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Abstract: The Purpose of this study was to find out whether implementation of ISO 9001:2008 certification helps to 

improve service delivery in Kenyan Public Universities and especially in Kisii University. ISO standards can by 

their nature be used by any organization regardless of their size, purpose of location and are voluntary. The study 

was guided by the following four objectives; To determine the influence of customer focus on service delivery in 

Kisii University, To assess the influence of Leadership on service delivery in Kisii University, To establish the 

influence of continuous improvement on service delivery in Kisii University and finally to find out the influence of 

involvement of people on service delivery in Kisii University. The study reviewed literature based on ISO 

Certification and service delivery, empirical review on past studies, theoretical framework and conceptual 

framework. The literature was supported by Deming’s theory and institutional theory. The study adopted a 

descriptive survey design. The target population was 1261 academic and non-academic staff consisting of Heads of 

Departments, Deans of faculties, Chairs of Departments (CODs), Lectures and Administrative Assistants and 21 

student leaders from Kisii University main campus. Stratified sampling technique was used to select 303 

respondents from the target population and then random sampling was used to select respondents in each 

department. Questionnaires were used to obtain primary data from the sample population. After data collection 

data was screened, sorted and coded by use of SPSS. The findings of the study concluded that customer focus has a 

positive influence on improved service delivery at Kisii University, β1 = 0.449, p < 0.001. The findings have also 

revealed that leadership has a positive influence on improved service delivery, β2 = 0.123, p < 0.05. In addition, 

continuous improvement has a positive influence on improved service delivery, β3 = 0.213, p < 0.001. Finally, 

involvement of people has a positive influence on improved service delivery at Kisii University, β4 = 0.181, p <0.01. 

These findings will be beneficial to universities and statutory bodies. Finally, there is a need to put up suggestion 

boxes at the departments to encourage input from staff and clients for improved service delivery. In addition, to 

enhance the positive impact of leadership, there is need to review the policies and procedures of communication 

within the institution. The study also recommends need for full commitment of the top management in the 

implementation of  ISO especially through setting aside necessary resources towards its implementation. In order 

to enable continuous improvement in the university, there is need to realize the importance of documentation of 

procedures. 
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ISO International Organization for Standardization 

KEBS Kenya Bureau of Standard 

QMS Quality Management Standards 

SPSS Statistical Package for Social Scientists 

TQM Total Quality Management 

1.   INTRODUCTION 

Relationship between ISO 9001 Certification and Service Delivery  

Globally, institutions of higher learning are experiencing unprecedented changes in institutional systems and delivery 

technologies, customer needs and moods, and also government expectations. Meeting customer demands, complying with 

statutory and other regulatory requirements and remaining competitive in today's global economy has become a real 

challenge for every university (Adhikari, 2010). Every organization has its own goal of satisfying a customer's quality 

needs, demonstrating safety in work place or complying with environmental regulations. Improving the service delivery is 

one factor for survival of organizations but cost and speed of service are also vital. (Lai, 2007) suggests that for a firm to 

achieve success in the business environment it has to deliver superior service delivery. According to Buavaraporn (2010) 

improved service delivery enhances competitiveness as proven by improvement initiatives adopted within service 

organizations (Newman, 1998). Improvement of service delivery is important in organizations whose aim is customer 

satisfaction, most especially in high customer- contact services such as the public service and most especially in the 

education sector such as Universities. In order to address the customer satisfaction and to increase quality performance of 

the product or service, organizations adopt quality management system based on ISO 9001 standard. To comply with 

environmental regulations and manage and evaluate environmental aspects, organizations adopt environmental 

management system based on ISO 14011 standard (Valmohammadi, 2015). ISO 9001 offer new approaches and methods 

of management that improves an organization's capability to deliver goods and services (Biazzo & Bernardi, 2003). 

Within this range of management approaches, the ISO 9001 standard which provides an internationally recognized basis 

for the development of a management system has been adopted by many universities in their quest to meet the 

competition in the new millennium. ISO 9000 certification can deliver business and financial benefits, but the managers 

of organizations should carefully design the ISO 9001 implementation strategy (Kaziliunas, 2010). The benefits of ISO 

9001 based changes, according to Biazzo and Bernardi (2003), are based on the implementation strategies adopted. It is 

reasonable to believe that some factors such as corporate vision and strategy, motivation and continuous improvement as 

well as competitiveness in the marketplace could have a crucial influence on the strategy of the implementation of ISO 

9001. Implementation strategy refers to the choices managers make about the degree to which the decisions pertaining to 

certification are shared between them and their staff. A more participatory decision making ensures more communication, 

information, more influence and more understanding of need for certification. In Africa, despite the growing interest and 

importance of ISO 9001 certification in many organizations, the implementation of such innovations in African 

organizations and especially some sectors has remained low, the adoption rates among clients and its usage has not 

brought significant outputs in the way organizations perform and clients become happy with the services offered 

(Zeithaml, Valerie and Bitner, 2010). For instance this has been seen in Uganda, Zimbabwe and Cameroon that some of 

the organizations have adopted the ISO 9001 certification aspects however its implementation has not been effective.  

Public Universities and ISO Certification 

Education has been categorized as a basic human right in Kenya since independence. This has in turn seen a high student 

enrolment rate in primary, secondary, tertiary and University. Consequently the number of public Universities increased 

from one during independence to 22 public chartered universities and 9 public University Constituent Colleges currently 

(CUE). .University Education began in 1962 with just 571 students enrolled in Nairobi University College (Weidman, 

1995). Since then the system has undergone commendable expansion by 1998 there were a total of six public universities 

and 18 private universities with varying degrees of recognition in the country. With the establishment of the 8-4-4-system, 

University education takes a period of four years to complete, however there are schools such as medicine and law that 

take an additional year or two. In addition to the Universities and their constituent campuses, higher education in Kenya 

also includes polytechnics, institutes of science and technology and diploma level teacher training colleges (Encyclopedia 

of Higher Education, 1992).  
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Notwithstanding the expansion in the past several years, the capacity of the higher education sector in Kenya is still 

limited and accommodates only 7.5 percent of students graduating from secondary schools, and 2 percent of the expected 

age cohort (Weidman, 1995). Between 1990 and 2000, it was reported that 180,000 of the students who attained the 

minimum entry qualification failed to gain admission to public universities. Therefore, access to higher education in 

Kenya is extremely competitive and students must earn a grade point average on the Kenya Certificate of Secondary 

Education significantly over and beyond the minimum eligibility requirement (Kigotho, 2000). 

The objectives of universities are to provide in-depth knowledge, seek academic development, educate students, and 

coordinate national development demands. Kenyan university education has come a long way, from one university level 

institution (Nairobi University College) between 1963 and 1970 when it became a fully-fledged university and changed to 

University of Nairobi. There was an increase of student‟s enrollment and following the recommendations of a Presidential 

Working Party, Moi University was established in 1984.  

Soon after Kenyatta University College and Egerton University College which were constituent colleges of UoN, were 

elevated to full University status in 1985 and 1987 respectively. By the end of 2009 there were 29 universities in Kenya; 7 

public universities, 22 private universities of which 11 have either received university charter or are on letters of interim 

authority (Commission of Higher Education, 2009). Public universities in Kenya refer to the universities that are funded 

or subsidized by the government and established through institutional Acts of Parliament. Kisii University is one such 

Institution which received its Full Charter in 2013 and was upgraded from a college to a full-fledged university. The 

University received ISO certification from SGS in 2013 

2.   LITERATURE REVIEW 

Implementation of ISO 9001 Certification 

ISO is a Non- Governmental Organization established in 1947 in Geneva Switzerland for the purpose of universally 

unifying product or service standards of various countries or regions, thus deliberately abbreviated as ISO, (James (Jim) 

W. Collins & Steiger, 2009). It is a global network of national standards bodies of over 160 countries with one member 

representative per country. Its aim is to facilitate the international coordination and unification of industrial standards such 

as ISO 9001:2008 (Requirements for a QMS), ISO 100:1984, ISO 28001:2007, and ISO 

60000/IEC/IEEE60559:2011among others (Hoyle, 2009).  

ISO 9001 sets out the criteria for a quality management system and is the only standard in the ISO 9000 family that can be 

certified to (James (Jim) W. Collins & Steiger, 2009) and it can be used by any organization, large or small, regardless of 

its field of activity. It is guided by eight QMS Principles namely Continual improvement, Process approach, involvement 

of people, Mutual beneficial supplier relationship, factual approach, systems approach and customer focus. However this 

study will be guided by only four principles relevant to the study which are customer focus, continual improvement, 

Leadership and people involvement. 

