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ABSTRACT 

One of the main hall ·ng h ·~ l l ) nrgan i~:n l inns is ensuring that services del ivcred to 

tht.:ir t.:ustom ·rs m • th · tuJ\lll~·d ~.·ns t om ·r ex pectations. /\n organization can usc 

lul'otttlfttion t II) to tuluu.: ·osts, upgrade product quality, improve customer 

1' tl' tt stomcr's operations with its own thus assuri ng repeat 

hu i 11 ud. ck to establish the el'fcct of the information technology strategy 

\)1\ li cr~ in the Road Transport Department of Kenya Revenue Authority. 

I ~m.m [i r qualit~ crvtccs from Kenya Revenue Authority and the Road Transport 

D ·partm\:nt in particular is growing due to more taxpayer awareness on their rights and 

gro'' th in the road transport sector. One of the qua lity objectives of Kenya Revenue 

\uthorit~ i to re-engineer business proce<;ses and moderni;c tcchnology with the 

ultimate goal of improving taxpayer services . In assessing the eiTectivcncss of 

infom1ation technology on ervice dcli\er in the Road '! ransport Department, the 

conducted using a case study design. With the implementation or 

m rmation technology, this r\: earch established that the Roud ' I ransport lkp<trtm~o:nt has 

f\: liz d cv ral b\:ndit k y among th~o:m b~.:in • faster scrvh.:e ddiv~.:ry and inct~o:ased 

mput 

It 

ti n. h main limitation of th' tud) is th p·utnh:nt has not full) 

m it i th rd'or parti 111 m untal h n th 

m ., ur . 1-r m th 

th 

lull ... fun ti n I, th n it Ill 

li 



HAPTERONE 

I TROillJCTION 

1.1 Batkgroun I HI lht• tnd 

Ut ntl und ·r ~oi n g som~ typ~ o!' change. These orten involve 

nhm ·m or 'ani..,at1on that ~ncompass strategy, structure, systems, 

ulturc. llaimann and Scott ( 1985) argues that technological change has 

h uJ th grc tc t impa ton the nature of management. New applications or sc i ~nce have 

[iw ··.xi m nager to adapt not only to rcvo lutionar; products and methods or production 

but aL to the effects these products and methods have had on the work force and 

organizational tructure. Strategic management is a field that deals with the major 

intended and emergent initiatives taken by managers involving utili /ation or resources. to 

enhance the performance of the organi/ation in their c ternal cnvironment':i . It entails 

pcci( ing the organization's mission. vision and objectives. developing policies and 

plan , ftcn in tam. of projects and programs. which an: designed to achie\'e these 

bj th c • and th~.:n allocating re ourcc to impkment the policies and plan • projet:t. and 

pr '. m . 

ul it h t link th 
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ttl\ 

1 

n t ( nl 
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the organization face as I .· · signiti 'ant nnd arc likely to feel increased ownership of and 

commitment to a d' )J 'h.\11•1 1..' pt'l)C 'SS . It may therefore be a way of building 

rcadinl:SS and capctbili t) I H · h.lll!'~o.'. lhc principles or taxation include equality, certainty 

in time ol p' m ·nt. n .mn 1 of pa mcnt and quantity to be paid .; convenient timing for 

1 nl ollcction i.l.! . low\.!st cost for both the taxpayer and the revenue 

crvices help achieve voluntary compliance by improvi ng 

1 1 pa' ·r· · und tanding o the law and making it easier and less costly to comply 

I L' a) · t ·payer i more informed and has often accessed publicly avai lable information 

b ·fore c ntacting the tax administration. lie uses multiple service channels and has 

imernet acce ·s. The) also expect the same t) pe ol service they rccci\C from private 

:ector organizations. I Ie also wants to be consulted and wants to know what to expect in 

tenn of sel\•ice standards. Tax administrators need to knov. whether they arc delivering 

the right sel\•icc ' · to the right ta:payers and need to have a mechanism to measure 

'' hdh r the service. have a positive or negative impact. 

1.1.1 onccpt of tratcgy 

r ni ati n 
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organisational change . 'I hompson '· tricklnnd (2007) argue that a company's strategy is 

management' action pl n 1 )t nmnin 1 th ' business and conducting operations. The 

crafting of a strat ' . ·nts .1 m: lll :l' ·rial commitment to pursue a particular set of 

action 111 lu inl s, attracting and pleasing customers, competing 

1 tations and improving the company's financial and market 

onncction between competiti ve advantage and profitability 

1111..' 111 th ll the que l for ustainablc competiti ve advantage always ranks center stage in 

1.:1.1 ting tratee' . The best indicators of a company's strategy arc its actions in the 
~-

m.u·k t l-'ac~ and the statements of senior managers about the company's current business 

upproache ·. future plans and efforts to strengthen its compctit i eness and performance. 

tratel:,) i needed in order for organi; .ations to obtain a iablc match between thctr 

c. ·tcrnal environment and their internal capabi lities. 

1.1.2 Information Technolog trateg · 

A rding to Rm\e & 1ason (1994) toduy's stmtcgic mana 'Crs must be prepared to 

im ok n '' and fk .· ibh: appn ache to tratcgic mana •~.:mcnt in ordet to ensure their 

mp, n) I llf\ j, I in th' turbul nt n i \Ill rtain bu in~.: cnvironml:l\l. ( )n~.: or th~.: 

h ri z n 1 th rrn ti n 

ti n 1\ 

nn ti n n tl~ it n \.1 

uid \ u in 
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is the information can b~ an int "grnl p·wt or the product or service the business offers to 

its customers. stmt g) th \1 ~.: mph .1 ~i1. 1..'S dnseness to customers focu ses on revenue 

generation us opp > l t t tuhll iHH\ :1nd requires that a business be obsessed with 

pwvidin ' lll llit .,' ,ts distinctive competencies. A company can usc lT to 

1 t duct qua lity, improve customer service or even integrate a 

\tlh it~ own thus assuring repeat business. 

11,1 lllU I jlu 1996) noted that linking technology and business strategies 1s a 

d~m.mding ta! k that has central importance in strategy fo rmation. Now that technology 

1 · a criti a! ource to achieve and sustain competitive advantage, the ability to 

incorporate technology into business strategy can make the diiTerence between a 

''inning or a losing strategic alternative. The ro le of technology has become so 

pcrva ·i, e in the business world that it is appropriate to say there is hard!) any signi licant 

indu. try that can he classified as low-tech. In fact technological forces arc restructuring 

indu tries and detining new ways to compete. Managers are con fronted with the 

d m nding ta k of accdcrating the p~.:cd at "hi<.:h inno\'ation in nc\\' prnducts and 

are tran late into 1 r fit lie c >tnm rcial '~.:ntur~.:s . John ' I chohl (200 1) 

th t th intern t II th other \"' hnolo •ic th·1t h·l\ c 

it. \\ ith th d th int rn t. m, II t rt-up c m 
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1.1.3 Service deli\. ery 

' f he concepts of strat g) m \ :-.tr.\ll'•'il' management arc just as important in the public 

s<..:ctor as in comm ·r i tl In m t\ Lim pmls or the public sector provide services to paying 

Cli'>IOtll 'I Ill th 1. om mercia! organi sations. For an organi sation that 

I th ~ervices it prov ides, competiti ve advantage is likely lo be 

t the extent to which customers value less tangible features . This 

Cl1U\l • l r c ample. the soundness of advice given, the attitude or staff, the ambiance 

1..1r 1.1rti~.:c ·. the \\iftne s of service and so on. Customers arc becoming increasingly 

demanding of quality services therefore an organisation must make a deliberate effort to 

keep up \\ ith customer expectations. It is important to note that technology wi ll never 

replace the need for good customer service. 

on ·umer ·who contact a business over the internet should he treated just as if they \\ere 

standing 111 your office. Response to inquiries should he prompt and courteous. 

