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ABSTRACT

Developing effective ways in revenue collection has been an important matter in tax and 

revenue collection. The advent of new instruments to help businesses work more 

efficiently affects the way taxes and revenues are collected. KRA embarked on extensive 

implementation of various revenue collection strategies in its operations. This was to 

significantly enhance revenue collection in all Departments. Implementation of 

innovative revenue collection strategies was supposed to improve its organization 

structures, training, manpower planning, developing teamwork among management and 

staff, new approaches to reward management and adaptation of total quality management. 

The influences of various revenue collection strategies on revenue collection have not 

been investigated. The purpose of this study is to examine the effectiveness of revenue 

collection strategies at KRA in Nairobi.

The descriptive research design will be adopted with focus on quantitative characteristics 

and status of revenue collection strategies at KRA with regard to enhancements of 

revenue collection. The target population will be staff of KRA in Nairobi and its 

branches. Although there are 3,905 staff, the focus will be senior tax officers who are 

1,540. Stratified random sampling technique will be used to select a sample of 154 staff. 

In this study, data will be collected using a questionnaire which will be administered 

through face to face interviews.

Data analysis will be done using a statistical package for social scientists (SPSS). First, 

data will be collected, cleaned, sorted and collated. All the data will be matched and 

coded to maintain the temporary employees’ confidentiality. Then, it will be entered in a 

computer, after which analysis will be done. Descriptive statistics in the form of pie 

charts, contingency tables and bar graphs will be used to describe the data. Then 

measures of association will be used to examine the relationship between the independent 

and dependent variables. This will be followed by analysis using inferential statistics 

such as Pearson correlation to examine the relationship between variables.
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CHAPTER ONE: INTRODUCTION

1.1 Background

A strategy is the product market scope of a company. This refers to a decision of what to 

produce and in which market. If the environment is stable, an organization can operate 

without changing its product-market focus (Ansoff, 1990). However, environmental 

changes would require changes in the organization’s product-market focus, that is, its 

strategy. Product-market focus relates to conditions of the external environment, which 

has to be incorporated into strategy. A company’s efforts are futile when the products the 

company is producing or the market it is serving is not a reflection of the demands of the 

external environment. Strategy, structure and environment interact to increase 

organizational performance (Ansoff, 1990).

Organizations are environment dependent (Ansoff and McDonnell, 1990). They obtain 

their inputs from their environment and after transformation they discharge their outputs 

into the same environment (Porter. 1985). The organization’s external environment 

consists of all the conditions and forces that affect its strategic options and defines its 

competitive situation (Pearce and Robinson, 2003). Therefore, for an organization to 

succeed in achieving its objectives, it must pay close attention to its external 

environment. Porter (1985) argued that as competitive pressures mount, organizations are 

compelled to consider strategies that will help them become more innovative, productive, 

and efficient. It is essential that organizations maximize all resources to optimize the 

effectiveness of their operations.

According to Peter Drucker a prolific and influential management thinker, efficiency is 

doing things rights: effectiveness is doing the right things. The success of any
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organization requires both the right strategy and operational effectiveness which is 

achieved when an organization performs similar activities better than its competitors. 

Operational effectiveness requires continual improvement in all facets of the 

organization, there are no trade-offs. Moreover, according to Porter (1996) a company 

can outperform rivals only if it can establish a difference it can preserve. An organization 

must deliver greater value to customers or create comparable value at lower cost, or do 

both. However, Porter argues that most companies today compete on the basis of 

operation effectiveness.

The state of best practice is the sum of all existing best practices at any given time or the 

maximum value that a company can create at a given cost, using the best available 

technologies, skills, management techniques and, purchased inputs. Thus, when a 

company improves its operations effectiveness, it moves toward the state of best 

practices. The state o f best practice constantly gets higher as new technologies and 

management approaches are developed and as new inputs become available. To keep up 

with the shifts in best practices, managers must adopt techniques like continuous 

improvement, empowerment and learning organization among others. Although 

companies improve on multiple dimensions of performance at the same time as they 

move toward the state of best practices, most of them fail to compete successfully on the 

basis of operational effectiveness over an extended period of time. The reason for this 

being that competitors are quickly able to imitate best practices like management 

techniques, new technologies and input improvements.

Farell (1957) proposed that efficiency consists of two components: Technical efficiency 

and allocative efficiency. The former reflects the ability of a Decision-Making Unit to 

minimize input use as to produce a given amount of output. The latter reflects the ability
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of the Unit to use inputs in optimal proportions, given their respective prices and the 

production technology. Together, these two measures represent a total efficiency measure 

(Coelli et al., 1997). Efficiency ratios take on a value between zero and one, where one 

indicates that the Decision Making Unit is fully efficient. For example, an efficiency 

score measured against a cost frontier of 90% signifies that the Decision Making Unit 

could have reduced costs by 10% without altering its output vector.

Strategies pursued by firms to enhance their efficiency will depend on their objectives 

which can differ from one form to another. However all firms, regardless of the structure 

of the market in which they operate, are assumed to have as their sole objective the 

maximization of profits (Porter, 1998). For organizations dealing with collection of state 

revenue such as the Kenya Revenue Authority (KRA), alternative strategies to revenue 

maximization range from introducing initiatives such as quarterly and annual revenue 

targets, performance appraisal measures, public education through taxpayer education 

forums, provision of information services, and the introduction of management 

information systems department. The establishment o f the new business initiatives such 

as establishment of a Public Relations office, and setting up of a Research and Corporate 

Planning department had slightly increased revenue collection (Tax Point No. 98, Kenya 

Revenue Authority, 2006).

1.1.1 Revenue Collection in Kenya

Government of Kenya raises most of its revenue through enhancing elasticity of the 

existing tax system that is, rationalizing and regulating expenditure through strict fiscal 

controls (Muriithi, M and Moyi, E. 2003). The tax structure generally consists of the 

direct and indirect taxes. Regarding direct taxes, the factors that produce the incomes are
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assumed to pay the taxes, while for the indirect taxes, households, families and firms that 

consume the taxed items pay the associated taxes (Chan, 2000). Direct taxes often 

include corporate tax, personal income tax, withholding tax, rental income tax, tax on 

interest in banks and presumptive income tax. An example o f indirect tax is Value Added 

Tax.

Karingi et al (2005) argues that in revenue collection, tax administration is crucial in the 

implementation of a properly designed tax. Tax administration consists o f three 

interrelated activities: a) the identification of tax liabilities based on existing tax laws, b) 

the assessment of taxes to determine if the taxes actually paid are smaller (or large) than 

liabilities and, c) the collection, prosecution and penalty activities that impose sanctions 

on tax evaders and ensure that taxes and penalties due from tax payers are actually 

collected.

1.1.2 Kenya Revenue Authority

The Kenya Revenue Authority was established by an Act of Parliament on July 1st 1995 

Cap. 469 for the purpose of enhancing the mobilization o f Government revenue, while 

providing effective tax administration and sustainability in revenue collection. Before 

1995, the revenue collection functions o f the Government were distributed among at least 

five different ministries and as a result, lacked in co-ordination. Their performance was 

characterized by inefficiency and low levels o f accountability. The rationale behind the 

establishment of the Authority arose from the need to enhance efficiency, transparency 

and accountability in this critical area of the public sector. The main objective of the 

establishment of KRA therefore, was to streamline the public revenue collection function
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by bringing the relevant agencies under the umbrella of the central revenue agency, under 

the Ministry of Finance.

The Board and Management of KRA have since its inception spent time and resources 

setting up systems, procedures and the adoption of new strategies aimed at enhancing the 

operational efficiency of the Authority's processes. In particular, the functions of the 

Authority are: To assess, collect and account for all revenues in accordance with the 

specified provisions of all revenue collection laws; To advise on matters relating to the 

administration, and collection of revenue under the specified provisions o f all revenue 

collection laws and, to perform such other functions in relation to revenue as the Minister 

of Finance may direct. In fulfilling its mandate, KRA administers 17 revenue Acts, with 

the key ones (in terms of revenue importance) being the Value Added Tax (VAT) Act 

(Cap. 476), the East African Community Customs Management Act (EACCMA), the 

Income Tax Act (Cap. 470), the Customs and Excise Act (excise provisions) (Cap. 472) 

and the Traffic Act (Cap. 403).

KRA has continued to enlarge in size as well as in the scope of its operations. Regarding 

the organization structure, KRA is composed by centralized and decentralized units, 

located across the national territory. The centralized units are basically situated at Times 

Towers in Nairobi, the capital of the country. The jurisdictions of the decentralized units 

are geographically distributed across the country in five fiscal regions namely: Southern, 

Central, Rift Valley, Western and Northern Region. Due to enlarged scope of operation 

KRA has been restructured and created ten functional departments as shown in its 

organizational structure below in figure.
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Figure 1.1 represents KRA’s governance and management as recommended by 

international best practice for Semi Autonomous Revenue Authorities.

Figure 1.1: KRA Organization Structure
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KRA organization structure facilitates the management process through which the 

organization achieves its strategic intent. It is therefore focused on the core business of 

the organization and key support process. To enhance efficiency, eliminate wastage and 

promote integration, KRA has set up senior offices at regional level to spearhead
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implementation of corporate strategies and achievement of synergy between its ten 

different departments (KRA, 2004). Among these ten departments, three are revenue 

departments, directly involved in the administration of the Revenues Acts. These are 

Customs Services Department, Road Transport Department and the Domestic Taxes 

Department. The Domestic Taxes Department is mandated to administer the provisions 

of the Value Added Tax Act. KRA has strived to meet its revenue collection targets. The 

Authority has evolved into a modem and fully integrated revenue administration agency. 

Revenue collection rose by Kshs. 136.2 million (46 per cent) from Kshs. 297,699 million 

in 2005/06 to Kshs. 433,915 million in 2007/08. In the Fiscal Year 2008/09, the 

Authority collected Kshs. 480,569 million representing a growth o f 14 per cent over the 

Kshs. 418,915 million (excluding the one off payment of Kshs. 15,000 million by 

Telkom) collected in 2007/08 Fiscal Year (KRA Fourth Corporate Plan, 2009).