The ISO 9000 family provides guidance and tools for all organizations that want to ensure that their products and services 

consistently meet customers' requirements and that quality is consistently improved. It addresses various aspects of 

quality management and contains some of ISO‟s best known standards (Vallabhanen, 2015). ISO 9000:2008 is a well-

recognized family of standards whose theoretical back ground is the Total Quality Management, a managerial approach 

which aims to improve service delivery and organization performance (Wanambisi, 2010). Among more than 18,000 

standards published by ISO (International Organization for Standardization), ISO 9001 is particularly important because it 

is the most widespread (Downs, 2012). 

ISO 9001:2008 promotes the many principles such as client orientation, leadership, personnel involvement, process 

approach, management approach as a system, founding decisions based on data analysis, a mutual beneficial relationship 

with suppliers, and continual improvement of all processes. ISO 9001:2008 requirements are oriented toward 

effectiveness (Mincă,  3102.) The main guiding principle of ISO is the aspect of continual improvement which is the type 

of change that is focused on increasing the effectiveness and efficiency of an organization to fulfill its policy and 

objectives. It means getting better all the time (Wanambisi, 2010). Organizations are encouraged to adopt ISO 9001 

requirements in their management systems so as to improve performance (ISO, 2012). An organization which is certified 

to ISO 9001 is expected to enhance customer satisfaction and consistently provide product that meets customer and 
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applicable statutory and regulatory requirements. ISO survey reveals that ISO 9001 certified organizations should 

improve the service delivery in terms of quality, volume of products, employee motivations and organizational 

competitiveness. 

Service Delivery 

Service delivery is an assessment of how well a delivered service conforms to the client's expectations (Magi, 2013). 

Service business operators often assess the service delivery provided to their customers in order to improve their service, 

to quickly identify problems, and to better assess client satisfaction. Service delivery is an achievement in customer 

service. It reflects at each service encounter. Customers form service expectations from past experiences, word of mouth 

and advertisement. In general, Customers compare perceived service with expected service in which if the former falls 

short of the latter the customers are disappointed. Measuring service delivery may involve both subjective and objective 

processes. In both cases, it is often some aspect of customer satisfaction which is being assessed (Llosa, 2008). The quest 

of service delivery is probably more widespread and intense than at any time in history. Organizations have realized that 

the key to increased productivity and profitability is improving service delivery (Kartha, 2012).  

The Customer Focus Principle and its influence on improved Service Delivery 

Customers according to (Hoyle, 2009) require confidence in an organization that it can deliver products and services 

according to their specifications, cost and quality. Most customers select ssuppliers based on evidence that they are 

qualified and have the capability to meet or even surpass customer expectations. This is evidenced by availability of ISO 

certificates by organizations.  (Hoyle, 2009) explains that an organization that applies the customer focus principle has the 

ability to undersand and meet the customer and other stakeholder needs expectations, has the knowledge, skills and 

resouces required to meet customer requirements and also puts the customer first by being sensitive to their preferences.  

(James (Jim) W. Collins & Steiger, 2009) explains that organizations need to understand that their survival depends upon 

the customer and therefore organizations need to target customer perception and offer value through prefered products 

and services. A study by Golafshani, (2011) on assessment of the effect ISO 9001:2008 certification on service delivery. 

The study sought to address the effect of ISO 9001:2008 certification in improving service delivery and it was guided by 

the following objectives; to assess the effects of ISO 9001certification on organizational productivity, to establish the 

effects of ISO 9001 certification on service delivery, to examine the effects of ISO 9001 certification on cost of service 

and to determine the effects of ISO 9001 certification on reputation of an organization. The study was necessitated by the 

lack of ample literature linking ISO 9001 certification to service delivery. A case study research design was adopted in the 

study. The study focused on 20 top managers, 48 middle level managers and 235 operational managers.  

The Leadership Principle and its influence on service delivery 

Leadership as defined by (Hoyle, 2009) refers to the ability to ensure that the organization is doing the right thing. (Hoyle, 

2009) explains that an organization that applies the leadership principle has a clear vision that guides the organizations 

future, promotes honest and open  communication, educates and trains people, is proactive and leads by example among 

many other values. 

(James (Jim) W. Collins & Steiger, 2009) directs organizations to set policies and objectives, set a unity of purpose and 

direction, treat quality as a atrategic issue and ensure that all finacial, human and material resources required to achieve 

the set objectives are provided to the workers. According to  the (British Standards Institution), a leader is an indivdual or 

a group of people that directs and controls people at the highest level. Top management are required to provide leadership 

and commitment by delegating authority and providing resources to the orgnization. Leadership according to  the (British 

Standards Institution) is arequirement of top management to do the following in an organization; establish policies and 

objectives that are compatible to the organizations strategic plan, communicate the policy to the organization, provide 

resources,promote continual improvement and take responsibility for the implementation and effectiveness of the Quality 

Management System. A  study  by Kenn Ramdass on the the role of Leadership Competencies for implementing ISO 9000 

sought to investigate the leadership competencies required to ensure that a Quality Management system is successfully 

implemented and to explain how leadership competencies influence the dergree to which the QMS is successfully 

implemented. The leadership competencies investigated were customer focus, leadership, process approach, system 

approach to management, continual improvement, factual approach to decision making and mutually beneficial supplier 

relationships. 
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The study conducted in South Africa attempted to survey  ISO 9000 certified manufacturing firms as registered in the 

Soth African Bureau of Standards (SABS). 300 firms were sampled by systematic random sampling technique. The study 

found out that in some of the firms in South Africa there was an apparent lack of Top Management commitment in terms 

of  providing resources, training staff and top management responsibility and accountability  on the implementation of the 

QMS. However, the study also revealed that firms that firms that had higher application of leadership competencies 

scored an average of 18% more on their abilility to apply QMS principles.  

The Involvement of people principle and its influence on service delivery 

This principle as explained by  (Hoyle, 2009) states that people are the core of an organization at all cadres and therefore 

they need to be fully involved in the activities and decision making processes of the organization for the benefit of the 

organization. People in an organization that applies the people involvement principle tend to have the freedom to accept 

ownership and their customers. 

According to  (James (Jim) W. Collins & Steiger, 2009), involvement of people in an organization involves developing 

the abilities and competencies of people in the organization by providing them with the opportunities to use their abilities 

to their maximum capability, maintaining a high level of communication between leaders and employees, organizing for 

regular value additional trainings and workshops to ensure that all workers understand all the processes and finally 

making sure that employees duties are aligned to the organizations overall objective. A study by Jarmila 

ŠALGOVIČOVÂ and Mateĵ BĬLŶ on People Involvement and their competence in Quality Managemrnt Systems reveals 

that  people at all levels of organizations are important and that their involvement allows organizations touse their 

competencies and abilities to the benefit of the organization. The study revealed that people involvement involves 

effectively communicating the organizations expectations to people and listening to their views. This can be dine through 

verbal or non-verbal communication. Thestudy concludes that there is need for organizations to establish, 

document,implement and  maintain proceses for competence acquisition and people involvement.  

Continual improvement and its influence on service delivery 

Continual improvement in an organization according to (Hoyle, 2009) involves continually improving products, processes 

and services. It also involves conntinually improving the efficieny and effectiveness of all processes, procedures, services 

and products and also providing every worker in the organization with appropriate education and training on the methods 

and the tools neccesary for continual improvement.  

(James (Jim) W. Collins & Steiger, 2009) encourages organizations to make  continual improvement a permanent 

objective in the organization. He also encourages organizations to focus on process improvement, avail resources in the 

organization to ensure targets are met, put in place corrective and preventive action plans, actively seek to reduce defects 

and continuously improve the efficiency and effectiveness of the QMS. A study by Lee, Hu, and Ko (2008) on the 

Relationship between ISO 9001:2008 and Continual Improvement on Service delivery  and financial performance in 

manufacturing firms. A study of 96 listed firms in four major categories of Taiwan‟s manufacturing industry that obtained 

ISO 14000 certification during 2014-2015 period was carried out. Data Envelopment Analysis (DEA) and Wilcoxon 

signed-rank test were used to analyse the firms‟ managerial efficiency and financial performance. The results indicated 

that ISO 14000 can be an effective strategy for Taiwan‟s manufacturing firms to improve their managerial efficiencies 

and maintain competitiveness. Moreover, it is never too late for a firm to be ISO 14000 certified. The findings showed 

that firms producing intermediate goods that had implemented just-in-time practices were more likely to adopt ISO 

certification. Furthermore, there was reported strong influence of the ownership structure upon ISO adoption policy, 

especially when a multinational firm is the largest shareholder. Empirical evidence supported that ISO certification and 

ownership structure positively impact firm performance. However, their results indicate that the positive impact of ISO 

certification on performance diminished in firms where ownership is highly concentrated. A certified firm has developed 

unique resources inform of enlightened human resources and a robust management system structures. It further 

ascertained that the benefits of certification clearly outweigh the challenges such as the high cost on regular surveillance 

audits. The study concluded that the role of the performance measurement systems in indicating the change in 

performance between the development up to achieving ISO 9001 and the benefits in moving beyond certification was 

found to be very critical.  



