of thought assert that HR practices are more 

effective when properly integrated with a given environmental and or organizational situation. 

Contingency theory emphasizes best fit, which requires that HR practices are suitable for 

organizationôs situation, such as the culture, internal and external environments, and 

operational procedures. When applied HR practices should then consider the mutual needs of 

the people and the organization in question.  

The main tenet of best fit theory is an exploration of the connection between HRM and strategic 

management through an examination of the vertical integration between an organizationôs 

operation strategies and the drafted HRM processes and policies (Ulrich & Brockbank, 2005). 

Vertical integration is the fit that gives leverage by means of policies, processes, and 

procedures that are largely known to be the core of the strategic approaches in managing human 

capital (Schuler et al., 2007). Therefore, best fit facilitates a clear and strong connection 

between internal HRM practices and policies and the external strategies concerned with the 

business market. This creates competence and ultimately led to superior employee performance 
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that is reflected in organizational success (Marchington & Grugulis, 2006).  

Linking contingency theory to health sector and specifically County Hospitals, the authors 

noted that all the Four County Hospitals selected for the study had different styles of managing 

their employees, they had different structures, facilities and they were located in different 

environments or locations. This meant that the hospitals in these counties operated contingent 

to their structures, leadership style, physical facilities or amenities, welfare services that they 

offered, resources and cultures that was why we had best performing governors and worst 

performing governors. 

Conceptual Framework 

Conceptual framework gives a diagrammatic representation of linkages or relationships 

between study variables (Robson, 2011).  

Dependent Variable       Moderating Variable  Independent Variable 

Strategic Welfare Services  HRMP Act, 2012  Employee Performance  

Á Work-Life-Balance       

Á Pension schemes   Implementation   Staff Efficiency, 

turnover, 

Á Family leave/Maternity  Knowledge of the Act  Staff Turnover, feedback 

Empirical Review  

Strategic welfare services encompassed a desirable state of existence involving physical, 

mental, moral and emotional well-being of an employee. According to Stratton (2009), welfare 

services are a financial or other assistance offered to an employee or family by an organization. 

Employee welfare is a comprehensive term that included various services, benefits and 

facilities offered to them by employers. Some of the various welfare services included; 

allowances, housing, transport, medical insurance, pension schemes, family leave and 

canteens, sick days, child care programs, financial assistance, educational (Lagat et al., 2014).  

In addition, fee benefits, wellness programmes, medical insurance and workers compensation 

programs are services through which employee performance is enhanced, Stratton, (2009). 

Child care programs help attract and retain employees with young children. Organizations that 

put in place a child-care centre within the work premises minimise stress that is brought about 

by rearing tender age children and it immensely increases productivity giving the worker 

security to work and consequently improves their performance (Okumbe, 2010). Transport 

benefits in form of transport allowance, car allowance, company car or van pooling is very 

important in the performance of the employee.  Accordig to Okumbe (2010), an organization 

that provided an employee with a company car increased his or her performance and prestige. 

This had an emotive impact on the employee as it is considered prestigious. Van pooling is 

also very popular with companies; they provided a van that could be used by a number of 

employees at the same time.  

Employers who provide transportation benefits eased movement among the employees which 

leads to employee satisfaction and performance (Okumbe, 2010). Most organizations provide 

welfare facilities to their employees that keep them highly motivated. Employers understand 

that stress free staffs is a major asset to the organization and therefore provided welfare services 

and programmes which are concerned with the total well-being of the staff both at work and at 

home.  
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Kuria (2012) carried out a study on the effect of employee welfare programmes on job 

satisfaction of employees within the flower industry in Kenya. He pointed out that employee 

welfare programs rested mainly on the abstract ground of social responsibility on organizations 

for employees that worked for them. The study established that the welfare services like 

insurance, maternity leave, and leave allowance provided by the flower industry had a positive 

effect on employee performance. Hence organizations need highly performing employees for 

them to realise their goals in the delivery of services and it increased their competitive 

advantage.  

According to Okumbe (2010), an organization that was genuinely interested in the welfare of 

its workers was concerned about creating a positive work environment where individuals 

recognised that they were valued, it then boosted their performance. Medical insurance 

coverage was one of the welfare services that enhanced employee performance. Due to the high 

cost of hospitalization, surgical and maternity care, it had become necessary that employees be 

cushioned against these costs putting in place Medical insurance. Employees with medical 

insurance were more likely to be satisfied with their work and with the employer which then 

eventually translates into effective performance. 

According to Masinde (2011), in a comparative study carried out on the effects of social 

welfare facilities on employee motivation in Pan African Paper Mills and Mumias Sugar 

Company, the study established that facilities provided to employees were a strong 

motivational element that enhanced employee performance. Studies carried out by Manzini 

and Gwandure (2011) revealed that employee welfare has been used by many organizations as 

a strategy to improve performance of the employees; especially in telecommunication industry, 

since work related problems can lead to poor quality of life for employees and decline in 

performance. Patro (2015), in a comparative analysis of welfare measures in public and private 

sector found that an employeeôs welfare facility is the key dimension of smooth employer-

employee relationship. These welfare services improve the employeesô morale and loyalty 

towards the management thereby increasing their happiness, satisfaction and performance.  

A research in different organizations by Patro (2012) identified that the employees are assets 

of any organization. The needs of the employee must be satisfied in order to meet the goals of 

the organization. Any organization would be effective only when there is high degree of co-

operation between the employees and their management. Meena & Dangayach (2012) analysed 

the employeesô satisfaction of private Sector Banks and Public Sector Banks, Five banks were 

considered in which three were public sector banks and remaining two were private sector 

banks. It was found that satisfied employees made positive contributions to the organizational 

effectiveness and performance. In another study, Gray and Shasky (2007) also using multiple 

regression analysis examined the impact of strategic HRM practices on the performance of 

state Governments agencies. The results showed that when organizations employed such 

personnel practices as internal career ladders, welfare Services like Insurance, Pension, car 

allowance and result-oriented performance appraisal, employment security. They were more 

able to achieve their organizational goals and objectives. 

The HRM practice adopted during in the process of this study was that of establishing how 

well the hospital operational system like reward systems, welfare services like Pension 

schemes, work life balance improved employee performance 

Methodology 

The study adopted a cross-sectional survey research design and  utilized both quantitative and 

qualitative research approaches that were ideal in collection of data through the instruments of 
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questionnaires and interview schedules.The Quantitative research approach enhanced the 

collection of numeric data from a large number of respondents and was also instrumental with 

pre-set questions and responses, analysis of trends, comparing groups, and relation of variables 

using statistical analysis. It was also ideal in the interpretation of results by comparing them 

with previous predictions and past research, and in writing the research report using standard, 

fixed structures and in taking an objective and unbiased approach. Qualitative research 

approach on the other hand enabled the exploration of the problem and developed a detailed 

understanding of a central phenomenon using literature that had been reviewed.  

The philosophy that guided the research was positivism philosophy. This is a philosophy that 

allows the researcher to make various assumptions. Such assumptions may include operating 

within agreed norms and practices as well as the idea that is possible to distinguish between 

more and less plausible claims that science may not provide all the answers, (Kothari, 2009 

cited by Midida, 2014).  

The target population for the study comprised of 1428 permanent employees of the four level 

five (5) hospitals in county governments. They were Bungoma referral hospital, Kajiado 

referral hospital, Kangundo referral hospital, and Kakamega referral hospital. These were 

initially called District Hospitals. The respondents consisted of the senior management that 

included the hospital superintendents, Middle management, lower management and general 

members of staff. According to Fowler (2009), a sampling frame is a complete total list of all 

the members of the population that the researcher wishes to study hence the total number of 

respondents that were the source of sampling frame was 1428 drawn from the four (4) county 

public hospitals selected for the study using simple random sampling. Purposive sampling was 

used in picking the public hospitals from the four counties for the study. A sample size of 146 

employees was therefore selected. The sample was proportionate from the hospitals 

constituting; Bungoma county hospital (34), Kakamega county hospital (37), Kajiado county 

hospital (36) and kangundo county hospital (39). This represented 10% of the accessible 

population that is generally recommended by social researchers (Mugenda & Mugenda, 2003).   

Both descriptive and inferential statistical techniques were used to analyse the data (Kombo 

&Tromp, 2006). Descriptive data was presented inform of mean, percentages and standard 

deviation. Regression models were fitted and hypothesis testing carried out using multiple 

regression analysis.   

Findings 

The main purpose of the study was to investigate the influence of strategic welfare services on 

employee performance in Level five public hospitals in Kenya.  

Strategic Employee Welfare Services 

After the implementation of the welfare policy, the level of work improved by 66.55%. This 

confirmed the views by Okumba (2009), that welfare services are very important to an 

employee. A well looked after employee holistically will perform better. The authors used 

parameters represented by: 5=Strongly Agree, 4=Agree, 3 = Neither agree nor disagree, 2= 

Disagree and 1=Strongly Disagree. The results are as presented in Table 1. 
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Table 1: Responses on Strategic Employee Welfare Services 

Statements    5(%) 4(%) 3(%) 2(%) 1(%) Mean Std. 

Deviation 

The Level five hospital provides 

health services to staff 

 109(90.8) 6(5.0) 2(1.7) 1(0.8) 0(0.0) 4.89 .429 

The level five hospital has partnered 

with health insurance organizations 

and hospitals for staff healthcare 

 56(46.7) 54(43.3) 1(0.8) 1(0.8) 6(5.0) 4.97 5.232 

The level five Hospital allows for 

sick offs and family leave 

 106(88.3) 11(9.2) 0(0.0) 1(0.8) 0(0.0) 4.88 .396 

The Level five hospital has a pension 

scheme facility for its staff 

 83(69.1) 26(21.7) 1(0.8) 2(1.7) 6(5.0) 4.93 4.753 

The hospital gives family and 

maternity leave to its staff 

N=120 

 101(84.2) 17(14.2) 0(0.0) 0(0.0) 0(0.0) 4.86 .353 

According to the study findings in Table 1, the respondents strongly agreed that the county 

hospital provides health services to staff (M=4.89; SD=0.429); partnership of county hospitals 

with health insurance organizations had (M=4.97; SD=5.232). Hospital allows for sick offs and 

family leave had (M=4.88; SD=0.396 The hospital has a pension scheme facility for its staff 

(M=4.93; SD=4.753). The researcher also found out that county hospitals had some welfare 

programs/services in place. The study therefore established that 33.3% health insurance was 

offered to the county employees, 44.4 % indicated that recreational facilities were at the county 

hospitals, 13.0% indicated that pooled car for staff use as transport was available at the county 

hospitals and 9.3% confirmed that the county hospitals had subsidized loans for staff. The study 

also established that staff wanted the hospitals to adopt some welfare services that could 

improve employee performance. Majority of employees 55.4 % were of the opinion that the 

county hospitals introduce work life balance that will cater for employee welfare in a holistic 

manner, followed by employee pick up transport with 20.5 % and employee assistance 

programmes with 18.1% and the least 6.1% was clubs. Overall, from the above measurements 

in Table 1, we can conclude that indicators used to operationalize the variables had an 

approximate average mean of 5.00. This meant that most respondents strongly agreed that the 

county hospitals had welfare services in place.  