Table 1.1 Summaries revenue performance for the Financial Years 2005/06, 2006/07, 

2007/ 08 and 2008/09. Ordinary revenues were projected to grow over the plan period by 

14.6%, 10.1% and 11.5% over 2006/07, 2007/08 and 2008/09 respectively.

Table 1.1: Revenue Collection by Department: FY 2005/06 - 2007/08 in Kshs. Million

D epartm ent 1 Y 2005 /(X) I Y 200 6 /0 7 FY 200 7 /0 8 2008/09*

A ctual Target °/o

R ating
Actual Target %

R ating
A ctual Target %

R ating
Actual

C SD 111.155 112,536 98,8 112,449 140,353 101.1 157,304 158,564 99.2 150.235

D T D 183,611 184,970 99,3 215,617 213,540 101.0 274,263 263.169 104.2 243,010

RTD 2,930 3563 82,2 2,125 2,193 96.9 2,348 2,938 79.9 1.993

TOTAL 297,699 301,069 98.9 360,191 356,086 101.4 433,915 424,671 102.2 393,238

Source: KRA Revenue and Finance Departments 
* Cumulative collection up to April 2009
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1.2 Statement of the Problem

Customs Services Department has undergone a number of restructuring exercises over 

time geared towards improved performance. Despite its considerable achievements in 

minimizing customer compliance costs, there is need for CSD to continue enhancing its 

service levels. Over the past three years, various surveys and reports have exposed the 

weaknesses in service delivery. The National Business Agenda released by the private 

sector outlined that despite improved services, taxpayers still faced problems relating to 

customs clearance time, complexity of forms and procedures and understanding of 

statutory procedures such a valuation, classification and many more. As a result, the tax 

payer program was developed so as to improve service options to taxpayers, deliver 

focused education outreach and alternative services, ensure strict adherence to the 

provision of the Tax payer Charter and revamp the customer care desks and call centre 

programme.

KRA launched the Fourth Corporate Plan (2009/10 to 2011/12) with a vision of being the 

leading Revenue Authority in the world, respected for Professionalism, Integrity and 

Fairness. The Plan which defines KRAs path into the future was built on lessons drawn 

from implementation of the Second and Third Corporate Plans (2003/04-2005/06 and 

2006/07-2008/09). It is based on four pillars: Enhance revenue collection to surpass the 

set targets at least possible cost, Quality service by delivering maximum satisfaction and 

the least cost, Modernization of internal processes and, Revitalization o f human 

resources.

Following the Revenue Administration Reforms, revenue collection during the Financial 

Year (FY) 2004/2005 among other financial years like FY 2002/2003, 2003/2004 rose
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consistently above target through the period. Notably the average growth rate o f 19.6% 

during 2004/2005 was the highest that the Authority had ever achieved since its 

inception. The growth of revenue collection has also pushed the nominal Gross Domestic 

Product (GDP) up since the new government took over. Cumulatively, during the 

financial years, KRA collected a total of Kshs. 274, 252 million against a target o f Kshs. 

240,914 million. This represented a surplus o f Kshs. 33,338 million or a performance rate 

of 113.8% compared to 2003/2004, when revenue grew by Kshs. 44,976 million or 

19.6%. At the time total government revenue stood at 22% of GDP, while KRA 

collections accounted for 94% of total government revenue. The tax system continued to 

be buoyant, with growth in revenue collection surpassing nominal growth of the economy 

by more than 6%. This was attributed to a mix of strategies instituted by KRA to enhance 

efficiency in revenue collection.

There are ongoing positive developments by Customs to reform and modernize 

procedures and processes, as well as commendable initiatives by the private sector to take 

a more proactive approach to improve customs administration for the benefit of 

governments and business. The increasing positive engagement of business with Customs 

has helped identify major trade facilitation weaknesses that if  addressed, can help reduce 

transaction costs in Africa (Crandall & Bodin, 2005). These include the lack of a service 

ethos across all customs management levels, adversarial relationship between Customs 

and business, insufficient or inefficient supporting infrastructure, lack of a facilitation 

culture in other government departments, corruption and illicit trade. The challenges 

present opportunities for businesses to engage with Customs to bring about the desired 

change (Crandall & Bodin, 2005).
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However, businesses need to create customs compliance strategies that reflect an 

understanding of the Customs business. While investments in infrastructure can be 

expensive, delays can be minimized through cooperation between business, Customs and 

other government agencies (Silvani, 1991). It is also important to take advantage of 

information and communication technologies, especially since many administrations are 

now automating their systems. Human factors will also determine the amount of customs- 

related delays that can be experienced -  specifically the integrity of employees and 

customs officials (Blumentahal & Slemrod, 1992).

Taking into consideration that related studies such as: Mwambingu (2002), Kariuki 

(2002), Kimeli (2003), Kieleko (2003) and Muriithi (2003) have dealt with various 

initiatives being undertaken at KRA none has evaluated the effectiveness of the various 

revenue collection strategies at Kenya Revenue Authority. This study seeks to fill this 

gap by evaluating the effectiveness of revenue collection strategies towards revenue 

collection within KRA. The study key research question is therefore posed: “What has 

been the effectiveness of revenue collection strategies at KRA?”

1.3 Objective of the Study

To establish the effectiveness of revenue collection strategies at Kenya Revenue 

Authority.

1.4 Significance of the Study

The findings o f the study will avail recommendations to the KRA Board on the options 

for improvement of its taxpayer education programme in future so as to ensure that the 

Authority is able to achieve its set revenue collection targets over the respective financial 

years.
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It will inform various Governmental Agencies and Ministries involved in revenue 

collection on the role of education and sensitization of revenue payers towards 

enhancement of efficiency in revenue collection.

In addition, the findings of the study will also inform donor agencies that support tax 

administration reforms on the existing strengths, weaknesses, threats, and opportunities 

available in view of increasing revenue collection. For example, by knowing that 

introduction of computers eases revenue collection, countries such as Japan can mobilize 

their agency such as Japan International Cooperation Agency (JICA) to donate up-to date 

machines like laptops, and even storage devices.

Lastly, the study stands to benefit future researchers, scholars, and academicians who 

may wish to study strategic management in tax administration or related subject.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter gives the theoretical conceptual framework on the effectiveness of revenue 

collection in which the study is grounded. It reviews empirical literature on the past 

studies in this area and gives a critical evaluation of the literature identify the gaps to be 

filled. Finally an operational conceptual framework used in this is outlined, 

conceptualizing all the variables.

2.2 Revenue Collection Strategies

Tax collection has long been a despised activity. But taxes are essential because without 

them, there would be no money to build public infrastructure that helps businesses and 

society to be more productive and better off. Raising revenue has traditionally been high 

on the agenda of governments, represented by the Ministry o f Finance (MOF), because of 

the critical importance of import duties as a source of budget revenue for many 

developing countries. Revenues from import duties for a sample o f African countries 

accounted for just under 30 percent of total tax revenue, on average (Ebril, Stotsky & 

Gropp, 1999). Enhancing revenue mobilization has frequently been the focus of revenue 

administrations. Diagnostic work has mainly focused on measuring revenue leakages. 

Both the World Bank and the IMF frequently use this approach (Keen, 2003). However, 

there are other strategies that revenue administrations could use to enhance revenue 

collection. These strategies include:
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2.2.1 Reform and Modernization of Operations Strategy

The role of revenue administration (tax and customs) is to collect taxes as specified in the 

law. However, how the administration goes about this responsibility is critically 

important to the effectiveness of the tax laws themselves. Until the early 1990s, it was 

thought by many that strong enforcement was the key to successful revenue 

administration. In today’s context, it is considered that an effective and efficient revenue 

administration is one that will ensure compliance through a balance of reliable services 

and education, and targeted audit and enforcement activities. When this objective is 

achieved, a modernized revenue administration will be characterized by a function-based 

structure with a strong headquarters, fully automated business processes, risk-based 

compliance programs, and skilled and professional staff acting with fairness, honesty and 

transparency. The revenue administration will maximize the collection of taxes according 

to the law, at the lowest acceptable cost to the government (administrative cost) and to 

the taxpayer (compliance cost), and will be adequately resourced, effectively managed, 

and independent from political processes (Crandall and Bodin, 2005).

This overall objective is valid for all countries. However, for many economies, 

significant effort is needed to achieve it. For this reason, most countries have embarked 

on programs of revenue administration reform, beginning in the 1980s for many 

developed countries, and in the 1990s for others. Most Middle Eastern countries began 

serious efforts at reform in the 1990s. In addition, Customs has a major role to play in the 

protection of society. In recent years, the security role o f Customs administrations at the 

border has been increasingly emphasized. Furthermore, tax laws are sometimes used to 

deliver subsidies through refundable tax credits, although this is more common in 

developing countries (Crandall and Bodin, 2005).
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Based on experience, many benefits can result from revenue administration reform. They 

include: Improved revenue performance, more equitable distribution o f the tax burden 

across the community, more consistency and fairness for business and individuals, 

greater ability to implement fiscal reforms, reduced compliance costs for taxpayers, an 

increase in the number of registered taxpayers, a reduction in tax evasion and tax fraud, 

improved management of tax arrears, improved services to tax payers and, greater 

transparency and integrity in the administration’s operations (Bird and de Jantscher, 

1993).

For revenue administration reform to be successful, critical requirements have to be met, 

including: a strong political commitment to reform, with clear decisions and the provision 

of necessary resources, professional and stable leadership, a willingness to abandon old, 

ineffective practices, and the establishment of a formal reform project with a clear 

achievable mandate, agreed objectives, and realistic timeframes. Reforming revenue 

administration is neither quick nor simple. There are a great many challenges to be faced, 

and these tend to mirror the preconditions for success.