  ISSN 2394-9694 

International Journal of Novel Research in Humanity and Social Sciences 
Vol. 5, Issue 5, pp: (300-322), Month: September - October 2018, Available at: www.noveltyjournals.com 

 

Page | 305 
Novelty Journals 

3.   RESEARCH METHODOLOGY 

Research Design  

The study adopted a descriptive survey design .Descriptive research tries to verify formulated hypotheses that refer to the 

present situation in order to elucidate it (Bechhofer & Paterson, 2008).  A   descriptive research gives a thorough and 

accurate description survey by determining the “how” or “why” the phenomena will come into being and also what is 

involved in the situation (Robson, 2002). This design was chosen because it applied closely to the research objectives of 

this study and were practical in testing the study hypotheses and in trying  to  investigate  the  effect  of  the  independent  

variables  on the dependent variable together with the moderating variable. 

Target Population  

The study target population was 1261 academic and non-academic staff from Kisii University main campus (kisii 

university Human Resource office, 2017) and 21 student leaders from Kisii University Main Campus. The target 

population above was chosen since they are accessible to information required by the researcher and are directly involved 

in the day to day implementation of ISO 9001:2008  

Table 3.1 Target Population: Non-Teaching staff 

 Total SAMPLE 

HODs 58 30 

CODs 42 24 

Senior Administrative staff 165 41 

Administrative staff 206 20 

clerks 134 53 

Secretaries 58 21 

Support staff 122 22 

Total  785 211 

Table 3.2 Target Population: Teaching staff 

 Total SAMPLE 

Professors 1 1 

Associate professor 5 2 

Senior lectures 42 13 

Lecture 103 23 

Assistant Lectures 197 32 

Tutorial fellows 47 10 

Graduate Assistants 36 11 

Total  431 92 

Source (University HR records, 2017) 

Table 3.3 Target Population: Number of students leaders at Kisii University. 

 Number 

Executive leaders 11 

Faculty representatives 10 

Total 21 

Source: (Dean of student‟s office, Kisii University) 
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3.4 Sample size and sampling technique 

From the target population of 1261 academic and non-academic staff, Taro Yamane (1973) sample size formula was used 

to select a sample size of 303 academic and non-academic top management staff as shown below: 

 

Where: 

           n = Sample size 

           N = Population size 

            e = the error of Sampling  

This study will allow the error of sampling on 0.05. Thus, sample size will be as follows: 

=     =303 staff members 

The study adopted stratified sampling technique to select the employees where respondents were picked from.  Random 

sampling was used to select employees in each department to constitute the sample. This was done by assigning 

employees numbers. Papers with numbers indicated on them were mixed well and the researcher randomly picked 303 

papers from 1261 papers   with staff names.  

Research Instruments 

This study used questionnaires to collect data relevant to the study.  Structured questionnaires were administered to 

employees and student leaders. The questionnaire was chosen because it provides a more comprehensive view than any 

other research tool. They were used to obtain primary data from the sampled population.  The questionnaires were 

formulated according to study objectives in a systematic procedure. The researcher administered the questionnaires 

personally to the respondents and thereafter the filled questionnaires were collected immediately for data analysis. 

4.   DATA ANALYSIS, PRESENTATION AND INTERPRETATION 

Factor analysis on the Dependent Variable 

Factor analysis is a statistical method used to describe variability among observed, correlated variables in terms of a 

potentially lower number of unobserved variables called factors. For example, it is possible that variations in six observed 

variables mainly reflect the variations in two unobserved (underlying) variables. Factor analysis searches for such joint 

variations in response to unobserved latent variables. The observed variables are modelled as linear combinations of the 

potential factors, plus "error" terms. Factor analysis aims to find independent latent variables. Followers of factor analytic 

methods believe that the information gained about the interdependencies between observed variables can be used later to 

reduce the set of variables in a dataset. Users of factor analysis believe that it helps to deal with data sets where there are 

large numbers of observed variables that are thought to reflect a smaller number of underlying/latent variables. It is one of 

the most commonly used inter-dependency techniques and is used when the relevant set of variables shows a systematic 

inter-dependence and the objective is to find out the latent factors that create a commonality. Factor analysis was carried 

out on the five factors. 
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Table 4.4: Total Variance Explained for Customer Focus 

 

Regarding customer focus, the five items were loaded significantly on the first component and these can be summed up to 

relate to customer feedback and handling of customer complaints. This component accounts for 82.806% of the variance. 

This means that the five items that define customer focus can be grouped into 1. Sampling adequacy was tested using the 

Kaiser- Meyer- Olkin Measure (KMO measure) of sampling adequacy. As evidenced in Table 4.3, KMO was greater than 

0.5 (0.572), and Bartlett‟s Test was significant, chi-square (10) = 3422.221, p-value < 0.000. 

Table 4.5: Descriptive statistics for Service Delivery  

 

With regard to leadership, the findings in Table 4.5 revealed that the five items were loaded significantly on the first 

component and these can be summed up to relate to working environment, policies and resources. This component 

accounts for 79.528% of the variance. This means that the five items that define leadership can be grouped into 1. 
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Sampling adequacy was tested using the Kaiser- Meyer- Olkin Measure (KMO measure) of sampling adequacy. As 

evidenced in Table 4.4, KMO was greater than 0.5 (0.718), and Bartlett‟s Test was significant, chi-square (10) = 3692.2, 

p-value < 0.000. 

Table 4.6: Total Variance Explained for Continuous Improvement 

 

In terms of continuous improvement, the findings in Table 4.6 revealed that the three items were loaded significantly on 

the first component and these can be summed up to relate to quality of auditing, record keeping and documentation. This 

component accounts for 92.729% of the variance. This means that the five items that define continuous improvement can 

be grouped into 1. Sampling adequacy was tested using the Kaiser- Meyer- Olkin Measure (KMO measure) of sampling 

adequacy. As evidenced in Table 4.5, KMO was greater than 0.5 (0.711), and Bartlett‟s Test was significant, chi-square 

(3) = 1639.62, p-value < 0.000. 

Table 4.7: Total Variance Explained for Involvement of People

 

The findings on involvement of people in Table 4.7 revealed that all the six items were loaded significantly on the first 

component and these can be summed up to relate to involvement of all staff in decision making and communication. This 

component accounts for 90.281% of the variance. This means that the five items that define involvement of people can be 

grouped into 1. 
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Table 4.8: Total Variance Explained for Service Delivery 

 

Finally, the findings on service delivery in Table 4.8 revealed that four items were loaded significantly on the first 

component and were related to solving of customer problems, one was significantly loaded on the second component and 

was related to dependability while the last two items were significantly loaded on the third component and were related to 

timely response. This means that the seven items that define service delivery can be grouped into 3 that explain a total of 

89.233% of the variance. 

Customer Focus and its influence on service delivery 

Majority of customers select suppliers based on evidence that they are qualified and have the capability to meet or even 

surpass customer expectations. Basing on this, the study sought to establish the views of the respondents on customer 

focus and eventually establish how this determines the degree of service delivery in the institution. The findings regarding 

this were presented in Table 4.9 which were the responses summarized in mean response, the standard deviation and 

measures of skewness and kurtosis.  

Table 4.9: Descriptive statistics for Customer Focus (students) 

 N Mean Std. Deviation 

Lectures attend classes regularly 16 3.2500 1.23828 

Friendly university staff 16 2.8125 1.22304 

Competitive edge over other universities 16 2.8125 1.32759 

Examination results processed on time 16 2.8750 1.31022 

Adequate infrastructure 16 2.7500 1.23828 

Customer complaints procedure 16 2.2500 1.12546 

Awareness that Kisii University is ISO 9001:2008 

Certified 

16 1.4375 .72744 

University meets needs and expectations of students 

(customers). 

16 2.6875 1.07819 

Valid n (listwise) 16   
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The findings in Table 4.9 showed with the statement that generally students agree that lecturers attend classes regularly 

with a mean = 3.25 (std. dev. = 1.24). The findings also revealed an overall neutrality that students agree with the 

statements that university staff are friendly with mean = 2.8125 (std.dev =1.22304) and that ISO 9001:2008 certification 

gives the University a competitive edge over other universities in the region with, mean = 2.8125 (std. dev. = 1.22304). 

