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ABSTRACT 

The objective of study was to investigate the effects of operation strategies on the 

performance of NTSA, Motor vehicle inspection centers in Kenya. The study adopted 

cross-sectional descriptive survey design.  The target population 18 motor vehicle 

inspection center managers and 18 assistant center managers in the 18 inspection 

centers in Kenya. The study collected primary data through use of a questionnaire 

which will have both closed and open-ended questions. The questionnaire which was 

administered by the researcher through drop and pick later method. The data collected 

was first edited, coded, and entered into software (SPSS version 20) which also aided 

in the data analysis. Both descriptive and inferential statistics were adopted for the 

study. The qualitative data was generated from the open ended questions and was 

categorized in themes in accordance with research objectives and reported in narrative 

form along with quantitative presentation. The quantitative data was analyzed using 

descriptive statistics which included frequency distribution tables and measures of 

central tendency (the mean), measures of variability (standard deviation) and 

measures of relative frequencies. The inferential statistics included a correlation 

analysis which established the relationship between variables. Data was presented 

using tables, charts and graphs. The study found out that quality driven operations 

strategy, dependability-driven operations strategy, speed driven operations strategy 

and flexibility driven operations strategy had been adopted in the Motor vehicle 

inspection centers. Adoption of these operational strategies had been prompted by the 

need to: improve operations processes; improve efficiency at the; increase capacity; 

and need to improve quality of the services offered at the inspection centers. The 

operational strategies had improved operational efficiency, enhanced the quality of 

services, increased the capacity, and improved customer’s satisfaction at the 

inspection centers. The study concludes that the implementation of operational 

strategies influenced performance of NTSA, Motor vehicle inspection centers in 

Kenya. The study recommends for continued improvements in terms of increased use 

of technology, enhancing speed and capacity at the centers in order to increase 

compliance with the traffic laws. 
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CHAPTER ONE: INTRODUCTION 

1.1 Background  

In lthe lcurrent lday’s lmarket lplace lthat lis lglobal, lhighly lcompetitive land linternet-based, 

lit lis limperative lthat lorganizations lhave la lclearly loutlined lplan lgeared ltowards lthe 

lachievement lof ltheir lgoals. lIn lthe lrecent lpast, lthere lhas lbeen linterest lon lthe limpacts lof 

loperation lmanagement lactivities lon lthe loverall lperformance lof lthe lservice lindustry. 

lAccording lto lPrajogo l& lGoh l(2005), lthis lrecognition llays lemphasis lon lquestions lof 

lwhere land lhow loperation-management lactivities linfluence lthe lperformance lof lfirms lin 

lthe lservice lindustry. lOperations lstrategy lencompasses lstrategic lactions lwhich 

lformulates lthe lgoals lof lan loperation l(Slack let lal., l2010); lalso, lit lentails lfulfilling lthe 

lcustomers’ lneeds lby lthe loperation lmanagement lso las lto lsatisfy lthem l(Lewis l& 

lSlack,2003). 

For lan lorganization lto lbe lcompetitive, lis lshould lenact land lexecute lprocedures lthat 

lguarantee llower lproduction lcosts, lquality lproducts, lefficient lservice ldelivery, land 

lflexibility lin ladapting lto lnew lproducts land lprocesses l(Arnas, lLopes lDe lSousa lJabbour 

l& lSaltorato, l2013). lAn lorganization lstrategy lentails lhow lthe lfirm lwants lto lsucceed land 

lsurvive lin la lcertain lenvironment lwithin la llong lperiod lof ltime l(Barnes, l2008). lA 

lCompany lcan lexcel lin lits loperations lif lit loffers lits lproducts lat lreduced lprice, lproduces 

lhigh-quality lgoods, ldelivers lits lproducts lfast lto lconsumers, lexercises lreliable ldelivery, 

land ladopts linnovativeness l(Barnes, l2008). lOperations lstrategy lentails lthe lpatterns lof 

lstrategic ldecisions lwhich lestablishes lobjectives land lactivities lof loperations l(Slack, 

lChambers l& lJohnson, l2010).Strategies lrelated lto lprocesses lsuch las lcost lreduction land 

ladherence lto lregulations lenhances lthe lfirm’s lperformance l(Letangule l& lLetting, 

l2012). 
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This lstudy lwas lanchored lon lthe lTheory lof lConstraints land lResource lBased lView 

ltheory. lTheory lof lConstraints lbrings lout lthe lidea lthat lin lany lsystem lthere lis lat lleast lone 

lweakest lpoint lor lbottlenecks. lThese lconstraints lare lthe lmain lobstacles lpreventing 

lcompanies lfrom lachieving ltheir laims lof lincreasing lprofits l(Coman l& lRonen, l1994). 

lConstraints lrestrict loutput land lwhen lproperly lidentified land lmanaged, lthey lprovide lthe 

lfastest lroute lto lsignificant limprovements land lform lthe lbedrock lof lcontinuous lgrowth 

l(Dettmer, l1997). lResource lBased lView l(RBV) lstates lthat la lfirm’s lperformance lrelies 

lon la lcombination lof lboth ltangible land lintangible lassets l(Barney, lWright,& lKetchen, 

l2001). lPearce land lRobinson l(2007) lopine lthat leach lorganization lderives lits 

lcompetences lfrom lits lresources lto lattain lcompetitive ladvantage. lWith lreference lto lthis 

ltheory, lthe lresources lavailable lplay la lvery lbig lrole lin linfluencing lorganization’s 

lprocess lof lstrategy limplementation. lIt lis lvital lto lbear lin lmind lthat lwithout lthe lessential 

lresources lfor limplementation, la lstrategy lwill lremain lin lthe lplanning lstages. 

NTSA lwas lcreated lin lthe lyear l2012, las lthe llead lagency lin lcoordination land 

lenforcement lof lroad lsafety lissues lin lorder lto lminimize lthe lloss lof llives lthrough lroad 

lcrashes. lThe lauthority lhas la lduty lof lproviding lof la lsafe, lreliable land lefficient lroad 

ltransport lservice. lIt lalso lplans, lmanage land lregulate lthe lroad ltransport lsector lin 

laccordance lto lthe lNTSA lact lof l2012. lIn lexercising lits lmandate, lthe lauthority lhas 

lcreated lseven ldirectorates lto ldeal lwith lspecific lroles land lto lsupport lits lcore lfunctions. 

lThese ldirectorates lare lRegistration land lLicensing, lRoad lsafety, lMotor lvehicle 

lInspection, lInternal laudit, lLegal, lcorporate lservices land lInformation, lcommunication 

land lTechnology. lAll lthese lfunctions lwere lpreviously lperformed lby ldifferent 

lgovernment lagencies, land ltherefore lNTSA lcurrently lconsolidates lall lroad ltransport 

lactivities lunder lone lroof l(NTSA lact, l2012). 
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1.1.1 lOperation lStrategies 

Operation lstrategy lis lthe lactions lthat ldetermine lthe lpermanent lstrategies land labilities 

lof lthe lfirm lthrough lmarket ldemands lwith lresources lset laside lfor lthe lsame lactivities 

l(Slack l& lLewis, l2002). lThe lspecific lmarket lneeds lhave lto lbe laddressed lfor lthe 

lorganization lto lbe lable lto lmeet lthese lmarket ldemands, lOperations lstrategy lcan lalso lbe 

lviewed las lthe lprocess lof ldeveloping la llong-term lplan lof lhow lto lutilize ltheir lmajor 

lresources lavailable lwhile lensuring lcompatibility lwith lthe lorganization’s llong-term 

lstrategy l(Hayes let lal., l2005). 

For lan lorganization lto lsucceed, lits loperation lpractices lmust lbe lguided lby lits lbusiness 

lobjectives. lWomack l(2006) largues lthat la lfirm’s lstrategic lguidelines lare ldependent lon 

ltwo lthings l
_

 lwhat lought lto lbe ldone lto lsatisfy lclients land lactivities lfor lsurvival land 

lprosperity. lOperations lstrategy lconstitutes lof lpolicies land lobjectives lthat lexplain lhow 

lthe lfirm lintends lto lutilize lthe lresources lallocated lfor lthe loperation ldepartment lto 

lachieve lits lobjectives l(Hayes, lUpton, l& lPisano l2008). l 

Strategy lcan lbe lregarded lto lexist lat lthree llevels lin lan linstitution. lAt lfirst, lthere lhappens 

lto lbe lcorporate llevel lstrategy lthat lis ldeemed lto lbe lthe lhighest. lIt lgives ldirection lto lthe 

lentire lorganization lat llarge. l lIn lcase lan lorganization lentails labove lone lunit lof lbusiness, 

lcorporate llevel lstrategy lshall lconsider lwhat lthe lbusinesses lare lsupposed lto lbe, lhow 

lallocation lof lresources lwill lbe ldone lsay lcash, lthe lmanagement lof lthe lrelationships 

lcreated lby lthe lunits lof lbusiness land lthe lcorporate. lOrganizations lare llikely lto llay lout 

lthe lstrategies lthey lwant lto lapply lin leither lvision lstatement lform lor la lcorporate lmission 

l(Slack l& lLewis, l2002). 
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Secondly, lBusiness llevel lstrategy lfollows lwhich lis lbasically linvolved lin lhow la lcertain 

ltype lof la lunit lin lbusiness lis lsupposed lto lcompete lwith lothers lin lthat lindustry las lwell las 

lwhat lits lobjectives land laims lare lsupposed lto lbe. lAccording lto lthe lorganization’s 

lstrategy land lhow lthe lunits lof lbusiness land lthe lcorporate lcentre lrelate, la lunit lof 

lbusiness lstrategy lmight lbe llimited lby linadequate lor lno lresources lor llimitations lbrought 

lon lboard lby lthe lcentre. l 

The lfunctional llevel lstrategy lcomes lthird: lIt ldeals lwith lthe lfunctions lindividually 

l(marketing, loperations, lfinance, letc.) lThey lexamine lhow lmuch levery lsingle lfunction 

limpacts lon lthe lbusiness lstrategy, lwhat lshould lcompose lthe lstrategic lobjectives land 

lhow lthe lmanagement lof lthe lresources lavailable lis lsupposed lto lbe lconducted lto lachieve 

lthe ldesired lgoals l(Hill, l1993). 

 lSlack let lal. l(2004) largue lthat lthere lare lfive loperations lperformance lobjectives lnamely; 

llow lcost lproduction, lquality, lspeed, ldependability land lflexibility l(Innovativeness). lAn 

lorganization lmight lnot lexcel lin lall lthe lobjectives; ltherefore, lit lis ladvisable lfor la lfirm lto 

lselect lthe lgoals llikely lto lhelp lit lsucceed lin lits lstrategy l(Barnes,2008). lOperations 

lstrategy lconstitutes lof lfour lviews–bottom-up, ltop-down, lmarket lrequirements, land 

loperation lresources l(Lewis l& lSlack, l2003). lOperations lstrategy lhelps lto laccomplish 

lthe lneeds lof lbusiness lstrategy, land lassists lthe lfirm lin lincorporating lcustomers’ lneeds 

linto loperations lcapabilities l(Beckman l& lRosenfield, l2008). lOperations lstrategy lcould 

lbe lestablished lthrough lthe lcompany’s lcompetitive ladvantages l(Kaviani let lal., l2014). 