Many tax administration reforms developed in the past ten years have given a strong 

focus to computerization. Many have believed that automation alone would be the key to 

modernizing operations. However, this is not the case. The automation o f obsolete and 

inefficient processes has been particularly disastrous in tax administration. There is 

widespread acceptance now of the notion that a comprehensive review and redesign if 

necessary of business processes (usually to eliminate, reduce, and simplify) must take 

place before automation is undertaken. In fact, such activities are a pre-requisite to the 

development of Information Technology (IT) strategies. A decade ago, the IT strategy for 

tax administration agencies in many countries could be described as poor, or nonexistent.
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There have been a number of improvements since then. In a study conducted by Crandall 

and Bodin (2005) on revenue administration reforms in Middle Eastern countries 

between 1994-2004, they found that Egypt and Lebanon had made significant 

improvements with the system acquired for the VAT, although it is not yet being used for 

income tax. Jordan was planning improvements and, some improvements had taken place 

in Morocco, Pakistan, Saudi Arabia, and Sudan.

In the Fourth Corporate Strategic Plan 2009/10 - 2011/12, KRA anticipates to take the 

Revenue Administration Reform and Modernization Programme (RARMP) to the next 

level as KRA conducts Business Process Improvements and increases the scope of 

electronic interaction with taxpayers to boost staff productivity and taxpayer service. This 

will be linked to modem technologies and international best practices through the 

Information Communication Technology Strategy. In its goal to re-engineer the business 

processes and modernize technology, the strategic objectives include Modernizing of the 

IT systems, improvement of the IT and information security and, modernizing o f business 

processes and infrastructure. The main initiatives to achieve these objectives include : 

Modernizing and integrating IT systems and tools, implementing IT standards and 

procedures in accordance with IT best practices, implementing IT and information 

security programmes, developing disaster recovery and business continuity plans, re­

engineer business processes to provide more efficient services and, achieving and 

maintaining ISO 9001/2000 certification.

2.2.2 Staff Training Strategy

Staffs are the key implementers of the change management programmes at KRA and 

therefore they ought to be equipped with the necessary skills. Staff training is mainly
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concerned with development of strategies for the provision of learning, development and 

training opportunities in order to improve individual, team and organizational 

performance. It is development that arises from a clear vision about people’s abilities and 

potential and operates within a business framework (Harrison, 1977). It takes the long 

term view on how human resource development policies and practices can be o f benefit 

to the business plans or strategies. It is therefore business oriented to ensure the business 

goals are achieved.

Changes in staff behavior do not occur automatically or overnight, so a series of targeted 

interventions must be made into each group. These may include workshops, training 

sessions, peer reviews and joint planning and implementation, as well as celebrations. 

They should be designed according to the social and mental context of the group, 

something that can be diagnosed using tools such as deep-structure interviews and a 

range of questionnaires. To be successful, the interventions must be directly related to the 

groups’ day-to-day tasks and continue over a significant period.

Staff training consists of both formal training events and on-the-job training. The 

importance of OJT is hard to overestimate, although in most firms it is organized 

haphazardly and therefore fails to realize its potential (Bowsher, 1998). The focus here is 

on formal training because this type of training is more closely related to staff rewards. 

Broadly, management can use staff training in two ways. In principle, training needs are 

identified through analysis of organizational needs and personal assessments. In the first 

instance, staff skills are improved so that employees are better able to do the particular 

jobs assigned to them, closing a “performance gap.” This kind o f training can also 

prepare staff for higher-level assignments in the future or help them take on a different 

assignment at a similar level of responsibility. This training is usually driven by the
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organization’s future business strategy (explicit or implicit) and the corresponding staff 

requirements (Bowsher, 1998; Ban, Faerman, and Riccucci, 1992).

In personal assessments-based training, the training is geared more to increasing the 

human capital of the staff member, the training increases the employee’s, skills but the 

new skills may be only generally applicable to current or future assignments at the 

workplace. For example, in a work environment that does modest work on banking 

policy, an employee might take a course on sophisticated bank-risk management. This 

would be helpful as broad background for the current and expected assignments, but 

might be more prized by the employee as deepening his human capital. Most third-stage 

government ministries (and other organizations) understandably emphasize the first type 

of training. The second type is more often used as a reward for particularly valued 

employees. To create and maintain a training program, the organization must make 

adequate provision for the expense of training in its annual budget and develop a training 

plan (Bowsher, 1998).

In its Fourth Corporate Strategic Plan 2006/07 - 2008/09, KRA appreciates its staff as its 

most important asset and the invaluable role they play in attainment of its goals. 

Therefore, emphasis is placed on competency based management, sound recruitment and 

retention policy, establishment review, leadership mentoring programmes and clearly 

defined career path progression. In its goal to develop a dedicated and professional team, 

three strategic goals are defined. They include: Implementing best HR practices, 

improving integrity and, developing KRA Training Institute (KRATI) as a regional centre 

of excellence. The main initiatives to achieve these goals/objectives include providing 

tools, training and incentives, promoting an environment that optimizes the use of talent
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and encourages excellence, creation of Internal Affairs Department; restructuring and 

accreditation of KRATI and, implementing an integrity action plan.

2.2.3 Institution of Performance Contracts Strategy

Performance management is defined as ‘taking action in response to actual performances 

to make outcomes for users and the public better than they would otherwise be’ (IDeA, 

2004). Performance management is one element of the Council’s overall arrangements, 

which help us to plan, monitor and manage delivery o f our services. Getting performance 

right is important to organizations for a number of reasons such as, improving services, 

motivating the people, meeting stakeholders’ expectations, delivering shared outcomes 

with partners, and demonstrating value for money.

The Government of Kenya adopted as a policy, the application of Performance Contracts 

in the management of the Public Service Institution. The policy pronouncement in this 

regard is contained in the Economic Recovery Strategy for Wealth and Employment 

Creation (2003 -2007). The process of performance contracting commenced with the 

establishment of a Performance Contracts Steering Committee in August 2003 and the 

issue of Legal Notice No. 93, The State Corporations (Performance Contracting) 

Regulations, 2004 in August 2004. Under this framework, the initial performance 

contracts were introduced in 16 pilot state corporations and Civil Service, which signed 

contracts on 1st October 2004 and 16th December 2004 respectively. The Civil Service, 

together with all state corporations were scheduled to sign performance contracts by 30th 

June 2005 (Directorate o f Personnel Management, 2005).
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In order for the introduction and full implementation of the performance contracts to 

succeed, it was important for the concept of performance contracting and the process of 

implementation to be understood within the entire spectrum of the Public Service. The 

training manual was developed detailing account of the process o f performance 

contracting. Its purpose was to achieve the following objectives: To create a general 

awareness and appreciation of the concept of performance contracting at management 

levels in the public service, to sensitize and induct the public servants into the process of 

performance contracting, to create the critical mass necessary for disseminating 

knowledge of the process to the entire public service in order to ensure its sustainability, 

to guide the Public Service on the processes of designing, negotiating and implementing 

performance contracts, including the process o f evaluation, to create an understanding of 

the responsibilities and obligation of the contracting parties, to develop an understanding 

of the legal and regulatory framework governing the operationalization of Performance 

Contracting and, to guide the participants on the process of drafting the Performance 

Contracts (DPM, 2005). It was expected that at the end of the training, participants 

should be ready and able to design, negotiate and implement performance contracts, and 

sensitize the rest of the public service employees in their respective organizations, and 

ensure the process is sustained henceforth.

In contrast to the burgeoning research on organizational outcomes there is far less 

systematic data regarding employee experiences of High Performance Management 

(HPM). However, since the relationship between HPM and organizational goals is 

moderated by the agency of employees, there is a need to ‘re-focus attention on the 

worker’ (Guest, 2002). It is possible to advance at least two rationales why this is a 

legitimate and important area of enquiry. The first builds upon the above account relating
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to organizational performance and in particular the insights that studies of worker 

behaviour can bring. In the words of Appelbaum et al. (2000), studying workers’ attitudes 

and experiences with workplace practices can help researchers get inside the black box 

between inputs and outputs in the production process. It can improve the understanding 

of the ways in which High Performance Work Systems are related to performance.

As compared to commercial institutions, government agencies face a unique set of 

challenges when trying to manage performance and achieve their strategic goals and 

initiatives (Whittaker, 2003). Their mission and budgets are often decided externally with 

Treasury and policymakers. This challenge, in particular, increases the need for greater 

collaboration within the agency to ensure effective implementation and success. 

Additionally, agencies face the uphill task of meeting their goals without direct control of 

shrinking budgets and resources. This furthers the need for managing performance at 

every step along the way.

s.
2.2.4 Enhancing Voluntary Compliance Strategy

The subject of tax compliance is the focus of a considerable body of theoretical and 

practical analyses. Non compliance has become a significant problem in both dt ^N>ped 

and developing countries and as a result negatively impacting on revenue collection. 

Compliance is “the timely filing and reporting of required tax information, the correct 

self- assessment of taxes owed and timely payment of those taxes without enforcement 

action” (American Bar Association, 1987). On the other hand, Non compliance is the 

failure to file returns, report income, calculate deductions properly as well as pay 

correctly and on time. It has been noted that voluntary compliance levels vary widely. For 

instance, in a developed country liked the United States approximately 81% of taxes
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owed from legitimate economic activities are voluntarily reported and paid (American 

Bar Association, 1987). This is clearly not the case with developing countries where the 

tax gap that is, the difference between the taxes actually remitted and the amount that 

would be remitted if all persons filed complete and accurate tax returns and paid all the 

taxes they owed is much greater.

Compliance by tax payers would be more effective and efficient if the tax administration 

put greater emphasis on assisting taxpayers in meeting their obligations (Silvani, 1991). 

This is done by providing outreach services, technical advice on tax payment obligations 

and allowing tax payers to file and pay in ways that minimize compliance costs. 