'( \: hn ll gy driH:n changes in prO\ iding services to ta:payer indudc the USC of 

d di at 

m lu 

nt 

all ntr • nd the u~c of modern method:-; li.H payin 1 ta es throu 1h dircl:l 

the bank in' Y~ t m an I nlin paym ·m via intern t. lnl:n:a in 1 th1.· nm •c of 

b. int rn t i um:ntl) th 



electronic servtccs through th' internet are other channels or servtce delivery. J\n 

advantage of intern 't i~ th·u ·n 1 'l's c:m be provided 24 hours/7 days a week. However 

not all ta. pa) r h \ , h) mt~·•n ~· t services and some segments of clients may be 

teluctrutl to u · th ·m 

l h • l'u ~It r in Kenya has experienced several reform s aimed at improving 

p ·rt~ nn n e and ervicc delivery. '1 he reform agenda was enhanced by the government 

\\hen the Re ·ull Based Management (RBM ) approach was introduced. This was to 

en ·ure that efficient management of the Public service is achieved and acquire the dri ving 

force for the broader Public Service. 'I he reform strategies the government ha<; adopted 

·mce 200"' in order to improve service deliver] in the public service include the rapid 

rc. ult approach. performance contracting, citi/cn sen icc delivery charter and 

in ·titutional capacity building. Performance contracting is part of the broader public 

~.: t r reform aim~.:d at impnn ing eflicicncy and cl'fcctivem:ss in the management of th~.: 

publi 1'\ icc . "' ignin l a p~.:rfonnance contra t commit a public oflicialtn perform to , or 

th lc\d . 'I hi hold puhli of u.:ial a cmmt•thk li.H· result ·md 

h ·lp Ill nv rtin ' t · hillin int ·m I 

ntl ... It rc tc t n parcn in th nt JUlli r ur 

lr ll nt th 11 r. • itiz n r 

ht h uhr tl 1111 n 



should expect from the in ·tituti n. l'hc ' hartcr also sets out detail s of any user charges, 

how users may seek r ·dr ·s. if th L') .H\.' di ssati sfied with the service or in the event the 

institution do n t Jj, tq h\ th1.• ~.·ommitmcnts in the charter. All service-based 

l.'lt ttl., I h 

th 

di 

r~.q11i 1 1.'d to dcv~.: lop and implement citizen service delivery 

must prov1de support and collaboration to all key sectors or 

I h pubhc crvicc is at the core or provision or national security, 

I 'u ticc, promotion of' an enabling environment lo r social and commercial 

H~ti' nie ~ ne c ~ ar) for a thriving private sector, and the creation of economic growth. 

lmpro' ed public ervice efficiency is a catalyst to other sectors or the economy. 

l.l.S Kenya Revenue Authority 

'l he Kenya Re,enue Authority was establi shed by an J\ct of Parliament (Cap. 469) on 

July l. 199- for the purpose of enhancing mobilisation or Government revenue. while 

prO\ iding cltccti "' tax administration and sustainability in rc\l!nuc colkdion. Be! ore 

-, the TC\ cnue collection fum:tion. of the (H)\ ernment "en.: distributed am on • at least 

fi, diffi r nt mini tri and for D~.:partm~.:nts . Lncking in co-ordination. their pcr!l.nmanc~.: 

by incliicicn ) , nd I lW h:v I of 1 count tbility. 'I h~.: rationnk hd1ind 

th nt th r m the nc d to cnhan~.: " dh · icn~.: , 

unt bilit in thi th t r. In 1 ani ul 1r, th 

m n l Un\ Ill 

ritt lh itt 

ll nn n I 



consisting of both pubh' ·m i pri\ ate sector experts, makes policy decisions to be 

implemented b) 'R \ lan.\ 1L'l11l'nt. !'he Chairman o!' the Board is appointed by the 

Pt'l~sid .nt of th R pulli l)f t-. ~·n n. Th~ Chicl' Ex~cutive or the Authority is the 

is nppoi nt ~d by the Minister lor Finance. 

Ill Ulh Ill I JO cmmcnt a~ency that runs its operations in the same way as a 

nt 1 n . In order to oflcr better single-window services to taxpayers, KRA is 

di' i I d inl lhe Regions namely Rift Valley Region, Western Region, Southern Region, 

• \ rth m Region and Central Region. In terms or revenue co llection and other support 

function . the uthority is divided into five Departments namely- Customs S~rvices 

department. Domestic 1 axes department, Road Transport department, Investigations & 

bnforcement department and Support Services department. l·.ach Department is headed 

by a ommis ioner. In addition to the fi,c divisions. the uthority has seven servict: 

d partmcnts that enhance its operational efficiency. 'I hese are I Iuman Resources 

d p rtm\.:nt. l·inance dcpa11mC11t. Board Corporate Sen·ice { ·. Administtation 

d"p nm nt lnt m, I Audit lcpartment. Information ( · Communication 'I e~.:hnolo •v 

p rtm 1\l, R 

mmuni ti n. 

' I 

Plannin 

pt ·m r 2 7 th 
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encouraged ministrie , para tntals and agenc1es to attain the ISO 900 l certification 

system standard \\hi -h \\lm\1 lnsun~ high quality of service delivery and customer 

satisfaction. On , 1 1 
1.11 ·h 0 II nwnrd0d the ISO 900 I :2008 certi lication system 

.1 l :-;:-;nwnt and co llection of revenue for the administration and 

lh t la1Jll!! to revenue and for connected purposes. The ISO 

t ndard i the latest publicly avail abl e and internati onall y recognized set of 

b n ·hmtrk tandard for customer foc used quality management principles. The ISO 

t ) 1: tandard is based on eight principles that involve all people in the organization 

and i \\hat helps the organization to continuously exceed customer expectations. 

l.l.6 Road Transport Department of KRA 

Road Transport Department (Rl D) is one of the revenue departments of the Kenya 

Re\enue Authority with its headquarters in 'I ime<:; '[ower Building, airobi. Operations 

of the department arc however dcccntrali;cd in all regional of'liccs in 1--.cn a \\ith RID 

p r nnd sprc, d across all the stations. 'I he Road Transport Dcpartmcnt was established 

n A t of Parliament ('I he 'I rallic A I ap 40 of 19-4) to regulat\.' road transport 

indu ll) in K 11) 1 undcr th 1ini tr · o '\ r n port and 1 bnp )\\Ct. ·1 he Department is 

ntru t d "ith th r and t 1ilc1 • li~:en in • nt 

hi 

II ti n ith th 

nd 



The Transport I...iccn ing \ 't ap -+0-+. dministrativcly, the department falls under the 

Kenya Rev ·nu . uth 'rit) .m l all r~ ~nu 'S reali zed through licensing Ices form part of 

the m1 (\llldi(Hl . lh · Ministry or Transport, on the other hand, handles 

nil wnd i s11~s of the department.To fullill its legislative roles and 

1 nm nt i divid~d into the following six sections namely Registration or 

. I L1 Licensing, 'I rans l'cr or vehicle Ownership and Duplicate logbooks, 

otor vehicles Registry and Dealers License/policy 'I he key functions 

utput o the road transport department arc gi vcn in table I 

Table 1: Function and output of RTD 

[ Function_~----------:-:---
R gi tration of motor vehicles and trailers 

Licensing of motor vehicles and trailers 

Licensing of drivers and conductors 

11 

1 

Output 

umber plates and logbook 

TLB licences 

P 'V badges and licence for conductors 

and dri ers 



1.2 Research Problem 

According to Johnson .tn j • hoks(2002) th~ starting point for understanding strategic 

capability is n un ·r t.m tin<~ l)r wh<ll customers value. Customers in any market 

HI .,, sowcc to achieve and sustain competiti ve advantage, the abi lity 

tc hnology into a business strategy can make the dilTerence between a 

'"1111111g 1 lo ing trategy.ln the public services the concept or cri tical success factors 

is aLo , alid except that it may relate to a stakeholder other than the customer. The 

regi -tration and licensing of motor vehicles and driver's has in the past being a long and 

manual process. This had subsequently resulted in numerous customer complaints on 

dela) in en ice delivery thus creating a loophole lor corruption in the market. In 

response to this KRA embarked on an ambitious plan in the gradual automation of its 

proce ses ke) among them being the electronic capture and storage or motor Ychidc 

r~cord in the Movers s. stem. 

