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ABSTRACT

The main objective of the study was to determireedfiects of performance contracting
on service delivery at the former City Council o&idbi. This study also sought to
answer the question; to what extent did performarmgract affect service delivery at
City Council of Nairobi? The purpose of this studytherefore to establish whether
performance contracting has enhanced service dglive

The study found out that the dimensions that cosegriof organizational service charter,
work plans, strategic plan, monitoring and evahratas well as performance appraisal
systems had an influence on performance contragfemmentation resource factors and
service delivery at large. Service charters wemendoto be clearly displayed hence
accessible to staff and customers/ citizens. Engglsyeveloped work plans based on set
priorities and this enabled the achievement of etqukresults. The strategic plan was
found fast track implementation of intended outcemamely the goals, mandates and
strategies that strengthened service delivery. Mdng and evaluation was found to
impact on service delivery as performance was nmredsand tracked through a feedback
mechanism. Performance appraisal system was foonstréngthen internal controls
through rewards and sanctions on performance daértifdoyees.

This study recommends that City Council of Nair@ointinue to uphold the use of
performance contracts as a tool for monitoring angroving performance in order to
attain efficiency in service delivery.

Xi



CHAPTER ONE: INTRODUCTION
1.1. Background

Performance Contracting (PC) is part of the broguldlic sector reforms aimed at
improving efficiency and effectiveness in the masragnt of the public services.
Peterson (2005) defines performance contract asealyf negotiated performance
agreement between the government, acting as therasfra government agency and the
management of the agency. The author assertsdlfarmance contract clearly specifies
the intentions; obligations and responsibilitiestloé two contracting parties (Peterson,
2005). Kobia and Mohammed (2006) argue that PCnsaaagement tool for ensuring
accountability for results by public officials as measures the extent to which they
achieve targeted results. In essence, signing rpence contract commits public
officials to perform to the set standards or beydhd specified levels. This holds public
officials accountable for results and therefordpfien converting tax paid into goods and
services effectively and efficiently. Performammmtracting also creates transparency in

the management of public resources (Kobia & Mohathr2606).

Performance contracts have been widely used inpthdic sector by the developed
countries such as France, the Netherlands and Nmha@d among other countries with
outstanding success. Performance contract wasrftretluced in France after the famous
Nora Report on the reform of state owned enterprige France (Organization for
Economic Corporation for Development (OECD), 19%)sek and Rist (2004) depict
and say how today, almost all OECD countries useesform of performance contracts
in managing their public sector. In New Zealandfqrenance contract were introduced
and adopted as part of the countries pioneerindigogbctor reforms (Kusek & Rist,

1



2004). Performance contract gained more strengtenwthey were introduced in the
United States as part of Government Performance Redults Act (GPRA) of
1993.Performance contracts in the United Kingdonrewmtroduced by Margaret
Thatcher as part of the creation of Next Step Agengoday, performance contracts are

used in all British government agencies servingaumaiblic service agreements.

In Kenya, the concept of performance contracting firat introduced in the management
of State Corporations in 1989 and was adapted forme public institutions that
previously performed poorly out of the need to eweatheir performance (Muthaura,
2007). To this effect, a Parastatal Reform Strategyer was approved by Cabinet in
1991 as a first official recognition of the conceftperformance contracting (reform
strategy paper of 1991). Among the policies thatenrecommended to streamline and
improve the performance of state corporations wdneestiture or liquidation of non-
strategic parastatal, contracting out commercitaViéies to the private sector, permitting
private sector competition with existing state muolees, and improvements in the
enabling environment of all strategic parastataisluding removal of potentially
conflicting objects as depicted by Economic Comiorssof Africa (ECA) (2003

December); Blomqvist & Stanley (2000).

The first two parastatals to be on performancerechivere Kenya Railways Corporation
and the National Cereals and Produce Board. Kengdw&y signed performance
contract in April, 1989, whereas the National Ceread Produce Board (NCPB) signed
in November, 1990(Republic of Kenya, 2005). Howevire outcome of the two

performance contracts eventually failed due to anlmer of reasons and challenges



ranging from lack of political goodwill, changes @Government policy, inflation, and
exchange rate fluctuations which greatly affectedirtperformance (Muthaura, 2007). At

the same time, the process was perceived as onedbkalonor driven.