The findings also showed that students disagreed with the statement that there is a customer complaints procedure that 

handles students complaints with a mean of 2.25 (std. dev 1.13) agreement with the statement that there has been a 

notable improvement in customer feedback in the department/Faculty, mean = 3.26 (std. dev. = 0.615). The study also 

revealed that students are not aware that Kisii University is ISO Certified revealing that there is need for communication. 

Table 4.10: Descriptive statistics for Customer Focus (staff) 

 Mean Std. Deviation Skewness Kurtosis 

There is suggestion box for customer to give feedback 

on our services 

3.19 1.077 -0.104 -1.655 

There is well documented customer feedback and 

complaints handling procedure in your department e.g 

A complaints/compliments book 

3.89 0.882 0.107 -1.332 

There has been a notable improvement in customer 

feedback in your department/Faculty 

3.62 0.615 0.105 0.207 

There has been a significant reduction in Customer 

Complaints in your department 

4.28 0.531 -0.940 8.087 

Since the University was ISO Certified, there has been 

improved level of customer satisfaction in your 

department/Faculty 

3.62 0.603 0.307 -0.586 

 

The findings in Table 4.10 revealed overall neutrality with the statement that there is suggestion box for customer to give 

feedback on our services, mean = 3.19 (std. dev. = 1.077). The findings also revealed overall agreement with the 

statement that  there is well documented customer feedback and complaints handling procedure in their department e.g A 

complaints/compliments book,  mean = 3.89 (std. dev. = .0882). The findings also showed agreement with the statement 

that there has been a notable improvement in customer feedback in the department/Faculty, mean = 3.26 (std. dev. = 

0.615). In addition, the findings also revealed agreement with the statement that there has been a significant reduction in 

Customer Complaints in your department, mean = 4.28 (std. dev. = 0.531) while there was agreement with the statement 

that since the University was ISO Certified, there has been improved level of customer satisfaction in the  

department/Faculty, mean = 3.62 (std. dev. = 0.603). The values of skewness were between -1 and +1 indicating that the 

data on customer focus was moderately skewed and thus the data is moderately symmetric. For Kurtosis, which is a 

measure of the peakedness of the population, there was generally violation of the -1 to +1 rule of thumb for kurtosis and 

generally, it can be said that the assumption of normality cannot hold. 

Leadership and its influence on Service Delivery 

Leadership as defined by (Hoyle, 2009) refers to the ability to ensure that the organization is doing the right thing. In this 

study, leadership was defined in terms of presence of policies and objectives that give guidance, conducive environment 

for achievement of objectives, internal communication and employee participation, management commitment and 

provision of adequate human, financial and material resources. Thus, the respondents were asked to state their level of 

agreement to statements regarding leadership in Kisii University and their responses were summarized as presented in 

Table 4.11. 
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Table 4.11: Descriptive statistics for Leadership 

 Mean Std. Deviation Skewness Kurtosis 

There are policies and objectives that guide my 

daily activities 

3.64 0.955 0.651 -1.298 

The university has provided a conducive 

environment to enable staff achieve their 

objectives 

2.92 0.959 0.556 -0.835 

There is improved internal communication and 

increased employee participation 

2.92 0.954 0.579 -0.851 

There is increased Top Management Commitment 

in ISO implementation 

2.76 1.560 -0.188 -1.842 

The university has provided adequate human, 

financial and material resources to assist staff in 

achieving set objectives 

2.95 0.978 0.465 -1.028 

 

The findings in Table 4.9 revealed a general agreement with the statement that there are policies and objectives that guide 

my daily activities, mean = 3.64 (std. dev. = 0.955). However, there is overall neutrality with the statement that: the 

university has provided a conducive environment to enable staff achieve their objectives, mean = 2.92 (std. dev. = 0.959) 

and that there is improved internal communication and increased employee participation, mean = 2.92 (std. dev. = 0.954). 

In addition, there is overall neutrality with the statement that there is increased top management commitment in ISO 

implementation, mean = 2.76 (std. dev. = 1.560) and that the university has provided adequate human, financial and 

material resources to assist staff in achieving set objectives, mean = 2.95 (std. dev. = 0.978). The values of skewness were 

within the -1 and +1 range while not all the kurtosis values were within the -1 and +1 range which in general, can be taken 

to imply that the normality assumption cannot hold in this case. 

Continuous Improvement and its influence on service delivery. 

Continual improvement in an organization according to Hoyle (2009) involves continually improving products, processes 

and services. It also involves continually improving the efficiency and effectiveness of all processes, procedures, services 

and products and also providing every worker in the organization with appropriate education and training on the methods 

and the tools necessary for continual improvement. In this case, continuous improvement is defined in terms of 

documentation procedures, record keeping and quality audits. Thus, the respondents were asked to state their level of 

agreement or disagreement with the statements on continuous improvement and the findings were summarized as 

presented in Table 4.12. 

Table 4.12: Descriptive statistics for Continuous Improvement 

 Mean Std. Deviation Skewness Kurtosis 

There are well documented procedures that 

are followed to the latter by all staff 

members in the department 

3.19 1.077 -0.104 -1.655 

There has been an improvement in record 

keeping and documentation in your 

department 

2.76 1.557 -0.191 -1.837 

There are regular Quality Audits that are 

carried out that add value to your job 

2.23 1.307 0.471 -1.54 
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The findings revealed overall neutrality with the statement that there are well documented procedures that are followed to 

the latter by all staff members in the department, mean = 3.19 (std. dev. = 1.077). In addition, there is overall neutrality 

with the statement that there has been an improvement in record keeping and documentation in their department, mean = 

2.76 (std. dev. = 1.557) and disagreement with the statement that there are regular quality audits that are carried out that 

add value to their job, mean = 2.23 (std. dev. = 1.307). While the values of skewness indicated a moderate skewed 

population, the values of kurtosis were not within the rule of thumb range of -1 and +1. This indicates in general that with 

regard to the data, the normality of the population is not assumed. 

Involvement of People and its influence on service delivery 

The principle of involvement of people as explained by  Hoyle (2009) states that people are the core of an organization at 

all cadres and therefore they need to be fully involved in the activities and decision making processes of the organization 

for the benefit of the organization. This can be assessed in terms of transparency, honesty and openness, capacity building 

using trainings, involvement in decision making process, and access to vital information, reporting and service to 

customers. The findings were presented in Table 4.13. 

Table 4.13: Descriptive statistics for Involvement of People 

 Mean Std. Deviation Skewness Kurtosis 

There is a transparent, open and honest 

communication network in the university 

2.71 1.054 0.890 -0.883 

I have attended more trainings/workshops on 

ISO QMS that have added value to your daily 

activities in the department 

3.12 0.997 -0.273 -1.904 

Members of staff are actively involved in 

decision making and monitoring of the QMS 

3.13 0.993 -0.266 -1.942 

The institutions related service information 

can easily be  obtained 

3.19 1.077 -0.104 -1.655 

Timely and accurate rendition of management 

and financial report is an evidence of 

efficiency of the system within the 

organization  

3.19 1.077 -0.104 -1.655 

The institutions employees are always willing 

to serve customers 

3.19 1.077 -0.104 -1.655 

From the findings in Table 4.13, there is overall neutrality with the statement that there is a transparent, open and honest 

communication network in the university, mean = 2.71 (std. dev. = 1.054). In addition, there is overall neutrality with the 

statements that: they have attended more trainings/ workshops on ISO QMS that have added value to their daily activities 

in the department, mean = 3.12 (std. dev. = 0.997); members of staff are actively involved in decision making and 

monitoring of the QMS, mean = 3.13 (std. dev. = 0.993); the institutions related service information can easily be 

obtained, mean = 3.19 (std. dev. = 1.077); timely and accurate rendition of management and financial report is an 

evidence of efficiency of the system within the organization, mean = 3.19 (std. dev. = 1.077) and the institution's 

employees are always willing to serve customers, mean = 3.19 (std. dev. = 1.077). The values of skewness were all within 

the -1 and +1 range while not all the values of Kurtosis were within this range implying that the assumption of normality 

cannot hold in this case. 

Service Delivery 

Service delivery is an assessment of how well a delivered service conforms to the client's expectations (Magi, 2013). 

Service business operators often assess the service delivery provided to their customers in order to improve their service, 

to quickly identify problems, and to better assess client satisfaction. In this study, service delivery was assessed in terms 

of delivery of promises, solving of customers problems, and dependability, and timeliness, accuracy of records and ease 

of access to information. The study thus sought the views of the respondents with regard to their level of agreement or 

disagreement with the statements on service delivery and findings were presented in Table 4.14. 
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Table 4.14: Descriptive statistics for Service Delivery 

 Mean Std. 