ln 200) thl: V chi I 1 1anagcml:nl ystcm ( \ 1 ) .md • imha _oo- ystem "ere linked. 

lh \\ 'n for pa) mcnt of 111 ltOr \ hie\• rc 1 i tration fl:e \\ ith import dUl). ' !Ill' inte •tat ion 

imp lrt r to cam! I) p' lor the fl: •i tt, lion alon, \\ith l th\:t 

r I ant 

ith th PI rifi ti n fth PI 

. 
rn n m rni1 ti n 

ut th t in m nt 
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order to reduce r ·1 tan'~ to ch mgc. study by Matundura (2008) on implementing 

turnaround . trat g) t h. n~ .l p 1.'\1.'11\h .' uthnrity round out that with the introduction or 

modern tedm >I 1 in th • <H.',II\L': Itton () ld ~mploy~es were replaced with fresh graduate 

l hl ~.. mht:H.:l' t~:chno l ogy than the old guards. 

j\ ' lll ·at h and l:<Hporatc pl anning section or KRA (2007) on the level and 

icc delivery and effec ti veness or the moderni :tation and taxpayer 

·Ju uti n pr grammcs concluded that the department achieved an overa ll customer 

~ ti ·fadi n rating of 77%. A study by Owala (2006) on eiTecti veness or technology as a 

:trateg~ in motor vehicle registration by KRJ\ concluded that increased registration or 

motor \ehicles was attributed to automation or the vehicle registration process. lhese 

·tudie ha\e looked at several reforms in KRJ\ but not at their eiTect on service deliver . 

Bii (200 ) conducted a research to find out the effect of business process re-engineenng 

on productivity in the Kenya ·1 ea DcH:Iopmcnt gcncy and conclud~.:d that there was an 

in rca t: in productivity duc to impnwt:d operational el tcienci..:s r..:sulting from th..: 

impkmt:ntation of BPR. 

\\'h rea K i tur -

lht 

ml 

in Ken) 

ifi II) it 



1.3 Re earch objective 

'I he objective ofth r '- ·.n ·h ~:-~ ll) tktLrmin' th ' c!Tect or in!ormation technology strategy 

on servic · d ·lh r in thl I ('·'d tt.msport department of Kenya Revenue Authority. 

I. V 1lu o the. "had 

t th tud ha' e contributed greatl y to the understanding or the strategic role 

tlt' llll\. mati n not only in government agencies but also in other public and private 

coq ti n .. The findings of the study contributed to the body of knowledge in the area 

of tratcgi management in the public sector in Kenya. 

'l he ·tudv was also important to KRA as an organi;.ation as it will assist in evaluation of 

it ·trategic reforms and ensure that future changes in the organi;ation arc managed 

dfccti\cly tor the benefit or its internal and e:tcrnal stakeholders. 'I he study also 

id~ntitied challenge. raced by organisation in the public cctor in implcmcnting stratcgic 

r fl rm and provid~ r~comm~ndation · to addr~ th~ c challen •cs. 



2.1 lntrodu ·ci r 

HAPTERTWO 

LlTEl~ATURE REVIEW 

1 hi ·It 1 t ·r 11 nt md discusses the literature re lating to the concept of strategy and 

10n on inf<>rmation technology strategy. 

t ratc~Y ncept 

Thomp ·on & trickland (2007) argue that a company's strategy is management's action 

plan for running the business and conducting operations. Strategy can also be seen as a 

multidimensional concept that embraces all the critical activities of the linn, providing it 

,, ith a ense of unity. direction and purpose as \\ell as facilitating the necessary changes 

induced by its environment (llax and Majlur, 1996) . .'trategy is a way ol explicit\ 

shaping the long term goals and objectives of the organ11atwn. defining the major action 

programs m:cdcd to achieve those objecti\'cs and deploying the necessary resources. 

\cc rding to , 1intzh~.:rg ( 1991) a tt tk Y i the patll.:rn or pl.m that inh.' 'I' 11~.: un 

r niz tnn' major goal . 1 11i ic and • lion cqucnl:~o:s int1 ,, cnh~.: h c "hok. \ \H'II 

rmul lC I trat g .. h lp 1 m r hal n l 1 ''Iniz 1ti n . int l ·' 
r \HI I 

i bl tur b rd 1ti\ min 1 

Ill nm nl n Ill int IIi I nl 
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defined goals within th limit. s~t ~ 'ond, ctTcctive strategies develop around a few key 

concepts and thru. t "hi h ~ " 1..' th~o.'m ~ohcsion , balance and focus. Third strategy deals 

i uhh. hut .llso with the unknowable. Consequently the essence or 

stwtc' ' i t 1 1, tur th.lt is so stron , in selective ways that the organization can 

Jll the unforeseea bl e ways ex ternal forces may actually interact 

me . l·ourth each strategy must be more or less complete in itselC 

l'l'lllrll nt , i th the level of decentralization intended. Yet each must be shaped as a 

co he he lement of higher level strategies. 

John on. ch les and Whittington.(2006) argue that the concepts o f strategy and strateg1c 

management are JUSt as important in the public sector as m commercial firms. Many parts 

of the public sector provide services to paying customers in the same wa)' as commercial 

organi ation . Howe\·cr the ro le of ideology in the development or stra tegy in the public 

ector is probably greater than that in commercial organisations . 'I hen: i also likely to be 

a !!rcat deal o direct or indirect control or int1uence e ·cn.: ised from outside the 
'-' 

organLation by gov rnmcnt in particular. A commercial ntcrpri ~e that is state 

ntr 11 d m.) find plannin • h riz n dctermin d mor by 1 olitil-,11 than b) m rkl:t 

n inv tm nt lot thi 

nt 
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strategic choice for '.·amp h.: tht: ) ma not b' able to speciali se on a few services or 

customers, they must pt'tn 1 k .1 tmtv ~.-' rsal service. Also strategic priorities tend to be 

dictated b) th' pr \ i l I t'( ltllldS l': tlh ' r than the USer Of the Service SO the notion or 

it h competition with resource input typically within a 

t u m gmcntation. Segmentation is the key for business analys is, strategic 

p~1 iti\ nin . rc urcc allocation and portfolio management. J\. t the heart or strategy there 

puq cful carch for the achievement of competiti ve advantage in every business in 

"hich the firm is engaged (I I ax and Maj lu f, 1996 ). 

trate•.,, doe not just happen it is made b) managerial actions and decisions when 
::>-

openmg up new opportumtics for a ustaincd profitabi lity in all the businesses or a fi rm. 

AI 0 there 1s a formal recognition that the ultimate objective of strategy should address 

the takcholder .· benefit thus providing a base for conducting the host or transactions 

, nd ot:ial contracts among them and the lirm. Mintzbcr 1 ( 199 I idcntilks -p·s rnr 

tratcgy. A plan. trall.:gy It: a! \\ ith hO\\ k·tdct try to tnbli h dirct:tinn lm 

_d th nmn plo). \J 'It g t kc \1 
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As position strateg) n urages us to look at organizations 111 their competitive 

environments ho'' th '\ lind their positions and protect them m order to meet 

competition, tv )i lit r ul 'l'l t it nd finally as perspective, strategy raises the issue or 

how int ·uti ll\ tlli<HII'h :1 qoup of people to become shared as norms and values 

t h. iour become deepl y engrained in the group.According to llld IHl\ 

and hittington (2006) strategies ex ist at a number or levels in an 

~)r •,mi :ni n. 1 he fir t. corporate-level strategy is concerned in the overall scope or the 

~)rgani ati< n and how values wi ll be added to the diiTerent parts (business units) or the 

organi..ation. This could include issues of geographical coverage, diversi ty or 

pr duct, ~er. ices or business units and how resources arc to be allocatl!d between the 

deferent parts of the organisation. 