lSlack land lLewis l(2011) lopine lthat lstrategies lconnect la lfirm’s lresources lto lthe lneeds lof 

lthe lmarket. lKaviani let lal. l(2011) largue lthat lthe lformulation lof loperations lstrategy lis 

ldependent lon ltwo lcritical lviews l–resource lbased lview land lmarket lbased lview. l 



 

5 

 

Low lcost lproduction ltranslates lto lselling lof lproducts land lservices lat llower lprices lhence 

lenhancing lcustomer lsatisfaction l(Slack let lal., l2010). lThe lsuccess lof lan loperation lcan 

lbe lmeasured lusing lproductivity, lthe lratio lof loperation loutput lto lthe lratio lof loperation 

linput. lKaviani let lal. l(2014) largue lthat lefficient lcost lmanagement lencompasses 

lcarrying lout ltasks lin lan linexpensive lmanner lto lproduce lgoods lthat lcan lbe lsold lat lprices 

lfavorable lto lcustomers. lThis lis la lplan lwhich lthe lcompany luses lto lcreate lthe lcheapest 

lproduct lin lthe lmarket. lIt lis lcharacterized lby linvesting lprudently lin lproduction 

lequipment, lconservation lof lscarce lresources, land lkeen lcontrolling lon lcosts lof 

loperation l(Birjandi, l2012). lPorter l(1985) largued lthat lcost lleaders lought lto lcontrol 

lcosts leffectively, lavoid lincurring la llot lof lexpenses lon linnovation land lmarketing, land 

lminimize lprices lwhen ldisposing ltheir lproducts. 

 lQuality lrefers lto lthe lcreation lof lexcellent lgoods land lservices lthat lmeet lor lexceed lthe 

lexpectation lof lclients l(Goetsch land lDavis, l2010). lA lproduct/ lservice lthat lmeet lthe 

lspecifications lcan lbe lregarded las la lquality litem l(Crosby, l1979). lQuality lis lthus la 

lrelative lto luse lthan las la lgeneral lcharacteristic land lhigh-quality lproduct llives lup lto lthe 

lexpectation lof lcustomers. 

Speed lrefers lto lthe ltime lit ltakes lfor lthe lcustomer lto lrequest land lreceive lthe lproducts 

l(Slack, lChambers land lJohnson, l2010). lThe lspeed lof ldelivery lis lvery lvital lbecause lthe 

lfaster lthe lcustomers lreceive lthe lservice, lthe lmore llikely lthey lwill lbuy lor lpay lfor lit. lThe 

lexternal lcustomers lare llikely lto lget lexcellent lservices lif lthe loperation lmanagement 

lexercises lspeedy ldecision lmaking land lfast lservice ldelivery l(Slack, lChambers land 

lJohnson, l2010). l 

Dependability lencompasses lcarrying lout ltasks lin la ltimely lmanner, land lmeeting lany 

lpromises lgiven lto lcustomers l(Kaviani let lal.., l2014). lIt lmeans lserving lcustomers lin 
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ltime lor ldelivering lgoods land lservices lto lthem las lper lthe lpromises l(Slack let lal., l2010). 

lCustomers lprefer lreliable lorganizations, land la ldependable lcompany lis llikely lperform 

lmore lthan lthe lundependable lone. l 

Innovativeness lentails lresearch land ldevelopment, lthe lintroduction lof lnew lproducts lin 

lthe lmarket, land ltechnological lleadership l(Covin l& lWales, l2012). lProducts linnovation 

lencompasses lthe lproduction lof lnew lproducts lwhich lare ltotally lnew lor lhave lunique 

lattributes lto lthe lexisting lones lin lthe lmarket. lProcess linnovation lentails lcoming lup lwith 

lthe lnew lprocess lof lproducing lgoods. lFirms lwhich limplement linnovative lactivities lare 

llikely lto lhave la lsignificant limprovement lin lproduction land lmarket lperformance 

l(Gunday, lUlusoy, lKilic, l& lAlpkan, l2011). lProduct linnovation lwhich linvolves leither 

lproduct lreplacement lor lrepositioning lcontributes lto lthe lorganization’s lprofitability 

l(Letangule l& lLetting, l2012). l 

An leffective loperations lstrategy lought lto lenhance lthe lcompetitive ladvantage lof lan 

lorganization lon lthe lbasis lof lits lresources l(Kaviani, lAbbasi, lYusefi, l& lZareinejad, 

l2014). lBy lhaving lan leffective loperations lstrategy, la lfirm lcan loffer lquality lservices, 

lattain la lhigher lreputation, land lachieve lhigher lproductivities lin lterms lof lsales land 

lprofits l(Bosire land lOwuor, l2018). lThis lstudy lwill ladopt lthe lquality, ldependability, 

lFlexibility land lspeed lstrategy ldimensions. 

1.1.2 lOrganization lPerformance 

According lto lLusch land lLaczniak l(1989), lperformance lis lthe lsum lof leconomic 

loutcomes larising lfrom lactivities lpursued lby lan linstitution, land lit lis lmeasured lby 

lcomparing lthe lactual loutcomes land lthe lintended loutcomes. lOrganization lachievement 

lis lthe lability lof la lbusiness lto lattain lits lobjectives l(Ricardo l& lWade, l2001). lSong let lal. 

l(2007) lopine lthat lbusiness lperformance lentails lthe luse lof lboth lfinancial l(sales, lreturn 
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lon lassets, lprofits) land lnon-financial lmeasures l(market leffectiveness, lcustomer 

lorientation, lcustomer lservice, letc.). lThe lcurrent lstudy lfocuses lon lnon-financial 

lmeasures. lThis lstudy lwill lalso ladopt lthe luse lof lscales lto levaluate lperformance lsince lit 

lis lwidely-accepted las lthe lbest lpractice lby lextant lliterature l(Choi,Poon,&Omega,2008; 

lMorales, lBarrionuevo, l& lGutierrez,2012). 

Voorde, lPaauwe l&Veldhoven l(2012) largue lthat leffective lemployee lmanagement lin 

lregard lto lhappiness land lrelationship lsignificantly laffect lorganizational lperformance. 

lOrganizational lsuccess lis lmeasured lusing laccounting lindicators lsuch las lcash lflows, 

lprofits, land lfinancial lmarket lindicators lrelated lto linvestor lvalue l(Morgan,2012). 

lAccording lto lRicardo l(2001), lperformance lmeasures lmay linclude lresult-oriented 

lbehavior, lnormative lmeasures, ltraining, lmanagement ldevelopment, land lmany lmore. 

lArgues lthat lsubjective lexamination lof lperformance lmeasures lhave lbeen lused lto 

levaluate lorganizational leffectiveness land lemployee lsatisfaction l(Abu-Jarad, lYusof, l& 

lNikbin, l2010). 

Relevance lmeasures lhow lmany lthe lactivities lby la lcertain lproject lsuit lthe lpolicies lor 

lpriorities lset lby lthe lreceivers lof lthat lproject, ldonors land leven lthe ltarget lgroup. lSome lof 

lthe lquestions lkey lin lmeasuring lrelevance lincludes lasking lwhether lthe lset lgoals lby lthe 

lproject ldo lsatisfy lwhat lthe lbeneficiaries lneed land las lwell lif lthose loutcomes land 

lactivities linvolved lin lthe lproject lalign lto lthe lgoals lof lthat lorganization. lEffectiveness 

lexamines lhow lmuch lthe lset lobjectives lof la lcertain lprogram lare lreached lat. lImpact 

lmeasures lthe lchanges lresulting lfrom lthe lproject lwhether lpositive lor lnegative. lThis 

lentails lexpected leffects lor lunexpected lones land lalso lthe ldirect leffects land lnegative 

lones. lEfficiency lexamines lwhether lthe lproject luses lless lcosts lby lcomparing lthe linput 

lexpenses land lthe loutput lso las lto lreach lresults ldesired. lSustainability lmeasures lif 
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lprofits lresulting lfrom lthe lbusiness lhave la lprobability lof lcontinuity leven lafter lthe 

lbusiness lis lclosed l(Chandes let lal., l2010) 

In lthis lresearch, lstrategic lactions lsuch las lchange lin lcapacity, lefficiency, lChange lin 

lnumber lof lcompliance land lcustomer lsatisfaction lwas lused lto lgauge lthe llevel lof 

lperformance lof lthe lNTSA lMotor lvehicle linspection lCenters. l l 

1.1.3 lNational lTransport lSafety lAuthority l(NTSA) 

NTSA lis la lnational lorganization lunder lthe lMinistry lof lTransport land lInfrastructure 

lcreated lby lthe lNTSA lAct l(2012) lto lenhance lsanity lto lKenyan lroads. lHence lNTSA 

lis lmeant lto lbring ltogether lthe lfunctions lof lLicensing land linspection  lof lmotor 

lvehicles, lRegistration lof lMotor lVehicles, lDriver lTesting, land lRoad lSafety land lto la 

lcertain ldegree, lTraffic lLaw lenforcement. lPreviously, lthese lfunctions lwere lexecuted 

lby lseparate lgovernment lagencies. lThe lauthority, lin lexercising lits lmandate, lhas 

ldeveloped lstrategies lthat lshould llead lto la ldrop lin lroad lcarnage lthat lKenya lexperiences 

ltoday l(NTSA, l2012). l 

This lroad lcarnage lnegatively limpacts lthe lKenyan leconomy. lSince lattaining 

lindependence lin lthe lyear l1963, lKenya lhas lseen lan lincrease lin lroad laccidents l lrelated 

ldeaths lfrom l548 lback lin l1963 lto l4,702 lin l2014 l(WHO, l2014). lIn l51 lyears lthat lis la 

l643% lincrease. lThis lis leven lmore lunfortunate las lthe lcrashes lare lnot lby laccident lbut lvia 

lwell lrecognizable land lmodifiable lrisk lfactors. lThe lagency lhas lthe lmandate lto lreduce 

lroad lfatalities land linjuries las lwell las leconomic ldamages lresulting lfrom lroad lcrashes 

lthat lKenya lexperiences ltoday lthrough lthe lapplication lof lvarious lstrategies lthat lare 

lwithin ltheir lmandate. lHowever, lgiven lthe lgravity lof ltheir lfunctions, lcomplexity lof 

lstrategies land lcost, lthere lshould lbe la lmechanism lput lin lplace lto ldecide lwhether lthe 

lstrategies lare lnecessary land lwhether lthey llead lto lperformance lof lthe lagency. 
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1.2 lResearch lProblem 