Although a portion of tax collection costs is incurred by the tax administration, it is 

important to note that taxpayers bear a substantial share by virtue of the time and money 

they spend trying to comprehend the tax laws applicable to them and filing the relevant 

returns. Therefore, the total cost of any tax system includes not only the resources spent 

on revenue collection but, the costs incurred by taxpayers and third parties in complying 

with various structures and levels of tax. Compliance costs thus refer to “the value of the 

time spent on tasks related to filing tax returns as well as to any expenditure on goods and 

services for that same purpose.” (Blumentahal and Slemrod, 1992). The costs of 

compliance, administrative costs, and burdens borne by third parties often reflect the 

complexity of the tax system. Therefore, simplifying the tax structure or providing other 

forms of taxpayer service can significantly reduce compliance costs and in turn increase 

revenue collection.
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2.2.5 Tax Payer Education Strategy

The process of reforming the Kenyan tax system began in earnest in 1986 when the 

Kenyan government adopted the Tax Modernization Programme, which was followed in 

1987 by the Budget Rationalization Programme. The two, in combination, were an 

attempt to address large, and widening, budget deficits by increasing revenue and 

controlling spending. From the Tax Modernization Programme of 1986, up to the Kenyan 

government’s Economic Recovery Strategy for Wealth and Employment Creation of year 

2003, not only have the objectives o f tax reform remained largely the same, the policy 

proposals to achieve these objectives have also remained broadly similar. As corruption 

and political reticence to carry out unpopular actions led to the non-implementation of 

many of the tax reforms put forward, document after document released by the Kenyan 

government over the 1990s has been forced to reaffirm a commitment to tax reform to 

satisfy conditionality agreements with lenders in order to maintain a flow of funds 

(Cheeseman and Griffiths, 2005).

Pre-reform, tax revenues came from the very heavy taxation of a very small base of 

people and the high taxation o f imports and exports. The system was further 

characterized by high levels of avoidance and corruption. The modernization programme 

of that year laid out the following policy goals: Raise the tax revenue-GDP ratio from 

22% in 1986 to 24% by the mid 1990s, reduce compliance and administrative costs 

through low and rationalized tax rates and wider tax bases, improve tax administration 

by sealing leakage loopholes, making wider use of computers and enhancing audit 

surveillance, enhance the institutional capacity to manage tax policy by establishing 

effective database management systems (Kenyan Ministry of Planning and National 

Development, 2003). In 1992, these objectives were expanded to include: Raising the
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revenue-GDP ratio to 28%, invigorating the growth of the fledgling capital market, 

emphasizing self-assessment systems, strengthening taxpayer education and service and, 

implementing organizational reforms that would modernize tax administration (Kenyan 

Ministry of Planning and National Development, 2003).

According to Muriithi and Moyi (2006), the tax authorities should pay more attention to 

taxpayer education, compliance and tax audits. With complex tax laws, taxpayers have to 

bear additional costs in order to interpret the law and process tax returns. This tends to 

give the taxpayers an incentive to evade tax and, therefore, provides a rationale for 

aggressive taxpayer education. For example, the Income Tax Act has not been reviewed 

since 1989 even as many social and economic changes have taken place over the period. 

Tax audits ensure that individuals and corporations maintain proper books of account for 

tax purposes.

Hungary's revenue collection system relies on taxpayers assessing their own tax liabilities 

and paying the correct amount of tax to the government through the Hungarian Tax and 

Financial Control Administration. Fundamental to this system of self-assessment is that 

taxpayers must have sufficient knowledge in the tax laws and procedures and confidence 

from taxpayers that the tax administration will act fairly and treat taxpayers according to 

their individual circumstances. (Business Issue, Bulletin No. 9). Building up a trust in the 

tax system by good work, education and promoting compliance against its competitor, 

non-compliance, is leverage. There exist two inter-linked devices to help in achieving self 

compliance. They are: trust and differentiated treatment. Public trust is achieved through 

a contract with the community, called the Taxpayers' Charter, which sets out a taxpayer's 

rights and responsibilities, and the service standards they can expect and how their views 

can be considered.
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Another alternative recently adopted by a few developed countries such as Netherlands 

and Australia is the taxpayer segment or client model. Since 2002 Pakistan has attempted 

to implement an authentic taxpayer stratified segment approach, with different taxpayer 

service for small, medium and large taxpayers. In order to improve voluntary compliance 

for each specific group o f taxpayers, the tax authority needs to tailor and deliver a set of 

strategies that are appropriate to the unique characteristics and compliance issues 

presented by each group. Such strategies can include targeted audit action, law 

clarification by public rulings, and specific taxpayer education initiatives (McCarten, 

2004).

In Uganda, the Uganda Revenue Authority (URA) has created an impact in increasing tax 

compliance and the level of awareness through intensive taxpayer education programs 

such as proactive information dissemination. Various strategies have been adopted such 

as seminars, workshops, tax clinics, live radio talk shows, tax literature and URA 

website. More professional tax administration techniques have been imparted onto staff 

to ensure efficiency and effectiveness in revenue collection. The Authority has further 

adopted modem systems to ease tax compliance, reduce compliance costs and minimize 

the cost of tax administration. It is evident that the taxpayers’ attitude is gradually 

changing.

2.3 Related Studies

Mwambingu, (2002). “The Influence of Change on Revenue Collection by KRA”. In this 

research it was observed that according to responses given by the various KRA 

Departments on the influence of change on revenue collection, the change that had the 

greatest influence on the amount of revenue collected by the Authority was the
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introduction of targets, performance appraisals, the introduction of taxpayer education 

and information initiative, computerization of the administrative systems and change in 

corporate culture.

Kariuki, (2002). “A Survey of Revenue Enhancement Strategies by Local Authorities.” It 

was observed that to enhance revenue collection by local authorities, political will, 

reforms, taxpayer education and incentives to those involved are required so as to 

enhance the revenue mobilization effort. Attention should be given to educating members 

of the local authorities as well as taxpayers on the rationale, procedures, obligations and 

responsibilities related to taxes collected by the Local Authority. An understanding of 

laws regulations and procedures was also needed to help Government follow them to earn 

the credibility that tax and fees were administered in a transparent and accountable 

manner.

Kimeli, (2003). “Taxpayers attitudes and tax compliance behavior in Kenya: The case of 

small and medium enterprises, public income earners in Kerugoya and Kirinyaga.” It was 

noted that there was reason to believe that societal reasons may account for the way 

taxpayers behave. While tax evasion may be considered wrong and immoral in some 

societies, it may be regarded as socially tolerable in others. In countries with a tradition 

of high compliance with the law, few taxpayers would attempt tax evasion strategies. 

However, empirical evidence suggest that taxpayer compliance with the law is influenced 

by their perceptions about whether or not taxpayers are complying especially when they 

feel that the taxes they pay are intended for worthy purposes.

Kieleko, (2003). “The Effects of Tax Reform on Tax Productivity.” The analysis showed 

that there had been considerable improvements of tax revenue productivity and that the 

reforms made in the period 1973-2003 had significant effect on the responsiveness of the
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tax system. Thus, the 1986 Tax Modernization and 1987 Budget rationalization 

programmes had a positive impact on the Kenya’s tax productivity especially on income 

and import taxes. The findings reveal that reforms had greater impact on the elasticity 

than buoyancy. This implies that the growth in tax revenue during the reform period was 

accounted for by the automatic changes rather than the discretionary policy.

Muriithi, (2003). “Tax Reforms and Revenue Mobilization in Kenya.” The findings 

suggest that the tax reforms had a positive impact on the overall tax structure and on the 

individual tax handles, even though the impact of the reforms was not always uniform. 

The reforms had a bigger impact on direct taxes than on indirect taxes, suggesting that 

revenue leakage can be attributed to the relative effectiveness of reform in direct taxes 

which not only made the tax system simpler but also reduced avenues for evasion and 

corruption.

2.4 Conceptual Framework

Corporate performance is empirically measured in terms of turnover growth. The 

hypothesized relationship between effective revenue collection strategies and turnover 

growth is straightforward. The implementation of new and effective revenue collection 

strategies can lead to improved service options to taxpayers, facilitate participation by all 

sectors and simplification of the tax process which are positively associated with turnover 

growth. At the core of the taxpayer approach to increasing revenue collection is the 

proposition that a higher level of service helps to reduce both the financial and 

psychological level of compliance costs which in turn leads to an increased level or 

revenue collection. Hence, no general relationship between IT usage and profitability can 

be hypothesized because profitability crucially depends on the respective competitive
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environment of each individual firm and its ability to limit imitation by rivals. KRA 

corporate performance has several dimension as outlined its corporate plan. The plan 

underscores the need to develop strategies that improve on revenue collection and 

continuous tax compliance.

Figure 2.1 presents the Conceptual Model which illustrates the foundation on which the 

entire project is based. It is a logically developed, described and, elaborated network of 

associations among the variables deemed relevant to the problem situation and identified 

through a literature survey.

Figure 2.1 Conceptual Model

Independent Variable Moderating Variable Dependent Variable
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The conceptual model can be described as a conceptual scheme connecting the various 

concepts. The dependent variable is enhanced revenue collection in KRA which is the 

variable of primary interest in which the variance is attempted to be explained by the four 

independent variable which are: reforms and modernization of operations, institution of 

performance contracts, staff training and, enhanced voluntary compliance. Taxpayer 

education is especially crucial because the size of the information gap in the tax system is 

inversely to the level o f actual revenue collected. Enhancing taxpayer services reduces 

the costs incurred by the taxpayers in their efforts to understand the law or to complete 

their self assessments and make payment be a cost effective was to increase levels of 

compliance and actual revenue collections.
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter outlines the general methodology used to conduct the study. It specifies the 

research design, target population, sampling design, data collection method and 

instruments, and data analysis and interpretation.

3.2 Research Design

The study was conducted through a sample survey. The descriptive research design was 

adopted with focus on qualitative characteristics and status of the various revenue 

collection strategies at KRA. The descriptive design is description of state of affairs as 

they exists at present (Herve, 1988). He further noted that with this methodology, data 

about variables or subjects as they are found in a social system or society are obtained. 