Ihe ·econd lc\el can be thought of in terms of business-level strateg; \.\<hit.:h is about how 

to compdc uccessfully in particular markets or how to provide best valu~.: sen·kl!s in the 

public st.:r.•iccs. '1 his concerns "hich products or ervkes hould he developed in ,, hich 

markcb and ho\\ advuntagt: over comp..::titors can he achit:\"t:d in on.h:r to achieve the 

bj th~.: of th~.: organi ation. I 1 third I vel lf nate' is at tht: 01 ctntin• end ot' th~.: 

n. II 
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According to 'I homp · n and ~ tri 'klnnd( 1989) the task of generating ,maintaining and 

otherwise oreh :-.tratin-, r: .miz.Httm-wid~: commitment to strategy implementation and 

ultml:. 'I hi td 1s creatin g a strong results orientation and a spirit of 

. Ia tly i linki ng th <.: r<.: ward structure to actual strategic performance. 

1 h ... 1 m c f ption for getting people and organizational subunits to push hard for 

· u~~ · ~ ful tratcg) implementati on in vol ves creati vel y usmg the standard 

1'\!\\ard puni ' hment mechanisms- salary raises, bonuses, stock options, fringe benelits, 

promotion . praise .recognition, constructi ve criticism, tenston, peer pressure and 

dec1 ·1on making autonomy. The skill is to inspire employees to do their best and to be 

winner . giving them in the process a sense of ow nership in the strategy and a 

commitment to make it \\Ork. 

An abilitv to instill high \cYcls of commitment to ~trutegic suecc~s and to create an 
"' 

uno ph~.:rc ,, here thcr\! i~ con tructivc pr~.: ur~.: to perform i one of the most vahnhk 

trall:g -imp! ·m nting kill . \\ h n nor 1 niz til n 1 "r nn c lll i t ntly · t 01 ncar p..: k 
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2.3 Information Technolog~ a a tratcgy 

Jclassi and End rs (_00' 1 'int l)\11 thnt it has been argued that the increasing importance 

of tedmolog r lu · · th 11l l\ lo t cknr strategies. Firms should instead focus on gelling 

rk. 1 1 ·chno l o~y is not, and cannot be, a substitute fo r strategy. 

and how a linn can create sustainable competitive advantage is a 

lik h I ,, ' I r 'ilurc. Ultimately n and the internet should be used not for the sake or 

u ·m th 111 but in tcad to create benefit lor customers in a cost-cfTectivc way. 

r ·chnt'l g) i_ a critical source to achieve and sustain competit ive advantage. the ab il ity 

w incorporate technology into a busi ness strategy can make the difference between a 

winning or a losing strategy. Managers arc confro nted wi th the demanding task of 

accelerating the speed at which innovations in new products and processes arc translated 

into profitable commercial ventures (! lax and Maj luf. 1996).l·irst top managers have to 

decide as part of the corporate trategy or the firm . what role is to he played hy 

t chnology in advancing the finn 's compctiti\'c capahilitic . the amount of resources to 

b allocall:d to t~..:chnology ·md the aggrl: si\encs the linn \\ill u e in the inno\'athe 

nd in imb d ling tcdmolo 'Y into the !inn' pn duct nd prnc 

During th n \\ C n i to fin th · t · hn lo k·,d upj ort 
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Whittington (2006)' an imp rtant stra t ~gic decis ion lo r many organi sations is whether 

technology should b d '' I 'l Ld 111 hons~ or acqui red externally. This can be a key 

determinant in th (I Ltihlll' or strategy. In house development may be favoured 

tt omp titiv ·advantage and an organisation has expectations of 

nt:l 'C. 

I hi ''til t a tble i the organisation already has a good knowledge or both the 

11 the market opportunities and the complexi ty is not too great it is within 

utT 'nt field f organi ational knowledge. Successful organisations would be those where 

there 1 a ·trong commitment to innovation from sen1or management and business 

acwnen ba ed on an understanding of the business strategy and tcchnolog relationship. 

fhere need to be a creative climate ""here innovation is fostered, communication is 

c. ·ten i\'e and \\here there is a culture of a learning organisation Structures and processes 

mu ·t facilitate the creation of this environment and providl: a commitment to individual 

and team development. In particular it mu ·t support k~y indi viduals \\lm \\ill champion 

nd facilitat~ the l:."ploitation oft chnolo 'Y for tratc gic succc · . 

t hn logi , I br ' kthr u h c, n hav ~Ud I ' II nl lrm1Hh: lf·c t on tlrm ' 

m ir nm nt.it m ) rk nd pr lu or i 11lih ntl 
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variety of ways. Common urr nt applications of IT in tax administration include online 

databases and informati n r pn::;itori 'S, communications infrastructure, data mining and 

management inform·nit n ':-.h. ms. A k~y qu~stion relates to the sequencing of areas in 

1llll:-. .ltld how to educate starr unl'amiliar with IT and possibly 

kat lui (ll h pl1 .n nt . 

()(I\ ·r im1 ll ml i uc arc security and the re lated issue of networking. database security 

i b~ l u~hie,ed by the usc of standalone systems with adequate access security and 

tandal ne backup copies of databases. Nevertheless there is always the danger of 

unauthon ed access and violation of taxpayer confidentiality. For this issue the adoption 

of the latest available security technology and strict adherence by staff to security 

proc dures even at the risk of some cost efficiency and eiTcctiveness. Re-engineering 

bu ine processe and restructuring the organisation arc crucial for successful IT 

introduction. fhe ke) is not to automate the paper but to n.:balancc. redesign and 

eliminate redundant proce scs. 'I he major points to keep in mind arc that manual 

operations haYe a much smaller least-cost scak whcn comparcd '' ith 1'1 cnnblcd 

pr c. :-.cs to rcplc cc them. 'I hi uggcsls U •rcatcr de •rc1.' of ccnltalizatit n of rout inc 
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and revised polic1e i to pwmul!.),<ll t: standard operating procedures that will facilitate 

strategy implcm ·ntati m ·md ' )\111k'rnct ,111 t ·ndencies for parts of the organization to 

resist 01 rei Cl th lints there is a delinite role for policies and 

proc~duH:s in ih -impk llH.' Il l at ion process. 

( \lll i II I ham OR). nol l: that it has become evident over the last few years that 

d ,, ·h1pm Ill 111 II an be a dri ver for business strategy. For organi sations in the internet 

,H.!~. 11~,, threat and opportunities have emerged. The traditional approach has been one 

ol bnnging the IT trategy into line with the business strategy. Creating a business 

trateg~ that recogmzes the electronic busi ness world also accepts that n can be an mput 

a·· well a · an output from the strategy formu lation process. Changes in IT can lead to nC\\ 

opportunities for business development. A fu rther factor IS the pace or change, an almost 

continuou reas es ment of IT and business strategy is needed. ·1 he traditional setting ol 

n ·trategy to meet business objectives docs not recognize the rapid real-time responses 

nl.:c~o: arv in the modem economy . .. 
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recogmze the need to take ·1 h ltstt' '1 ' \\ or the entire performance that they want 

customers to exp ri ·n · . 111l' ';tllll proposi tion must address and integrate three 

components; cot 

pt od ttl: l i th 

s~rv tc~s and delivery processes. The core 

11\J < tH.: Il1 th:t1 supplies the principal problem solving bcncli ts that 

Ill ntar crvicl!S augml!nt thl! core product, both fac ilitating its 

u 1.: 111 1 11h n in it aluc and appl!al. 'J he ex tent and level or supplementary service 

~)lien pl.1 ~ r le in differentiating and positioning the core product against competing 

Addin!! more supplementary elements or increasing the level of per!ormance should be 

done m \\ ay that enhanced the perceived value or the core product ror prospccttve 

cu tomers and enable the servtce provider to charge a htgher pnce. l he third component 

concern . the proces es used to deli er both the core product and each ol' th~.: 

upplcmcntary ·ervicc . 'I he d sign of the service ollering must address ; how the 

diffcr~.:nt service compon~.:nts are delivered to tht.: customer, the natun: or the customer's 

r )lc in those process s ho\\ long delivery lasts and the pn.: crihed \e\ c1 and st · I~: lll' 

f \'1 b f1t:r ·d. f\1 r lc ign ctll:omp 1 t~.:con titut ion, 
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customer instead of bringing the customer to the service firm . This is done to improve 

convenience to the u tom r 1 .1st\ thL' ph sica \ service redesign focuses on the tangible 

clements or as 

ul o ·uh 111 • th 

l's, .md md11d ·s changes to the service f'acilitics and equipment 

'I his leads to convenience and productivity and often 

tion and productiv ity or front-line starr. 