Operations lStrategies lcomprise lof la lwide lrange lof lpolicies land lplans lwhich lought lto lbe 

lincorporated lwith loverall lbusiness lstrategy lto lenhance lbusiness lperformance l(Jacobs 

l& lChase, l2008). lOperations lstrategy lis lvital lbecause lit lfacilitates lthe lfulfillment lof 

lcustomers’ lneeds lhence lsatisfying lthem. lThese lstrategies ltherefore lare llaid lout land 

lcommunicated lin ladvance lto lall lemployees, land ltherefore lact las lmotivating linstrument 

las lthe lemployees lunderstand lwhat lthe lmanagement lstrategy lis land lhow lit laffects lwhat 

lthey ldo lon ldaily lbasis. lThe lcompanies lexecutives lhas lto lmanage lthe loperation 

lprograms lin la lway lthat lempowers lthe lindividual lemployees lto ltake lto ltake lover 

lstrategic lobjectives, lmonitor lthe lprogress ltowards lexpected loutcomes land lmeasure 

lperformance lin la lway lthat lclearly lidentifies lthe l lproblems land lthe lareas lof lgrowth. l 

Road lTransport lservices lconstitute la lkey lcomponent lof lKenya’s lservice lsector lin lboth 

ltheir lcontribution lto lthe lcountry’s lemployment land lincome lgeneration land ltheir lrole lin 

lexternal ltrade, lespecially lat lthe lregional llevel. lThe lKenya leconomy lis ldependent lon 

lroads land lroad ltransport. lGood linfrastructure lfacilitates ltrade, leconomic ldevelopment 

land limprovement lin lthe lquality lof llife, lespecially lin lKenya lwhere lroads lcarry lover l80 

lper lcent lof lpassenger ltransport. lRoads lare lone lof lthe lmodes lof ltransport lof lpeople land 

lgoods land lare lused lto linterconnect lother lmodes las lwell las lprovide laccess lto lbasic 

lsocial lservices. lNational lTransport lsafety lAuthority lwas lcreated lby lan lact lof 

lparliament lin lthe lyear l2012 lto lhelp lin lharmonizing lthe lfunctions lof lthe lkey lroad 

ltransport ldepartments lunder lone lroof, land lhelp lin leffectively lmanaging lthe lroad 

ltransport lsub lsector lwith lthe laim lof lminimizing lthe lloss lof llives lthrough lroad lcrashes 

l(NTSA, l2012). 
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Terer l(2015) lin lhis lstudy lof lperceived leffect lof loperational lstrategies lon lperformance 

lof lweighbridges lin lKenya l,concluded lthat lthe limplementation lof loperational lstrategies 

lon lweighbridges lin lKenya lhad limproved loperational lefficiency lin lterms lof lthe ltime 

ltaken lto lweigh lone ltruck lat lthe lweighbridges; lenhanced lthe lquality lof lservices 

lprovided lat lthe lweighbridges; lhad lincreased lthe lcapacity lof lthe lweighbridges; 

lincreased lthe lrevenue lcollected lin lthe lweighbridges ldue lto lincreased lcompliance land 

limproved lcustomers lsatisfaction. 

Wambua l(2014) lin lhis lstudy lon lOperations lstrategy land lperformance lof lMobile lphone 

lservice lproviders lin lKenya lconcluded lthat lcost, lquality, lflexibility land lspeed lof 

lprovision lof lservices laffected lbusiness lperformance lto la lgreat lextent. lBosibori l(2012) 

lin lher lstudy lon lOperations lstrategies lin lKenya lAirlines lconcluded lthat lthose lAirlines 

lthat lhad la lclearly ldefined loperations lstrategy lthat lwas lwell limplemented lhad la 

lcompetitive ladvantage lover lthose lthat ldid lnot. lShe lrecommended lstudies lon lthe 

leffective lapplications lof loperations lstrategies lin lother lsectors lin lKenya. lNgelese 

l(2016) lin lhis lstudy lof loperation lstrategies land lcustomer lretention lin linsurance lindustry 

lin lKenya lconcluded lthat lOperation lcontributes lto loverall lsuccess lof lthe lfirm lthrough 

lattraction land lretention lof lcustomer.. 

The labove lstudies lmade lattempts lto lestablish lthe llink lbetween loperations lstrategies 

land lthe lperformance lof lfirms lin lKenya. lHowever, lthe lresearcher ldid lnot lcome lacross la 

lstudy lthat llooked lat loperations lstrategies land lperformance lof lNTSA, lKenya land lmore 

lso lto lits lMotor lvehicle linspection ldirectorate. lThis lstudy lwill ltherefore lmake la lmodest 

lattempt lto lfill lthis lidentified lgap. 

The lroads lact lof l2007 lenacted lhas lcome lup lwith lthree ldifferent lagencies lKENHA, 

lKURA land lKERRA lin lcharge lof lroads lmanagement. lNTSA lwhose lvision lis lgeared 
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ltowards lsustainable, lsafe lroad ltransport lsystem lwith lzero lcrashes lhas lbeen 

linstrumental lin lthe lefforts lto lreduce lroad laccidents land lis lresponsible lfor lregistration, 

lInspections, llicensing land lroad lsafety. lThe lmotor lvehicle linspections ldirectorate lof 

lNTSA lis ltasked lto lensure lthat lall lvehicles lon lthe lKenyan lroads lare lroadworthy, lsafe 

land lare lin lgood lmechanical lstatus. lThe lresearch lsought lto lanswer lthese lresearch 

lquestions: l lWhat lare lthe loperations lstrategies lthat lhave lbeen ladopted lby lthe lNTSA? 

lWhat lare lthe lchallenges laffecting lthe loperation lstrategies ladopted lby lNTSA, lMotor 

lvehicle linspection lcenters, lKenya? lWhat lis lthe leffect lof lthese lstrategies lon 

lperformance lof lNTSA lmotor lvehicle linspection, lKenya? 

1.3 lResearch lObjectives l 

The lfollowing lwere lthe lhighlights lof lthe lresearch lobjectives. 

1.3.1 lGeneral lObjective 

The lgeneral lobjective lof lthis lstudy lwas lto linvestigate lthe leffects lof loperation lstrategies 

lon lthe lperformance lof lNTSA. 

1.3.2 lSpecific lObjectives 

i.  lTo lfind lout lthe loperation lstrategies lemployed lby lNTSA lMotor lvehicle 

linspection lcenters, lKenya. l 

ii. To lassess lthe lchallenges laffecting lthe loperation lstrategies ladopted lby lNTSA 

lMotor lvehicle linspection lcenters, lKenya. 

iii. To lestablish lthe lrelationship lbetween loperations lstrategy land lperformance lof 

lNTSA lmotor lvehicle linspection lcenters, lKenya. 
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1.4 lValue lof lthe lStudy 

The lprimary laim lof lNTSA lis lto leffectively lmanage lthe lroad ltransport lsub lsector lin 

lorder lto lprevent linjuries land lsave llives lby lreducing lthe lseverity land lnumber lof 

lcollisions lacross lthe lroad lnetwork. lThe lresults lof lthis lresearch lwill lhelp lvarious 

linstitutions land lacademicians. lTo lbegin lwith, lthe lfindings lwill lbe lvital lto lNTSA land 

lother lgovernment lagencies lcharged lwith lthe ltask lof lensuring lsafety lon lthe lKenyan 

lroads, lto lstrategize ltheir lefforts land lprocesses lto lguarantee lsuccessful limplementation 

lof lthese lstrategies. lIn laddition, lthe lpresent lstudy lwill lbe lsignificant lto lnational lpolicy 

lmakers las lit lwill lseek lto linvestigate lthe llink lbetween lvarious loperation lstrategies 

lrelevant lto lthe lmanagement lof lroad ltransport lin lKenya. l 

The lstudy lwill lalso lbe lof lsignificance lto ltransport loperators, lboth lprivate land lpublic 

land linsurance lfirms. lThe lstudy lwould ladd lknowledge lto lthe lexisting lbody lof lliterature 

lon loperation lstrategies lon lthe lperformance lof lNTSA lmotor lvehicle linspection lcenters, 

lKenya land lopen lup lareas lfor lfurther lresearch lfor lacademicians land lresearchers. lThe 

lstudy lwould lalso lbe lact las la lreference lfor lfuture lresearchers land lacademia lon lrelated 

ltopics land ltherefore lit lwill lbe lof lhelp lto lother lresearchers lwho lundertake lthe lsame 

ltopic lof lstudy. 
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CHAPTER lTWO: l lLITERATURE lREVIEW 

2.1 lIntroduction 

This lchapter lhighlighted lthe ltheories lanchoring lthe lstudy, lempirical lreviews, land lthe 

lconceptual lframework lon loperations lstrategies lon lperformance lof lNTSA lMotor 

lvehicle linspection lcenters, lKenya. lThe ltheoretical lreview lsection lgot lan loverview lon 

lthe ltheories lused lin lthe lcurrent lresearch; lwhile lempirical lreview ldelves linto lthe 

lexisting lliterature lregarding lthe ltopic lunder lstudy. l l l 

2.2 lTheoretical lReview 

This lsegment ldiscussed ltheories lattributed lby lother lscholars land lauthors lthat lcritically 

linform lthe lstudy. lThis lstudy lwas lguided lby lthe lResource-Based lView ltheory land 

lTheory lof lConstraints l(TOC). 

2.2.1 lResource-Based lView lTheory l(RBVT) 

The lRBVT lwas ldeveloped lby lBirge lWernerfelt lin l1984. lThis lapproach lcan lbe lused lin 

lidentifying land lanalyzing lan lorganization’s lstrategic ladvantage lbased lon lits lunique 

lcombination lof lcapabilities, lintangible lassets, l land lskills l(Barney, lWright, l& lKetchen, 

l2001). lThe lResearch lBased lView lTheory’s lprimary lideology lis lthat lorganizations lvary 

lin lmajor laspects las leach lof lthem lown la ldifferent lcombination lof lboth lintangible land 

ltangible lorganizational lcapabilities land lassets. lAccording lto l(Pearce l& lRobinson, 

l2007), leach lorganization lcultivates lcompetences lfrom lthese lresources land lwhen 

ldeveloped lexceptionally lwell, lthey lbecome lthe lorganization’s lcompetitive ladvantage. 

lWith lreference lto lthis ltheory, lthe lresources lavailable lplay la lvery lbig lrole lin 

linfluencing lorganization’s lprocess lof lstrategy limplementation. lIt lis lessential lto lnote 



 

14 

 

lthat lwithout lthe lessential lresources lfor limplementation, la lstrategy lwill lremain lin lthe 

lplanning lstages. 

Hart l(1995), lstates lthat, lalthough lthe lprocess lof lusing lresources land lcapabilities lfor 

lstrategic lpurposes lcreates lshort-term lcompetitive ladvantage, lthe lmore lvital lelement lto 

lsustainable lcompetitive ladvantage lis lthe lmatch lbetween lexternal lchanging lconditions 

land linternal lcapabilities. lHe largues lthat lwhile lorganizations lare lcommitted lto lcurrent 

lcompetency lbases, lthey lmay lend lup lin la lstate lof lisomorphism lin lwhere lthey lare lnot 

lable lto ladapt lto lchanges lin lexternal lcircumstances. lTherefore, lthe lcompetencies lthat 

lwere lonce lan ladvantage lfor lthe lorganization lare lnow lobsolete land lof lno lstrategic 

lsignificance lto lthe lorganization. lHart l(1995) lconcludes lthat lorganizations lwill lface la 

llot lof ldisadvantages lif ltheir lresources ldo lnot lmatch lthe lnatural lenvironment lwhich lhas 

la lgrowing limportance. lHe linsists lthat lorganizational ltheorists land lstrategists lmust 

lbegin lto lunderstand lthe limpact lof lenvironmentally loriented lcapabilities land lresources 

lcan lproduce lin lgaining lsustainable lcompetitive ladvantage. l 

As lan linstitution, lNTSA ldepends lon lits lresources lto lbe lmore lcompetitive; ltherefore lits 

lperformance lis ldetermined lby lnature lof lits lresources. lThese lresources lare lassumed lto 

lbe lheterogeneous land limmobile, land lin laddition, lare lregarded las lvaluable, lunique, 

lnon-imitable, land lno-substitutable land ltherefore lcan lsustain lcompetitive ladvantage. 