Deviation 

Skewness Kurtosis 

When we promise to do something we do it 3.91 0.892 0.173 -1.727 

We show sincere interest in solving customers problems 

for them 

3.61 0.589 0.367 -0.696 

We are dependable 4.25 0.435 1.145 -0.694 

We provide services at the time we  promise 3.61 0.589 0.367 -0.696 

We keep records accurately 3.71 0.96 0.6 -1.651 

The institution‟s related service information can easily be  

obtained 

2.77 0.993 0.444 -0.618 

Employees can promptly response to customers‟ requests 

even when they are busy 

2.11 0.984 0.382 -0.971 

The findings in Table 4.12 revealed that: there is overall agreement that when they promise to do something, they do it, 

mean = 3.91 (std. dev. = 0.892); overall agreement that they show sincere interest in solving customers' problems, mean = 

3.61 (std. dev. = 0.589); overall agreement that they are dependable, mean = 4.25 (std. dev. = 0.435); overall agreement 

that they provide services at the time they promise, mean = 3.61 (std. dev. = 0.589) and overall agreement that they keep 

records accurately, mean = 3.71 (std. dev. = 0.960). However, there is overall neutrality with the statement that the 

institution's related service information can easily be obtained, mean = 2.77 (std. dev. = 0.993) and overall disagreement 

with the statement that employees can promptly respond to customer's requests even when they are busy, mean = 2.11 

(std. dev. = 0.984). The values of skewness were all within the -1 and +1 range while not all the values of Kurtosis were 

within this range implying that the assumption of normality cannot hold in this case. 

Correlation analysis on the Dependent and Independent variables. 

Correlation analysis is usually used to establish the level to which two variables converge or diverge together depending 

on the case so as to determine the significance of the relationship. Normally, the Pearson's Product Moment Correlation 

Coefficient is used to make inference about the existing relationship between two variables.  Generally, correlation 

analysis depicts to a given degree, the aspect of how one factor influences another. However, correlations do not imply or 

infer a cause-effect relationship. Consequently, a correlation analysis of the independent factors and the dependent factor 

(firm performance) was conducted and the findings were summarized and presented in Table 4.15. 

Table 4.15: Correlations 

  Customer 

Focus 

Leadership Continuous 

Improvement 

Involvement of 

People 

Leadership Pearson 

Correlation 

0.254** 1   

 Sig. (2-tailed) 0.000    

Continuous 

Improvement 

Pearson 

Correlation 

0.025 0.065 1  

 Sig. (2-tailed) 0.665 0.264   

Involvement of 

People 

Pearson 

Correlation 

0.424** .591** 0.051 1 

 Sig. (2-tailed) 0.000 0.000 0.381  

Service Delivery Pearson 

Correlation 

0.515** 0.365** 0.218** 0.464** 

 Sig. (2-tailed) 0.000 0.000 0.000 0.000 

**. Correlation is significant at the 0.01 level (2-tailed). 
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The findings in Table 4.15 revealed that there is a positive and significant relationship between customer focus and 

improved service delivery, r = 0.515, p < 0.001 meaning that increase in customer focus would result in a 51.5% chance 

of increased service delivery. Furthermore, leadership has a positive and significant relationship with improved service 

delivery, r = 0.365, p < 0.001 meaning that there is a 36.5% chance that service delivery will increase with increased 

leadership. In addition, continuous improvement has a positive and significant relationship with improved service 

delivery, r = 0.218, p < 0.001 implying that there is a 21.8% chance that service delivery will increase with increased 

continuous improvement. Finally, involvement of people has a positive and significant relationship with improved service 

delivery, r = 0.464, p < 0.001 meaning that there is 46.4% chance that service delivery will increase with increased 

involvement of people. 

Regression Analysis of the study 

Before carrying out multiple linear regression analysis the assumptions of linearity (that there must be a linear relationship 

between the outcome variable and the independent variables) which in many cases is tested using scatter plots to depict 

whether the relationship is linear or curvilinear. The findings on linearity were presented in Table 4.16. 

Table 4.16: Linearity test 

  Sum of 

Squares 

df Mean Square F Sig. 

Service Delivery * 

Involvement of People 

(Combined) 50.016 15 3.334 11.096 0.000 

 Linearity 28.973 1 28.973 96.411 0.000 

 Deviation from 

Linearity 

21.043 14 1.503 5.002 0.000 

Service Delivery * 

Continuous Improvement 

(Combined) 8.853 3 2.951 6.884 0.000 

 Linearity 6.383 1 6.383 14.888 0.000 

 Deviation from 

Linearity 

2.47 2 1.235 2.881 0.058 

Service Delivery * 

Leadership 

(Combined) 93.251 18 5.181 34.948 0.000 

 Linearity 17.94 1 17.94 121.021 0.000 

 Deviation from 

Linearity 

75.311 17 4.43 29.885 0.000 

Service Delivery * 

Customer Focus 

(Combined) 69.472 18 3.86 16.51 0.000 

 Linearity 35.698 1 35.698 152.706 0.000 

 Deviation from 

Linearity 

33.774 17 1.987 8.498 0.000 

The findings depicted the linearity test between the dependent variable (service delivery) and the independent variables 

(customer focus, leadership, continuous improvement and involvement of people). A p-value of greater than 0.05 means 

that the inference is that there is no linear relationship. The findings revealed that there is a linear relationship between 

service delivery and involvement of people (F (1) = 96.411, p-value = 0.000). Also, there is a linear relationship between 

service delivery and continuous improvement (F (1) = 14.888, p-value = 0.000). Similarly, there is a linear relationship 

between: service delivery and leadership (F (1) = 121.021, p-value = 0.000) and between service delivery and customer 

focus (F (1) = 152.706, p-value = 0.000). This means that the significant linear relationships indicate that the independent 

variables can be used to predict the behavior of the dependent variable. Thus, there is no violation of the linearity 

assumption. 

Multiple regression assumes that the residuals are normally distributed. The findings in Table 4.17 show the various 

statistics for testing for normality of the data. 
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Table 4.17: Normality test 

  Kolmogorov-Smirnova Shapiro-Wilk 

 Statistic df Sig. Statistic df Sig. 

Service Delivery 0.107 297 0.000 0.976 297 0.000 

Customer Focus 0.118 297 0.000 0.966 297 0.000 

Leadership 0.140 297 0.000 0.945 297 0.000 

Continuous Improvement 0.295 297 0.000 0.796 297 0.000 

Involvement of People 0.167 297 0.000 0.941 297 0.000 

a. Lilliefors Significance Correction       

The multiple linear regression analysis requires that the errors between observed and predicted values (that is, the 

residuals of the regression) should be normally distributed. This assumption may be checked by looking at a histogram or 

a Q-Q plot.  Normality can also be checked with a goodness of fit test (that is, the Kolmogorov-Smirnov test or Shapiro-

Wilk test), though this test must be conducted on the residuals themselves. The test statistics are shown in the third table. 

Here two tests for normality are run. For dataset small than 2000 elements, we use the Shapiro-Wilk test, otherwise, the 

Kolmogorov-Smirnov test is used. In our case, since we have only 297 elements, the Shapiro-Wilk test is used. From the 

findings, all the p-values are less than 0.05. We can reject the null hypothesis and conclude that the data comes from a 

normal distribution. The findings in Table 4.15 revealed that the normality assumption is not violated, p-value < 0.05. 

The null hypothesis for Levene's test is that the groups we're comparing all have similar population variances. The 

Levene's test for homogeneity of variances was carried out and the findings as presented in Table 4.18. 

Table 4.18: Homogeneity of variance test 

 Levene Statistic df1 df2 Sig. 

Customer Focus 16.683 16 280 0.000 

Leadership 43.426 16 280 0.000 

continuous Improvement 8.981 16 280 0.000 

Involvement of People 24.181 16 280 0.000 

The other assumption of multiple linear regression is homoscedasticity.  Normally, there should be no clear pattern in the 

distribution; if there is a cone-shaped pattern, the data is heteroscedastic. If the data are heteroscedastic, a non-linear data 

transformation or addition of a quadratic term might fix the problem at 0.05 level of significance. The findings in Table 

4.18 revealed that basing on Levene statistic, homoscedasticity is not a problem. This essentially means that there is a 

linear relationship and there is no need to have a non-linear data transformation or quadratic term to fix. 