Employee Performance 

The findings presented in table 2 indicated that staff turnover was highest rated among 

employees as majority 83(70.3%) strongly agreed that employees in the respective hospitals 

were leaving their jobs to look for greener pastures elsewhere. However, some 34(28.8) pointed 

out that the quality of work provided by the employees in the hospitals was exceptional with 

33(28.0%) strongly agreeing that customer feedback reports indicated positive results about 

the employeeôs services. Those who expressed satisfaction with their day to day responsibilities 

and activities, efficiency of services to customers and the customers being happy about their 

exemplary service and job satisfaction accounted for 32(27.1%) respondents strongly agreeing 

to the statements. 
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Table 2: Responses on Employee Performance 

Statements  5 

(%)  

4 

(%)  

3 

(%)  

2 

(%)  

1 

%)  

Mean Std. 

Deviation 

Staff turnover has decreased in this 

hospital due to efficient use of 

human resource practices that 

motivate, us in this hospital. 

21(17.5) 2(1.7) 0(0.0) 0(0.0) 95(80.5) 1.60 1.234 

Employees in this hospital are 

leaving their jobs to look for greener 

pastures elsewhere 

83(70.3) 0(0.0) 0(0.0) 3(2.5) 32(27.1) 3.14 1.346 

The customer feedback reports 

indicate positive results about the 

employeeôs services 

33(28.0) 0(0.0) 0(0.0) 2(1.7) 83(70.3) 1.86 1.348 

The employees in this hospital are 

satisfied with their day to day 

responsibilities and activities 

32(27.1) 0(0.0) 0(0.0) 4(3.4) 82(69.5) 1.85 1.331 

The employeesô attitude towards 

work has improved 

29(24.6) 0(0.0) 0(0.0) 6(5.1) 83(70.3) 1.79 1.287 

The quality of work provided by the 

employees in this hospital is 

exceptional 

34(28.8) 0(0.0) 0(0.0) 5(4.2) 79(66.9) 1.91 1.352 

Employees in this hospital provide 

efficient services to their customers 

and the customers are very happy 

about this exemplary service 

32(27.1) 0(0.0) 0(0.0) 7(5.9) 79(66.9) 1.87 1.324 

I am satisfied with my job position 

and the responsibilities that I 

perform in this hospital 

N=120 

32(27.1) 0(0.0) 0(0.0) 0(0.0) 86(72.9) 1.81 1.339 

 

Inferential Statistics 

Inferential statistics was used to make inferences from the data to more general conditions. 

With inferential statistics, we try to reach conclusions that extend beyond our immediate data 

alone. For instance, we use inferential statistics to try to infer from the sample data what the 

population might think. Hypothesis testing (using P-values) and point estimation (using 

confidence intervals) are two concepts of inferential statistics that help in making inference 

about population from samples. The reason for calculating an inferential statistic is to get a p= 

value (p = probability). The p value is the probability that the samples are from the same 

population with regard to the dependent variable (outcome) (Creswell, 2010). 

Correlation Analysis 

The results of correlation analysis are as shown in Table 7. There was strong positive and 

significant relationship between strategic employee welfare services and employee 

performance. With a Pearson correlation coefficient r=0.648, p-value <0.05 which was 

significant at 0.05 level of significance. This indicates that highly developed strategic employee 

welfare services lead to improved employee performance.  

Testing of Hypotheses 

This section of the report provides information about testing of the research hypothesis. 

Strategic Employee Welfare Services is SEWS, and Employee Performance is EP. The 

hypothesis is tested at 95% confidence level. 
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H01 Strategic Employee Welfare Services has a positive significant influence on employee 

performance in the health sector in Kenya.  

Table 3: Model Summary for Employee welfare services 

Model R R Square Adjusted R Square 

1 .930 .865 .864 

From findings in Table 3, the value of R-Square is 0.865. This implies that, 86.5% of variation 

of employee performance was explained by employee welfare services. 

Table 4: ANOVA Employee Welfare Services 

Model Sum of Squares Df Mean Square F Sig. 

1 

Regression 1880.886 1 1880.886 738.924 .000 

Residual 292.725 115 2.545   

Total 2173.611 116    

a. Dependent Variable: EP, b. Predictors: SEWS 

From the findings in table 4 at 0.05 level of significance, the ANOVA test indicated that in this 

model the independent variable; employee welfare services; is important in predicting of 

employee performance as indicated by significance value=0.000 which is less than 0.05 level 

of significance (p=0.000<0.05). 

Table 5: Coefficients for Employee Welfare Services 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 
(Constant) 3.505 .417  8.405 .000 

SEWS .793 .028 .932 28.118 .040 

a. Dependent Variable: EP 

From Table 5; the study revealed that strategic employee welfare services had a significant 

influence on employee performance in the health sector in Kenya (t =28.118, p- =0.40<0.05). 

Therefore, at 0.05 level of significance the null hypothesis was not rejected, indicating that 

strategic employee welfare services had a positive influence on employee performance in the 

health sector in Kenya. Likewise, for every unit increase in strategic employee welfare services 

there was a corresponding increase in employee performance by 0.793. 

Table 6: Model coefficients 

Model Unstandardized Coefficients Standardized Coefficients t Sig. 

B Std. Error Beta 

1 
(Constant) 3.239 .886  3.657 .000 

SEWS .144 .082 .161 1.755 .082 

From the findings in Table 6 above; at 0.05 level of significance, employee welfare services 

was a not significant predictor of employee performance at County Hospitals in Kenya where 

(p=0.082<0.05) 
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Moderated Multiple Linear Regression 

H02 Human resource management professionalôs Act has significant moderating influence 

on Strategic Employee Welfare Services and Employee Performance in the Health 

Sector in Kenya. 

Table 7: Moderated Model ANOVA  

Model Sum of Squares Df Mean Square F Sig. R-

Squared 

1 

Regression 25.561 5 5.112 3.569 .005 0.628 

Residual 163.304 114 1.432    

Total 188.865 119     

a. Dependent Variable: EP  

b. Predictors: (Constant), SEWSMOD 

 

 

The ANOVA test is used to determine whether the model is important in predicting the 

Organizational performance. At 0.05 level of significance the ANOVA test indicated that in 

this model that the independent variables namely; strategic employee welfare services, Human 

Resource Management Professional Act is the moderating variable were predictors of 

Employee Performance as indicated by significance value=0.005 which is less than 0.05 level 

of significance (p=0.005<0.05).  

Table 8: Moderated Model Coefficients 

Model Unstandardized Coefficients Standardized 

Coefficients 

t Sig. 

B Std. Error Beta 

1 
(Constant) 3.260 .417  7.817 .000 

SEWSMOD .043 .022 .243 1.999 .048 

From the findings in Table 8 above; at 0.05 level of significance, moderated strategic employee 

welfare services was a significant predictor of employee performance of health sector in Kenya 

where (p=0.048<0.05). 

Discussion 

The study findings revealed that strategic employee welfare services had a significant influence 

on employee performance in health sector in Kenya. The null hypothesis was not rejected, 

indicating that strategic employee welfare services had a positive influence on employee 

performance in the health sector in Kenya. Likewise, for every unit increase in strategic 

employee welfare services there was a corresponding increase in employee performance. There 

was strong positive and significant relationship between strategic employee welfare services 

and employee performance. This indicates that improved strategic employee welfare services 

lead to improved employee performance. Majority of the respondents agreed that welfare 

services had a positive significant influence on employee performance in the health sector. 

They also noted that Welfare services encompass a desirable state of existence involving 

physical, mental, moral and emotional well-being of an employee. The respondents 

interviewed agreed that there existed a policy that catered for employees and that it included; 

housing, transport, medical insurance, pension schemes, family leave and canteens, sick days, 

child care programs wellness programmes monitoring working conditions.  
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These services when implemented well enabled employees to perform better at their 

workstations in the hospital. This is supported by Stratton (2009), who indicated that those 

welfare facilities and services, improved employee performance and that Child care programs 

helped attract and retain employees that had young children. The study by Okumbe (2010) also 

supports this by intimating that organizations that put in place child-care centers within their 

premises, minimize stress that is brought about by rearing and immensely increases 

productivity. Majority of the interviewed respondents agreed that medical insurance coverage 

was one of the welfare services that improved employee performance. Due to the high cost of 

hospitalization, surgical and maternity care, it had become necessary that employees be 

cushioned against these costs putting in place Medical insurance and that employees covered 

medically be insurance satisfied with their service being translated into effective performance. 

This is supported by a comparative study carried out by (Masinde, 2011), on the effects of 

social welfare facilities on employee motivation and performance in Pan African Paper Mills 

and Mumias Sugar Company. The study affirmed that a relationship existed between welfare 

services and employee performance, and that employees whose welfare was catered for 

performed better with minimum stress. 

The findings also established a good linear relationship between employee welfare programs 

and employee performance this conforms to Mwitiôs (2007) findings who established a good 

linear relationship between welfare programs and employee performance. Similarly, Priti 

(2009) elucidates that employee welfare programs foster employee performance by increasing 

employeesô efficiency and productivity. From the findings, almost all the interviewed 

respondents were of the view that employees were satisfied at their work when government 

provided pension scheme. As a result, the interviewees agreed that the provision of pension 

scheme boosted work motivation levels that enhanced performance principle of making 

workers give their loyal services ungrudgingly in genuine spirit of co-operation. 