1\ . ·~1rdin, l\' Jc hn n and Scho\cs(2002) the starting point for understanding strategic 

~ap.ll ilit) i ~ an understanding of what customers value. Customers in any market 

·egment \\ill ha\ e threshold requirements on all featu res of the product or service. Some 

cu ·tamer· rnav be particularly interested in price, others in reliability and yet others in 

ddiYer: ume and so on . In the public services the concept or critical success factors is 

al 0 \alid except that it may relate to a stakeholder other than the customer. Critical 

succe factors are those product features that arc particular\ valued by a group or 

cu ·tamer · and. therefore. where the organ11at10n must excel to outperform compditton 

'I he concepts of ·trategy and strategic management arc just as important in the publk 

sector as in commercial linn.. 1any parts of the public sector provide services to payin' 

·u turner in the same '' 't.' commercial or 'ani ·ttion~. l·m an or ':lni \lion that 

nth b I'\ I it 1 n vid • 01111 titi\ c d 
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wasted time as a co t to avoid \noth~r con · ' rn for customers is how much time elapses 

between making a r' Ill 'st fw s~. n tl'L' :md receiving the fini shed output.Aceording to 

I ,ovelock and \Virtz - .1 ltrm ~.·:m r spond to market needs by modifying the time 

aud plm:c o idu11 i lil'd tlm.!c basic strategies; lirstl y no change regardless 

(II th1..· I ., I mund th 1 vice continues to be offered in the same location at the 

· tm • 1im . B nt u t a ccond strategy involves varying the time when the service is 

1v til t,l h. reflc t changes in customer preference by day or week, season and so forth. 

A third ..:tratcg~ involves offering the service to customers at a new location through usc 

or mobile unit , that take the service to customers, rather than requinng them to visit 

ti ed- ·ire ·el\ 1ce locations. Development of a queuing system that is allocated on the 

ba i of firstly urgency of the job. for example need for a logbook to act as surety for a 

ho ·pi tal emcrgcnC)· ·econdly is the duration of ·ervicc transaction for e. ·ample c. ·press 

Jane for shorter. Je s complicated task and thirdly payment of u premium prkl.: for 

c. ample airline otter cparatc check-in line f01 Iir t-class .md economy-class 

p I \ t but not ka t i 
~.:Il!!.l:l' . ~' 

011 the basi of th~.: impOI1Hill.:C of the CUstomct lor 

mpl a [~.:dal r may b r rv r m m r ot frc 111 nt u r club . 

1.5 Information 'I cchnology strategy ~lnd l' rvicc dcli \'l' ry 
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assistance of the bank"s employe s. For employees, technology can provide tremendous 

support in making th m m re 'fl~' 'ti e and cl'licicnt in delivering serv ice. Customer 

relation<>hip mana • ·m ·nt .md ~.1ks suppMt so ftware arc broad categories of technology 

that l:llll aid IH>Ut lin mplo •s in providing better service. By having immediate 

il\.'l'. IP iuh>IHIIII n 1 out their product and service offerings as well as about particular 

ru · t~1 111 -r • m I ~cc arc better able to serve them. This type of information allows 

·mtl~l' ·~ l u lOmizc crvices to fit the customer's needs. They can also be much more 

erticient and timely than in the old days when most customer and product information 

"a in paper file - or in the heads of sales and customer service representatives. 

n int re ting way to look at the influence of technology is to realize that the internet is 

ju't ·one big enice· . All businesses and organisations that operate on the internet arc 

e entiall) providing services whether they arc giving information, p<.:rforming basic 

cu ·tomer ·er\icc functions or facilitating transaction. . !though thcr<.: is great poll:ntml 

tor technology to . upport brand new service concepts. provide n<.:\\' wa ·s or deliv<.:ring 

n icc and enable customcrs and l!mployecs in achievin 1 hdkr quality services, there 

,cJI. I c !mol lg can as imilatc pco1 k \\ hik· isolatin 1 

th m. it of ntrol nl • t the ·un ·time le ·lin 1 ot inq titud ·. 

nfi nti lit. r 1 m the 

r hun n 

Ill l I 



human contact \\hich many b -he\ e ts dL'trim~ntal purely from a quality of life and human 

relationships pcrsp ·dh ·. l·in.tlh. th~..· pn back in techno logy investments is orten 

sa tis I act iort 

101 .Ill tllV •s tmcnt to result in producti vity or customer 

~(. ·n ·~and promote innovation, a lirm must be aware 

that mi •ht impact its industry. Creative technological 

td 1ptt\H'II possibilities fc>r new products, for improvements in existing 

pH)du~t . r in manufacturing and marketing techniques. Since a large part or business 

.tcti\ it) L 11 emcd with processing and transmitting information with in and between 

organi at ion·. intunnation processing capabil ity can improve an organisation's strategic 

capability b) reducing the direct cost of transactions between an organt/ation and its 

cu ·tamers and improving service quality for example the speed and accuracy or data. 

\ccording to John on .. cholcs and Whittington (2006) one or the most important 

impli ation. of th n revolution for organisations producing or distributing physical 

products i. that in futur~ competiti\e advantage is more likely to he achieved through 

n i e p~.:rformancd ~.:.g :-,p~.:cd an I rdiability of' d~.:livery or m·tinknanl:e)than in product 

fcatur p r ~ :I h \.:nhan 'pabilitie 1'1 ·dr~.:.t ly n·tllin J or •ani Ilion 10 
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allow customers to mo\ cl er to ju. t-in-time with their business process. Product or 

service reliability and impr )\ 'i .111~.-r ~nk~ service can be provided by better information 

systems e.g. autom Hi n i 1.' ll mmd •rs when a customer needs to renew his driving 

I lophooks and li censes. From a customer's perspective the 

1. I i probably the most important aspect of a service. From the 

!i 1m' lt\ . the crvicc levels and the way service is delivered by front-line 

p ·r 'l)ttn ·I an be n important source of differentiation as well as competi tive advantage. 

'en icc ~mrlo,ec arc so important because the service employee is the most vis ible 

element of the service and the services they provide are orten a core part or the brand . It 

i emplo~ ees \\ho determine whether the brand promise is delivered. 

Howe\er. the tradition of having customers visit the service site for services that don ' t 

involve people processing is now being challenged b) advances in telecommunication 

and busmcss logi t1 s. 'I he result is increased a\'ailability of crvices ddi,·ercd at arm's 

length. Without doubt. technology will continue to drive the way we do business. 

llO\\C\Cr technology will nc\Cf n.:placc the need l{H' personal intcmction. When n IS 

unbinc ,,ith highly tr, int: I ~u t mct crvtc 1 co1 lc, lh~.: or , ni ation j hound to 

num r 1 critcri m.: im1 )rtant: com cnicnt lo tion. 
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According to Pearce IL Robmson Jr and Mitul (20 I 0) incremental innovation refers to 

simple changes or adju tnh.'nt:-. in ~· tstmg products, services or proces ·es. There is 

gro wi ng cvidcuc th.tt tllll J .mi '. s~·d.lll 1 to increase the payoff from innovation 

ill Vl: ti iiCIII 

tl P ·til I 

h usin on Jncrcmcntal innovations. Continuous improvement 

. is the process or relentless ly trying to lind ways to 

n c a company's products and processes from design through assembly, 

c . J'his approach seeks to always lind sli ght improvements or 

rdin~ment~ in e' cry aspect of what a company docs. The internet allows coordination, 

communication and decision making functi ons to be accomplished quickly and easily, 

making traditional organisational structures look slow, mcl'lic1ent and non -competitive. 