Table 4.19: Multicolinearity 

 Tolerance VIF 

Customer Focus 0.820 1.219 

Leadership 0.650 1.540 

continuous Improvement 0.996 1.005 

Involvement of People 0.570 1.753 

a. Dependent Variable: Service Delivery  

Multiple linear regression assumes that there is no multicolinearity in the data.  Multicolinearity occurs when the 

independent variables are too highly correlated with each other. It can be tested using the Variance Inflation Factor (VIF) 

- the VIFs of the linear regression indicate the degree that the variances in the regression estimates are increased due to 

multicolinearity. VIF values higher than 10 indicate that multicolinearity is a problem. In addition, tolerance values of less 

than 0.1 indicate the presence of multicolinearity. The findings in Table 4.17 revealed that the VIF values for all the 

independent variables were below 10. This means that for all the independent variables, there was no presence of 

multicolinearity. 
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4.11 Regression 

Table 4.20: Model Summary 

R R Square Adjusted R Square Std. Error of the Estimate 

0.622a 0.387 0.379 0.53131 

a. Predictors: (Constant), Involvement of People, continuous Improvement, Customer Focus, Leadership 

The model summary for the effect service delivery as presented in Table 4.18 revealed that the model has a positive 

correlation with performance, R = 0.622. On the other hand, the value of R-square (0.387) and adjusted R-square (0.379) 

both indicate that 38.7% and 37.9% respectively of the variation in service delivery is accounted for by the independent 

variables in the model. 

Table 4.21: Analysis of variance 

 Sum of Squares Df Mean Square F Sig. 

Regression 52.031 4 13.008 46.079 0.000a 

Residual 82.429 292 0.282   

Total 134.46 296    

a. Predictors: (Constant), Involvement of People, continuous Improvement, Customer Focus, Leadership 

b. Dependent Variable: Service Delivery     

The analysis of variance output in Table 4.21 is used to establish the amount of variation accounted for by the regression 

model compared to the residuals. The findings in Table 4.19 revealed that the mean square sum for the regression model 

was 52.031 while the one for the residuals was 82.429 giving a F statistic value of 46.079 which indicated that the 

regression model accounts for over 46 units in the change in service delivery compared to the residuals. The p-value of 

0.000 indicates that the model is fit in predicting the change in service delivery. 

The estimation of the regression coefficients in Table 4.22 enables the determination of the significance of the effect of 

the independent variables on service delivery given the other variables being held constant. 

Table 4.22: Estimation of coefficients 

 Unstandardized Coefficients Standardized Coefficients 

 B Std. Error Beta t Sig. 

(Constant) 0.195 0.292  0.668 0.505 

Customer Focus 0.449 0.059 0.387 7.647 0.000 

Leadership 0.123 0.055 0.128 2.245 0.025 

continuous Improvement 0.213 0.052 0.189 4.112 0.000 

Involvement of People 0.181 0.051 0.215 3.545 0.000 

a. Dependent Variable: Service Delivery     

The findings in 4.22 revealed that customer focus has a positive and significant effect on service delivery β1 = 0.449, p-

value = 0.000 meaning that for each unit increase in customer focus, service delivery increases by 0.449 units. This means 

that the hypothesis stating that there is no significant relationship between customer focus and improved service delivery 

at Kisii University is rejected and the conclusion is that customer focus has a positive and significant effect on improved 

service delivery at Kisii University. These findings are in line with those of Hoyle (2009) who asserts that customers 

require confidence in an organization that it can deliver products and services according to their specifications, cost and 

quality. Most customers select suppliers based on evidence that they are qualified and have the capability to meet or even 

surpass customer expectations. This is evidenced by availability of ISO certificates by organizations.  Hoyle (2009) 

explains that an organization that applies the customer focus principle has the ability to understand and meet the customer 
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and other stakeholder needs expectations, has the knowledge, skills and resources required to meet customer requirements 

and also puts the customer first by being sensitive to their preferences.  Collins & Steiger (2009) explain that 

organizations need to understand that their survival depends upon the customer and therefore organizations need to target 

customer perception and offer value through preferred products and services. 

In addition, the findings revealed that leadership has a positive and significant effect on service delivery β2 = 0.123, p-

value = 0.025 meaning that service delivery will improve by 0.123 units given a unit increase in leadership. This means 

that the hypothesis stating that there is no significant relationship between leadership and improved service delivery at 

Kisii University is rejected and the conclusion is that leadership has a positive effect on improved service delivery at Kisii 

University. In line with these findings, Hoyle (2009) defines leadership as the ability to ensure that the organization is 

doing the right thing. An organization that applies the leadership principle has a clear vision that guides the organizations 

future, promotes honest and open communication, educates and trains people, is proactive and leads by example among 

many other values. Furthermore, Collins & Steiger (2009) direct organizations to set policies and objectives, set a unity of 

purpose and direction, treat quality as a strategic issue and ensure that all financial, human and material resources required 

to achieve the set objectives are provided to the workers. 

Furthermore, the findings revealed that continuous improvement has a positive and significant effect on service delivery 

β3 = 0.213, p-value = 0.000 indicating that for each unit increase in continuous improvement, service delivery increases 

by 0.213 units. This means that the hypothesis stating that there is no significant relationship between continuous 

improvement and improved service delivery at Kisii University is rejected and the conclusion is that continuous 

improvement has a positive effect on improved service delivery at Kisii University. In line with these findings, continual 

improvement in an organization according to (Hoyle, 2009) involves continually improving products, processes and 

services. It also involves continually improving the efficiency and effectiveness of all processes, procedures, services and 

products and also providing every worker in the organization with appropriate education and training on the methods and 

the tools necessary for continual improvement. Collins & Steiger (2009) encourage organizations make continual 

improvement a permanent objective in the organization. He also encourages organizations to focus on process 

improvement, avail resources in the organization to ensure targets are met, put in place corrective and preventive action 

plans, actively seek to reduce defects and continuously improve the efficiency and effectiveness of the QMS. Based on 

Deming‟s theory, Deming (1986) notes that “Quality must be built at the design stage.” This theory is therefore relevant 

to the study since it emphasizes on the need for continuous improvement in order to produce service delivery. 

Finally, involvement of people has a positive and significant effect on service delivery, β4 = 0.181, p-value = 0.000 and 

this indicates that for each unit increase in involvement of people, service delivery increases by 0.181 units. The findings 

have indicated that the hypothesis stating that there is no significant relationship between involvement of people and 

improved service delivery at Kisii University is rejected and the conclusion is that involvement of people has a positive 

effect on improved service delivery at Kisii University. Hoyle (2009) states that people are the core of an organization at 

all cadres and therefore they need to be fully involved in the activities and decision making processes of the organization 

for the benefit of the organization. People in an organization that applies the people involvement principle tend to have 

the freedom to accept ownership and responsibility actively enhance their skills and knowledge and also focus on creating 

value for their customers. According to  Collins & Steiger (2009), involvement of people in an organization involves 

developing the abilities and competencies of people in the organization by providing them with the opportunities to use 

their abilities to their maximum capability, maintaining a high level of communication between leaders and employees, 

organizing for regular value additional trainings and workshops to ensure that all workers understand all the processes and 

finally making sure that employees duties are aligned to the organizations overall objective. 

5.   SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS 

Summary of the Findings 

Customer focus and its influence on service delivery at Kisii University 

The findings have showed that customer focus has a positive influence on improved service delivery at Kisii University, 

β1 = 0.449, p < 0.001. However, the teaching and non-teaching staff indicated that there was no suggestion box to give 

feedback by the customer on their services. This means that although there is acknowledgement on the importance of the 

customer to the institution, there were various gaps that do not allow the institution to get vital information about the 
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services hence the decisions are not well informed. This is despite the fact that the university has a well-documented 

customer feedback and complaints handling procedure in their department e.g. a complaints/compliments book. The 

findings on the influence of customer focus were mainly because of the fact that there has been a notable improvement in 

customer feedback in the department/faculty hence there has been a significant reduction in customer complaints in your 

department and improved level of customer satisfaction in the department/faculty since the University was ISO Certified. 

Leadership and its Influence of on service delivery 

The findings have revealed that leadership has a positive influence on improved service delivery, β2 = 0.123, p < 0.05. 

Although there was agreement that there are policies and objectives that guide daily activities, there are gaps in terms of 

provision of a conducive environment to enable staff achieve their objectives, improved internal communication and 

increased employee participation, top management commitment in ISO implementation and provision of adequate human, 

financial and material resources to assist staff in achieving set objectives by the university. 

Continuous improvement and its influence on service delivery 

The findings have revealed that continuous improvement has a positive influence on improved service delivery, β3 = 

0.213, p < 0.001. However, there are gaps in terms of quality documented procedures that are followed to the latter by all 

staff members in the department which points also to a gap in the implementation of the procedures and this meant that 

there is questionable improvement in record keeping and documentation in their department especially given that even 

regular quality audits are not carried out that add value to their job. 