Generally these design deals with incidences of, distribution and relationships of 

variables.

3.3 Target Population

The target population was staff of KRA in Nairobi and its branches. Although there are 

3,905 staff, the focus was senior tax officers who are 1,540. Table 3.1 reports the study 

target population by grade. Apart from the staff this study targeted tax payers who are 

users of taxpayer education services in their interactions with the Authority. There are 

more than 10,000 taxpayers; however, due to the fact that they are all homogeneous, this 

study will sample a few of taxpayers.
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Table 3.1 presents the target population by grade at KRA. 

Table 3.1 Target population by grade_________________

GRADE POPULATION FREQUENCY PERCENTAGE

KRA 1-2 6 0.3

KRA 3-4 36 2.3

KRA 5-6 445 28.88

KRA 7-8 1,053 68.3

TOTAL 1,540 100

Source: KRA Payroll (2010)

Although there are 3,905 staff at KRA, the focus was senior tax officers who are 1,540. 

Six senior officers between KRA 1-2, representing 0.3% and 1,053 officers representing 

68.3% of the target population.

3.4 Sample Design

Cooper and Schindler (2003), state that the size of a sample should be a function of the 

variation in the population parameters under study and the estimating precision needed by 

the researcher. Sampling is the process of selecting a number of individuals for a study in 

such a way that the individuals selected represent the large group from which they were 

selected (Mugenda and Mugenda 1999). The target population will be staff o f KRA in 

Nairobi and its branches. Table 3.1 reports the study target population. Apart from the 

staff this study will target tax payers who are users of taxpayer education services in their
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interactions with the Authority. There are more than 10,000 taxpayers; however, due to 

the fact that they are all homogeneous, this study will sample a few of taxpayers.

This study will employ the stratified random sampling technique to select sample. From 

above 1,540 staff, 10% (154) will be selected as shown in table 3.2 below. Total 

population of KRA grade 1-2 has been included in the sample to their central role in 

implementation taxpayer education services and revenue collection.

Table 3.2: presents the study population and sample size. 

Table 3.2 Study population and sample size _______

GRADE

POPULATION

FREQUENCY

SAMPLE

SIZE

PERCENTAGE

KRA 1-2 6 6 0.64

KRA 3-4 36 4 2.59

KRA 5-6 445 43 28.57

KRA 7-8 1,053 101 68.18•

Sub total 1,540 154 100

Taxpayers 10,000 50

Total 204

In addition, 50 taxpayers were randomly sampled and included in the sample. This is 

because taxpayers are homogeneous. Their responses will be used to counter check 

responses from staff and also obtain their opinions on taxpayer education services from 

the Authority.
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3.5 Data Collection

This study was a sample survey, and primary data will be used in this study. Data will be 

collect using a questionnaire. These questions will both open ended or closed. The 

questionnaire will be divided into two parts. Part one of the questionnaire will gathered 

bio-data of the respondents while second part obtained primary data on the employees’ 

opinions and perceptions on issues under investigation. The questionnaire will be 

administered through face to face interviews. The researcher will seek help of research 

assistance to administer the questionnaire.

3.6 Data Analysis

The data was collected, cleaned, sorted and collated. All the respondents’ opinions and 

views obtained for the field will be matched and coded using numerical numbers. Then, it 

will be entered in a computer, after which analysis will be done.

Descriptive statistics in the form of pie charts, contingency tables and bar graphs will be 

used to describe the data. Measures of association will be used to examine the 

relationship between the independent and dependent variables. The mean score for each 

attribute will be calculated and the standard deviation used to interpret the respondents 

deviation from the mean. The results will be presented on frequency distribution tables, 

pie charts and bar charts. Here the interest will be focused on frequency of occurrence 

across attributes o f measures. This will be followed analysis using Pearson correlation to 

examine the relationship between variables.
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CHAPTER FOUR: DATA ANALYSIS, RESULTS AND DISCUSSION

4.1 Introduction

This chapter presented the findings o f the study. The responses from the subjects were 

compiled into frequencies and converted into percentages and presented in tabular form. 

This was to facilitate easy analysis and understanding of the effectiveness of revenue 

collection strategies at Kenya Revenue Authority. The findings of the study would be 

useful to KRA on the option for improvement of its taxpayer education programme in 

future so as to ensure that the Authority is able to achieve its set revenue collection 

targets over the respective financial years. A sample of 148 employees and 45 taxpayers 

was used.

Table 4.1 depicts the sample size and actual response rate from the target population 

which included KRA employees and taxpayers. The study targeted to collect data from 

154 employees of KRA in various job grades in Nairobi and its branches and from 50 tax 

payers.

Table 4.1 Response Rate
Target Population/ Actual Response Rate

Respondents Sample size

F % F %

Employees 154 100% 148 96.1%

Tax payers 50 100% 45 90%

Table 4.1 shows that the 96.1% of the employees responded out of the expected sample 

of 154 respondents while on the other hand 90% of the tax payers responded out of the
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expected 50 which represented 100%. This shows that majority o f the respondents 

responded and this improves the reliability of the data collected.

4.2 Demographic Information

The demographic information was captured in order to determine the gender, age, 

education level, marital status, employment period and the job group of the respondents. 

This was important because it enhanced reliability and gave the basic understanding of 

the respondents who took part in the study. Issues such as age and educational 

background o f the taxpayers were important since they have an effect on reception of 

education and sensitization of revenue payers towards enhancement of efficiency in 

revenue collection

4.2.1 Gender

This was to establish the number of female and male respondents who took part in the 

study. Table 4.2 below shows the distribution of respondents by their gender.

Table 4.2: Gender of Employees Respondents

Distribution

Frequency Percentage

Male 100 68

Female 48 32

Total 148 100%

Table 4.2 shows that majority (68%) of the employees respondents were males while 

32% were females. Even though the study could not achieve a 50/50 percent gender 

representation, the views of both genders were well represented in this study.
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Table 4.3 presents the distribution of taxpayers by their gender.

Table 4.3 Gender of Taxpayers Respondents
Distribution

Frequency Percentage

Male 30 67

Female 15 33

Total 148 100%

The study shows that majority (67%) of the taxpayers employees were male while 33% 

were females. The study was not able to acquire equal number of the respondents from 

both gender, however, the views of both genders were well represented in the study.

4.2.2 Marital Status

This section sought to determine the marital status of the respondents under study. This 

was to show those employees respondents who were singe, married or divorced. The 

findings are presented in figure 4.1 below.

Figure 4.1 presents the marital status o f respondents, 

yigure 4.1 Marital Status of Respondents

Figure 4.1 above shows that majority (88%) of the employees respondents at KRA were 

married, 11% were single while 1% o f the respondents were divorced.
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4.2.3 Age of the Respondents

Figure 4.2 below shows the age o f the respondents. This was captured in the fist section 

o f the questionnaire which was designed to show respondents ages in different age 

brackets.

Figure 4.2 presents the age o f respondents.

Figure 4.2: Age o f Respondents

5 1 - 6 0  y e a r s  3 %

4 1 - 5 0  y e a r s  6 1 %

3 1 - 4 0  y e a r s  3 4 %

2 1 - 3 0  y e a r s  2 %

0 %  1 0 %  2 0 %  3 0 %  4 0 %  5 0 %  6 0 %  7 0 %

The study shows that 61% of the respondents were between the ages o f 41-50 years while 

34% were between 31-40 years o f age. Majority o f the respondents fell in these two age 

brackets, this shows that the employees are experienced and are capable o f coming up 

with education programmes and other sensitization strategies to tax payers towards 

enhancement o f efficiency in revenue collection. Only 3% o f the respondents were 

between 51-60 years o f age while 2% were between 21-30 years o f age.

4.2.4 Educational Qualification

This section sought to show the educational qualification/ highest level o f education 

reached by the respondents. Table 4.4 below therefore shows the distribution of
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respondents by their educational qualification, that is, those who had reached Secondary, 

Diploma, University 1st Degree and Masters Degree as their highest level of education. 

Table 4.4 presents the educational qualification of the respondents.

Table 4.4 Educational Qualification o f the Res pondents

Educational Qualification

Distribution

Frequency Percentage

Secondary 2 1%

Diploma 50 34%

University 1st Degree 76 51%

Masters 20 14%

Total 148 100%

Table 4.4 shows that majority (51%) of the respondents had a first degree from the 

university while 34% had a diploma. Further, 14% of the respondents revealed that they 

had had masters while onlyl% had secondary qualification. This shows that majority of 

the staffs at KRA are highly educated and qualified in their jobs, hence capable of 

improving revenue collection strategies at Kenya Revenue Authority through education 

programmes and sensitization to tax payers through the skills and experience that they 

posses.

4.2.5 Job Grade

Staffs at KRA are categorized into various job grades according to their position and 

duties. The study had targeted employees in job grades KRA 1-2 to KRA 7-8 hence Table

4.5 shows the distribution of respondents by their job grades.
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Table 4.5 presents the distribution of respondents by their job grades. 

Table 4.5 Job Grade of the Respondents

Job Grade

Distribution

Frequency Percentage

KRA 1-2 15 10%

KRA 3-4 20 14%

KRA 5-6 40 27%

KRA 7-8 73 49%

Total 148 100%

Most of the respondents (49%) stated that they belong to job group 7-8 while 27% fell in 

job grade 5-6. Fourteen percent of the respondents fell in group grade 3-4 while 10% fell 

in job grade 1-2. The fact that data was collected across all job grades improves the 

reliability o f the study to a very great extent.

4.2.6 Employment Period at KRA

This section sought to show the duration the respondents had been working/ employed at 

KRA. Figure 4.3 below therefore shows the duration of employment o f respondents from 

those who had been employed for less than 1 year to those who had been employed for a 

period of over 21 years.