2.2.2 lTheory lof lConstraints 

Theory lof lconstraints lis lmanagement lphilosophy lfocusing lon lthe lweakest lrings lin lthe 

lchain lto limprove lthe lperformance lof lthe lsystem. lThe lconstraint l(the lmost limportant 

llimiting lfactor) lis lmethodologically lidentified, lthat lwhich lprohibits lthe lachievement lof 

la lgoal land lthen lsystematically limproving lthat lconstrain luntil lit lis lno llonger lthe llimiting 
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lfactor. lTheory lof lconstraints ltherefore lsystematically lfocuses lefforts, lenergy land 

lattention lon lthe lsystem lconstraint. lThis lconstraint lor lbottleneck lrestricts lthe loutput lof 

lthe lentire lsystem land lat lthe lsame ltime lrepresents lthe lprimary lleverage lpoint lof 

limproving lit l(Dettmer, l1997). 

Constraints lrestrict loutput land lwhen lthey lare lidentified land lmanaged lproperly, lthey 

lprovide lthe lfastest lroad lto lgreat limprovements land lthey lform lthe lmajor lblocks lof 

lcontinuous lgrowth. lIf lconstraints lare lignored, lthey lcan lstay lidle, lsquandering llarge 

lamounts lof lcapacity. lThe lconstraints lthat lmoves lbeyond lcontrol lare llikely lto lwreck 

ldestabilize ldelivery lschedules land lcause lunpredictable ldelays l(Coman l& lRonen, 

l1994). lTheory lof lconstraint lmeans lidentifying lthe lconstraints land lmanaging lthem 

lresulting lin lOn lTime lIn-Full l(OTIF) ldelivery lto lcustomers, leliminating lof lstock- louts 

lacross lthe lsupply lchain, lbetter lcontrol lover loperations land lfar lless lfirefighting, 

lreduced lcycle ltimes land ltherefore linventories, lrapid lresponse lculture land lfewer 

lchronic lconflicts lbetween lteam lmembers, lexposing ladditional lproduction lcapacity 

lwithout lany linvestment land lhigher lnet lprofit, lROCE land lfree lcash lflow l(Dettmer, 

l1997).. 

The lworking lprocess lof limplementing ltheory lof lconstraints lconcept lconsists lof lthe lfive 

lfocusing lsteps l(5FS) lcalled lthe lprocess lof longoing limprovements. lStep lone linvolves 

lidentification lof lthe lsystems lconstraint, lstep ltwo lis ldeciding lhow lto lexploit lthe 

lsystems lconstraint, lstep lthree lis lsubordinating leverything lto lthe labove ldecision, lstep 

lfour lis lelevating lthe lconstraint, lstep lfive lif lin lany lof lthe lprevious lsteps la lconstraint lis 

lbroken l, lgo lback lto lstep lone( lGoldratt l& lCox, l1992). lThe lgoal lof levery lorganization lis 

lprofit lmaximization ltoday land lin lthe lfuture. lAnd lin lorder lto lachieve lthis lgoal, lthe 

loutput lof lan loperating lsystem lshould lbe lincreased lwhile lreducing lits linventory land 
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loperating lexpenses l.Therefore, lthe lperformance lof lany lsystem lis llimited lby lthe lrate lof 

loutput lat lthe lsystems lconstraint, land lidentifying lthe lsystems lconstraint las lthe lweakest 

llink lof lthe lchain land leliminating lit lis lthe lmain lidea lbehind ltheory lof lconstraints 

l(Coman l& lRonen, l1994). 

The ltheory lof lconstraints lwas lapplicable lto lthis lstudy lsince lit lfocuses lon lcontinuous 

lsystems limprovement lby ldealing lwith lthe lconstraints. lNTSA, lin lits lendeavor lto lfulfill 

lits lmandate, lcontinues lto lface lchallenges lboth linternal land lexternal. lIt lhas lto 

lcontinuously lidentify lthe lweakest llink lin lits lchain lin land leliminate lit lin lorder lto 

limprove lon lperformance lof lthe lentire lsystem lof lthe lAuthority. 

2.3 lOperation lStrategies land lPerformance 

Mill let lal. l(2002) lopine lthat loperations lstrategy lis lthe lprocess lof ladding lvalue lto 

lcustomers lthat lis ltaken lon lby lthe lorganizations lthrough lconversion lof lresources lto 

lfinal lservices land lproducts. lWhether lplanning, lmarket, lcustomer lapproach lor 

lplanning, loperations lstrategy lis lbased lon lresources lavailable. lThe lprimary lpurpose lof 

loperation lstrategies lis lto lincorporate lthe lactivities, lprocesses, land lcapabilities lof lthe 

lfirm lwith lthe lbusiness lstrategy lby lensuring lthe loperations lmanagement lfacilitates lthat 

lstrategy l(Burgelman let lal. l2008, lde lMeyer l& lLoch l2008). lThe lpast lstudies lhave 

ldescribed lthe loperations lstrategy lidea las la lseries lof lactions land ldecisions lfocused lon 

lsupporting lthe lstrategic lgoals lset lup lby lthe lbusiness lunit. lThese loperations lought lto lbe 

lcompatible lwith lthe lorganizational lneeds lby lensuring lthere lis lconsistency lbetween lthe 

lbusiness’s lpolicies, lcompetitive ladvantage land lcapabilities l(Adam land lSwamidass, 

l1989; lWheelwright, l1984). l 
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According lto lLusch land lLaczniak l(1989), lperformance lis lthe lsum lof leconomic 

loutcomes larising lfrom lactivities lpursued lby lan linstitution, land lit lis lmeasured lby 

lcomparing lthe lactual loutcomes land lthe lintended loutcomes lAccording lto lChamber 

l(2004), loperations lstrategy lis lclosely lconnected lto lcompetitive ladvantage. 

lCompetitive ladvantages lrefer lto lthe lunique lresources lwhich lare ldifficult lto lcopy 

l(Kaviani let lal.,2014). lThe lcompany’s lcompetitive ladvantages l(performance 

lobjectives) linclude lcost, lquality, lspeed, lflexibility, land ldependability l(Slack l& lLewis, 

l2011). lThe lperformance lgoals lare lused lto lanalyze land lcategorize lthe lperformance lof 

lan lorganization. 

The ldevelopment lof lProduct land lservice lis lintended lto leffectively lserve lthe lneeds lof 

lexisting lcustomers lin lthe lmarket. lOnce lthe linnovative lproducts lenter lthe lmarket, lthere 

lare lhigh lchances lfor lthe lfirm’s lperformance lto limprove lsince lsuch lgoods lface llimited 

lcompetition. lAn lorganization lshould lput lin lplace la lstrategy lto ldesign, linnovate, land 

ladd lvalue lto lits lproducts land lservices l(Slack, lChambers, l& lJohnston, l2010). lA 

lcompany lshould lpurpose lbeing la lleader lin lintroducing lnew lproducts linto lthe lmarket 

land lthe lcreation lof lsuch lproducts lshould lbe lcontinuous. lAn lorganization lshould lbe 

lflexible lin lserving lits lcustomers lby lcontinuously l laltering lthe ltiming lor lquantity lof 

lproducts land lservices l(Slack let lal., l2010). l l 

The lstrategy lliterature lhas lmade la lproposal lof la llink lbetween lhow la lfirm lperforms land 

lits lstrategy. lThe lnotion lwhich lexists lthat lperformance lof la lfirm lis lsupported lby 

lstrategy lhas lbeen ltaken lup lfor lresearch lby lmajority lof lresearchers l(Prajogo land lSohal, 

l2006). lA lnumber lof lthem lhave ltested lindividual lsides lof lstrategy lon lhow la lfirm 

lperforms l(White, l1996). lA lstrategy lwhose lquality lis lhigh lis llikely lto lattain lquality lof 

lconformance land lhigh ldesigns lthat lwill lresult lto la lgood lreputation, lcutting ldown lof 
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lcosts las lwell las lincreased lproductivity lwhich lwould lresult lto lan lincrease lin lthe lgrowth 

lof lsales. 

Wangui l(2013) lin lhis lstudy lon lthe loperation lstrategy land lperformance lin lthe lhotel 

lindustry, lin lNairobi lKenya, lconcluded lthat lthe loperation lstrategy lpositively limpacted 

lperformance lin lthe lHotel lindustry. lAnd lthat lalmost lall lthe lhotels lsampled lapplied lthe 

loperation lstrategies lunder lstudy. lShe lrecommended lthat lthe loperation ldepartments 

lshould lbe lenhanced lin lHotels las lthey lare lthe lkey ldrivers lof lperformance lin lany 

lorganization. lThe lstudy lused ldescriptive lresearch ldesign lof lsurvey ltype. 

Mungai l(2014) l, lin lhis lstudy lof lOperations lstrategies land lproject lperformance lof lJapan 

lInternational lcorporation lAgency lfunded lprojects lin lKenya, lin lhis lfindings lpresented, 

lshowed lthat lthere lis lpositive leffects lof loperation lstrategies lon lproject lperformance. 

lAnd lwith lsuccessful limplementation lof lsuch lprojects, lthere lis lhigh lchance lof lproject 

lsustenance lhe lconcluded lthat lthe lproject’ lsuccess lis lno llonger lfound lon lthe lproducts 

land lservices lan lorganization lis loffering lalone lbut lin lthose limitable lcharacteristics lof lan 

lorganization lsuch las lpolicies land loperational lstrategies lthat lwill ldifferentiate land lgive 

lan lorganization lthe lrequired lcompetitiveness. 

A lstrategy lthat lcosts lless lresults lto l limprovements lin lhow lefficient la lfirm lcan lcut ldown 

lon lits lprice land lat lthe lsame ltime lenjoy la lrise lin lthe lgrowth lof lsales. lA lcompany lwhich 

lemploys la lstrategy lthat lenables lit lto lattain lvolume lof lsales lwhile lmaintaining lcosts lat la 

llow lrate land l lkeeping lthe lquality lof lits lproducts lhigh lis lcapable lof ladjusting lat la lfaster 

lrate lto lthe lchanges loccurring lin lthat lmarket. lFinally, la lcompany lthat ldelivers lin ltime 

land lis lreliable lcan lhighly lexpect lthat lits lcustomers lare lgetting lsatisfied, land lwould 

lresult lto lrapid lgrowth lof lsales land lthe lshare lin lthe lmarket l(Prajogo land lSohal, l2006). l 
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2.4 lConceptual lModel 

The lconceptual lModel l(Figure l2.1) lshows lthe lvarious lconstructs land lparameters lthat 

lthe lresearcher lused lin lperforming lstatistical lanalysis lof lthe ldata lwas lcollected lso las lto 

ldetermine lthe leffects lof lindependent lvariables lon ldependent lvariable land lto lensure 

lthat lthe lset lobjectives lare lmet. lThe lindependent lvariables lwere lOperation lstrategies 

lwith loperation lperformance lobjectives lof lservice lquality, lspeed lof ldelivery, 

ldependability land lFlexibility l(Innovativeness); lthe ldependent lvariable lwas lthe 

lperformance lof lNTSA lMotor lvehicle linspection lcenters, lKenya. 