A high level of quality work is very key if the health sector need to continue to attract and 

retain its workforce and customers. Quality of work means satisfaction of the workforce and 

customers needs through resources, activities and outcomes that arise from involvement in the 

workplace. From the respondents interviewed, employee performance in the hospitals was 

generally wanting, the quality of work was poor. This was attributed to poor internal promotion 

structure that was not catering for the staff. Staff viewed promotion as a reward that offers 

higher payment.  

This is supported by Normala (2009), who indicated that the key constituents of quality of work 

comes from higher payment, job security, good and strategic welfare services (pension 

schemes, insurance, maternal leave, work life balance) better rewards, growth opportunity and 

participation, and any organization that does not provide the above experiences poor quality of 

work. From the respondents interviewed, the study found out that some heath sector is one 

institution that is expanding in the area of technology. Devolved medical services were to act 

as a further booster in strengthening health care services across the country allowing each 

county to address its unique challenges. However, from the respondents interviewed, this has 

failed as the counties are unable to meet the demand for better remuneration and improved 

terms of service which eventually leads to strikes that cause deaths. The respondents 

interviewed revealed that there was a problem in the county hospitals that need to be addressed 

urgently in order to improve employee performance. Some respondents mentioned lack of 

medical stores, poor staff and working conditions, poor remuneration, poor internal promotions 

that are skewed and theft of drugs.  
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Human capital in the health sector was very important and so they should be taken care of 

holistically to offer better performance in this sector regarded as the backbone of a functional 

economy. This is supported by Sivakumaran (2013), who indicated that technological 

advancement cannot work alone without manpower in hospitals. He also noted that latest 

modern technologies cannot substitute the contribution made by specialized manpower in the 

healthcare industry. He noted also that shortage, of workforce, training and retention of 

employees managing young staff and accountability are very important. 

Data reveal absence of protection against occupation hazards (health and safety facilities), for 

which the discussants said they would not be committed to duty. Nwachukwu (2007), reiterates 

that to induce workers towards efficiency and high productivity, or performance the employer 

must ensure that the environment in which employees work must be free/safe from hazard. 

According to Cowling and Mailer (1992), the right to enjoy health and safety is within the 

frame work of welfare. Similarly, the right of employees to health and safety at work is one of 

the basic principles of the Labour Code responsibly/keeping) and negligence of which prima 

facie suggests the expediency for a limit in commitment to a job and an increase in risk of easy 

exposure to occupational hazards, hence impacting on work performance. Most discussants 

decried the absence risk allowance, work overload which resulted in stress that impacted on 

their performance. 

Majority of the respondents interviewed attributed the poor employee performance to the way 

the health sector was devolved. The set process was that devolution in the health sector would 

take three years but as it were it was devolved fairly quickly and everything was sent to the 

county governments without proper structures. They also added that this has become a 

weakness in the devolution as structures were not available to absorb these decisions that 

included taking care of the human resource in the health sector in these county hospitals. 

Majority of respondents interviewed emphasized that there was need for the Kenya Medical 

Practitioners, Pharmacists, Dentists Union (KMPPDU) and Kenya National Union of Nurses 

(KNUN) to be represented in the County Service Board so as to enhance the service delivery 

at the county hospitals. They also emphasized that the county health sector be led by a qualified 

person with medical background who understands the sector very well. They further intimated 

that they preferred going back to the central government rather than the county. 

Conclusions and Recommendations 

Conclusions 

From the study, the authors drew the following conclusions; Health workers are dissatisfied 

with their job. Welfare services are influential factors that affect job performance of employees 

in Level Five Public Hospitals in Kenya. As a result, employees should be given satisfactory 

conditions of employment, and also provided fairly for their requirement for positive results 

on their performance. This concurs with the social exchange theory which proposes that 

employees exhibit positive or negative behavior as a response to the treatment they receive 

from their employers. It can be concluded that employee welfare programs have a significant 

positive correlation with perceived employee performance. The dimensions of employee 

welfare especially provision of pension schemes education/training and others are indicative 

of influences of welfare programs satisfaction which leads to improved employee performance. 

There is evidence that wages and working conditions and also other policy elements, such as 

retirement schemes, flexible scheduling and safety health services contributes a great deal to 

service delivery. If this are catered for it will lead to improved performance of an organization. 

Variety of welfare services such as flexible scheduling of working hours, health insurance, risk 

allowance, safety and health in the workplace, are great contributor to performance.  
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Policy Recommendations 

Ministry of Health should provide a favorable working environment for staff in all levels of 

hospitals in the government, and develop appropriate policies to inform management and 

leadership. The National HRH Strategic Plan should be widely disseminated and 

operationalized since it will greatly contribute towards better management of the workforce in 

the health sector in Kenya. The government addresses the issue of delinking. This will help the 

Health workforce know whom they are reporting to whether county executives or the National 

government. Since Health sector is one of the pillars of vision 2030 the government should 

provide enough funds 

Areas for Further Research 

Investigations should be done on other factors which influence employee performance for 

example, environmental factors like infrastructure, facilities and location. Other scholars could 

also evaluate external factors that influence employee performance in the level five public 

hospitals in Kenya. A study could be carried out in both public and private hospitals to 

generalize what influences employee performance. Hospital service delivery required strong 

governance, appropriate financing, a functional supply chain, sufficient commodities, 

accessible health facilities and an adequate and strong health workforce. The aim is a robust 

health system through which the health workforce could deliver quality service to patient care. 

References 
Armstrong, M. (2009). A handbook of human resource management practice (11thed.) (Chapter 56). 

London: Kogan. 

Armstrong, M. (2010). Strategic Human Resource Management. (1st Ed.) London: Kogan Page 

Limited. 

Aswathappa, K (2004). Human Resource Management and Personnel Management. Tata McGraw-Hill 

Education. 

Cohen, et al, (2005) Research Methods in Education Sixth edition, First published 2007 by Routledge 

2 Park Square, Milton Park, Abingdon, Oxon OX14 4RN 

Cowlings A, (1998) Managing Human Resources, 2nd Edition, Edward Arnold, ISBN: 0340525126, 

9780340525128. 

Creswell, J.W. (2014) Research Design: Qualitative, Quantitative and Mixed Methods Approaches. 

Sage, Los Angeles. 

Kimathi and Omar (2017). Health sector decentralisation in developing countries: unique or universal! 

World Hospital Health Serv. 2002;38(2):24ï30.  

Kuria and Nyikuri M, (2015). Crises and resilience at the frontline - public health facility managers 

under devolution in a sub-county on the Kenyan coast. PLoS One. 2015;10(12): e0144768. doi: 

10.1371/journal.  

Nyamwamu, W.B. Nyakundi, A.T., Munene, C., & Okibo, W. (2012). Role of EmployeeWelfare 

Services on Performance of the National Police Service in Kenya. International Journal of Arts 

and Commerce. 1(7), 73-110.  

Kavoo-Linge, T., & Kiruri, J. (2013). The Effect of Placement Practices on Employee Performance in 

Small Service Firms In The Information Technology Sector in Kenya. International Journal of 

Business and SocialScience, 4(15), 213-219 

Kagaari, J., Munene, J.C. (2010). Performance Management Practise, Employee Attitudes and Managed 

Performance, International Journal of Educational Management,24(6), 507-530 

Machington, M. (2012). Surveying the Practice of Join Consultation in Australia. Journal of Industrial 

Relations, 34(4), 530-54 



 

~ 56 ~ 
 

Makhamara, et al.                  Strategic Welfare Services on Employee Performance in Level Five Public é  

Mazin R. (2010). The Effect of High Moral on Employee Performance. Journal of management of 

Business, 3(2), 23-42 

Midida, K.P. (2014). Factors Influencing Adoption of Integrated HRM Information System in the Civil 

Service in Kenya. Nairobi: University of Nairobi 

Mugenda, O. M. & Mugenda, A. G. (2003). Research Methods: Quantitative and Qualitative 

Approaches. Nairobi: Acts Press.  

Normala, D., (2010). Investigating the relationshipbetween Quality Work Life and organizational 

commitment amongst employees in Malaysian firms. International Journal of Business and 

Management, 5(10), 75-82 

Nyanjom, J. (2011). Decentralization system. A key to employee performance in organizations. Journal 

of management of Business, 2(1), 39-52.  

Robson, C. (2006). Real World Research. A research for Social Sciences and Practitioner Researchers. 

(2nded.). Oxford, UK: Blackwell. 

Robson, R. (2011). Relevance and Meaning of a Conceptual Framework in Research. Boston, MA: 

Harvard Business School Press.  

Sabwami, P.B., Gachunga, H., & Kihoro, J.M. (2013). Role of High-Performance Work Practices on 

Organizations Performance. International Journal of Research in Social Sciences. 2307-2347 

Schuler, R., Jackson, S., & Storey, J. (2007). HRM and Link with Strategic Management. (2nd.ed.). 

London: Thomas Learning.  

Sivakuraman, J., (2013). HR Challenges in Hospitals. Retrieved from: 

http://healthcare.financialexpress.com/life/2063-hr-challenges-in-hospitals. 

Storey, J., & Sisson, K. (2000). The Realities of Human Resources Management. Milton Keynes: Open 

University Press.  

Ulrich, D., & Brockbank, W. (2005). The Human Resources Value Proposition. Boston: Harvard 

Business School Press.  

 
 



 

~ 57 ~ 
 

The University Journal                     Volume 1 Issue 3 2019            ISSN: 2519 ï 0997 (Print)  

Influence of Age Diversity on O rganizational Perform ance: A Case 
Study of AAR Group 

James Mark Ngari Karimi 1 and Enid Busolo2 

1Chandaria School of Business, USIU-Africa; Email; jamesngari@gmail.com 
2 Chandaria School of Business, USIU-Africa 

 

 

Abstract 

The purpose of the study was to determine the influence of age diversity on organizational performance 

a case study of AAR group. The study adopted a descriptive research design as it permitted the 

researcher to describe the influence of organizational performance and age diversity. The population 

for this study comprised of 90 employees of an insurance company in Nairobi. The study found that the 

respondents were age diverse, aged between 20 and 55 years. The study also established that the 

majority of the respondents were males. The study found that the Pearson correlation co-efficient value 

for age diversity and organizational performance was a significant and positive though weak at value; 

r =0 .041, p <0.05. The variables under investigation meet the Cronbachôs threshold since the 

coefficients were above 0.7 as follows creativity and innovation 0.826, decision making 0.765, 

perception of quality 0.745, intra organization communication 0.815 and organizational performance 

0.812. The study concluded that, age diversity is a very crucial resource for firms that intend to have 

sustainable workforce. It recommends that managers should perceive age diversity as a source of 

competitive advantage within the firm. They should embrace age diversity for the potential influence 

that it has for creativity and innovativeness in the firm.  