38



Figure 4.3 presents the duration of employment of respondents, 

"igure 4.3 Employment Period at KRA

The study found out that 27% of the respondents have been employed at KRA for 11-15 

years, 24% have been employed for over 21 years while 20% had been employed 

between 1-5 years. Only 7% of the respondents had been employed for less than 1 year 

while 12% revealed that they had employed for 16-20 years. This shows that majority of 

the respondents had been employed for over 10 years meaning that majority of the 

employees are well experienced in their jobs; this not only shows the capability they have 

to improve revenue collection strategies through the skills and experience that they have 

but it also improves the reliability of the data collected from them.

4.2.7 Registered Taxpayers by KRA

The study sought to collect data from registered taxpayers since the researcher felt that 

they have rich information on the services and operations at KRA. Figure 4.4 below 

shows the number of registered taxpayers who took part in the study.
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Figure 4.4 presents registered taxpayers by KRA.

Figure 4.4 Registered Taxpayers by KRA 
120%
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It was found out that all (100%) the tax payers’ respondents were registered by KRA. The 

fact that all the taxpayers’ respondents were registered shows their commitment to pay 

tax and this also implies that any educational programmes or sensitization programmes 

offered to them by the organization would be well received due to their commitment. The 

study chose to collect data from the registered taxpayers since they are the users of 

taxpayer education services in their interactions with the Authority. This also improves 

the reliability of data collected.

4.2.8 Age of Taxpayers Respondents

This section sought to show the age of the taxpayers respondents. The questionnaire was 

designed to capture the taxpayers age in different age brackets. Age of the taxpayers is 

important to the study since it can determine the reception o f education offered or rather 

the sensitization programmes to be used by the organization. The findings are represented 

in table 4.6 below.
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Table 4.6 presents the age of taxpayers respondents.

Table 4.6 Age of taxpayers respond ents
Age Category Frequency Percentage

Below 25 years 2 4%

26-35 years 15 33%

36-45 years 20 44%

Above 45 years 8 18%

Total 45 100%

Most of the taxpayers’ respondents (44%) were between 36-45 years of age while 33% 

were between 26-35 years of age. Majority of the respondents fell in these two age 

brackets; this shows that most respondents are in their productive stage hence any 

revenue collection strategies applied well by the organization to the taxpayers would be 

effective in increasing the revenue collected. Only 4% of the respondents were below 25 

years old while 18% were above 45 years of age.
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4.2.9 Level of Education

This sought to show the highest level of education reached by the taxpayers’ respondents. 

The findings are presented in figure 4.5 below.

Figure 4.5 presents the level of education.

Figure 4.5 Level of Education

University postgraduate 33

University Graduate H  X>

_ ,, 44%
Tertiary College

_ . 1 1 %
Secondary

0.00% 10.00% 20.00% 30.00% 40.00% 50.00%

Most repondents (44%) indicated that they had reached tertiary college while 33% were 

post graduates from the university. It was also found out that 11% had secondary 

qualification while a similar percentage were university graduates.

42



4.2.10 Nature of Employment

This section sought to show the nature o f employment of the taxpayers’ respondents, that 

is, whether the employment is formal or informal. Findings are presented in figure 4.6 

below.

Figure 4.6 presents the nature of employment.

figure 4.6 Nature of Employment ____  ___

3 3 %

F o r m a l

I n f o r m a l

6 7 %

Sixty seven percent of the respondents stated that their nature of employment was formal 

while 33% said that their employment was informal. This also means that majority o f the 

respondents are paying Pay As You Earn tax (PAYE).
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4.2.11 Category of Taxes paid by Tax payers

Taxes have been categorized into various categorized namely, import duty, PAYE (for 

those in formal employment), import duty (on imports) among others. In this study the 

researcher sought to find out the category of tax that the respondents pay.

Figure 4.7: presnts the category of taxes paid by tax payers.

Figure 4.7 Category of Taxes paid by Tax payers

The study shows that most of the taxpayers respondents (44%) stated that they paid 

PAYE tax, this is in line with the earlier finding which showed that majority of the 

taxpayers respondents were in formal employment. Twenty four percent of the 

respondents stated thay paid turnover tax, 22% paid Excise duty tax while 9% paid 

import duty.

4.3 Revenue Collection Strategies

Revenue provides the fuel for the company’s growth. Revenue strategy is developed with 

input from various business activities, including marketing and customer service. The 

Revenue Collection Strategies must also develop credit and collections policies; the table
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below shows the extent to which both employees and taxpayers agree to various 

statements on revenue collection strategies.

4.3.1 Information on Revenue Collection Strategies by Employees

This was to determine the extent in which the employees’ respondents agree on various 

statements on revenue collection strategies. The findings are presented in table 4.7 below 

which presents various aspects which seek to establish whether reforms and 

modernizations have enhanced revenue collection.

Table 4.7 presents the information on revenue collection strategies by employees.

Table 4.7 Information on Revenue Collection Strategies by Employees _____ _̂___
Revenue collection strategies Strongly

Agree

Agree Not

sure

Disagree Strongly

disagree

F % F % F % F % F %

Reforms and modernization projects 

at KRA improved clearance times

40 27% 50 34% 5 3% 26 18% 27 18%

Reforms and modernization

at KRA improved services to trading

public

30 20% 60 41% 10 7% 24 16% 24 16%

Reforms and modernization at KRA 

increased revenue collection

70 47% 40 27% 2 1% 15 10% 21 14%

Reforms and modernization projects 

at KRA provided greater reliance on 

information technology

80 54% 50 34% 5 3% 10 6% 3 2%



The study established that 34% of the employees agreed that reforms and modernization 

projects at KRA had improved clearances times while 27% strongly agreed that the 

reforms had a positive effect. Fourty one percent agreed that the reforms and 

modernization at KRA had improved services to trading public, further 20% of the 

respondents strongly agreed to this. On the other hand, 54% of the respondents strongly 

agreed while 34% agreed that reforms and modernization projects at KRA had provided a 

greater reliance on information technology. Moreover, 47% of the respondents strongly 

agreed while a further 27% agreed that reforms and modernization at KRA had increased 

revenue collection.

4.3.2 Information on Revenue collection Strategies by Tax payers

This was to determine the extent in which the taxpayers’ respondents agree on various 

statements on revenue collection strategies. The findings are presented in table 4.8 below.
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Table 4.8 presents the information on revenue collection strategies by tax payers. 

Table 4.8 Information on Revenue Collection Strategies by Tax payers______
Revenue collection 

strategies

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Reforms and modernization 

projects at KRA improved 

clearance times

5 11% 5 11% 20 44% 10 22% 5 11%

Reforms and modernization 

at KRA improved services to 

trading public

2 4% 3 7% 5 11% 30 67% 5 11%

Reforms and modernization 

at KRA increased revenue 

collection

10 22% 25 56% 5 11% 2 4% 3 7%

Reforms and modernization 

projects at KRA provided 

greater reliance on 

information technology

20 44% 10 22% 5 11% 3 7% 7 16%

From the table, most of the tax payers 44% were not sure whether the reforms and 

modernization projects at KRA had improved clearance times while 22% disagreed. 

Further, 56% of the respondents agreed while 22% strongly agreed that reforms and 

modernization that have been introduced at KRA had increased revenue collection. The 

study also found out that Reforms and modernization projects at KRA provided greater 

reliance on information technology; this was strongly agreed by 44% of the respondents 

while a further 22% agreed to this. However, 67% of the disagreed while 11% strongly 

disagreed that the reforms had improved services to trading public.
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In this section, the study sought to determine the extent in which the employees’ 

respondents agree with aspects on institution of performance contracts on KRA 

employees. The findings are presented in table 4.9 below.

Table 4.9 presents the aspects on institution of performance contracts on KRA 

employees.

Table 4.9 Aspects on Institution of Performance Contracts on KRA Employees

4.3.3 Aspects on Institution of Performance contracts on KRA

Employees

Aspects on Institution of 

performance contracts

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Performance contracts have 

brought results based 

management in KRA

90 61% 50 34% 2 1% 2 1% 4 3%

Performance contracts have 

increased revenue 

collection

50 34% 60 41% 20 14% 12 8% 6 4%

Performance contracts have 

optimized operations in 

KRA because goals and 

results are more closely 

aligned

9 6% 9 6% 70 47% 40 27% 20 14%

Improved communication, 
feedback and dialogue 
about the organizational 
goals due to the institution 

| of performance contracts

16 11% 2 1% 80 54% 30 20% 20 14%
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The study established that majority of the employees 61% strongly agreed while 34% 

agreed that the aspects o f performance contracts had brought results based management 

in KRA. Forty seven percent were not sure whether the performance contracts had 

optimized operations in KRA because goals and results were more closely aligned while 

a further 27% disagreed to this aspect on performance contract. Moreover 54% of the 

employees were not sure whether the performance contracts had improved 

communication, feedback and dialogue about the organizational goals while a total of 

20% disagreed maybe due to the institution of performance contracts.
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The study further sought to determine the extent in which the respondents agree with 

various aspects on staff training. The findings are presented in table 4.10 below.

Table 4.10 presents the aspects on staff training by employees

Table 4.10 Aspects on Staff Training by Employees _________ ____________________

4.3.4 Aspects on Staff Training by Employees

Aspects on staff 

training

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Apply what you have 

learnt in previously 

attended staff 

trainings

10 7% 18 12% 60 41% 40 27% 20 14%

Staff trainings have 

enhanced their skills, 

knowledge and 

professional capacity

30 20% 70 47% 15 10% 23 16% 10 7%

Staff trainings have 

provided additional 

support and 

opportunities

9 6% 5 3% 4 3% 80 54% 50 34%

Staff trainings have 

enhanced their level 

of understanding of 

various technical 

matters

13 9% 15 10% 50 34% 40 27% 30 20%
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Majority of the employees 41% were not sure whether they had applied what they had 

learnt in previously attended meetings while 27% disagreed with this aspect. Staff 

trainings had enhanced employees skills, knowledge and professional capacity which was 

agreed on by 47% and supported by 20% who strongly agreed. In addition 54% disagreed 

while 34% strongly disagreed that the staff trainings had provided additional support and 

opportunities.
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The researcher further sought to establish the extent to which the employees respondents 

agree with various aspects on voluntary compliance. The findings to this are presented in 

table 4.11 below.