H PTER THREE 

11 METHODOLOGY 

3.1 I ntrod u ·tio 

tlh n M aH.h d~.!si ' II , data coll ection methods and the process used 

lll 111 dv · lh • 1 uh the data collected. 

3 ... H. ~· "ar 'h tgn 

ln a!; -e. mg the effectiveness of information technology on service delivery in the Road 

Tran ·port Department. the research was conducted using a case study des ign. The 

primary purpose of a case study is to determine factions and relationships among the 

factor that ha\e re ulted and the behavior under study (Mugenda & Mugcnda 200 ). 

\c ording to , 1atundura (2008) a case study is commonly used '"hen the stud involves 

a ·inglc organization v>ith uniqu characteristics :1 he main reason why this dcsi ,11 \\ils 

mo t appropriate i. because the res arch is based < n a single and unique organization 

K 11) a Re\ cnuc Authoril). 

3.3 Data oil cti< n 
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Secondary data was collect d b) re' ie\\ ing literature on strategic reforms carried out in 

the organisation and sun ) . ' tmdnc t ~d before the implementation of information 

technology and aft 't th tr.\h. P' ' .\S impkment ed. 

:t D·at ·a wah•, j, 

1 " 1 mai n! qualitative. 'J he data was analyzed usmg content analys is 

" ,u h method f(>r making replicable and valid inferences from data to their 

\.:tHlt~ . L "ith the purpose of providing knowledge, new insights, a representati on of f'acts 

and a practical guide to action (Krippendorff 1980). 

The aim wa to attain a condensed and broad description of the phenomenon, and the 

outcome of the analysis was concepts or categories describing the phenomenon. 'ontent 

analy i as a research tool i u ed to determine the presence of certain words or concepts 

"ithin tc ts or set of text . Researchers quantify and analyze the presence, meanings and 

rei tion:-.hip of ·uch \\ ords and com:cpts. then make inferences about the messa 'I.!S 

"ithin the te. ·ts . 



H PTER FOUR 

DATA n INTERPRETATION OF RESULTS 

4.1 lntrodu tion 

I Ius d 1•1pt ·1 p1 nt n .m. I :-;i!'i and intl.!rpretation of the results of data co llected on 

j111 pl ·111 ·nttti,,n I II trutcg and its effect on service delivery in the Road. Transport 

d ·parlm ·nl '' K n a Revenue Authority. 

4.2 Implementation of Information Technology strategy 

Th~ 'tud~ e tablished that the old manual system had various challenges namely 

ditlicultY in tracing motor vehicle and drivers' records and thus the length of time taken 
~ '-' 

to ene cu tomers extended into months due to loss of documents and the manual writing 

of logbooks. There was also lack of accurate tatistics on vehicles and dnvcrs' due to 

poor record keeping. However with the introduction of n, scrv1ce ddJ\<~.;r has been 

enhanced a· ta:payer receive their logbook· and drivin, licences "ithin ten da} s or 

!oddment. Also customers ha\ c an an:nue for lodging their complaints through the 

·omplaint and intonn•ttion ccntn; ( 1 ) "hen.: thcy reccivc a n.:spons. tn their 

rnplaint ' ithin fi, mthlc I mm:ctivity l t\\~.:cn the h~.:ad ollice. 
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processes and infrastructure. Dunng the plan period, IT initiatives included modernizing 

the Road Transport 0 partm nt RID) l'hi ' k Management System(VMS) to allow it to 

communicate scam! ssl) "ith thl SIM HA 2005 system. The goal of improving and 

~: n it 111 • ·d 11 II 

".1.· to h achi i.!VIXI by improving service delivery options to 

1 art1 ·ipntion hy all sectors and simplifying tax processes. KRA 

tcms to facilitate increased taxpayer participation. Taxpayer 

,n htr ·n~.: · · 111 itiuth c ' ere undertaken including education seminars and sector-based 

"takdwlder lectures. The taxpayer's charter was revised and uploaded on the KRA 

,, eb ne. 1 he technological advances especially in information technology have worked 

to the ad' antage of KRA. With Kenya being an implementing party to the rEAM 

under ea cable and the laying of fibre optic cables, and with other advances in 1 T, 

communications ha e declined and with increased usc of this medium, KRA 's scope ror 

it. operation increases. The modcm11ation or R I D operation \ as done through the 

linking of the \Ch1cle management ystcm (V\11 ') and 'imba 200~ system allowing ror 

pa) mcnt of motor \Chicle registration tees with import duty. 'I h~.: integJUtion proc~:ss 

crh bh:d , ~.:hick importers to scam! ~sly pay for the r~.:gi trution alon , with other rd~.:v:mt 

u t m !uti ~ t>nline through th~.: imba Sy tern. 
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implementation of CCR en ure prompt update or taxpayers' ledgers and reliability of 

bank reconciliation. Th intr u ·tim or th~ KRA revenue portal, KRAOnline faci litates 

controlled access to 1ppli .ltil n:- h pHwidin 1 a single window lo r communication with 

s!Hkt.:holck:l. It pt ,,i I I in,,k VI~W or all KRA online systems. During the period 

rc pha~cd out and rep laced with computer generated security 

\II motor vehH.:Ics' and drivers' data was scanned and stored 

d ·ctnmk 111 . fhi~ ha fastened transfer of ownership process. Through the usc or IT 

I n ,·~n ic >- \\ere decentralized to the regions. These include endorsement or driving 

hcen -~ . 1 ·· uance of dealers licenses and replacement of the old motorcycle number 

plate ,, ith unique plates. Other RTD initiatives include development of driving license 

management system (DLMS), issuance of number plates at container l'rcight stations, 

mobile licensing and use of wireless technology in collecting revenue in Busia, 

Bungoma.1 'arok and J 1wingi . 

4.3 ha llenge of lnforma ti n technolog stra t g_ 

'I h~.: r~.: earch established that the impl ·m~.:ntation of inl~mnation t~chnolo ') has laced 

it 
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still partially manual. Another ·hal kn~J,e cxpcri 'need wa the resistance to change by 

staff in the department. hn 'll'~' \\.ls seen as a threat to job security and thus at the 

initial stages work ll >' ' .\ hm .md tlwn.· were numerous customer complaints. From 

thL· tudy it v. 1 

lull lllllltlltil '" 

ut th. t thl hi d1 cost of investment in IT has seen a slow pace of 

.\CC~SSl~s. lot examph.: TLB and Dri ving licences therefore the full 

ha n< t hccn fel t in the department. The ratio or computers to starr 

·un 'Ill I. J: , hich i not the ideal si tuati on as some starr do not have access to 

nmlJUtcr: . F( r c.·ample, it was pointed out by one or the interviewees that the number 

I late. unit tafT do not have computers and thus arc not able to confirm vi tal vehicle data 

in the ~ tern prior to issuance of number plates. 'I his is a major concern as number plates 

are the end product of a critical process of registration of a motor vehicle. lso the 

procc-. of ordering for number plates from the current supplier. Kamiti max 11num pnson 

under 1 1ini ·try of Home Affairs. is till manual hence it lacks a stock monitoring 

mcch. ni .~m and is a tedious proccs . 

tablLhcd that thc low rate ompuh:rir tion in thi · prm:c c n hc attributed to 

k f iund fi rim tm nt in ' numb r pi tc mana •cm "nt ~ t m , nd al 0 1 •si t mcc 
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be enjoyed with information t ''hnolog) as n strategy. The limited ecurity or the IT 

systems has caused intru i m b) tm.mthlnitl'd us ' rs on the V chicle management system 

which has impa~tcd n • tth ·1. (\ll d.tt.l tnh.' q·ity The va rious stand alone systems in the 

<kpw t•m·nt u·m I 

illl\ltlll tliPII I ll I 

I • Kod . Movers and I)LM S make it dif!icult to integrate 

in on· system. 1-'or example il' a caveat on transfer or 

ll\\ 11 ., hip 1 1 m t r htclc i scanned and placed in Kovis , thi s in !'ormation wi ll not 

b1..· ,1, 1it 1 1 in \ I · and thu the vehicle may be transferred and logbook issued. At the 

tim. l)r the tud). the canner for scanning original logbooks had been out or order l'o r the 

p.u t") 111 - nth . The cost of repairing the scanner was found to be more e pensive than 

purcha -111g a new scanner. In the meantime only one scanner is functiOnal in the 

department and is u ed for scanning over 10.000 documents per day . ' ll11s has resulted in 

delay in proce- ing logbooks. which has af!'ected ser icc delivery. 