Figure l2. l1: l lConceptual lModel  

Independent lvariable  Dependent l l l lvariable 
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CHAPTER lTHREE: lRESEARCH lMETHODOLOGY 

3.0. lIntroduction 

This lchapter ldiscussed lthe lmethod lemployed lin lfinding lanswers lfor lthe lquestions lof 

lresearch. lThe lmethodology lof lthis lfollowed lin lthis lorder; lresearch ldesign, ltarget 

lpopulation, lmethods lof ldata lcollection land lanalysis. l 

3.1. lResearch lDesign 

The lstudy ldeployed l l ldescriptive lsurvey lresearch ldesign. lDescriptive lresearch ldesign lis 

lapplicable lin lreporting lthe lway lthings lare l(O. lMugenda l& lMugenda, l1999). 

lPinsonneault land lKraemer l(1993) lrefer lto lsurvey las la lmethod lof lputting ltogether 

linformation lon lopinions, lcharacteristics lor lactions lof la lbig lpopulation lof lpeople. 

lSurveys lare lalso lemployed lto ldetermine lneeds, lassess lthe limpact land ldetermine lthe 

ldemand l(Salant l& lDillman, l1994). lSurveys lhave lthe lpower lto lobtain linformation lfrom 

la lpopulation lthrough llarge lsamples. lThe lresearch lemployed lface lto lface linterviews. 

lQuestionnaires lwere lalso lincluded lwhich lwere lopen land lclose lended. 

3.2. lStudy lPopulation 

Study lpopulation lcomprised lof lthe ltotal lnumber lof lelements lthat lwere lbeing 

lresearched l(Kothari, l2008). lThe lstudy ltargeted lthe lmanagers lin lthe l18 lNTSA lMotor 

lvehicle lInspection lCentres lin lKenya. lAccording lto lNTSA l(2014), lthere lare l18 lmotor 

lvehicle lInspections lcentres lwith lapproximately l18 lMotor lvehicle linspection lcentre 

lmanagers land l18 lassistant lmotor lvehicle linspectors. 

The lcensus lstudy lapproach lwas lused ldue lthe linvolvement lof la lsmall lpopulation. lA 

lcensus lstudy lis lappropriate lwhen ldealing lwith la lsmall lpopulation lwhose lelements lare 

ldistinct lfrom lone lanother l(Cooper l& lSchindler, l2007). lTherefore, lthe lresearcher 
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ladopted la lcensus lmethod; lhence lthe lsample lsize lwas l36 lrespondents l(18 lInspection 

lcenter lmanagers land l18 lassistant lmotor lvehicle linspectors). 

3.4. lData lCollection l 

The lstudy lused la lsemi-structured lquestionnaire lto lcollect ldata. lThe lstudy lalso 

lattempted lto lcollect ldata lfrom l18 lNTSA lMotor lVehicle lInspection lcenter lmanagers 

land l18 lAssistant lcenter lManagers lfrom lthe l18 linspection lcenters lacross lKenya. lThe 

lclose lended lquestionnaire lentailed lquestions lwhich lallowed lcertain ltype lof lresponses 

lwhereas lfor lopen lended lones lrespondents lhad lthe lfreedom lto lrespond lthe lway lthey 

lwanted. lIn ladministering lquestionnaires, ldrop land lpick llater lcriteria lwas lused lbut las 

lwell lone lcan lsend lthem lvia lthe lemail. l lThe lparticipants lhad ladequate ltime lto lanswer 

lthe lquestions land lthe lanswered lquestionnaires lwere lcollected lon lthe lcollapse lof l3 

ldays. l 

3.5. lData lAnalysis 

Completed lquestionnaires lwere ledited lto lensure lthat lthey lare lcomplete land lconsistent. 

lData lanalysis lwas ldone lvia lSPSS. lDescriptive lstatistics lsuch las lmean lscores, lstandard 

ldeviations, lfrequencies land lpercentages lwere lused lto lexplain lthe lvariables. lKothari 

l(2004) lopines lthat ldescriptive lstatics lare lessential lin lsummarizing lthe lsurvey ldata. l 

lRegression lanalysis lwas ldone lto ldetermine lthe llevel lof lsignificance lbetween lthe 

loperational lstrategies land lperformance lof lNTSA lMotor lVehicle linspection lCenters. 

lThe lperformance lindicators lwere; lincreased lcompliance, lincreased loperational 

lefficiency, lincreased lcapacity land lincreased lcustomer lsatisfaction. lTo lestablish lthe 

lrelationship lbetween loperation lstrategy land lperformance lof lNTSA lMotor lvehicle 

linspection lcenters, lKenya, la lfrequency ltable lwas lused lto lshow lthe lscore lfor leach 

lcategory lin lthe lrating lscale. lThe lpercentage lof lthe lscore lfor levery lfactor ldescribed lthe 
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lperformance lof leach lfactor lfrom lthe ltotal lobservation. lThe lresearcher lpresented lthe 

lresults lusing lfrequency ltables, lgraphs, land lcharts. lA lmultiple lregression lmodel lwas 

lused, lof lthe lform; 

Y=B0 l+B1X1+B2X2+B3X3+ lB4X4+ l  

Where; lY- lIs lthe ldependent lvariable l(Performance) 

B0 l– lis lthe lconstant 

B1-n l- lare lthe lregression lcoefficients lor lchange linduced lin lY lby leach lin lX 

X1-n l–are lthe lindependent lvariables l(Quality, lFlexibility, lDependability land lspeed) 

 - lis lthe lerror 
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CHAPTER lFOUR: lDATA lANALYSIS lAND lFINDINGS 

4.1 lIntroduction l 

 lThe lresults lof lthe ldata lanalysis land lcorresponding lfindings lare lpresented lin lthis 

lchapter. l lIt lstarts lby lpresenting la lsummary lof lthe ldemographic linformation lof lthe 

lrespondents. l lIt lthen lpresents lan lanalysis lof lthe lstudy lvariables. l lFinally lInferential 

lAnalysis lis lused lto ldetermine lwhether lthe lindependent lvariables llisted ltogether lpredict 

lthe ldependent lvariable lbusiness lperformance. lAll lquestionnaires lreturned lby lthe 

lrespondents lwere lusable lfor ldata lanalysis. lThe lresearch lfindings lwere lpresented lin 

lform lof ltables. l l 

4.2 lResponse lRate l 

The lresearcher lissued l36 lquestionnaires lto lthe lsampled lpopulation lwho lincluded lmotor 

lvehicle lcenter lmanagers land ltheir lassistants land lassistant lmanagers. lThe l34 

lquestionnaires lwere lfilled land lreturned lin ltime lfor ldata lanalysis lrepresenting l94.4% lof 

lthe ltotal lsample lsize. lAccording lto lMugenda land lMugenda l(2003), l50.0 lpercent 

lresponse lrate lis ladequate, l60.0 lpercent lgood land labove l70.0 lpercent lrated lvery lwell. 

lThis lresponse lrate lwas lsatisfactory land lrepresentative lto lmake lconclusions lfor lthe 

lstudy. lThis lexcellent lresponse lrate lcan lbe lattributed lmainly lto lthe lgood laccess lof lthe 

ltargeted lrespondents lwithin lthe lmotor lvehicle linspection lcenters. lTable l4.1 lshows lthe 

lresponse lrate lof lthe lstudy. 

Table l4. l1: lResponse lrate l l 

Response lrate Frequency Percentage 

Response 34 94.4 

Non lresponse 2 5.6 

Total 36 100 

Source: lResearch lData l(2019) 
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4.3 lRespondent lprofile 

The lstudy lsought lon lthe lrespondent lprofile lthat lincluded lthe lposition lheld lin lthe 

lorganization land lgender lof lthe lrespondent. lThe lfinding lis lsummarised lin ltable l4.2 

Table l4.2: lRespondent lprofile l l 

  Frequency Percentage 

Position lheld lin 

lorganization 
Motor lVehicle lCenter 

lManagers 

16 47.1 

 Motor lVehicle lAssistant 

lCenter lManagers 

18 52.9 

 Total 34 100.0 

Gender lof lthe 

lrespondent l 

Male 21 61.8 

 Female 13 38.2 

 Total 34 100.0 

Source: lResearch lData l(2019) 

The lfinding lof lthe lstudy lin ltable l4.2 lindicated lthat l47.1% l(16) lof lthe lrespondents lheld 

lmotor lvehicle lcenter lmanager lwhile l52.9% l(18) lwere lmotor lvehicle lassistant lcenter 

lmanagers. l lFurther, lthe lfindings lrevealed lthat l61.8% l(21) lof lthe lrespondents lwere lmale 

lwhile l38.2% l(13) lof lthem lwere lfemale. l 

4.4 lOperational lStrategies l 

In lthis lsection, lthe lstudy lsought lto lestablish lthe loperational lstrategies lthat lhad lbeen 

ladopted lin lthe lNTSA lmotor lvehicle linspection lcenters lin lKenya land lthe lextent lto 

lwhich lthese lstrategies lwere lbeing limplemented. l l 

4.4.1 lOperations lstrategies lused lin lthe lMotor lVehicle lInspection 

lCenters l 

The lstudy lsought lto lfind lout lthe lextent lthat lrespondents lagreed lwith lstatements lon 

loperations lstrategies lin lthe lNTSA lmotor lvehicle linspection lcenters, lTable l4.3 lshows 

lthe lscore lfor leach lfactor lin loperations lstrategy. 
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Table l4. 3: lOperation lStrategies lAdopted 

Operation lstrategies M SD 

Quality lDriven lstrategy 
3.85 1.105 

Dependability ldriven lstrategy l 
4.15 .784 

Speed ldriven lstrategy 
4.32 .589 

Flexibility ldriven lstrategy 
4.59 .557 

Overall lScore 
4.23 .759 

Scale: l1.0-1.4 l–not lat lall, l1.5-2.4-small lextent, l2.5-3.4-moderate lextent, l3.5-4.4-great 

lextent, l4.5-5.0-very lgreat lextent; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 

Table l4.3 lreveals lthat l l lrespondents lagreed lthat lthe lNTSA, lMotor lvehicle linspection 

lcenters lhad ladopted lquality ldriven lstrategy lto la lgreat lextent( lM=3.85; lSD=1.105) lAlso 

lto lgreat lextent lthe lNTSA lhad ladopted ldependability lstrategy l(M=4.15; lSD=.784), land 

lspeed ldriven lstrategy l(M=4.32; lSD=.589). lRespondents lcited lthat lto la lvery lgreat 

lextent lNTSA lhad ladopted lflexibility ldriven lstrategy l(M=4.59; lSD=.557). l lThe loverall 

lscore lshowed lthat lto la lgreat lextent, lNTSA lhad ladopted loperational lstrategies 

l(M=4.23; lSD=.759). 