Involvement of people and its influence on service delivery 

The findings have revealed that involvement of people has a positive influence on improved service delivery at Kisii 

University, β4 = 0.181, p <0.001. Despite this, there is no transparent, open and honest communication network in the 

university. Furthermore, there were gaps in terms of providing more trainings/ workshops on ISO QMS that have added 

value to their daily activities in the department, members of staff are not actively involved in decision making and 

monitoring of the QMS, the institutions related service information is not easily obtained, there is no timely and accurate 

rendition of management and financial report hence inefficiency of the system within the organization and the institution's 

employees are not always willing to serve customers. 

Discussions 

The study sought to determine the impact of implementation of ISO 9001:2008 Certification on service delivery in public 

universities in Kenya. The first objective was to determine the influence of customer focus on service delivery in Kisii 

University. A hypothesis was tested to establish whether there was a relationship between customer focus and improved 

service delivery in Kisii University. The findings revealed a positive correlation between customer focus and service 

delivery in Kisii University. The findings agree with those by Golafshani, (2011) on assessment of the effect ISO 

9001:2008 certification on service delivery.  

The second objective was to assess the influence of Leadership on service delivery in Kisii University. A hypotheses was 

tested to establish any relationship between leadership and improved service delivery. The findings indicated that there is 

a positive relationship between Leadership and improved service delivery. . This was in agreement with a study by Kenn 

Ramdass on the the role of Leadership Competencies for implementing ISO 9000 s which revealed an apparent lack of top 

level managament commitment in most firms is south Africa. The study revealed that organizations that applied the 

leadership principle  scored higher in terms of applying of  QMS principles than those that do not apply the leadership 

principle. 

The third objective was to establish the influence of continuous improvement on service delivery in Kisii University. 

Hypothesis tested revealed a positive correlation between continuous improvement on service delivery in Kisii University. 

This was in congruence with the findings of a study by Jarmila ŠALGOVIČOVÂ and Mateĵ BĬLŶ on People Involvement 

and their competence in Quality Managemrnt Systems.The study revealed that people involvement allows people to use 

their abilities to the benefit of the organization. 

The final objective was to assess the influence of involvement of people on service delivery in Kisii University. 

Hypothesis tested at 95% significance level revealed a positive relationship between involvement of people and service 



  ISSN 2394-9694 

International Journal of Novel Research in Humanity and Social Sciences 
Vol. 5, Issue 5, pp: (300-322), Month: September - October 2018, Available at: www.noveltyjournals.com 

 

Page | 319 
Novelty Journals 

delivery in Kisii University. The study concurred with a study by Lee, Hu, and Ko (2008) on the Relationship between 

ISO 9001:2008 and Continual Improvement on Service delivery  and financial performance in manufacturing firms. 

Conclusion 

The primary purpose of this study was to establish the influence of ISO 9001:2008 Certification on Service delivery in 

Kisii University. More specifically, the study aimed to achieve the following specific objectives: to determine the 

influence of customer focus on service delivery at Kisii University, to assess the influence of Leadership on service 

delivery at Kisii University, to establish the influence of continuous improvement on service delivery at Kisii University 

and to find out the influence of involvement of people on service delivery at Kisii University. 

The findings revealed that increased customer focus results in increased service delivery. However, there is no suggestion 

box to give feedback by the customer about the services hence there is no inclusion of the view of the customer to enable 

service improvement at the department level. Hence since the University is ISO Certified, it can be pointed out that there 

is not full implementation of the certification. 

It has also been revealed that leadership increases service delivery. Despite this, there are challenges that curtail the full 

realization of service delivery through leadership. For instance, although there are policies and objectives that guide daily 

activities in the institution, there is not conducive environment for the staff to attain their objectives, there is poor internal 

communication, little employee participation in the decision making process, lack of commitment by the top management 

in the implementation of ISO and inadequacies in human, financial and material resource provision hence the staff are not 

able to full realize the objectives set out. 

Increased continuous improvement in the university enhances improved service delivery. Nonetheless, there is no full 

implementation of documented procedures by the staff at department level; poor record keeping and documentation at the 

departments and even regular audits that are aimed at taking note of the existing gaps for redress are not carried out. 

Finally, involvement of people enhances improved serviced delivery. However, transparency, honesty and openness are 

lacking and particularly the communication network in the university which points to a top-down leadership framework. 

Given that the institution is ISO certified, there is need to continuously provide training to the staff for them to understand 

what it all entails and how they can use it to improve their activities in the university, however, such trainings are lacking 

and this means that there are no resources set aside for the trainings. Furthermore, staff members are not involved in the 

decision making process, hence they cannot own the activities in the institution and feel excluded. Furthermore, it is 

difficult to obtain service information. 

Recommendations  

There are no suggestion boxes in the departments that can be used to obtain feedback from the clients for improved 

service delivery. There is a need to put up suggestion boxes at the departments and also encourage the clients to give their 

suggestions for improved services in the university. 

In addition, to enhance the positive impact of leadership, there is need to review the policies and procedures of 

communication within the institution so that all the input of the staff are captured. This would provide a positive 

environment for the staff to thrive in their activities in the university. In addition, this also calls for the full commitment of 

the top management to the implementation of the ISO especially through realization of its importance and the setting 

aside of necessary resources towards its implementation. 

In order to enable continuous improvement in the university, there is need to realize the importance of fully implementing 

documented procedures in the institution. This would enhance the quality of records kept at the department level hence 

general improvement of service delivery. 

Finally, while involvement of people creates an environment where many ideas are used in the decision making process, 

there is need to enhance and promote transparency, openness and honesty among the various cadres of staff at the 

institution. The leadership style should be such that there is promotion of teamwork and synergy in all aspects. 

Furthermore, there is need for continuous training and capacity building towards the understanding of the importance of 

ISO certification. 



  ISSN 2394-9694 

International Journal of Novel Research in Humanity and Social Sciences 
Vol. 5, Issue 5, pp: (300-322), Month: September - October 2018, Available at: www.noveltyjournals.com 

 

Page | 320 
Novelty Journals 

REFERENCES  

[1] Aquilano, K.L (2010), "The relationship of performance with soft factors and quality improvement", Total Quality 

Management and Business Excellence, Vol. 20 No.7, pp.735-48.  

[2] Barnes, D. (2008). Operations Management: An international perspective: University of London Press. 

[3] Bell M., Omachonu V. (2011). Quality system implementation process for business success. International Journal 

of Quality & Reliability Management Volume: 28 Issue: 7. 

[4] Bell, M., & Omachonu, V. (2011). Quality system implementation process for business success. International 

Journal of Quality & Reliability Management, 28(7), 723-734.  

[5] Berger, B. K. (2008). Getting communications on senior management‟s agenda. Employee communication: The 

comprehensive manual for those who communicate with today’s employees, 97-114. 

[6] Bolton, R. N., & Drew, J. H. (2010). A multistage model of customers' assessments of service quality and value. 

Journal of consumer research, 375-384. 

[7] Boulding, W. and R. Staelin (2011). "A Dynamic Process Model of Service Quality Assessment" in E. Scheung & W. 

Christopher (ed.). The Service Quality Handbook. Chicago. 

[8] Boulding, W, Kalra, A., Staelin, R., & Zelthaml, V. A. (2011). A Dynamic Process Model of service Quality: From 

Expectations to Behavioral Intentions. Journal of marketing research. 

[9] Brady, M. K., & Cronin Jr., J. J. (2010). Some new thoughts on conceptualizing perceived service quality: a 

hierarchical approach. Journal of Marketing, 65(3), 34–49. 

[10] Brown, A., Van der Wiele, T., & Loughton. (2008). Smaller enterprise‟s experiences with ISO 9000. International 

Journal of Quality & Reliability Management, 15(3), 273-285.  

[11] Bryde, D., & Slocock, B. (2008). Quality management systems certification: A survey. International Journal of 

Quality & Reliability Management, 15(5), 467-480.  

[12] Chris M., & Gimenez, G. (2014). The benefits of the implementation of the ISO 9000 Standards: Empirical research 

in 288 Spanish companies. The Total Quality Management Magazine, 12(6), 432-440.  

[13] Cohen & Swerdlik, (2015). An investigation into the determinants of customer satisfaction. Journal of marketing 

research, 491-504. 

[14] Cox, Jeff; Goldratt, Eliyahu M. (2013). The goal: a process of ongoing improvement. [Croton-on-Hudson, NY]: 

North River Press.  

[15] Cozby, C., Wall, T., & Pepper, K. (2013). An international survey of the use and effectiveness of modern 

manufacturing practices. Human Factors and Ergonomics in Manufacturing & Service Industries (Vol. 12, Issue 2, 

p. 

[16] Crosby, P. B. (2015). Quality is free: The art of making quality certain. New York. 

[17] Cummings, (2014). Evaluation of the impact of obtaining ISO 9001:2008 quality management systems Certification 

by manufacturing companies in Zimbabwe. International Journal of Engineering Science and Technology, 4(9), 

4168-4186. 39. 