4.4 ervice delivery in RTD 

A n:vie\ . of a sur\ cy carried out by the Rc carch and corporate plannin ' cctiun of K RA 

c 1, blLhe;; th, t in the;; p rf( mum c of it ·unction . WI J) ' · t tkl:hokkrs include;; various 

n 'Jh Ill lulc. 1atatu o\\n t '\s odntion 

K n) ut m bil i tli ll\ of K ·n 

• 
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that taxpayer's should e ·p t from R I'D . l'hc department' s service delivery is deemed to 

be or high quality wh nth' tim~rr.lml' r\pp~ndi : - arc strictly adhered to. As demand for 

high quality s ·n i ·~ r m th 1 Hhlt1. prows, there is need lor KRA to continue re-

t till. of its sta ff', internal processes and relations to its 

'' atcr 1.!1 licil.!nt and c!Tl.!c ti veness in service delivery to its 

nductcd by research and corporate planning section or KRA on 

d b) taxpayers to contact the department indicated that 8J<Yo made 

pl:r \1!1.11 , i iL , hile 6% and 7% contacted the department usi ng letters and telephones 

l! 'illllillill J it 

t'll 1\llll ·• in 

rcsrccthd~. ommunication by fax and e-mail is the least used mode of contact. This 

:hL)\\ - that thee i need to embrace ri based modern tcchnolog) as opposed to the 

traditional way of per onal visit. 

·1 he re ·carch e ·tablished that a recommendation to dcc~.:ntral iz~.: RID s~.:rvicl.!s and 

embracing on-line lodgment or document· ~ill gr~.:atly improve scrvice delivery in the 

d~.:partm nt. Othcr suggc tion include cnhancing cllicicncy or di patchin I or logbooks 

nd li ~.:n~~.: . c ndu ting ta:pa)cr t:du ation on 1clorms carried h · thc lh:partment md 

to n tify th locumcnt 1r~.: r~Ud) . 

I in II) houl t Ill nn b ' t~.:chnil 1 
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4.5 Effect of technology on ~en icc delivery 

KRA is recognized , th' b t l,f tlh. puhltc institutions in the country having achieved 

most respect ·d m1. n s1.1tu~ as wdl as winning several awards related to 

ituto\' tliou, • u il · (k·ltvery. The computerization or core business 

tundh'n 111 I '' ululaht 'ood 1'1 infrastructure has led to crticient service delivery. 

nd drivers is now avai lable at the touch or a button thus ensuring 

th 
11 nt wm .... , rc ei\c fa t and reliable service. This has in turn led to reduced customer 

ClHnll.tinL a e' idcnccd by a 70% customer ':latisfaction rating during a recent customer 

'Un ~y. 1 echnology ha the potential to de-humanize business transactions. As 

t ·chnologv ha · evolved corporations have become more dependent on equipment and ..... 

mo~t employee lack good communication skills. It is important to address taxpayers 

·pt.:cific concern and comments . 

'1 he modt.:mization ot IT systems has transformed the department into nn et tic tent and 

c1 edi\ c organization .customer can now e. ·pericncc interaction \\ ith tal t th m the 

m ort f th ir h m through in 1uirin on lrl D 1 ro lucts m I statu ot documents 

thr u •h -111< il n m bil ph n . ·1 ti r\.: lu • tim ·md co t to 

nd h rt turn 1r und tim· . ~lith th · intr lu tion 

um nt im '" 
r 

th 
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be traced from the regi try thus I -ndinll, to dcla s that ran into months or even years. 

r rowcver from the stud) it " ' l ll'.lh/ld th;\t th ' bcnelits or information technology have 

not been ma:uni ;wd in th i I .lllllWill . l lw \I S\ or outdated computers in the cash omce 

lowl!d down service deli very leading to long queues. 

'I hi · tlpl'll 111 lit l r!-l to lure innocent taxpayers who want to avo id the 

qu ·u, m tc the parallel market for lake driving licences and even fake 

ll) ·bl'l'k . \I in the banking hall the scro ll ing bill commonly used by banks to prov ide 

itnpl'tunt inf rm tion to customers has been underutili zed in the RTD banki ng hall . This 

can be u ·cful in pro' iding information to customers when the system arc down to avoid 

them qu~umg when no services are being offered. 

4.6 Di cu ion 

hom the data findings and analysis. it is e idcnt that technology has actually had a 

positi\ e impact on service delivery in Kenya Revenue uthority. It has rcdm:cd time 

t, ken to process document by eliminating duplication or work and has increased 

effi kncy. htrthl:f the incidence f orgery or document . ha 

till 

rta II. n 

Ill tl h 



Another challenge highlight d from the rcscar ·h is the large number of RTS cases 

received on a monthly ba i · . \t thl' timt.' nr the research, the department had a total of 

8,000 RTS logbooks and l • l 0 I IS drivi n ) licenses which implies that the dispatch 

proct.:ss i~ not ·If· 'll ' hu ll' nltmp Ill a lot or complaints from these customers on 

ar < ,umcnts J\ suggesti on to address this problem is to have 

·~1 1k·~o:li 111 p lllll , r d umcnt all over the country. Therefore a customer can indicate he 

\H1uid p1 ·l'·r l llect his logbook from Kericho KRJ\. of'Jicc and this can be sent 

dir\?ctl) tiJ the tlice for onward transmission to the customer. 



UMM R 

5.1 Summar ·tn 

HAPTER FIVE 

1 U .. ~ l lN AND n.ECOMMENDATIONS 

I 10 <\ 1CllllliH! the effect Of information technology Strategy 

Ill th I o:.~d transport department or Kenya Revenue Authority. In 

cd mplaints on poor service delivery, corruption and reduced 

r ., -m1c L 1ll · ti n. Ken a revenue authority sought to modern ize their processes by 

cmtracing information technology. Prior to the year 2006, majority of the processes and 

product' \\ere 1 ued manually, for example, motor vehic le logbooks were written by 

hand. The tatT in .. olved in this task were mainly clerical onicers who had little or no 

training in ba ic IT tools. The change to moderni;ation of the Road transport department 

procc- ·e involved Kenya revenue authority undertaking to carry out a three month 

con\er 'ion course for the clerks in the department. l he officers \Vcre trained on the Road 

tran p )rt department functions and procedures and also rcccivcd training on custom~.:r 

can: 

1 1 fin m• inlil:at th,tth Rl ltr n pn1 kpartm nt ''hkh ~.:n~ o\ct :o% ol th~.: 

t pa. d it KR . h l1 ·n •~..· s \ ith th~..· 
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now been replaced with comput 'r g 'n t: ra t ~d r~ ' eipts which has led to increased revenue 

co llection. Additional b n 'fit. indulk :1 modern channel of communication with 

tax payers through th thl 1--.P ,\ w 'hsitc which houses information on all 

1\lll .1111hmi t . 'I hrou 1!1 the complaints information centre 

t r i t<..:r thctr compl aints, enquiries and even compliments 

ithm fi c days. 'I his has helped to give the taxman a human face 

the lc\el of goodwi ll of the Kenyan taxpayer. Additional bene!its 

dt:part tueut i 11 K ·n l 1 

IIlli I .• j,. 