Keywords: Age Diversity, Organizational Performance, Insurance Group  

Introduction  

Workplace or organizational diversity has thus become a buzzword for modern corporations 

and a topic of high importance for organizations, analysis and scholars. It is more so important 

for firms that are endeavoring to position themselves aggressively for growth and to attain a 

competitive advantage (Deloitte, 2014). Diversity is a key concept in management of human 

resources today and therefore many corporate organizations has come up with different policies 

in order to govern their organizations and adopt best practices that can apply in all 

organizations. This research dealt with one of the diversities today that is Age diversity. Due 

to the millennials taking the center stage in organizations today, the current employeeôs 

demographics are considered an issue due to the fact that some of the positions within 

organizations are expected to be held by experienced employees. For the purpose of this study 

three elements of age diversity were considered that is; creativity and innovation, decision 

making and problem solving, quality service and products and finally intra organization 

communication. In contemporary organizations, diversity is perceptible in the cultural, 

religious, language, gender, ethnic, educational and personality orientations of the workforce 

and is a matter of great global concern. In Europe, diversity is being embraced in the public 

sector as standard modus operandi. In 2003, Norway enacted a law that mandated a 40% 

inclusion of women in the publicly listed companies and the European Commission (EC) has 

proposed that the members states ensure women presentation in the public listed companies to 

Cite: Karimi, J. M. N., & Busolo, E. (2019). Influence of Age Diversity on Organizational 

Performance: A Case Study of AAR Group. The University Journal, 1(3), 57-68. 
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30% and 40% by 2015 and 2016 respectively (Christiansen, Lin, Perreira, Topalova & Turk, 

2016). Africa has also witnessed transformation in the diversity of the workforce and embrace 

of the same. According to Mwikali and Kyalo (2015), Nigeria has realized a precedent change 

in the heterogeneity of organizationsô workforce. They note that Nigeria organizations not only 

boast of diversity in terms of age and gender but more importantly in the ethnicity and 

nationality of the workforce. These were considered as sub variables for age diversity.  

Age diversity has been identified as one of the strategic capabilities that will add value to 

organizations over their competition. As the insurance sector is one of is one of the most 

competitive sectors of the economy, it attracts the best and highly innovative people to work 

here. Age is one of the most commonly diversified demographic variables observed among the 

workforce of many organizations. Thus, the present study focuses on the influence of the age 

diversity and organization performance.  

Statement of the Problem 

Most studies on organizational performance use a variety of success measures each financial 

and non-financial. Some specialists have examined the organizational performance 

theoretically and through empirical observation and the results show different measurement 

(Muafi, 2009; and Gary, 2009). Performance indicates to the degree of accomplishment of the 

mission at the work place that builds up an employee job (Cascio, 2006). Daft (2000), mention 

that organizational performance is the organizationôs capability to accomplish its goals 

effectively and with efficiency using resources.  

According to Swiss Re-Sigma (2012), gross premium declined by 1.3% and 0.8% in the 

emerging and developed markets respectively showing a decrease in organizational 

performance of the insurance industry. Internally, insurance companies have had to grapple 

with the increasing diversity of the workforce and the need for diversity management has been 

an added strain on financial resources which makes it difficult to attract the requisite talents 

(human capital) that represent the age diversity of millennials in the workplace hence 

inadequate performance. African Air Rescue (AAR) initialized operations in 1984 as a 

company focusing exclusively on air rescue activities. However, it later transformed into a 

health management organization offering both healthcare and insurance services as its two 

Specific Business Units (SBU) (Zikusooka & Kyomuhangi, 2007). Since then, the company 

has experienced extensive growth rates growing into multinational corporation (MNC) with 

affiliates within four East African states, Rwanda, Kenya, Uganda and Tanzania, establishing 

a branch in Zambia in Southern Africa (AAR Insurance, 2017).  

With this growth, the company has witnessed a precedent growth in the diversity of its 

workforce in terms of age, gender, ethnicity, nationality, race, religion, educational background 

among others. The extent to which this diversity can account for the companyôs growth and 

expansion is interesting and worth studying. Certainly, the cross-industry realization of the 

potential positive impacts of workforce diversity has inspired interest in the issue. Deloitte 

(2014) observes that workforce diversity has become a topic of great importance in 

organizations and scholars concentrated on the examining its impacts on organizational 

perforce. Agolla (2007) concurs arguing that the workforce diversity management is an 

indispensable tool in attaining efficiency in firms. Moore (2011), partner and head of London-

based Crowe Clar Whitehall contends that diversity is an indispensable tool in the attainment 

of competitive advantage and optimum organizational performance. Despite the existence of a 

lot of literature on the relationship between diversity and organizational performance, there is 

seldom no literature on how age diversity affects organizational performance. Furthermore, the 
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few studies that have focused on the impact of demographic diversity on organizational 

performance, have not examined the impacts on non-financial aspects of organizational growth 

(Darwin, 2014). Consequently, understanding how age diversity affects such performance 

attributes such as creativity and innovation, decision-making, the quality of services and 

products, intra-organizational communication and flow of information, management and 

leadership, corporate culture and reputation, team performance, employee productivity and job 

satisfaction as well as the competitive advantage is still problematic.  

Objective of the Study  

The objective of the study was determining the influence of age diversity on organizational 

performance; a case study of AAR group 

Review of Literature 

Theoretical Review  

The theories that informed the study are resource-based theory and institutional theory of 

diversity management. The theories have been discussed below.  

Resource Based Theory  

The main focus of Resource Based Theory of Diversity Management is how the 

implementation of diversity will affect organizational resources. There are four categories of 

resources that organizations possess: physical capital, financial capital, human capital, and 

corporate capital resources. These resources can either assist or inhibit the operations of the 

organization. Organizations attempt to use these resources in ways that will of course assist 

and improve business. From a business perspective, organizations that are more diverse gain 

an advantage compared to organizations that are homogenous. Diversity within organizations 

increases financial performance when a growth or innovation strategy is used (Richard, 2000; 

Richard, Barnett, Dwyer, & Chadwick, 2004; Richard et al., 2003 as cited in Yang & Konrad, 

2011). Richard and Johnson's 1999 study (as cited in Yang & Konrad, 2011) found that firms 

with more diversity management practices in place experienced lower levels of turnover and 

that diversity management practices interacted positively with an innovation strategy, resulting 

in higher productivity and better market performance. Organizations that are diverse gain 

several advantages over organizations who fail to implement diversity policies.  

Institutional Theory  

This theory, based off of organization theory, recognizes that in order to determine an 

organizationôs structure one cannot separate the social environment found within an 

organization. In order to understand the structure of the organization it must also be understood 

that the behavior of employees in organizations and organizations themselves have limiting 

factors such as legislation, laws, rules, regulations, and social and professional norms. Because 

organizations are held to similar norms and regulations, they tend to develop similar 

administrative structures. This conformity shows that organizations are willing to be consistent 

with these norms and they begin to garner legitimacy for their operations. By proving 

legitimacy through its actions, organizations prove what their priorities are and can begin to 

accumulate material resources from others. In summation, because laws require organizations 

to become diverse, they must prove to both individuals within the organization and individuals 

outside of the organization that they are conforming to these laws and norms. If an organization 

fails to follow these laws or norms then its operations will be questioned and it may also be 

terminated for violating the law.  
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Empirical Review  

Creativity and Innovation 

Age diversity has been found to be a vital and strategic capability that adds value to the firm 

especially in the face of competition (Darwin, 2014). One way in which age diversity brings 

value to the firm and increases a firmôs overall performance is by facilitating creativity and 

innovativeness. Creativity refers to the generation of novel ideas which are both useful and 

appropriate while innovation is the intentional introduction, within a workteam of novel ideas, 

procedures and processes that are new (Hertel, and & Zacher, 2015) However, they contend 

that despite an increase in empirical studies on ages and work, studies focusing on the link 

between age and creativity or innovation have not been limited. Nonetheless, some of the 

studies that have been conducted on the issue have found a positive realationship between age 

diversity and creativity and innovativeness in ideas, procedures and processes in the 

organization (Darwin & Palanisamy, 2015). Other studies have associated age diversity with 

more performance in creative tasks. Simons and Rowland (2011) found that diversity produces 

different perspectives, knowledge and skills that enhance creativity and innovativeness and 

less conformity with past and existing norms. Gupta (2013) asserts that values that people of 

different age group possess do complement each other and that this increases the 

innovativeness and creativity of age-heterogeneous workforces as compared to a more 

homogeneous one.  

 However, age diversity does not always generate positive results on organizational 

performance due to common stereotypes that surround the issue of age. Some of the stereotypes 

are that old workers are prone to more health problems, are unable to adopt to the current 

technological demands and organizational changes and are generally offer poor returns on 

investment (Tolbize, 2008). In fact, some studies have found that more diversity in age has 

significantly less effect on the overall productivity of the firm. Darwing (2014) argues that due 

to the stereotypes, firms do not explore the full potential offered by both the old and the young 

employees in their firm. Nonetheless, as Darwin and Palanisamy (2015) note, some studies 

have also found no important link between age diversity and a firmsô performance. A similar 

finding was found by Ng and Felman (2013) when they conducted a bivariate analysis on the 

relationship between the two: age and innovation (creativity), focusing on creativity ósellingô 

of ideas to customers (idea dissemination) and implementation of the idea and found neither 

linear nor non-linear association. At the same time, Darwin (2014) found a negative association 

between employee performance and age diversity. However, it is possible that other 

contravening factors including the nature of work, the firmôs business strategy as well as the 

human resource practices that influence employee performance. The limited research on the 

issue could explain the inconsistencies of current literature on the link between age diversity 

and creativity, and innovativeness.  