[18] Dacin, Makgill, H.H. (2014). What killed BPR; some evidence from the literature. Information Systems Conference 

of New Zealand, 2013 Proceedings. 

[19] DiMaggio and Powell (2011), „Total Quality Management - An Overview‟, Managing Quality (edited by Dale, B. 

G.), New York, Prentice Hall. 

[20] Downs, C. W., & Adrian, A. D. (2012). Assessing organizational communication: Strategic communication audits. 

Guilford Press. 



  ISSN 2394-9694 

International Journal of Novel Research in Humanity and Social Sciences 
Vol. 5, Issue 5, pp: (300-322), Month: September - October 2018, Available at: www.noveltyjournals.com 

 

Page | 321 
Novelty Journals 

[21] Durai, A. K., & V, B. (2011, August). A study on ISO 9001 Quality Management Systems Certifications; reasons 

behind the failure of ISO certified organizations. Journal of Research in International Business Management, 

1(2251-0028), 147-154. 

[22] Edgar, M., Terziovski, M., & Samson, D. (2011). Relationship of ISO 9001: 2010 quality system certification with 

operational and business performance: A survey in Australia and New Zealand-based manufacturing and service 

companies. Journal of Manufacturing Technology Management, 19(1), 22-37. 

[23] Fang, L. C. (2010). Human resource strategy to improve service quality: A route for firms in Britain. International 

Journal of Management Review, 3(4), 321–339. 

[24] Fraenkel & Wallen, O., Liu, B. S. C., & Sudharshan, D. (2010). The relationships between culture and service 

quality perceptions basis for cross-cultural market segmentation and resource allocation. Journal of service 

research, 2(4), 355-371. 

[25] Frost, R. (2012). The ISO survey of management system standard certifications 2011. 

[26] Furrer (2010). Improve Operational Performance. Retrieved from http://centricconsu lting.com/business-

consulting/improve-operational-performance  

[27] Golafshani, N. (2011). Understanding reliability and validity in qualitative research. The qualitative report, 8(4), 

597-606. 

[28] Hoyle, D. (2009). ISO 9000 Quality Systems Handbook using the Standards as a framework for Business 

Improvement. UK: Elseiver Ltd. 

[29] Hoyle, D. (2012). Automotive quality systems handbook: ISO/TS 16949: 2011 edition. Butterworth-Heinemann. 

[30] Iso, E. N. (2012). 9000: 2012. Quality management systems-Fundamentals and vocabulary (ISO 9000: 2012). 

[31] James (Jim) W. Collins, J., & Steiger, D. S. (2009). The Memory Jogger 9001:2008 Implementing a Process 

Approach Compliant to ISO 9001:2008 Quality Management Systems Standards. Salem: Pllexus International, Inc. 

[32] Jonai, D. M., & Wafula, M. (2015, may). Effects of Quality Management Systems on Performance of Kenya Ports 

Authority. InternationL Journal of Scientific and Research Publications, 5(5). 

[33] Kartha, (2012). Implementation of ISO 9001: 2008 quality management system at Total Kenya Limited (Doctoral 

dissertation, University of Nairobi, Kenya). 

[34] Kenya Bureau of Standards (KBSS). (2014).  

[35] Kimani, J. G. P. (2008). The Role of ISO 9001 Certification in Developing Competitive Advantage for Kenyan 

Organizations (Doctoral dissertation, University of Nairobi, School of Business). 

[36] Knetter P.M, (2015).The role of ISO 9001:2010 Certification in Kenya's sugar industry: A case of Mumias Sugar 

Company. Paper presented at the Kabarak University First International Conference. Kenya. Retrieved from 

http://www.kaba rak.ac.ke/downloads/sbiz  

[37] Koelble, P.M Selznick, L.M (2013). Fundamentals of Operations Management (4th ed.). New Jersey, USA: Prentice 

Hall.  

[38] Kothari (2004). Research Methods in Social Sciences: Qualitative and Quantitative Research Design 

[39] Kothari (2004). Research Methodology; Methods and Techniques,  2
nd

 edition New Delhi: New International 

Publishers. 

[40] Kraatz and Zajac (2013). Implications of business process management for operations management. International 

Journal of Operations & Production Management, 17(9), 886-898.  

[41] Kumar and Balakrishnan (2011). The role of TQM and BPR in executing quality improvement: a comparative study. 

European Journal of Business and Management, 5(1), 1-9. 



  ISSN 2394-9694 

International Journal of Novel Research in Humanity and Social Sciences 
Vol. 5, Issue 5, pp: (300-322), Month: September - October 2018, Available at: www.noveltyjournals.com 

 

Page | 322 
Novelty Journals 

[42] Ladhari, R. (2015). A review of twenty years of SERVQUAL research, International Journal of Quality and Service 

Sciences, Vol. 1, Number 2. P.172-200. 

[43] Lai, H.K., Weerakoon, S.T., & Cheng, E.C.T. (2011). The state of quality management implementation: a cross-

sectional study of quality-oriented companies in Hong Kong. Total Quality Management, 13(1), pp.29-38. 

[44] Lee, Hu, and Ko (2008). Does ISO 9001 pay? - Analysis of 42 studies. Retrieved from 

http://www.iso.org/iso/news.htm?refid=Ref1665  

[45] Lee, Y. C., Hu, J. L., & Ko, J. F. (2008). The effect of ISO certification on managerial efficiency and financial 

performance: An empirical study of manufacturing firms. International Journal of Management, 25(1), 166. 

[46] Llosa, S., Chandon, J. L., & Orsingher, C. (2008). An empirical study of SERVQUAL's dimensionality. Service 

Industries Journal, 18(2), 16-44. 

[47] Luo, X., & Homburg, C. (2014). Neglected outcomes of customer satisfaction. Journal of Marketing, 71(2), 133-

149. 

[48] Macharia, (2010). Linking quality assurance to human resource management: a study of SMEs in Malaysia. 

International Journal of Quality and Reliability Management, 27(6), pp.641 – 657. 

[49] Mackey, J. (2012). Franchisers reap multiple benefits from increasing customer loyalty. Franchising World, 37(5): 

49. 

[50] Magd and Curry (2011). The implementation and performance outcomes of ISO 9000 in service organizations: An 

empirical taxonomy International Journal of Quality & Reliability Management Volume: 26 Issue: 7 

[51] Magi, A. & Julander, C. R. (2013). Perceived service quality and customer satisfaction in a store performance 

framework. An empirical study of Swedish grocery retailers, Journal of Retailing and consumer services, Vol. 3, 

Number 1 p.33-41. 

[52] Manolias, M., & Hyatt-Williams, A. (2011). Stress in the Police service. ACPO Working Party, London. 

[53] Martínez-Costa, M., & Martínez-Lorente, Á. R. (2014). A triple analysis of ISO 9000 effects on company 

performance. International Journal of Productivity and Performance Management, 56(5/6), 484-499. 

[54] McAdam, R. & McKeown, M. (2015). Life after ISO: An Analysis of the Impact of ISO 9000 and Total Quality 

Management on Small Businesses in Northern Ireland. Total Quality Management, 10(2), pp 229-41. 

[55] Meisinger and Wagner (2013), „Quality management and quality assurance – Vocabulary, ISO 8402‟, International 

Organization for Standardization, Geneva. 

[56] Meyer, (2014). 9001: 2008 Quality management systems. Requirements. International Organization for 

Standardization. 

[57] Ministry of Education. (November,2008). The Development of Education,National Report of Kenya, Report 

presented at the International Conference of Education,Geneva,25-28. Geneva. 

[58] Miles and Huberman, (2004). "The impact of ISO certification on the levels of awareness and usage of quality tools 

and concepts: a survey of Turkish manufacturing companies", Quality Management Journal, Vol. 9 No.2, pp.57-69 

[59] Mugenda, (2014). Research Methods in Social Sciences: Qualitative and Quantitative Research Design 

[60] Najmi, M., & F. Kehoe, D. (2010). The role of performance measurement systems in promoting quality 

development beyond ISO 9000. International Journal of Operations & Production Management, 21(1/2), 159-172. 

[61] Naveh, E., & Marcus, A. (2012). Achieving competitive advantage through implementing a replicable management 

standard: Installing and using ISO 9000. Journal of Operations Management, 24(1), 1-26. 

[62] Negi, R. (2015). Determining customer satisfaction through perceived service quality: A study of Ethiopian mobile 

users, International Journal of Mobile Marketing; Vol.4, Number 1; p.31-38. 

[63] Njehu (2013). ISO‐9000 Certification and Ownership Structure: Effects upon Firm Performance. British Journal of 

Management, 21(3), 649-665. 