 

4.4.2 lReasons lfor ladopting lOperation lstrategies lat lNTSA lMotor 

lvehicle lInspection lcenters l 

The lstudy lsought lout lwhat lprompted lNTSA lto lemploy loperation lstrategies lat lthe 

lMotor lvehicle linspection lcenters lis lorganization. lTable l4.3 lshows lthe lmean land 

lStandard ldeviation lscore lfor lthe lstated lreasons. l 
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Table 4. 4: Reasons for Applying Operation Strategies at the Motor 

vehicle inspection centers 

Reason lfor ladopting loperational lstrategies M 

 

SD 

To lreduce lthe lcosts lof lits loperations 3.85 1.105 

To limprove lon lthe lquality lof lits lservices 4.15 .784 

To limprove lthe lefficiency lof lits lcenters 4.32 .589 

To lImprove lthe lcapacity lof l lits lInspection lcenters 4.59 .557 

To lmeet lthe lexpectations lof lits lcustomers 4.38 .888 

To limprove lthe loperation lprocesses 4.59 .609 
Overall lScore 4.31 .755 

Scale: l1.0-1.4 l–strongly ldisagree, l1.5-2.4-disagree, l2.5-3.4-neutral, l3.5-4.4-agree, l4.5-

5.0-strongly lagree; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 

The lstudy lresults lin ltable l4.4 lshows lthat lthe lrespondents lagreed lthat lthe l lNTSA 

ladopted loperational lstrategies: l lto lreduce lcosts(M=3.85; lSD=1.105), limprove 

lquality(M=4.15; lSD=.784); limprove lefficiency(M=4.32; lSD=.589); land lmeet 

lexpectations lof lits lcustomers(4.38; lSD=.888) lat lthe lMotor lvehicle lInspection lCenters. 

lIn laddition, lthe lrespondents lstrongly lagreed lthat lNTSA ladopted loperational lstrategies 

lto limprove lcapacity lof lit linspection lcenters l(M=4.59; lSD=.557) land limprove lthe 

loperation lprocesses l(M=4.59; lSD=.609). lThe loverall lscore lrevealed lthat lthe 

lrespondents lagreed l(M=4.3; lSD=.76) lthe lNTSA ladopted loperational lstrategies. 

4.4.3 lOther lReasons l l 

The lstudy linquired lon lother lreasons lthat lhad linfluenced lNTSA lto ladopt loperation 

lstrategies lat lits lMotor lvehicle linspection lcenters. l lThe lrespondents lstated lthat lNTSA 

ladopted loperation lstrategies lin lorder lto lensure lcompliance land lconformity lto lthe 

ltraffic llaws land lrules l; lneed l lto lstandardize lprocedures land lprocesses lacross lits 

linspection lcenters; land lpressure lfrom lthe lmembers lof lthe lpublic lto lreduce lthe lfatalities 
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lof lthe lroad ltraffic lcrashes; land lto lreduce lcorruption lat linspection lcenters lThe 

lrespondents lfurther lstated lthat limplementation lof lthe l lbest lpractices lin lother lof lthe 

lworld land lpressure lfrom ltransport loperators lalso linfluenced ladoption lof loperational 

lstrategies lin lthe lMotor lvehicle linspection lcenters l l 

4.4.4 lChallenges lthat laffect lImplementation lof lOperation lStrategies l 

The lrespondents lwere lasked lto lindicate lthe lextent lto lwhich lthey lexperienced lobstacles 

lexecution lof loperational lstrategies lin lthe lNTSA, lMotor linspection lcenters. lThe lfinding 

lis lsummarized lin ltable l4.4. 

Table l4. L5: lExtent lof lexperiencing lobstacles lin lexecution lof loperational 

lstrategies 

Statement l M SD 

To lwhat lextent ldo lyour lexperience lobstacles lin lthe lexecution lof 

loperation lstrategies lin lthe lNTSA, lKenya lmotor lvehicle linspection 

lcenters? 

3.41 1.076 

Scale: l1.0-1.4 l–not lat lall, l1.5-2.4-small lextent, l2.5-3.4-moderate lextent, l3.5-4.4-great 

lextent, l4.5-5.0-very lgreat lextent; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 

The lfinding lof lthe lstudy lpresented lin ltable l4.5 lshows lthat lthe lrespondents lsaid lthat l 

lthey lfaced lobstacles lto la lmoderate lextent lin lexecution lof loperational lstrategies 

l(M=3.41; lSD=1.076) 

Further, lthe lstudy lsought lthe llevel lof lagreement land ldisagreement lon lthe lchallenges 

lthat laffect limplementation lof loperational lstrategies lin lthe lNTSA, lMotor linspection 

lcenters. lThe lfinding lis lshown ltable l4.5 
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Table l4. L6: lChallenges laffect limplementation lof loperational lstrategies 

lin lthe lNTSA, lMotor linspection lcenters 

Challenges l M SD 

Lack lof lemployee lcommitment 2.62 1.633 

Inadequate lfunding 2.50 1.581 

External linfluence 4.15 1.329 

Lack lof lgood lleadership/management 3.24 1.539 

Organization lculture 3.53 .992 

Overall lscore 3.21 1.415 

Scale: l1.0-1.4 l–strongly ldisagree, l1.5-2.4-disagree, l2.5-3.4-neutral, l3.5-4.4-agree, l4.5-

5.0-strongly lagree; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 

 

Table l4.6 lshows lthat lthe lrespondents lagreed lthat: lexternal linfluence l(M=4.15; 

lSD=1.329) land lorganizational lculture l(M=3.53; lSD=.992) lwere lchallenges lthat 

laffected limplementation lof loperational lstrategies lin lthe lNTSA, lMotor linspection 

lcenters. lOn lthe lother lhand, lrespondents lwere lneutral lthat: llack lof lemployee 

lcommitment l(M=2.62; lSD=1.633); linadequate lfunding l(M=2.50; lSD=1.581) land llack 

lof lgood lleadership/management l(M=3.24; lSD=1.539) lwere lchallenges lthat laffected 

limplementation lof loperational lstrategies lin lthe lNTSA, lMotor linspection lcenters. 

The loverall lscore, lshows lthat lrespondents lwere lneutral lon lthe lchallenges lthat laffected 

limplementation lof loperational lstrategies lin lthe lNTSA, lMotor linspection lcenters 

l(M=3.21; lSD=1.415). 

4.5 lOperational lStrategies land lperformance 

The lstudy lsought lon lthe lextent lthat loperation lstrategies laligned lto lthe lobjective lof 

lNTSA. lThe lstudy lresults lis lshown lin ltable l4.7 
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Table l4. L7: lAlignment lof loperational lstrategies lto lNTSA lobjectives 

 M SD 

To lwhat lextent lare lthe loperations 

lperformance lobjectives laligned land 

lsupported lby lthe lbusiness lobjectives lof 

lNTSA 

4.00 .921 

Scale: l1.0-1.4 l–not lat lall, l1.5-2.4-small lextent, l2.5-3.4-moderate lextent, l3.5-4.4-great 

lextent, l4.5-5.0-very lgreat lextent; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 

The lfinding lof lthe lstudy lin ltable l4.8 lrevealed lthat lthe lrespondents lpointed lout lthat lto 

lgreat lextent lthe loperational lstrategies lare lin lalignment lto lthe lNTSA lobjectives. 

Moreover, lthe lstudy lsought lthe lrespondents’ lopinion lon lthe leffect lof loperational 

lstrategies lon lperformance lof lNTSA, lMotor linspection lcenters. lThe lfinding lis 

lsummarized lin ltable l4.8. 

Table l4. L8: lEffect lof lOperational lstrategies lon lPerformance 

 

Statement l M SD 

The loperation lstrategies lhas limproved lthe lquality lof lservices loffered lat 

lthe lNTSA, linspection lcenters 
4.26 .448 

The loperation lstrategies lhave lincreased lthe llevel lof lcompliance lby lthe l 

Transport loperators l 
4.38 .551 

Has lincrease lthe lcapacity lof lNTSA, linspection lcenters 4.35 .485 

Has limprove loperational lefficiency 4.65 .485 

Has limproved l lstaff lmorale lat lNTSA, linspection lcenters 4.18 .387 

Has limproved lcustomers lsatisfaction 4.41 .557 

Overall lscore 4.37 .486 

 

Scale: l1.0-1.4 l–strongly ldisagree, l1.5-2.4-disagree, l2.5-3.4-neutral, l3.5-4.4-agree, l4.5-

5.0-strongly lagree; lM=mean, lSD= lstandard ldeviation 

Source: lResearch lData l(2019) 
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The lfinding lof lthe lstudy lin ltable l4.8 lindicated lthat lrespondents lagreed lthat loperation 

lstrategies lhave: l limproved lthe lquality lof lservices loffered lat lthe lNTSA, linspection 

lcenters l(M=4.26; lSD=.448), lincreased lthe llevel lof lcompliance lby ltransport loperators 

l(M=4.38; lSD=.551), l lincreased lthe lcapacity lof lNTSA, linspection lcenters l(M=4.35; 

lSD=.485, limproved l lstaff lmorale lat lNTSA, linspection lcenters l(M=4.18; lSD=.387) land 

limproved lcustomers lsatisfaction l(M=4.41; lSD=.557). lRespondents lstrongly lagreed 

lthat loperations lstrategies limproved loperational lefficiency l(M=4.65; lSD=.485). lThe 

loverall lscore lshowed lthat lrespondents lagreed lthat loperational lstrategies lhad leffect lon 

lperformance lof lNTSA, lMotor linspection lcenters l(M=4.37; lSD=.486). 

4.5.1 lCorrelation lanalysis lof lOperations lStrategy lon lPerformance 

Correlation lanalysis lwas lcarried lto lgenerate lthe lstatistical lrelationship lbetween 

loperation lstrategies land lperformance lof lNTSA lMotor lVehicle lInspection lCenters, 

lKenya. lThe lcorrelation lresult lis lshown lin ltable 

Table l4. L9: lCorrelation lAnalysis lof lOperations lStrategy lon lPerformance 

 

 Performance Operation 

lstrategies 

Performance 

Pearson lCorrelation 1 .879
**

 

Sig. l(2-tailed)  .000 

N 34 34 

Operation lstrategies 

Pearson lCorrelation .879
**

 1 

Sig. l(2-tailed) .000  

N 34 34 

**. lCorrelation lis lsignificant lat lthe l0.01 llevel l(2-tailed). 

 

 

The lfinding lin ltable l4.9 lshows lthat lthere lis la lstrong lpositive lrelationship lbetween 

loperational lstrategies land lperformance lwith la lcorrelation lcoefficient lof l.879. lSince lthe 
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lp lvalue lis lless lthan l.05, lthe lstudy lconcluded lthat lthere lwas la lpositive llinear 

lrelationship lbetween loperational lstrategies land lperformance. 