Decision Making and Problem Solving 

Decision-making is a spectrum of cognitive functions that are performed consciously and 

which incorporate consideration of environmental elements in a given context and time 

(Cardelle-Elawar, et al., (2007). It is the fulcrum of the functioning of the firm and therefore a 

critical aspect of organizational performance. Decision making also involves the interaction 

the person solving the problem and the problem that requires solving in a given context. Zaidi, 

et al, (2010) has stated that age diversity is an indispensable asset in modern corporations. He 

states further that owing to their intuition and experience, older employees bring a vital set of 

experiences and intuition that help in decision-making. Darwin (2014) considers the young 

employees as being equally crucial in decision making in modern organization as they are 

better informed of the information and technological aspects of the modern business 
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environment. Therefore, it can be argued that a generational mixture comprising of an older 

and younger workforce is a vital source of salient and new decisions and problem solving.  

Glass (2007) observes that current top leadership and managers of firms tap into the power of 

age diversity within the firm. In so doing, they are capable of making varied and potentially 

effective decision having considered the perspectives provided by such a heterogeneous 

workforce. Further, Zaidi et al. (2010) contends that age heterogeneity in a workforce enhances 

the level of creativity in the ideas from which the firmôs top management is capable of defining 

and implementing novel solutions in anticipation of or in response to problems. It also follows 

that quality decisions can therefore be achieved through teamwork of age-heterogeneous 

groups. This begs the question about the diversity about age of the employees working in the 

insurance industries so that it can influence organizational performance.  

Yang and Konrad (2011) found that firms with more diversity management practices in place 

experienced lower levels of turnover and that diversity management practices interacted 

positively with an innovation strategy, resulting in higher productivity and better market 

performance. Therefore, organizations that are diverse gain several advantages over 

organizations who fail to implement diversity policies.  

Dezo and Ross (2012) note that age diversity may not always lead to informed decision-making 

or ease problem solving. They point to the potential of such disparities and the stereotypes that 

underscore them as a real source of conflict if not effectively managed. Simons and Rowland 

(2011) concur pointing to the social attraction paradigm that perceives a more homogenous 

group as capable of problem solving and making decisions more effectively. It follows also 

that the potential of communication problems within a group that is more diverse in age is very 

real, as the values, perspectives, experiences and possibly skills become the flashpoint for 

intergroup communication (Darwin, 2014; Tolbize, 2008). Consequently, these issues could in 

fact undercut the potential of age diversity to contribute, positively to decision-making and 

problem solving leading to persistent conflict and slow or poor decision making instead. Zaidi, 

et al, (2010, p.5) have boldly stated ñQuality problem solving is the result of heterogeneous 

environment within organizations.ò 

Quality of Services and Products 

Previous research has determined a link between age diversity and aspect of organizational 

performance such as quality decision making, creativity and innovation. It follows then that 

age diversity should also have an impact on the quality of services and products that a firm 

produces. Mutunga and Gachunga (2013) while commenting on succession planning on firms, 

contend that workforce age diversity in a firm facilitates the upward (reverse mentoring) and 

downward (mentoring) exchange of information and ideas across the generational groups.  

These exchanges lead to the change or maintenance of a firmôs service or product quality. In 

fact, as Darwin and Palanisamy (2015) observe the various perspectives, knowledge and 

experiences that people from different age groups bring to the product or service development 

may lead to important improvement in the quality of the product or service that the firm 

eventually produces. Parrotta, Pozzoli and Pytlikova (2011) studied the impact of age diversity 

in firms and found that such a diverse workforce has benefits in terms of production of quality 

products and services. They postulate that the younger employees bring their knowledge of 

Information Technology (IT) while older employees bring their better understanding of the 

market dynamics to generate products and services that are of high quality, which capture the 

intended market. Thus, age diversity creates a situation in which generational skills, knowledge 

and experienced are harnessed in the production process ending the production of good and 
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quality products. Alesina and La Ferrara (2005) share a similar sentiment arguing that 

workforce that is heterogeneous in age, precipitates more creativity and productivity which 

ultimately translates into better goods and serves as well as increased productivity of the firm.  

Intra-Organizational Communication 

 Most studies that have examined the impact of age diversity on intra-organizational 

communications have found little evidence that it has a positive impact (Gupta, 2013; Simons, 

et al., 2011). In fact, Rietzchel and Zacher (2015) have found that age is an important flashpoint 

for communication within the firm. According to Darwin (2014), this body of literature finds 

that age diversity makes communication both difficult and infrequent and may ultimately result 

in communication breakdown within the firm. Furthermore, the differences between the young 

and the old employees may result in disparities in the values and preferences of the different 

age groups making communication difficult. Marx, Pons and Suri (2015) found that the 

differences in verbal and non-verbal communication evident in the exchanges across 

generational groups was a hinderanance to the exchange of information and communication 

within Kenyan organizations. While several studies suggest that intra-organizational 

communication is a victim of generational diversity in a firm, some scholars have argued to 

the contrary. Darwin (2014) observes that several previous studies have generated empirical 

evidence that a greater diversity in workforce age has a positive impact on intra-organizational 

communication.  

Research Methodology  

A descriptive research design permitted the researcher to collect information regarding what 

the situation is and describe the relationship between organizational performance and the age 

diversity which was the main focus of the study. The sample size constituted 90 respondents 

of the insurance companies. This was geared towards addressing the questions that were posed 

from the variables under the study. The study used structured questionnaires which were in 

Likert form to obtain data from the respondents. The questionnaire was categorized into four 

key parts each dealing with a particular set of questions all aimed at obtaining relevant 

responses. Descriptive statistics were used to test the feel of the data. Reliability test was 

conducted using Cronbachôs alpha so as to check on the consistency of the data. Inferential 

statistics that is Pearson correlation coefficient were used to test the influence between the 

independent and dependent variables (age diversity and organization performance). 

Results 

The study sought to establish the influence of age diversity on organizational performance. The 

following are the results.  

Most Important Aspect of Performance Affected by Age Diversity 

The researcher asked the respondents to rank from least important to most important from 1 to 

5 (with 1 being the least important and 5 being the most important), aspects of organizational 

performance affected by age diversity. As indicated on Figure 1: Creativity and Innovation had 

the highest ranking with a percentage mean rating of 82.5%, followed by ñDecision-Makingò 

with percentage mean ratings of 80.7%. ñProduct and Service Qualityò and ñIntra-Organization 

Communicationò were ranked as the second least important and the least important with 

percentage mean ratings of 71.9% and 63.2% respectively.  



 

~ 63 ~ 
 

The University Journal                     Volume 1 Issue 3 2019            ISSN: 2519 ï 0997 (Print)  

 

Figure 1: Creativity and Innovation 

Effect of Age Diversity on Creativity and Innovativeness in the Firm 

The researcher asked the respondents whether age diversity had an effect on creativity and 

innovativeness in their firm. As indicated on Figure 2, 7% of the respondents said it had ñNo 

Effectò, 3.5% thought the effect was ñMostly Negativeò, 66.7% thought it was ñPositiveò and 

22.8% indicated that the effect was ñMostly positiveò. 

 

Figure 2: Effect of Age Diversity on Creativity and Innovativeness in the Firm 

Ease of Decision-Making within the Firm 

Table 1 indicates the results obtained when the respondents were asked to how easy decision 

making was in their firm. Two respondents (3.5%) indicated they were ñNot Sureò, However 

3 respondents (5.3%) answered that it was ñVery Hardò, 13 (22.8%) ñHardò, 33 (57.9%) 

ñEasyò and 6 respondents (10.5%) thought it was ñVery Easyò to make decisions.  

Table 1: Ease of Decision-Making within the Firm  

 
Frequency (n) Percent (%) 

Not Sure 2 3.5 

Very hard 3 5.3 

Hard 13 22.8 

Easy 33 57.9 

Very Easy 6 10.5 

Total 57 100 
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Effect of Age Diversity on Decision-Making Process 

Table 2 indicates the results obtained when the respondents whether age diversity had made 

decision-making easier or hard within the firm. As indicated in the figure, 20 respondents 

(35.1%) thought it had ñNo Effectò, 1 respondent (1.8%) thought it made it ñVery hardò, 10 

(17.5%) thought it made it ñhardò, 25 (43.9%) thought that it made it ñEasyò while another 

respondent (1.8%) answered that age diversity made decision-making ñvery easyò.  

Table 2: Impact of Age Diversity on Decision-Making Process 

 
Frequency (n) Percent (%) 

No Effect 20 35.1 

Makes it very hard 1 1.8 

Makes it hard 10 17.5 

Makes it easy 25 43.9 

Makes it very easy 1 1.8 

Total 57 100 

Perception of Quality of Firmôs Products and Services 

The researcher asked the respondents to comment about the quality of their firmôs products and 

services. As indicated on Figure 3, 3.5% of the respondents answered they were ñNot Sureò, 

1.8% ñsomewhat quality products and servicesò, 57.9% ñgood or quality products and 

servicesò and 36.8% thought their firms had ñvery high-quality products and services.  

 

Figure 3: Perception of Quality of Firmôs Products and Services 

Perception of Effect of Age Diversity on Product and Service Quality 

The researcher asked the respondents to indicate their opinion about whether age diversity in 

their firm had an effect on product and service quality. As indicated on Table 3, 4 respondents 

(7.0%) were ñNot Sureò, 33 (57.9%) thought it had a ñPositive effectò, and 20 (35.1%) thought 

that the effect was ñMostly positiveò.  

Table 3: Perception of Age Diversity on Product and Service Quality 

 
Frequency (n) Percent (%) 

No Effect 4 7.0 

Positive effect 33 57.9 

Mostly positive effect 20 35.1 

Total 57 100 
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Perception of Ease of Communication within the Organization 

The respondents were asked to indicate their opinion on whether communication within their 

firm was easy and the following was their responses, 18 respondents (31.6%) ñStronglyò 

agreed, 35 (61.4%) agreed while 4 (7.0%) disagreed. The results were as shown in Figure 4. 