In 2003, the government re-introduced performanoatracts. The initiative to
reintroduce performance contracts in Kenya wasrlgiespelt out in the Economic
Recovery Strategy for Wealth and Employment Crea(ftRSWEC). In August, 2003,
the government appointed a committee to spearhnahtroduction and implementation
of performance contracts that is Performance StgelCommittee. The steering
committee made a decision to introduce performaocgract in state corporations on a
pilot basis in 2004. Sixteen state corporationsnesly performance contracts by
December, 2004.The criteria for selecting the mlmnpanies included representation of
diverse sectors and corporations with strategim9léRepublic of Kenya , 2006
December).Following success in implementing perfotoe contract in state
corporations, the government extended the procegsublic service, beginning with
permanent secretaries and accounting officersthéuyrin April, 2005, the Government
decided to place the management of 175 Local Aiitesron performance contract

(Republic of Kenya, 2009).

The five (5) major Municipalities completed perfante contracts on B0September,
2005 on pilot basis. These were; City Council adirdbi, Municipal Council of
Mombasa, Municipal Council of Eldoret, Municipal @wil of Kisumu and Municipal
Council of Nakuru. The remaining local authoritigned performance contract off 3

June, 2006. The City Council of Nairobi embracedfgrenance contract in 2005 in



partnership with Public Service Reform and DevelepmSecretariat (PSR & DS)

through the Ministry of Local Government (RepuldicKenya, 2009)

In 1963, after Kenya attained independence, theodaUrban District Council (NUDC)
became the City Council of Nairobi (CCN). The Coiirwas created by an Act of
Parliament Cap 265 of the Laws of Kenya to prowdevices to residents of the city,
(Local Government Act Cap 265, 12).In the perio@0&-12) under study, CCN was
divided into eight(8) divisions which also servesigarliamentary constituencies. These
are Kasarani, Westland, Starehe, Kamukunji, Dagpré&mbakasi,Makadara and
Langata.A write up in the official magazine for tléy Council of Nairobi (Angaza,
June-August, 2012), there are memories of the Naobyester years, when there were
good houses, sports grounds, libraries with stotksooks, social halls which were well

equipped, citing, but a few cases in the areaswice delivery.

Over the years, CCN has gone through hard econtbmés coupled with the dramatic
increase in population thus constraining availdbtélities. The diversity of the city and
its population size prompted the introduction offpenance contracting as the city was
faced with several challenges such as informaleseéints, mostly the slums and illegal
structures which mushroomed in the city, land gradpbwater shortages in the city due
to inadequate supplies, uncontrolled dumping gjtmst employees, street urchins and
influx of street hawkers among others. The formigy Council of Nairobi was under the
Ministry of Local Government and its mandate wapravide services to the citizens and

even visitors of Nairobi. Such services were imieof health care, education, and clean



environment, provision of housing and other sos@alices, decongested roads, planning

services among others.

1.2. Statement of the Problem

The New Public Management (NPM) movement emphasindsstrengthens the need to
adopt private sector practices in public institmi@gBalogun, 2003). This initiative strives
towards making public servants to become servitentated, to pursue excellence in
service delivery and to commit them to continuousiprove service delivery. It also sets
the principles for transforming service deliverytiwiregard to consultation, service
standards, access, courtesy, information, openmedgransparency, redress and value
for money. These principles are required, sinces iargued that a transformed local
government needs to be measured against its conemtitto continuous service delivery
improvement.