Further, ltable l4.10 lillustrates lthe lmulti lvariant lcorrelation lanalysis lof lthe loperational 

lstrategies lthat laffects lperformance. 

Table l4. L10: lMulti lvariant lcorrelation lanalysis lof loperational lstrategies l land 

lperformance. 

 Quality 

ldriven 

lOperatio

n 

lStrategy 

Dependabilit

y ldriven 

lOperation 

lStrategy 

Speed 

ldriven 

lOperatio

n 

lStrategy 

Flexibilit

y ldriven 

lOperatio

n 

lStrategy 

Performanc

e 

Quality 

ldriven 

lOperation 

lStrategy 

Pearson 

lCorrelatio

n 

1 .901
**

 .774
**

 .736
**

 .741
**

 

Sig. l(2-

tailed) 

 
.000 .000 .000 .000 

N 34 34 34 34 34 

Dependabilit

y ldriven 

lOperation 

lStrategy 

Pearson 

lCorrelatio

n 

.901
**

 1 .879
**

 .768
**

 .881
**

 

Sig. l(2-

tailed) 
.000 

 
.000 .000 .000 

N 34 34 34 34 34 

Speed ldriven 

lOperation 

lStrategy 

Pearson 

lCorrelatio

n 

.774
**

 .879
**

 1 .696
**

 .912
**

 

Sig. l(2-

tailed) 
.000 .000 

 
.000 .000 

N 34 34 34 34 34 

Flexibility 

ldriven 

lOperation 

lStrategy 

Pearson 

lCorrelatio

n 

.736
**

 .768
**

 .696
**

 1 .762
**

 

Sig. l(2-

tailed) 
.000 .000 .000 

 
.000 

N 34 34 34 34 34 

Performance 

Pearson 

lCorrelatio

n 

.741
**

 .881
**

 .912
**

 .762
**

 1 

Sig. l(2-

tailed) 
.000 .000 .000 .000 

 

N 34 34 34 34 34 

**. lCorrelation lis lsignificant lat lthe l0.01 llevel l(2-tailed). 
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The lvalue lof l-1.00 lrepresents la lperfect lnegative lcorrelation lwhile la lvalue lof l+1.00 

lrepresents la lperfect lpositive lcorrelation. lA lvalue lof l0.00 lmeans lthat lthere lis lno 

lrelationship lbetween lvariables lbeing ltested lA lcorrelation lanalysis lreveals lthat lthere lis 

la lhigh lpositive lrelationship lbetween lthe lSpeed lstrategy land lthe lperformance lof lmotor 

lvehicle linspection lcenters lwith lβ l= l0.912. lThe lrelationship lbetween ldependability 

ldriven lstrategy, lflexibility ldriven lstrategy land lquality ldriven lstrategy lall lhaving lstrong 

lpositive lrelationships lwith lthe lperformance lat lNTAs lmotor lvehicle linspection lcenters 

lwith l lPearson’s lcorrelation lconfidents lof l0.881, l0.762 land l0.741 lrespectively. l lThese 

lfindings lindicate lthat lthere lwas la lpositive llinear lrelationship lbetween lOperations 

lStrategy land lBusiness lperformance. 

 l4.5.2 lRegression lAnalysis lof lOperations lStrategy lon lPerformance l 

This lanalysis lgenerates la lmathematical lformula lfor ldescribing lthe lstatistical 

lrelationship lbetween lone lor lmore lpredictor lvariables l(independent) land lthe lresponse 

lvariable l(dependent). lRegression lcoefficients lrepresent lthe lmean lchange lin lthe 

ldependent lvariable lfor lone lunit lof lchange lin lthe lindependent lvariable lwhile lholding 

lother lpredictors lin lthe lmodel lconstant. lThis lstatistical lcontrol lthat lregression lprovides 

lis limportant lbecause lit lisolates lthe lrole lof lone lvariable lfrom lall lof lthe lothers lin lthe 

lmodel. lThe ltable lbelow lshows lthe lregression lcoefficients lof lthe lfour lindependent 

lvariables lnamely; lquality, ldependability, lspeed land lflexibility. lTable l4.11 lshows lthe 

lregression lcoefficients lfor lthe lfour lindependent lvariables. l l 
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Table l4. L11: lModel lsummary lof lOperational lstrategies land 

lPerformance 

 

Model R R lSquare Adjusted lR 

lSquare 

Std. lError lof lthe 

lEstimate 

Durbin-

Watson 

1 .941
a
 .886 .870 .147 1.111 

a. lPredictors: l(Constant), lFlexibility ldriven lOperation lStrategy, lQuality ldriven 

lOperation lStrategy, lSpeed ldriven lOperation lStrategy, lDependability ldriven 

lOperation lStrategy 

b. lDependent lVariable: lperformance 

 

 

Table l4.11 lreveals lthat lr=.941 land lr lsquare lis l.886. lThis lfinding lshows lthat lthere lis 

lpositive lstrong lrelationship lbetween lthe loperational lstrategies land lperformance lof 

lNTSA, lMotor linspection lcenters. lThe lr lsquare=.886 lindicates lthat l88.6% lof lthe 

lperformances lis lattributed lby lthe loperational lstrategies lwhile l11.4% lis lattributed lby 

lother lfactors l 

Table l4.12: lANOVA lof lOperational lstrategies land lPerformance 

Model Sum lof 

lSquares 

df Mean 

lSquare 

F Sig. 

1 

Regression 4.876 4 1.219 56.375 .000
b
 

Residual .627 29 .022   

Total 5.503 33    

a. lDependent lVariable: lperformance 

b. lPredictors: l(Constant), lFlexibility ldriven lOperation lStrategy, lQuality ldriven 

lOperation lStrategy, lSpeed ldriven lOperation lStrategy, lDependability ldriven 

lOperation lStrategy 

 

Table l4.12 lshows la lp lvalue lof lless lthan l.05. lThis lresult limplies lthat lthe lnull lhypothesis 

lis lrejected. l lTherefore lthe lstudy lconcluded lthat loperational lstrategies lhad lstatistical 

leffect lon lperformance lof lNTSA, lMotor linspection lcenters. 
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Table l4. L13: lCoefficients lof lOperational lstrategies land lPerformance 

Model Unstandardized 

lCoefficients 

Standardized 

lCoefficients 

t Sig. 

B Std. lError Beta 

1 

(Constant) 1.349 .270  4.999 .000 

Quality ldriven 

lOperation lStrategy 
.102 .054 .277 1.882 .070 

Dependability ldriven 

lOperation lStrategy 
.247 .103 .475 2.405 .023 

Speed ldriven 

lOperation lStrategy 
.391 .092 .564 4.260 .000 

Flexibility ldriven 

lOperation lStrategy 
.153 .073 .208 2.095 .045 

a. lDependent lVariable: lperformance 

 

Table l4.13 lreveals lthat lspeed ldriven loperation lstrategy lwas lthe lmost lpredictor 

l(B=.391), lfollowed lby ldependability loperation lstrategy l(B=.247), lflexibility ldriven 

loperation lstrategy l(B=.153) land lquality ldriven loperation lstrategy l(B=.102). l lFurther, 

lthe lresults lindicated lthat lspeed ldriven loperation lstrategy lwas lthe lmost lsignificant 

lvariable lon lperformance lof lNTSA, lMotor lvehicle linspection lcenters. l(Sig.=.000) 

The lregression lmodel lbelow lshows lthe lregression lanalysis: 

05.0153.0391.0247.0102.0349.1 4321    

Where lY lis lthe ldependent lvariable l(Performance), l l 

X1 lis lthe lQuality ldriven lstrategy, l 

X2 lis lDependability lstrategy, l 

 lX3 lis lSpeed lstrategy, l 

X4 lis lthe lFlexibility lstrategy. l l l 

ε lis lthe lrandom lerror lcomponent 
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4.6 lDiscussion lof lResults l 

Results lof lthe loperations lstrategy lemployed lat lthe lNTSA, lMotor lvehicle linspection 

lcenters, lKenya lare lpresented lin lTable l4.2. lFrom lthe lresults, lmost lrespondents lagreed 

lthat lquality, ldependability, lspeed land lflexibility lof lprovision lof lservices lwere 

lconsidered lto la lgreat lextent lin lthe loperations lstrategy. lThis lwas lin lline lwith lthe lfirst 

lobjective lof lestablishing lif loperation lstrategy lwas lemployed lat lNTSA, lMotor lvehicle 

lInspection lcenters. l l 

Most lrespondents lagreed lthat lthey lface lchallenges lon limplementation lof loperation 

lstrategies lat lthe lmotor lvehicle lcenters lto la lmoderate lextent land lthat la lgreat lamount lof 

linterference lcomes lfrom lexternal linterference las lpresented lin lTable l4.4 land lTable l4.5 

l.Results lfor lthe lreasons lfor ladopting loperation lstrategies lby lNTSA lmotor lvehicle 

linspection lcenters, lKenya lare lpresented lin lTable l4.3. lMost lrespondents lagreed lon lthe 

lneed lto; lreduce lcosts, limprove lquality, limprove lefficiency, lincrease lcapacity, lmeet 

lcustomer lexpectations land lneed lto limprove loperation lprocesses lat lmotor lvehicle 

linspection lcenters lprompted lNTSA lto ladopt lthese loperation lstrategies. lAlso, lwhether 

lthere lis lrelationship lbetween loperation lstrategies land lperformance lof lNTSA lMotor 

lVehicle lInspection lcenters, lfrom lthe lresults lin lTable l4.8, lmost lrespondents lagreed lthat 

lquality, ldependability, lspeed land lflexibility lof lprovision lof lservices laffected lto la lgreat 

lextent lthe lperformance lof lservice lprovision lat lthe lmotor lvehicle lcenters. l 

These lfindings lare lin lagreement lwith lthe lliterature lreview lwhere lWangui l(2013) lin lhis 

lstudy lon lthe loperation lstrategy land lperformance lin lthe lhotel lindustry, lin lNairobi 

lKenya, lconcluded lthat lthe loperation lstrategy lpositively limpacted lperformance lin lthe 

lHotel lindustry. lBy lhaving lan leffective loperations lstrategy, la lfirm lcan loffer lquality 

lservices, lattain la lhigher lreputation, land lachieve lhigher lproductivities lin lterms lof lsales 
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land lprofits l(Bosire l& lOwuor, l2018). l l lIt lalso lsupports lthe lconclusion lmade lby lTerer 

l(2015) l lwho lin lhis lstudy lof lperceived leffect lof loperational lstrategies lon lperformance 

lof lweighbridges lin lKenya l,concluded lthat lthe limplementation lof loperational lstrategies 

lon lweighbridges lin lKenya lhad limproved loperational lefficiency lin lterms lof lthe ltime 

ltaken lto lweigh lone ltruck lat lthe lweighbridges; lenhanced lthe lquality lof lservices 

lprovided lat lthe lweighbridges; lhad lincreased lthe lcapacity lof lthe lweighbridges; 

lincreased lthe lrevenue lcollected lin lthe lweighbridges ldue lto lincreased lcompliance land 

limproved lcustomers lsatisfaction. 
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CHAPTER FIVE: SUMMARY,CONCLUSIONS AND 

RECOMMENDATIONS 

5.1 Introduction   

The chapter gives summary of the findings of the research, the conclusion, 

recommendations and suggestion for further studies of the subject matter. The 

responses were based on the objectives of the study. This study sought to investigate 

the effects of operations strategy on the Performance in the NTSA Motor Vehicle 

inspection centers, Kenya.   