 

Figure 4: Perception of Ease of Communication within the Organization 

Effect of Age Diversity on Communication within the Firm 

Table 4. Shows the results when the respondents were asked whether they thought there was 

an impact of age diversity on communication within the firm had been positive or negative. As 

shown on the table 4, 13 respondents (22.8%) thought it had ñNo Effectò, 6 (10.5%) that the 

effect was ñNegativeò, 24 (42.1%) ñPositiveò and 14 (24.6%) ñMostly positiveò. Meaning that 

the respondents felt that communication has a positive effect on age diversity of employees 

working at the insurance company.  

Table 4: Effect of Diversity on Communication within the Firm 

 
Frequency (n) Percent (%) 

No Effect 13 22.8 

Negative 6 10.5 

Positive 24 42.1 

Mostly positive 14 24.6 

Total 57 100 

Reliability Analysis of the Variables  

The reliability analysis was done by use of Cronbachôs alpha and the results indicate that all 

the four variables meet the threshold of 0.7 and above and therefore they were considered for 

subsequent analysis. The overall Cronbach alpha was 0.782 as shown in the table below. 

Table 4: Reliability Ana lysis 

Variable  Cronbachôs alpha Overall Cronbach alpha 

Creativity and innovation  0.826 

Decision making                                 0.765                 0.792  

Perception of Quality  

Intra organization Communication                          

0.745 

0.815 

Organization performance  0.812 

4

35

18

7.0

61.4

31.6

0 10 20 30 40 50 60 70

Disagree

Agree

Strongly Agree

Percent (%) Frequency (n)



 

~ 66 ~ 
 

Karimi & Busolo                           Influence of Age Diversity on Organizational Performance: A Case é 

Correlation Analysis  

The correlation analyses were conducted between age diversity (creativity and innovation, 

decision making, perception of quality) and organizational performance. The study conducted 

a correlation analysis between Age diversity and organizational performance. As indicated on 

Table 5, the Pearson co-efficient correlation value obtained was a weak positive value was, r = 

.041, p <.05. This was as a result combining the four variables of age diversity that is (creativity 

and innovation, decision making, perception of quality and intra organization communication). 

This weak value indicates that the relationship between age diversity and organizational 

performance was only slightly positive meaning that an increase in age diversity will result in 

a very small positive change in organizational performance. The weak nature of the correlation 

could be accounted for by other contravening variables such as conflicts within the firms and 

ease or difficulty in decision-making.  

Table 5: Correlation of Age Diversity Correlation with Organizations Performance 

Age Diversity Pearson Correlation 1  

Sig. (2-tailed)  

Organizational Performance Pearson Correlation .041 1 

Sig. (2-tailed) .763  

N 57 57 

Discussion 

Studies have associated age diversity with more performance in creative tasks. Simons and 

Rowland (2011) found that diversity produces different perspectives, knowledge and skills that 

enhance creativity and innovativeness and less conformity with past and existing norms. 

However, according to study findings it only explains 13.1%. The finding is therefore in 

confirmation of a previous finding by Tolbize (2008), which suggested that consensus building 

in response to a problem or conflict is also hard within a heterogeneous workgroup. It follows 

also that the potential of communication problems within a group that is more diverse in age is 

very real, as the values, perspectives, experiences and possibly skills become the flashpoint for 

intergroup communication (Darwin, 2014; Tolbize, 2008). Consequently, these issues could in 

fact undercut the potential of age diversity to contribute, positively to decision-making and 

problem solving leading to persistent conflict and slow or poor decision making instead. Zaidi, 

et al, (2010) have boldly stated ñQuality problem solving is the result of heterogeneous 

environment within organizations.ò The study found that the communication within the firm 

was easy and therefore age diversity had made communication easy. 

The study findings regarding effect of age diversity on decision-making however, contravenes 

the assertion by Gupta (2013) that values that people of different age group possess do 

complement each other and that this increases the innovativeness and creativity of age-

heterogeneous workforces as compared to a more homogeneous one. It also refutes Zaidi, et 

al., (2010) observation that owing to their intuition and experience, older employees bring a 

vital set of experiences and intuition that help in decision-making. Dezo and Ross (2013) note 

that age diversity may not always lead to informed decision-making or ease problem solving. 

They point to the potential of such disparities and the stereotypes that underscore them as a 

real source of conflict if not effectively managed. 

The study also established that age diversity and organizational performance was positive 

though not significant. The study confirms Mutunga and Gachunga (2013) suggestion that 

contend that workforce age diversity in a firm facilitates the upward (reverse mentoring) and 

downward (mentoring) exchange of information and ideas across the generational groups. 
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According to Darwin and Palanisamy (2015), age diversity leads to greater product and service 

quality due to the various perspectives, knowledge and experiences that people from different 

age groups bring to the product or service development may lead to important improvement in 

the quality of the product or service that the firm eventually produces.  

Conclusion  

Age diversity is a very crucial resource for firms that intends to sustain a sustainable workforce 

though it had a positive but insignificant relationship with organizational performance. For 

most organization, age diversity facilitates the development of a leadership pipeline within the 

firm as younger employees are available for training by the aged employees on organizational 

processes. By allowing the establishment of a leadership pipeline, age diversity not only 

facilitates the creation of a pool of competent employees but allows the firm to sustain its way 

of doing business include ñbest practicesò. Moreover, age diversity within the firms allows the 

technologically savvy younger employees to share their technical competencies with the older 

generation within the firm. The older workforce on the hand bequeath the younger workforce 

with the business standard and operation procedures that add to the sustenance of productivity 

and performance within the firm. Additionally, for firms that either want to achieve or retain a 

competitive advantage, age diversity allows for opportunities for creativity and innovation that 

precipitate product and service enhancements.  
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Abstract 

Hospital managers and nurses are partners in the delivery of optimal health care; they share the 

responsibility of creating a healthy workplace for all members of the health care team. However, the 

issue of conflict management tends to be overlooked in many organizations and government hospitals 

in Kenya are not an exception. The study used a descriptive research design. The target population of 

this study consisted of the 210 nurses working at Thika Level 5 Hospital. The study had a sample size 

of 63 nurses. The study used stratified random sampling procedure to select the study sample. Primary 

data was collected using questionnaire. The reliability of the instrument was high at a Cronbachôs 

Alpha Coefficient of 0.75. Content and constructed validity of the research instrument were tested. The 

data was analyzed using descriptive, inferential statistics and content analysis. The study established 

that personality conflicts, intergroup conflicts and cross-cultural conflicts were the main types of 

conflicts experienced in Thika Level 5 Hospital; majority of the hospitalôs nurses lacked adequate 

conflict management skills. The workplace conflict management significantly affected the performance 

of nurses in Thika Level 5 Hospital. The study recommends that the management of Thika Level 5 

Hospital implement frequent staff training programmes tailored towards enhancing their workplace 

conflict management skills and also adopt more effective conflict handling styles such as 

cooperativeness, compromise and collaborative conflict management styles Similar studies should be 

done in other public hospitals in the Kenya for comparison purposes and to allow for the generalization 

of findings. 

Keywords: Workplace Conflict, Performance of Nurses, Public Hospitals, Thika Level 5 Hospital, 

Kiambu County 

Introduction  

Workplace conflict has recently become a growing trend among employees in an 

establishment. While teamwork and unity at work is considered a driving force to great 

performance of employees, conflicts often occur among the employees resulting from personal, 

departmental or organizational disputes. The human resource managers are therefore charged 

with the responsibility of ensuring a conflict free work environment and settling such disputes 

that may occur in line of oneôs duty. This paper is a report based on an analysis of various 

studies on the effects of workplace conflict management on performance of nurses in public 

hospitals in Kenya. The authors base their study on Thika Level 5 Hospital in Kiambu County. 

  

Cite: Bula, H. O., & Njoroge, L. W. (2019). An Empirical Analysis of Workplace 

Conflict Management on Performance of Nurses in Public Hospitals in Kenya: A 

Case of Thika Level 5 Hospital in Kiambu County. The University Journal, 1(3), 

69-80. 
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Background of the Study 

According to Fadipe (2006), workplace conflict is a form of disagreement in an establishment 

between two individuals or groups who have cause to interact formally or informally. 

Similarly, Miller and King (2005) see it as basically a disagreement between two or more 

individuals or groups over compatible goals. Conflict therefore is a process of incompatible 

behaviours. It may involve the interference or disruption by one person or group of persons, or 

in some way or ways which make another action less likely to be effective. In this study, 

conflict refers to a situation where employees are working against each other, in such a manner 

that what one wants is incompatible with that which another wants. Workplace conflict 

management develops a strategy for managing conflict in consultation with managers and 

employees (Miller & King, 2005). This should cover how one can prevent conflict based on 

sound policies and procedures, good communication and consultation. How you will manage 

conflict including: procedures for handling individual grievances and conflict with groups of 

employees. In addition, the strategy should be clear about when a dispute should be referred to 

a higher authority. 

Statement of the Problem 

Workplace conflict is a situation that can bring about competition in the pursuit of goals. It is 

a situation that could be counter-productive, disruptive, unnatural, and produce a deviation 

from the free flow of events. A major factor that can throw parties into a state of incompatibility 

is their perception of the issue at hand or issue of interest. Hospital managers and nurses are 

partners in the delivery of optimal health care; they share the responsibility of creating a healthy 

workplace for all members of the health care team. This responsibility involves ensuring that 

conflicts do not negatively affect client health outcomes or relationships among colleagues. A 

healthy workplace is an environment in which nurses can safely identify conflict and 

implement systems for its management. However, the issue of conflict management tends to 

be overlooked in many organizations and government hospitals in Kenya are no exception. To 

be a successful advocate of conflict resolution, human resource professionals must understand 

conflict, recognize how employees deal with conflict, and educate front line managers and 

supervisors on the types of conflict management techniques that can be used. The nursesô 

turnover in Kiambu County has been on the rise over the last five years. Currently it stands at 

7% from 3% in 2009 (Thika Level 5 Hospital HR Statistics, 2014). On the other hand, the 

mortality rate in the Hospital has not significantly reduced as envisaged in the Hospitalôs 5-

year plan which points to low quality health care offered to the patients. It would therefore be 

important to investigate the contribution of nursesô work-related conflicts and how it has 

impacted on their performance.  