,11\d hI in I 

itknti tied b) the in ten ic\\ ees include red uced return to sender ( RTS) motor vehicle 

IL)gbook , and drh ing licences as the postage process was full y automated in 2007.Thi s 

ha. en ·ured that ta'\payers receive their documents on time wtth on\) mini mal cases of 

,, rong addre · e- being used. This has also reduced costs as R I ' cases pre" 10usl had to 

b~? repo ·ted or cu tomer notified by telephone to collect their documents from KR 

AI ·o th~? linkage between the customs 1mba 2005 system and the vehicle management 

. ) tc.:m \ tS) has made the r~?gistration of vehicle !aster as onlv minimal vehicle details 

ut:h m h. mo cl, I ation n.: captun.:d by olliccrs in RTD. 
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downtime which leads to lo of re\ enu~ nnd delays in processing payments and RTD 

products. In the regional o1ti :-.. tl.w 1..' nmpk Nycri , Embu and Meru, frequent power 

outages have the am · 1.1 p:l ~..rs hnv' to be turned away due to lack of power 

back up in th · o fli 

rd(>rll l. 

llu h.1lkn!'1.. ts caused by lack or enough funding for KRA 

projcc1s. hom the foregoing discussions the following 

made regarding the effect of information technology on service 

d ·li' 'I) in th · I ad tran port department of KRA.; use or IT in RTD has impacted 

po ·1u, d~ on en ice deli ery as taxpayers arc able to receive raster services, predictable 

·en 1ce timdines and secure products such as security printed logbooks. Challenges were 

ho'' e\ er experienced due to system downtimes and partially manual processes such as 

I suance of driving licenses. In conclusion the usc or n has impacted posit ively on 

·en ice deli' er). accountability. staff motivation and revenue collection. 

5.2 Limitations of the tud 

'I here arc ,·ariou limitations of the study that docs not make it conclusive on its own. 

Hr. tl the number o intc..:rvie,h:es cho ~n \\l!re ll:w and an: not tl!pres~:ntatin: or both 

KRA an th t. :pa · . AI l th dcpartm nt ha not tully com1 ut riz~.:d it pto ·esses md 

li 

arti ll .: m nu I hen th · dh.:cth ~.:n s 11f n on c1, h:c 
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should include comprehen ·iy dan ·olh.: ·tion !'rom its key stakeholders. llowever 

because the Road transp rt d p.\rtm~..nt i:-. und~..·rt ak ing to have an integrated online system 

where all Ifl D s n i · ill l · "~.·1 l a:-~~..·d, IIK' n! is need to do another research once the 

project i t~..m i:-~ 11111 functio nal, then it will be easier to gauge its 

sun:~.· · 111d II ll 11 r icc delivery. 

~. I mpli · tt ion on I oli Practice and Theory 

1 hl: , tud) id ntificd that the taxpayer is key in a service deli very department like RTD 

h~:ncc the nt: d to en ure that all processes in the department arc automated ami can be 

ort~rcd online from the comfort of the customers home or onice. 'I his will impact greatly 

on n!\ enue collection and improve the image of KRA as a tax collecting authorit) both 

regionally and globally. There is therefore need to fast track the tmplementatwn and roll 

out of the e en·ice . Involvement of ·takcholdcrs in the reforms in the organisation is 

par. mount and thi. should be done at an early stage in order to incorporate thetr !cedback 

int th~.: proj~.:cts. Thi \\ill lead to greater buy-in or reforms being carri~.:d out by the 

rg. ni ati n and r u ·e r cv~.:n ompl tdy climinak rc istanCL' to chan •c. 

nd trainin rc aL k r n • r· nn ani m I tniz, til'n 
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PP 1 DL t 

Int rvic" (.nidc 

I. What chall '11 ' rc Jlliuwul wi1 h thl! old manual system? 

2. Whtl ~., pt:ti •need in the usc of' IT to process RTD products? 

\, Wh tl I " ltll ' ha hc<.:n experienced with the introduction or IT in the 

d p utm nt' 

. \\ h ll l hniquc arc used to measure customer sati sfaction in the department? 

- lllm i c rrectiYe action on negative customer feedback hand led? 

. Ple.l!le gi\ e suggestions on how service delivery can be boosted m the Road 

Transport Department. 

7 .. \re RTD products delivered using I1 aided equipment? l·.xplain 

. Ha' e co b come do\\'n due to r1? hxplain 

9. llaYe cu ·lQmcr complaints reduced since computers \\~ere introduced'' !::.:plain 

10. Do customer inquire about R'I D products through e-mail? I-.: plain 

11. ll ri hdp ·din making R'l D more ti·iendl;? !:.:plain 

L . lla l:llC urag ·d Irl J) deccntr'llize crvice . !-.:plain 

. Ar nn l d throu ,h 1'1 . 1:. ·plain 

m 

17 I Ill 

11 -rn al I 



19. lias logbook proce ing bt:en ma k raster due to IT? Explain 

20. I las Driving liccn 'b u·m 'r..: bl'l'n made 1 ~\ s tc r due to IT? Explain 

2 I. J\ rc lfl I) s · t m 

22. What · 111 u nulut to 1hl: long queues that we find 111 the times tower 

b 111kiu• h ,u· 



APPENDIX 2 

Taxpayer rights with r sp ct to motor vehicle regi tration and licensing 

P tlll . .' • 

harter timelines 

Within I day 

Wi thin 5 days 

With in 7 days 

Pn,l·t: ·· in' \,frcpl. emcnt number plates Wi thi n 4 days 

Pn'~.:~ · ~ing ,f tran fer of O\\ ncrship and dispatch Within 3 days 

l'r Il'gb ,oJ..: 

Coi y t'f motor' chicle records Within l hour 

1 · ·u<Ince of certificate of ownership Within l day 

I, ·uance of foreign vehicle permits Within 1 hour 

· I ·suance of interim/provisional driving licenses Within l hour 

Within 7 days 

Within 5 days 

Within 1 day 

Within l day 

u 



APPENDIX 3 

LETTER OF I TRODUCTION TO ORGANIZATION 



* I 1 m oF NAIROBI 
HOOL OF BUSINESS 

MBA PROGRAMME 

\9 ~'1 \ ~0\ \ DATE .................................................. . 

TO WHOM IT MAY CONCERN 

P 0. Box 30 l97 
Nairobi, Kenya 

The bearer of this letter ... . N.OrV\ ~ ...... 'j .l .q?~ ................................. .. ...... . 

Registration No ... Db !. .. \ .. 7:.'1:-.Cfl .. l.;J..OO.b ...... ........ ............................... .... . 

is a bona fide continuing student in the Master of Business Administration (MBA) degree 
program in this University. 

He/she is required to submit as part of his/her coursework assessment a research project 
report on a management problem. We would like the students to do their projects on real 
problems affecting firms in Kenya. We would, therefore, appreciate your assistance to 
enable him/her collect data In your organization. 

Th results of the report will be used solely for acad mic purpos s and a copy of ttl s rn 
ill be a iled to th In rvlewed org nlzations on r qu s . 

Than 

0 

I 



APPENDIX 4 

LETTER OF APPROVAL FROM KRA TO UNDERTAKE 

ACADEMIC RESEARCH 



Rl f: ,]7 

P v nu 
T 

1 

~~KENYA REvENUE . 
f}J~ AUTHORITY 

PORT DEPARTMENT 

Thro' Co111Ir~ssiut1e.~.-- Support Services 

1 ea.r .. {ach .... ll, 

Reference L made ~o your letter c.lated 7rh ~pten~Scr, 201 1 on th., above 
. ubjcc;~ 

\\ e q_re pie~sed to inform you that the Authorit b willin r ((I [ t:l' you an 
oppo:::u nity to undertake r" carch on. uEffect~ of inform~uion tccbnalogy 

tlady 
qu . 

delivery in th Ro:zd Trr.r; pore Dep:.zrtnwnt" a ~ 

bi c n nly b d · nc thr 1 h d n:ilulion o 

n h u\J L. • 