5.2 Summary  

The study established that the kind of operational strategies adopted in the NTSA 

motor vehicle inspection centers had greatly emerged through strategic actions and 

decisions taken by the top management over the years. The study also established that 

the operations strategies were derived from, and were supportive of the organization's 

business strategy.   On the operational strategies adopted in the NTSA motor vehicle 

inspection centers, the study found out that quality driven operations strategy, 

dependability-driven operations strategy, speed driven operations strategy and 

flexibility driven operations strategy had been adopted to a great extent. The 

respondents further revealed that they endeavored to adhere to standard operating 

procedures and comply to the NTSA rules for the inspection centers. In order to 

achieve this, they held regular meetings to push through management agenda and 

monitor effectiveness of the system.  

NTSA also adopted the usage of technology to reduce human manipulation and 

corruption practices. The organization also created capacity by regular training of 

staff on work ethics and encouraging employee involvement in decision making. On 
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the reasons for adopting operation strategies in the Motor vehicle inspection centers; 

the study found out that the need to: reduce costs, improve quality; improve 

efficiency; increase capacity; meet expectations of its customers and need to improve 

operation processes at the Motor vehicle Inspection Centers prompted NTSA to adopt 

operational strategies. Other reasons included need to ensure compliance by road 

transport operators to traffic rules; need for harmonization of services and procedures 

across the inspection centers; pressure from stakeholders and public; and need to 

reduce corruption at the inspection centers.   

Other benefits as stated by the respondents included: higher levels of understanding 

between the authority and the transport operators; increased stakeholder confidence 

for good service and fairness at the inspection centers and reduced corruption. 

Moreover, the respondents indicated that it had led to increased use of technology 

thereby reducing incidences of manipulation by the interested parties; Reduced 

queues at the inspection centers and reduced long hours of work by staff  who also 

had  improved attitude.  

 The respondents revealed that the operations performance objectives were aligned 

and supported by the business objectives to a great extent. On overall, majority of the 

respondents indicated that the implementation of operation strategies influenced 

performance of the NTSA motor vehicle inspection centers to a great extent. The 

Pearson correlation results support the above findings as it was found out that there 

was a high, positive and statistically significant relationship between performance of 

NTSA motor vehicle inspection centers in Kenya and quality driven operations 

strategy, dependability-driven operations strategy, speed driven operations strategy 

and flexibility driven operations strategy. This implies that a unit increase in any of 
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these operation strategies would significantly increase performance of NTSA Motor 

vehicle inspection center in Kenya.   

5.3 Conclusions  

The objectives of the study were to establish operations strategy employed at the 

NTSA, motor vehicle inspection centers in Kenya, to assess the challenges affecting 

the operation strategies adopted and to establish the relationship between these 

operations strategies and performance of NTSA motor vehicle inspection centers, 

Kenya.  

It was established that operations strategy was used to a great extent in NTSA, motor 

vehicle inspection centers, Kenya. It was further realized that quality, dependability 

speed and flexibility of provision of services affected organizations performance to a 

great extent. The organizations had strategy department, vision and mission 

statements, explicit operations and business objectives and engaged in strategic 

planning, which was considered a very important aspect of an organization.  

It was established that challenges are experienced in the implementation of operation 

strategies in the NTSA Motor vehicle inspection centers to a great extent. The 

challenges included  External influence; organizational culture; and lack of good 

leadership ;lack of employees’ commitment and Inadequate funding  affected 

implementation of operation strategies in the motor vehicle inspection centers in 

Kenya. 

The study found out the operational strategies had improved operational efficiency at 

the NTSA motor vehicle inspection centers, improved quality of services at these 

centers. It has also increased the level of compliance by the transport operators, 

increased capacity of the motor inspection centers, improved customer satisfaction 
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and improved staff morale. Therefore, there was a positive linear relationship between 

operational strategies and performance. 

The Authority spent enormous time and resources in ensuring that the respective 

mission, vision and values were integral in day to day operations and are internalized 

by all staff. The organization had outlined operations strategy in their strategic plans 

and there were policies to guide engagements in implementation of the strategy.   

5.4 Recommendations  

The objectives of the study were to find out operations strategy employed in the 

NTSA, motor vehicle inspection centers, Kenya; to assess the challenges affecting the 

operation strategies adopted and; to establish the relationship between these 

operations strategies and performance of NTSA motor vehicle inspection centers, 

Kenya. 

The study recommends that operations strategy should be formulated with business 

performance in mind for the NTSA, motor vehicle inspection centers, Kenya. Quality, 

dependability, speed and flexibility of provision of services should be considered to a 

great extent when formulating operations strategies as found out in the study. The 

study also recommends that relationship between operations strategy and business 

performance of NTSA, inspection centers, Kenya should be enhanced to improve 

overall performance. The study finally recommended that there are many challenges 

that Motor vehicle inspection centers experience in aligning operations strategy to 

business performance and therefore organizational synergy is needed to improve the 

relationship.  
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5.5 Limitations of the Study  

The limitations of this study included among failure to get 100% response rate. Some 

respondents failed to fill the questionnaire. The size of the sample was not big enough 

to give a fair assessment of the operations strategy employed and their relationship to 

business performance. The time available in carrying out the research was short. 

Availability of a longer time period would have led to collecting data from all the 

target respondents and thereby getting a result that represented all the respondents.  

5.6 Suggestions for Further Research  

The study was only carried out by middle level managers, and specifically center 

manages and their deputies in all the motor vehicle inspection centers under the 

NTSA Motor vehicle Inspection directorate. The same study should be carried out in 

the other directorates to find out if the similar results would be obtained.  

Equally there is room for further research on external factors such as political 

interference, Public hostility, government laws, and the level of contributions from 

their partner organizations in the road transport safety campaigns. Finally, the study 

can be replicated in other industries and sectors in Africa with a view of documenting 

the operation strategy practices and how they are linked to business performance. It 

could also serve to investigate the extent of which operation strategies of other 

directorates of NTSA contributes to the performance of the Motor vehicle inspection 

directorate wing of NTSA. 
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APPENDICES 

Appendix1: Questionnaire  

This questionnaire is designed to collect data regarding ‘Operations Strategies and 

Performance of National Transport and Safety Authority (NTSA) Motor Vehicle 

Inspection Centers, Kenya. Please respond as accurately and honestly as possible to 

all questions. All responses shall be treated with confidentiality and will be used for 

academic purposes only. 

Section A: Respondents Profile  

1. Kindly indicate your Position in the 

organization……………………………………………  

2. Gender (tick one):   Male [    ]    Female [   ]   others [   ] 

Section B: Operational Strategies Adopted 

3. Which of the following operation strategies have been adopted by NTSA, Kenya at 

the Motor vehicle Inspection centers? Indicate the extent of adoption using a scale of 

1-5 where: 5 is to a very great extent , 4 is to a great extent , 3 is to a moderate extent, 

2 is to a small extent  while 1 is not at all.   
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Operation Strategies 1 2 3 4 5 

Quality driven operation strategy      

Dependability driven Operations Strategy      

Speed driven operations strategy      

Flexibility Driven operation strategy      

Other (specify)…………      

 

b). Give details of how you are implementing any of the above strategies in the  

NTSA Motor vehicle inspection centers, Kenya to achieve the intended objectives...  

………………………………………………………………………………………… 

4. Which of the following reasons prompted NTSA to adopt operation strategies in the 

Motor vehicle inspection centers? Use a scale of 1 to 5 where 1 is strongly disagree, 2 

is disagree, 3 is Neutral, 4 is agree and 5 is Strongly agree 

Reason 1 2 3 4 5 

To improve on the quality of its services      

To improve the efficiency of its centers      

To Improve the capacity of  its Inspection centers      

To meet the expectations of its customers      

To improve the operation processes      
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5. Which other reasons influenced NTSA to adopt operation strategies in the motor 

vehicle inspection centers? 

…………………………………………………………………………………………

……… 

6. To what extent do you experience obstacles in the execution of operation strategies 

in the NTSA, Kenya motor vehicle inspection centers?  

Very great extent   [   ]      Great extent    [   ]      Moderate extent    [   ]     

Small extent          [   ]      Not at all   [   ]      

7. Which of the following challenges affect implementation of operation strategies in 

the NTSA, motor vehicle inspection centers? Use a scale of 1 to 5 where 1 is strongly 

disagree, 2 is disagree, 3 is Neutral, 4 is agree and 5 is Strongly agree 

Challenges 1 2 3 4 5 

Lack of employee commitment      

Inadequate funding      

External influence      

Lack of good leadership/management      

Organizational culture      

Other (specify)……      
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Section C: Operation Strategies and Performance  

8. To what extent are the operations performance objectives aligned and supported by 

the business objectives of NTSA?        

Very great extent   [   ]      Great extent    [   ]      Moderate extent    [   ]     

Small extent            [   ]      Not at all   [   ]      

9. To what extent do you agree with the following statements on the effect of 

operation strategies on performance of NTSA, Kenya Motor vehicle Inspection 

Centers? Use a scale of 1 to 5 where 1 is strongly disagree, 2 is disagree, 3 is Neutral, 

4 is agree and 5 is Strongly agree 

Statement of Performance 1 2 3 4 5 

The operation strategies has improved the quality of services 

offered at the  NTSA, Inspection centers 

     

The operation strategies have increased  the level of 

compliance by the Transport operators 

     

Has increased the capacity of  NTSA, Inspection centers      

Has improved operational efficiency.       

Has Increased staff morale  at NTSA, inspection centers      

Has improved customers satisfaction      
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10. How else has the operation strategies influenced the performance of NTSA, 

Kenya Motor Vehicle Inspection centers? 

……………………………………………………………………….......  

……………………………………………………………………………………… 

11. On overall, to what extent has implementation of operation strategies influenced 

performance of NTSA, Kenya Motor vehicle Inspection Centers?  

Very great extent   [   ]      Great extent    [   ]      Moderate extent    [   ]     

Small extent            [   ]      Not at all   [   ]    

THANK YOU FOR YOUR RESPONSE 
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Appendix II: List of NTSA, Motor Vehicle Inspection Centres (VIC) 

in Kenya 

1. Nairobi, Likoni road vic                              

2. Nakuru vic  

3. Nyahururu vic  

4. Eldoret Vic 

5. Kericho Vic  

6. Kitale vic  

7. Kisumu vic  

8. Kisii vic  

9. Kakamega vic  

10. Mombasa vic  

11. Voi vic   

12.Garissa vic 

13.Thika vic 

14.Nyeri vic 

15. Embu vic 

16.Meru vic 

17. Machakos vic 

18.Nairobi Area Vic                                                        