Objectives 

The study sought to look into the effect of workplace conflict management on nursesô 

performance at the Thika Level 5 Hospital in Kenya. Indicators of performance in this study 

were quality of health care, productivity levels, efficiency, patientsô health outcome and 

motivation levels. The specific objectives of the study included:  

i. To establish the effect of work-related conflict on performance of nurses of Thika Level 

5 Hospital. 

ii.  To assess the effect of conflict management training on performance of nurses of Thika 

Level 5 Hospital. 

iii.  To determine the influence of conflict handling styles on performance among nurses of 

Thika Level 5 Hospital. 

iv. To assess the influence of nature of conflict on the performance of nurses of Thika 

Level 5 Hospital.  
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Significance of the Study 

The findings of this study would help the policy makers in the health sector in coming up with 

a framework that embraces best practices in implementation of conflict management strategies. 

Effective conflict resolution in the health sector would help in reducing fatalities and poor 

health outcomes in the public hospitals attributed to poor performance of nurses as a result of 

never-ending conflicts in their work place. The study identified ways of implementing the 

conflict management strategies to increase nursesô performance through enhancement of their 

better work relationship as well as ensuring better institutionsô functioning towards reducing 

institution instigated conflicts.  

Conflict between individuals is an unavoidable part of working life. However, how conflicts 

are managed determines whether there is positive resolution or damaging fallout for both 

employees and the organization. The study would act as a guide on how public hospital 

management should handle and implement best practices in conflict management. The study 

findings would assist hospital management in planning for any requisite improvements in 

hospital service delivery charter in order to enhance nursesô job performance as well as 

establishing a culture where nurses prevent the occurrence of conflict.  

The findings will also be useful to researchers and scholars since it may form a basis for further 

research; for example, on other factors affecting performance which were included in this 

research as moderating variables (professional qualification of nurses and work experience).    

Literature Review 

Theoretical Framework 

The study was based on the contingency theory, theory of task conflict and theory of 

relationship conflict. The contingency theory was used in this study to predict the major sources 

of conflicts in the hospital work place. It was also useful in proposing the best approaches in 

conflict management in the hospital set up. This is through its stipulation that job performance 

and satisfaction is unaffected by differing levels of task conflict when individuals perceive their 

organizations to be high on support orientation. On the other hand, job performance and 

satisfaction are negatively related to task conflict when the organization is perceived to be low 

on support orientation (Guerra et al., 2005).  

The theory of task conflict helped to explain influence of nature of conflict on the performance 

of nurses. Carnevale and Probst (1998) note that depending on the nature of conflict, 

intensification of task conflict leads to reduced performance of employees. On the other hand, 

the theory of relationship conflict was good in explaining the effect of training on performance 

of nurses as the theory argues that employee training in conflict management helps them in 

mitigating interpersonal threats and coercive behavior in an effort to keep the team viable, 

consequently enhancing their performance.  

Empirical Review 

On work related conflict, Tidstrom (2008) posited that the causes of conflict in organizations 

is as a result of competition for scarce resources, autonomy clamors which are related to 

relationships and interactions such as uncooperativeness and opportunity seeking behaviors. 

Similarly, Deutcsh (2005) concurs with Tidstrom such that training on conflicts; found a direct 

relationship between training on conflicts management and performance. Chiaburu and Teklab, 

2005 also affirm that training on conflicts can enhance individual job performance. 

There are many styles of conflict handling styles. Gordon (2003) argues that there are many 

styles of handling conficts but the style chosen should have the capability of managing conflicts 
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efficiently. On the other hand, Folger, Poole and Stutman (2009) argues that appeasement or 

smoothing is self-sacrificing approach that enhances collaborative conflict management. 

 McShane and Glinow (2008) argue that the nature of conflicts depends on structural factors 

such as resource scarcity and pursuit of individual goals. Becker & Gerhard (1996) identified 

eight structural aspects of an organization that are recognized as the causes of conflict and 

which include: specialization, common resources, goal differences, interdependence, authority 

relationships, status differences, jurisdictional ambiguities, and roles and expectations. 

Bowling (2007), opines that employees have a tendency to pass unwanted responsibilities to 

another person when responsibilities are not clearly stated. On their part, Whetten & Cameron 

(2012) noted that manager-subordinate conflict can result when the subordinateôs role is not 

clearly determined that each party has a different understanding of that role. 

In this study therefore, work place conflict management that entails work related conflicts, 

training on conflict management skills, nature conflict and conflict handling styles have been 

considered the independent variable against which performance of nurses, the dependent 

variable is measured. 

Methodology 

The study used a descriptive research design which was considered appropriate for the study 

as it helped to describe the state of affairs on conflict management in the work place as it 

existed without manipulation of variables (Kothari, 2004). The target population of this study 

consisted of the 210 nurses working at Thika Level 5 Hospital (Human Resource statistics, 

2014), from which the sample size was obtained through stratified random sampling procedure. 

This is because the technique produces estimates of overall population parameters with great 

precision (Nsubuga, 2000). From the target population of 210 nurses therefore, the study 

sampled 30% of the nurses from each stratum of hospital management where nurses are 

working under obtaining a desired sample size of 63 nurses. From each stratum the study used 

simple random sampling to proportionately select 30% of the nurses making up management 

level. This conformed to Mugenda and Mugenda (2008) on having at least 10-30% of the target 

population as an appropriate sample. Table 1 presents the sampling frame. 

Table 1: Sampling Frame 

Cadre of Management  Population Sample Percent (%) 

Top management 10 3 30 

Middle level  50 15 30 

Lower level management 150 45 30 

Total  210 63 30 

Source: Field Data (2014) 

The study was based on primary data which was collected using a questionnaire. The reason 

for choosing questionnaire as the data collection instruments was primarily due to its 

practicability, applicability to the research problem and the size of the population. It was also 

cost effective (Denscombe, 2008). A selfïadministered questionnaire with both open and 

closed ended questions was developed and administered to obtain information from the 63 

respondents. The study also used a key informantôs interview guide to collect information from 

the ten key informants. 

The validity and reliability of the research instruments was ensured through experts in the 

Department of Business Administration, Kenyatta University who established its content and 
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construct validity and pilot study respectively. The construct validity was also verified based 

on empirical review as valid for the study. The reliability of the instrument was estimated using 

Cronbachôs Alpha Coefficient which is a measure of internal coefficient. A reliability of at 

least 0.75 at a=0.05 significance level of confidence was accepted. 

The study used primary data consisting of both quantitative and qualitative data. In analyzing 

the quantitative data, the study used descriptive statistics using Statistical Package for Social 

Sciences. Measures of central tendency (mean), measures of dispersion (standard deviation), 

frequencies and percentage were applied for the quantitative variables (Kothari, 2004). 

Frequency distribution tables were used to present the study findings. Qualitative data was 

analysed using content analysis, through developing a thematic framework from the key issues, 

concepts and themes emanating from the open-ended questions (Nsubuga, 2000). The multiple 

linear regression model and t-statistic were used to determine the relative importance 

(sensitivity) of each independent variable in affecting the performance of nurses in Thika Level 

5 Hospital.  

Results and Discussion 

Work-Related Conflict and Performance 

The study established that the main types of conflicts experienced in Thika Level 5 Hospital 

were; personality conflicts, intergroup conflicts and cross-cultural conflicts. This implies that 

there are diverse types of conflicts that exist among the Thika Level 5 Hospital nurses which 

adversely affected their performance. 

The study found out that the main sources of conflicts experienced in Thika Level 5 Hospital 

were differences in; expertise, personal goals, nationalities and personalities. Other causes of 

conflicts identified by the respondents include: previous failed interactions, unfamiliar 

behaviours or misguided communications, competition for scarce resources and seeking more 

autonomy. This depicts that differences in personality, expertise, personal goals, nationalities 

and behaviours among the nurses were the main sources that led to conflicts among them in 

Thika Level 5 Hospital. This further shows that there are different sources of conflicts among 

the nurses working in Thika Level 5 Hospital which were likely to have a negative influence 

on the performance of the nurses. 

The study revealed that individual differences influenced conflict in Thika Level 5 Hospital by 

individuals intentionally or unintentionally blocking each otherôs goals, gossiping, unnecessary 

criticism, intimidation, passive aggression, withholding information, insubordination and 

bullying or when they have mutually exclusive aspirations. This infers that individual 

differences among the nurses in Thika Level 5 Hospital were likely to lead to conflicts that 

affected the nursesô performance. 

The study further established that social culture influenced conflict in Thika Level 5 Hospital 

by some people seeing their culture as being superior to that of others or by some people 

behaving in ways that others dislike by virtue of their cultural background occasioning 

conflicts. This implies that cultural differences among the nurses in Thika Level 5 Hospital led 

to conflicts among them which negatively affected the nursesô performance. 

The study also showed that majority (70%) of the respondents was in agreement that there was 

weak communication among staff in Thika Level 5 Hospital to a great extent. Thus, a weak 

communication system in Thika Level 5 Hospital was a major cause/source of work-related 

conflicts among the nurses in the hospital. 
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The study also established that majority of the respondents were in agreement that; major 

causes of conflict are competition for scarce resources, seeking of autonomy and divergence 

of goals (Mean=4.614); weak communication and low knowledge of others causes more 

interpersonal conflicts (Mean=4.592) and certain behaviors and interpersonal relations do 

cause interpersonal conflict (Mean=4.374). Thus, there are numerous work-related conflicts 

such as competition for scarce resources, seeking of autonomy and divergence of goals, weak 

communication and low knowledge of others, certain behaviors and interpersonal relations as 

well as different ethnicities among the nurses that affected nurses working at Thika Level 5 

Hospital and which could be contributing to their poor performance. 

Conflict Management Training and Performance of Nurses 

The study found out that majority (66%) of the respondents were in agreement that Thika Level 

5 Hospitalôs conflict management system assisted in resolving conflicts to a small extent. This 

depicts that Thika Level 5 Hospitalôs conflict management system is fundamentally weak 

hence its minimal contribution to resolving conflicts among the nurses in the hospital. The 

study also established that majority (76%) of the respondents indicated that they had never 

been trained on conflict management skills during their nursing profession. Thus, majority of 

the nurses lacked adequate conflict management skills. 