Table 4.11 presents the aspects on voluntary compliance by employees.

Table 4.11 Aspects of Voluntary Compliance by Employees ___________ __________

4.3.5 Aspects on Voluntary Compliance by Employees

Aspects on

voluntary

compliance

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Current tax 

assessment 

encourage voluntary 

compliance

4 3% 3 2% 1 1% 80 54% 60 41%

Taxpayer education 

enhance voluntary 

compliance

60 41% 30 20% 10 7% 28 19% 20 14%

Current penalties 

applied by KRA on 

errant tax payers are 

adequate

10 7% 15 10% 3 2% 30 20% 90 61%

Compliance level 

influenced by 

perception on how 

the taxes would be 

used by the 

government

40 27% 60 41% 10 7% 25 17% 13 9%
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Majority 54% of the employees disagreed while 41% strongly disagreed that the current 

tax assessment encouraged voluntary compliance. 61% strongly disagreed whereas 20% 

disagreed that the current penalties applied by KRA on errant tax payers were adequate. 

Moreover 41% agreed while 27% strongly agreed that the compliance level had 

influenced perception on how the taxes would be used by the government.
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The study also sought to determine the extent to which the taxpayers’ respondents agree 

with various aspects on voluntary compliance. The findings are presented in table 4.12 

below.

Table 4.12 presents the aspects on voluntary compliance by taxpayers.

Table 4.12 Aspects of Voluntary Compliance by Taxpayers ______________________

4.3.6 Aspects on Voluntary Compliance by Taxpayers

Aspects on

voluntary

compliance

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Current tax 

assessment 

encourage voluntary 

compliance

2 4% 3 7% 30 67% 6 13% 4 9%

Taxpayer education 

enhance voluntary 

compliance

26 58% 15 33% 2 4% 1 2% 1 2%

Current penalties 

applied by KRA on 

errant tax payers are 

adequate

1 2% 3 7% 24 53% 10 22% 7 16%

Compliance level 

influenced by 

perception on how 

the taxes would be 

used by the 

government

20 44% 15 33% 6 13% 3 7% 1 2%
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The study sought to establish the impact of current tax assessment on voluntary 

compliance whereby 67% of the tax payers were not sure while 13% disagreed with this 

aspect. Majority 58% strongly agreed and 33% agreed that the taxpayer education had 

enhanced voluntary compliance. In addition 22% disagreed and 16% ot the taxpayers 

strongly disagreed that the current penalties applied by KRA on tax payers were 

adequate.
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4.3.7 Aspects on Taxpayer Education by Employees

The study here sought to determine the extent to which the employees’ respondents agree 

with various aspects on tax payers’ education. The findings are presented in table 4.13

below.

Table 4.13 presents the aspects on taxpayer education by employees. 

Table 4.13 Aspects on Taxpayer Education by Employees_______
Aspects on taxpayer 

education by KRA

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Taxpayer education has 

enhanced the public level 

of understanding of 

various tax regimes 

applied by KRA.

60 41% 40 27% 10 7% 20 13% 18 12%

Tax payer has enhanced 

tax compliance among 

non-corporate taxpayers

40 27% 80 54% 3 2% 13 9% 12 8%

Tax evasion is still 

rampant even after 

taxpayer education

50 34% 45 30% 11 7% 25 17% 17 11%

It is easier for taxpayers 

to fill/lodge documents 

than before

50 34% 80 54% 2 1% 12 8% 4 3%

Taxpayer education 

relevant to the 

achievement of revenue 

goals of KRA

70 47% 50 34% 5 3% 15 10% 8 5%
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The table shows that 41 % of the employees strongly agreed and 27% agreed that the tax 

payer’s education had enhanced the public level of understanding of various tax regimes 

applied by KRA. Moreover 34% strongly agreed and 30% agreed that tax evasion was 

still rampant even after taxpayer education. Forty seven percent strongly agreed and 34% 

agreed that the tax payer education was relevant to the achievement o f revenue goals of 

KRA.
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4.3.8 Aspects on Taxpayer Education by taxpayers

The study further sought to establish the extent to which taxpayers respondents agree 

with various aspects on tax payers’ education. The findings are presented in table 4.14 

below.

Table 4.14 presents the aspects on taxpayer education by taxpayers. 

Table 4.14: Aspects on Taxpayer Education by Taxpayers_______
Aspects on taxpayer 

education by KRA

Strongly

Agree

Agree Not sure Disagree Strongly

Disagree

F % F % F % F % F %

Taxpayer education has 

enhanced the public level of 

understanding of various tax 

regimes applied by KRA

5 11% 30 67% 1 2% 7 16% 2 4%

Tax payer has enhanced tax 

compliance among non­

corporate taxpayers

20 44% 15 33% 3 7% 6 13% 1 2%

Tax evasion is still rampant 

even after taxpayer 

education

2 4% 3 7% 3 7% 7 15% 30 67%

It is easier for taxpayers to 

fill/lodge documents than 

before

6 13% 5 11% 20 44% 8 18% 6 13%

Taxpayer education relevant 

to the achievement of 

revenue goals of KRA

15 33% 20 44% 6 13% 3 7% 1 2%
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The study showed that a total of 44% of the taxpayers strongly agreed and 33% agreed 

that the taxpayer had enhanced tax compliance among the non-corporate taxpayers. In 

addition 67% strongly disagreed and 15% disagreed that tax evasion was still rampant 

even after taxpayer education. Majority 44% agreed and 33% strongly agreed that 

taxpayer education was relevant to the achievement of revenue goals of KRA.
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CHAPTER FIVE: SUMMARY, CONCLUSION AND

RECOMMENDATIONS

5.1 Introduction

This section of research provides a summary on the findings of the research, the 

conclusions of the study and the recommendations on the effectiveness o f revenue 

collection strategies at Kenya Revenue Authority.

5.2 Summary

The purpose of the study was to determine the effectiveness of revenue collection 

strategies at Kenya Revenue Authority.

The type of research design adopted is descriptive design. The target population of this 

study comprised of staff of Kenya Revenue Authority (KRA) in Nairobi and its branches, 

here the focus was mainly on senior tax officers in the organization; study also targeted 

the tax payers who are users o f taxpayer education services. The population that took part 

in the study comprised o f 148 staffs from KRA and 45 tax players. The study employed 

stratified random sampling technique. Questionnaires were used as data collection 

instruments for this study which were both open ended or closed. Data was analysed 

using Statistical Package for Social Sciences (SPSS version 17.0). Descriptive statistics 

was used to summarize the data and the findings were presented in form of frequency 

distribution tables, pie charts and bar charts.

The study first revealed that all KRA employees are registered as tax payers. On the other 

hand the study shows that majority o f the tax payers respondents paid Pay As You Earn 

(PAYE) and turnover tax while only a few paid excise duty tax and import duty tax. On
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revenue collection strategies by employees, majority of the respondents agreed that 

reforms and modernization projects at CSD improved clearance times. Majority of the 

respondents also agreed that reforms and modernization at CSD improved services to 

trading public and further agreed that this had increased revenue collection. Moreover, 

the respondents agreed that reforms and modernization projects at CSD provided greater 

reliance on information technology. Moreover, majority of the tax payers agreed that 

reforms and modernization at CSD have increased revenue collection as well as 

providing a greater reliance on information technology. However majority of the 

taxpayers’ respondents disagreed that reforms and modernization at CSD has improved 

services to trading public while on the other hand majority were not sure whether projects 

at CSD have improved clearance times on KRAs operations.

On institution of performance contracts by Customs Services Department majority of the 

respondents agreed that performance contracts have brought results based management in 

CSD and that they have increased revenue collection. However the respondents were not 

sure whether performance contracts have optimized operations in CSD because goals and 

results are more closely aligned. Moreover, majority of the respondents revealed that they 

were not sure whether the improved communication, feedback and dialogue about the 

organizational goals is due to the institution of performance contracts

The study also revealed that staff trainings have enhanced their skills, knowledge and 

professional capacity; this was agreed by majority of the employees. On whether the 

employees have applied what they have learnt in previously attended staff trainings, most 

of the respondents were not sure while a number of them disagreed that they had applied
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their knowledge. However, majority of the employees’ respondents disagreed that staff 

trainings have provided additional support and opportunities. On the other hand, most 

respondents disagreed while a number were not sure whether staff trainings have 

enhanced their level of understanding of various CSD technical matters.

On voluntary compliance, majority of the respondents disagreed that current tax 

assessment encourages voluntary compliance; they further disagreed that current 

penalties applied by CSD on errant tax payers are adequate. However majority of the 

respondents agreed that taxpayer education enhance voluntary compliance and that 

compliance level is influenced by perception on how the taxes would be used by the 

government. On the other hand majority of the taxpayers were not sure whether the 

current tax assessment encourage voluntary compliance and whether current penalties 

applied by CSD on errant tax payers are adequate. Majority though agreed that taxpayer 

education enhance voluntary compliance and that compliance level is influenced by 

perception on how the taxes would be used by the government.

On taxpayers’ education, majority of the employees agreed that taxpayer education has 

enhanced the public level of understanding of various tax regimes of CSD and that the 

education has enhanced tax compliance among non-corporate taxpayers. Further the 

respondents agreed that tax evasion is still rampant even after taxpayer education. The 

education to taxpayers has also made it easier for taxpayers to fill or lodge documents 

than before. Moreover, the respondents agreed that taxpayer education is relevant to the 

achievement of revenue goals o f CSD. On the other hand, majority of the tax payers also 

agreed the education has enhanced the public level o f understanding of various tax
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regimes of CSD and that tax payer has enhanced tax compliance among non-corporate 

taxpayers. They also revealed that through education, it’s now easier for taxpayers to 

fill/lodge documents than before; however tax evasion is still rampant even after taxpayer 

education.