The study also established that majority (68%) of the respondents were in agreement that 

workersô training about conflict management skills offered in Thika Level 5 Hospital was 

useful to the staff to a great extent. This implies that workersô training about conflict 

management skills offered in Thika Level 5 Hospital was very useful to the Hospitalôs staff. 

The study further established that majority of the respondents were in agreement that; failure 

to provide training on conflict management by the organization results in conflict between 

employer and employee (Mean=4.904); training on conflict management and education has a 

significant positive effect on job involvement, job satisfaction and job performance 

(Mean=4.881) and poor performance, employee dissatisfaction and conflicts indicate 

inadequate job training on conflict management (Mean=4.837), respectively. This depicts that 

training nurses about conflict management skills has a significant positive influence on their 

performance with benefits such as reduced conflicts between the employer and employee, 

enhanced employee job satisfaction and job performance, reduced workplace conflicts, better 

handling of anxiety and frustrations by the employee and providing a forum for the nurses to 

develop talent. 

Conflict Handling Styles and Performance of Nurses 

The study established that the conflict handling styles adopted at Thika Level 5 Hospital 

included; dominance and avoidance. This implies that the hospital applied ineffective conflict 

handling styles in addressing the numerous conflicts among the nurses. The kinds of conflict 

handling styles adopted in Thika Level 5 Hospital have significant influence on the 

performance of the hospitalôs nurses. 

The cooperativeness conflict management style was inadequately applied in the hospital in 

conflict resolution. The Thika Level 5 Hospital inadequately applied the compromise conflict 

management style in its conflict resolution. The Thika Level 5 Hospital applied the dominance 

conflict management style to resolve the various conflicts that affected nursesô performance to 

a moderate extent. The Thika Level 5 Hospital applied the avoidance conflict management 

style to resolve the various conflicts that affected nursesô performance to a moderate extent. 

The Thika Level 5 Hospital applied the collaborative conflict management style to resolve the 

various conflicts that affected nursesô performance to a little extent.  
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The findings agreed with Gordon (2003) argues that there are many styles of handling conflicts 

but the style chosen should have the capability of managing conflicts efficiently. The findings 

also agree with Whetten and Cameron (2012) who noted that manager-subordinate conflict can 

result when the subordinateôs role is not clearly determined and each party has a different 

understanding of that role. The findings also concurred with Folger, Poole and Stutman (2009) 

that appeasement or smoothing is self-sacrificing approach that enhances collaborative conflict 

management. The findings also agree with Becker & Gerhard (1996) who identified eight 

structural aspects of an organization that are recognized as the causes of conflict and which 

include: specialization, common resources, goal differences, interdependence, authority 

relationships, status differences, jurisdictional ambiguities, and roles and expectations. 

Nature of Conflict and Performance of Nurses 

The study established that the different natures of conflict prevalent among the nurses of Thika 

Level 5 Hospital included; structural related and personal related. This implies that there are 

two major natures of conflicts that affected the nurses working in Thika Level 5 Hospital which 

were structural and personal related. 

Majority of the nurses agreed that various structural factors such as resource scarcity, lack of 

clear job description for the subordinates, incompatible departmental goals, high level of task 

interdependence and most employees being experts/specialists and hence having little 

knowledge of otherôs job responsibilities are a major cause of conflicts which greatly affected 

their performance in Thika Level 5 Hospital. The findings concurred with. McShane and 

Glinow (2008) who opine that the nature of conflicts depends on structural factors such as 

resource scarcity and pursuit of individual goals. 

The findings agree with Becker & Gerhard (1996) who identified eight structural aspects of an 

organization that are recognized as the causes of conflict and which include: specialization, 

common resources, goal differences, interdependence, authority relationships, status 

differences, jurisdictional ambiguities, and roles and expectations. The findings are also 

supported by Bowling (2007), who argued that employees have a tendency to pass unwanted 

responsibilities to another person when responsibilities are not clearly stated on their part. 

The study findings further established that majority of the respondents were in agreement that; 

personality conflict results as a consequence of differences in personality, attitudes and beliefs 

in that some people simply do not get along or do not view things similarly or just have different 

perceptions of situations (Mean=4.577); personality elements of conscientiousness, 

agreeableness, neuroticism, openness to experience, extroversion and diversity greatly affect 

work-related behavior and job performance (Mean=4.481); diversity is a variety of individual 

differences and similarities which exist among people (3.854) and social aspects such as age, 

cultural background, ethics and values can also be a source of conflict (Mean=3.715), 

respectively. 

The study also established that, the various personal factors such as age, cultural background, 

ethics and values. Other personal factors include: different levels of skills and abilities, 

personality conflicts, perceptions, diversity and personal problems are a major cause of 

conflicts which greatly affected their performance in Thika Level 5 Hospital. The findings are 

consistent with Chiaburu and Teklab, (2005) who noted that the personal factors that can lead 

to organizational conflict are different levels of skills and abilities, personality conflicts, 

perceptions, diversity and personal problems. The findings are also supported by Whetten & 

Cameron (2012) who noted that a personality conflict can also be a consequence of differences 

in personality, attitudes and beliefs. They also argued that the source of conflict among 
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employees can be differences in age, cultural background, ethics and values. Bowling (2007) 

observed that there are five personality dimensions that affect work-related behavior and job 

performance which include conscientiousness, agreeableness, neuroticism, and openness to 

experience, extroversion and diversity. 

Inferential Statistics 

A multiple linear regression was conducted on the independent variables against the dependent 

variable (performance). The regression model specification used in this study was as follows; 

Y= ɓo+ɓ1X1 + ɓ2X2 + ɓ3X3 + ɓ4X4 + Ů 

Where  

Y= performance of nurses, X1= work-related conflicts, X2= training nurses on conflict 

management skills, X3= conflict handling styles and X4= natures of conflict, 

Ŭ=constant, Ů= error term, ɓ=coefficient of the independent variable 

Table 2: Coefficient of Determination 

a. Predictors: (Constant), work-related conflicts, training nurses on conflict management skills, 

conflict handling styles and natures of conflict 

b. Dependent Variable: performance of nurses 

Source: Field Data (2014) 

Coefficient of determination explains the extent to which changes in the dependent variable 

can be explained by the change in the independent variables or the percentage of variation in 

the dependent variable (performance of nurses) that is explained by all the four independent 

variables (work-related conflicts, training nurses on conflict management skills, conflict 

handling styles and natures of conflict). 

The four independent variables that were studied, explain 80.64% of variance in performance 

of nurses as represented by the R2 = .8064. This therefore means that other factors not studied 

in this research contribute 19.36% of variance in the dependent variable. Therefore, further 

research should be conducted to investigate the other factors that affect the performance of 

nurses in Thika Level 5 Hospital. 

Table 3: Multiple Regression Analysis 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

 B Std. 

Error  

Beta B  

(Constant) 3.276 .826  3.61 .000 

Work related conflicts -0.722 .0312 0.218 1.81 .0014 

Training nurses on conflict 

management skills 

0.685 .864 0.359 8.41 .0018 

Conflict handling styles 0.878 .682 0.142 4.56 .0008 

Natures of conflict 0.786 .721 0.256 6.12 .0012 

Source: Field Data (2014) 

Model      R R Square Adjusted R 

Square 

Std. Error of the 

Estimate 

 

1 . 898a .8064 .792 0.0104  
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From the regression findings, the substitution of the equation  

Y= ɓo  + ɓ1X1 + ɓ2X2 + ɓ3X3 + ɓ4X4 + Ů) becomes: 

Y= 3.276 + -0.722 X1 + 0.685 X2 + 0.878 X3 + 0.786 X4 + Ů 

Where  

Y is the dependent variable (performance of nurses), X1 is the work-related conflicts 

variable, X2 is the training nurses on conflict management skills variable, X3 is the 

conflict handling styles variable and X4 is the natures of conflict variable. 

According to the regression equation, taking all the factors (work related conflicts, training 

nurses on conflict management skills, conflict handling styles and natures of conflict) constant 

at zero, performance of nurses will be 3.276. The data findings also show that a unit increase 

in work related conflicts will lead to a 0.722 decrease in performance of nurses; a unit increase 

in training nurses on conflict management skills will lead to a 0.685 increase in their 

performance; a unit increase in conflict handling styles will lead to a 0.878 increase in 

performance of nurses while a unit increase in natures of conflict will lead to a 0.786 increase 

in performance of nurses. This means that the most significant workplace conflict management 

aspect was conflict handling styles followed by natures of conflict, work related conflicts and 

training nurses on conflict management skills, respectively. At 5% level of significance and 

95% level of confidence, work related conflicts had a 0.0014 level of significance; training 

nurses on conflict management skills had a 0.0018 level of significance, conflict handling 

styles had a 0.0008 level of significance while natures of conflict had a 0.0012 level of 

significance, implying that the most significant workplace conflict management aspect is 

conflict handling styles followed by natures of conflict, work related conflicts and training 

nurses on conflict management skills, respectively. 

Summary of Findings 

The Effect of Work-Related Conflict on Performance of Nurses 

The study concludes that there are diverse types of conflicts ranging from personality conflicts, 

intergroup conflicts to cross-cultural conflicts that exist among the Thika Level 5 Hospital 

nurses which adversely affected their performance. The study further concludes that the main 

sources of conflicts experienced in Thika Level 5 Hospital were differences in; expertise, 

personal goals, nationalities and personalities. Other causes of conflicts identified by the 

respondents include: previous failed interactions, unfamiliar behaviors or misguided 

communications, competition for scarce resources and seeking more autonomy. 

The Effect of Conflict Management Training on Performance of Nurses  

The study concludes that majority of the nurses in Thika Level 5 Hospital lacked adequate 

conflict management skills given the low level of training they had undergone. The study 

further concludes that there was a general inadequacy in the number of trainings about conflict 

management skills in Thika Level 5 Hospital offered to the nurses. The study also draws 

attention to some of the areas of conflict management the nurses were trained in which 

included; effective communication skills, effective decision making and problem solving, job 

performance, dealing with anxiety and frustrations, customer satisfaction and personal 

motivation. This implies that training of the nurses was critical in enhancing their job 

performance, improving inter-personal relationships and enhancing their problem-solving 

abilities 

 