5.3 Conclusions

The purpose of the study was to establish the effectiveness of revenue collection 

strategies at Kenya Revenue Authority. The following are the major conclusions based on 

the findings and discussions.

Reforms and modernization at KRA has been effective on revenue collection strategies. 

This have been enhanced due to improved clearance times and increased revenue 

collection. The reforms and modernization have also provided a greater reliance on 

information technology. On performance contracts the study found out that it have 

brought results based management in KRA and it have also increased revenue collection 

hence it should be embraced in all departments so as to maximize on productivity and 

performance.

It was also found out that staff trainings have enhanced employees’ skills, knowledge and 

professional capacity. However, employees have not fully applied their knowledge. 

Moreover, the staff trainings have not fully enhanced their level of understanding of 

various technical matters.

The researcher would also like to conclude that the current tax assessment does not 

encourage voluntary compliance. Also the current penalties applied by KRA on errant tax 

payers are inadequate. However, taxpayer education enhances voluntary compliance.
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Compliance level is also influenced by perception on how the taxes would be used by the 

government. On taxpayers’ education, this has been effective since it has enhanced the 

public level of understanding of various tax regimes applied by KRA and also it has 

enhanced tax compliance among non-corporate taxpayers. It was also revealed that 

through education, it’s now easier for taxpayers to fill/lodge documents than before; 

however tax evasion is still rampant even after taxpayer education.

5.4 Recommendations

More training on the reforms and modernization at KRA should be offered so as to 

improve on the skills, knowledge and professional capacity of the employees. This will 

improve service delivery in terms of clearance and increased revenue. The current tax 

assessment should be reviewed since it does not encourage voluntary compliance. 

Penalties applied by KRA on errant tax payers should also be reviewed since the current 

penalties applied are inadequate. This would also reduce the tax evasion which is still 

rampant. Taxpayers’ education should also be enhanced more since it has been effective 

since on the public level of understanding of various tax regimes. Taxpayer education 

also will improve on tax compliance.

5.5. Suggestions for further studies

Due to the limiting factors in this study, it was not possible to carry out a comprehensive 

research on the achievements of the Kenya Revenue Authority reforms as envisaged in 

the Revenue administrative Reform and modernization programme and performance. 

Therefore there is need for further research to address much more comprehensively this 

area especially incorporating other departments in the organizations. The data collection 

was based on questionnaires. Further research can be carried by involving the
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respondents (both the employees of KRA and the Tax payers) on discussions on the 

reforms and modernization and the factors that influence the implementation o f these 

reforms.

5.6 Limitations of the Study

In pursuit of this study, several limitations were experienced. First is the cost in term of 

time and finance to carry out an extensive and exhaustive research. Second is the 

‘confidential’ nature of the organization that is very reluctant to give out any information. 

Thirdly, the study relied on qualitative data collected through structured questionnaire of 

which collection, analysis and interpretation is not free from human errors.

Given the case study nature of this investigation, results of findings are specific only to 

the Authority and may not be generalized to the other outside organizations. However, 

another organization involved in revenue collection may use the outcomes of the research 

study to revisit their revenue collection strategies so as to enhance its actual revenue 

collections.
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Appendix I: Introduction Letter to Respondents

Dear Respondent,

I am a MBA student at the University of Nairobi. In partial fulfillment of the course 

requirements, I am conducting a study “The Effectiveness of Revenue Collection 

Strategies at KRA.” I would appreciate if you could spare a few minutes of your time to 

fill in the blanks in the attached list of questions to the best of your knowledge.

The information in this questionnaire will be strictly confidential. The information will 

not be used for any other purpose other than for this research. Your assistance in 

facilitating the same will be highly appreciated.

Thank you in advance.

MARGARET AWITTA DR. J. GATHUNGU

MBA Student Supervisor



Appendix II: Research Questionnaire

The questionnaire is meant to collect information on the effectiveness of revenue 

collection strategies at KRA. Kindly answer the questions by writing a brief statement 

or ticking in the boxes provided as will be applicable.

Date /_______ / 2010

SECTION 1: BACKGROUND INFORMATION- EMPLOYEES

1. Gender a. Male □
b. Female □

2. Marital Status a. Single □
b. Married □
c. Divorced □
d. Widowed □

3. Age a. Under 20 years □
b. 21-30 years □
c. 31-40 years □
d. 41-50 years □
e. 51-60 years □

4. Educational Qualification

a. Secondary □
b. Diploma □
c. University 1st Degree □
d. Masters

5. Job Description ................

6. Department of Work ......

u



7 .Job Grade a. KRA 1-2

b. KRA 3-4

c. KRA 5-6

d. KRA 7-8

□
□
□
□

8. How long have you been employed at KRA?

a. Less than 1 year | j

b. 1 -5 years

c. 6-10 years

d. l 1- 15 years

e. 16-20 years

f. Over 21 years

□
□
□
□
□

SECTION 2: BACKGROUND INFORMATION- NON-EMPLOYEES

1. Are you a registered taxpayer by KRA? (If NO terminate interview)

a. Yes □
b. No □

2. What is your Gender?

i. Male □
ii. Female □

3. Age Category

a. Below 25 years □
(------\

b. 26 -  35 years □
c. 36 -  45 years □
d. Above 45 years □
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4. What is your highest level of education

a. Secondary

b. Tertiary College

c. University Graduate

d. University Postgraduate

e. Other (please specify) _  

5. Nature of Employment

a. Formal

b. Informal

Specify (teacher, artisan etc)

□
□
□
□

□□

6 .

7.

How long have you been paying taxes at KRA? years

Which category of taxes do you normally pay? (Tick that apply)

a. Import Duty ( )

b. Excise Duty (Imports) □

c. PAYE L J

d. Turnover Tax □

e. Others (Please specify) _________________________

IV



SECTION 3: INFORMATION ON REVENUE COLLECTION

STRATEGIES

1. The table below presents the various aspects on Reform and Modernization of 

Operations by Customs Services Department. Kindly indicate the extent to which you 

agree/ disagree with the issues.

5 = Strongly Agree 4 = Agree 3 = Not Sure 2 = Disagree 1 = Strongly Disagree

Statement 5 4 3 2 1

a) Have the reforms and modernization projects at CSD improved 

clearance times

b) Have the reforms and modernization projects at CSD improved 

services to trading public

c) Reforms and modernization at CSD increased revenue collection

d) Have the reforms and modernization projects at CSD provided 

greater reliance on information technology

2. The table below presents the various aspects on Institution of Performance Contracts 

by Customs Services Department. Kindly indicate the extent to which you agree/ disagree 

with the issues.

5 = Strongly Agree 4 = Agree 3 = Not Sure 2 = Disagree 1 = Strongly Disagree

Statement 5 4 3 2 1

a) Has the institution of Performance contracts brought about 

results based management in CSD

b) In your opinion have the institution of performance contracts 

increased revenue collection in CSD

v



c) Has the institution of performance contracts optimized 

operations in CSD because goals and results are more closely 

aligned

d) Is there improved communication, feedback and dialogue about 

the organizational goals due to the institution o f performance 

contracts

3. The table below presents various aspects on staff training by CSD. Kindly indicate the 

extent to which you agree/ disagree with the issues.

5 = Strongly Agree 4 = Agree 3 = Not Sure 2 = Disagree 1 = Strongly Disagree

Statement 5 4 3 2 1

a) Have you been able to apply what you have learnt in previously 

attended staff trainings

b) Staff trainings have enhanced your skills, knowledge and 

professional capacity

c) Staff trainings have provided additional support and 

opportunities

d) Staff trainings has enhanced your level of understanding of 

various CSD technical matters
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4. The table below presents various aspects on voluntary compliance. Kindly indicate the 

extent to which you agree/ disagree with the issue.

5 = Strongly Agree 4 = Agree 3 = Not Sure 2 = Disagree 1 = Strongly Disagree

Statement 5 4 3 2 1

a) In your opinion does the current tax assessment encourage 

voluntary compliance

b) In your opinion would tax payer education enhance voluntary 

compliance

c) Are the current penalties applied by CSD on errant tax payers 

adequate

d) Is your compliance level influenced by your perception on how 

the taxes would be used by the Government

5. The table below presents various aspects on taxpayer education by CSD. Kindly 

indicate the extent to which you agree/disagree with the issues.

5 = Strongly Agree 4 = Agree 3 = Not Sure 2 = Disagree 1 = Strongly Disagree

Statement 5 4 3 2 1

a) The taxpayer education has enhanced the public level of 

understanding of various tax regimes of CSD

b)The taxpayer education has enhanced tax compliance among 

non-corporate taxpayers

c)Tax evasion is still rampant even after taxpayer education

d) It is easier for tax payers to fill/lodge documents than before

e) In your opinion is the taxpayer education relevant to the 

achievement of revenue goals of CSD

THANK YOU FOR YOUR RESPONSES

vii



Appendix Authorization tetter to eot.ee, information

UNIVERSITY OF NAIROBI
SCHOOL OF BUSINESS

MBA PROGRAM -  LOWER KABETE CAMPUS

Telephone: 020-2059162 P.O. Box 30197
Telegrams: “Varsity”, Nairobi Nairobi, Kenya
Telex: 22095 Varsity

□ATE z i

TO WHOM IT MAY CONCERN

The bearer of this letter , ......A. A 1 A"..................................

Registration No: . . .sAAa V ! A tAfA i. .?.........................................................
\

is a Master of Business Administration (MBA) student of the University of 
Nairobi.

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 if you assist him/her by allowing him/her to 
collect data in your organization for the research.

The results of the report will be used solely for academic purposes and a 
copy of the same will be availed to the interviewed organizations on request.

Thank you.
■S',C/M

ofW!■ s io , A
DR. W.N. IRAKI 
CO-ORDINATOR,

O
o,

tS1