The introduction of performance contracting at G@gpuncil of Nairobi was geared
towards introducing New Public Management apprdacbkervice delivery. There are a
few studies that have attempted to study PC omuatrinstitutions. Some of this include:
the research on employee responses to the implatiantof performance contract
(Ogwayo, 2007), factors influencing implementatmiperformance contract (Murgor,
2008); employee state of psychological contractlmnimplementation of performance
contract (Njenga, 2008); management of strategamgé (Njiri, 2007). Two case studies
have been done relating to the City Council of Blairon employee performance
management practices (Njenga, 2008) and employgemwerment (Tsala, 2008). In
spite of the few studies that have been donenitanes unclear the extent to which the

aforesaid objectives have been met and also tHieobas related to implementation of
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PC at CCN. It is against this background that shisly is seeking to determine the extent
to which Performance Contracting has affected serdelivery at the CCN. Therefore
this study sought to answer the question; to wiktdre did performance contract affect
service delivery at City Council of Nairobi?
1.3. Research Objectives
The main objective of the study is to determinedffects of performance contracting on
service delivery at the former City Council of Nabr.
The specific objectives of the study are:
1. To examine how organizational service charter Heected service delivery at
City Council of Nairobi.
2. To determine the extent to which work plans havki@mced service delivery at
City Council of Nairobi.
3. To establish how strategic plan/planning has imgzhoin service delivery at City
Council of Nairobi.
4. To examine how monitoring and evaluation has infaexl service delivery at
City Council of Nairobi.
5. To establish the extent to which performance applasystem has affected

service delivery at City Council of Nairobi.

1.4. Justification of the Study

City Council of Nairobi will benefit from the findgs and deductions made from the
study in that the reform strategies of rapid resuliative will be partially evaluated. The

CCN will have a clear benchmark on how to establegfulations that will provide the



direction, oversight and assistance to those impigimg PC, needed particularly for the

emerging performance appraisal systems.

Citizens who are client of CCN stand to benefitniréthe assessment of the service
delivery system. Customer satisfaction is at thatree of the excellence of any
organization. This research project offers an a&ssest to the basic tenets of
performance contracting that lets proper servidevely systems. In the long run the
citizens have the benefit of enjoying proper sawiand at their convenient timing as

stipulated in the service charter.

The research study contributes in the academicipaqun the possibility of successful
implementation of the performance contracting sa®m public institutions. The study
aids our understanding in regard to integratingvidr®us components of service charter,
monitoring and evaluation frameworks, strategicnplawork plans and performance

appraisal systems.

1.5. The Scope, Limitations, Delimitations and Assuptions

The study was done in Kenya, specifically at they @ouncil of Nairobi. The target
populations were employees who were sampled frardifierent hierarchical levels in
the chain of command at least those in the categjosigning performance contract. The
study covered the period from when PC was introduce2005 to 2012 before the City

Council Nairobi became Nairobi City County.

To avoid any doubts about the research, the emgdoyweere given assurance of
confidentiality on any information given and reasaf the study was clearly stipulated

to be wholly for academic research purposes onte perspective of CCN might have
7



suffered a setback because there were severalsistws# hampered ineffective

implementation both foreseeable and intangible.

Some few key assumptions were made. This study eeelucted in the largest
institution of local authorities in Kenya, City Quil of Nairobi. The population was
drawn from the management and other employeeseotdincil and the presumption
was that the respondents’ answer the questiongatety truthfully and provide all the

required information.

This study on performance contracting was conduate@ity Council of Nairobi. The
respondents of the study were drawn from the CCaff sdnd the stakeholders.
Stakeholders of the CCN are many especially thigovsswho come once or for a while

and go and this is delimiting as they cannot beéuweq.

1.6. Conceptual Framework

As shown in figure 1.1, the conceptual frameworklines the relationship among the
activities supporting the independent variables elgmservice charter, work plans,
strategic plan, monitoring and evaluation, perfamoea appraisal systems and their

contribution to the dependent variable which iveerdelivery.



Figure 1.1: Conceptual Framework
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Source: Researcher (2013)

1.7. Operationalization of Terms

Performance Contracting isa management tool that is flexible and which presid
framework for strengthening accountability. It ispesific enough to define
responsibilities and expectations and the neeéadi division within the organization in
line with the achievement of mutually agreed resh#tween parties for effective service
delivery. At CCN senior officers in the managemienel up to first line supervisors sign
performance contract. This enables the organizationfast track progress on
performance.

Service Charter is a document with published service standard$ t¢hatomers are

entitled to expect across an entire organizatiorsewice area. At CCN the service
9



charter is displayed in all departments under t&arly of head of departments or the
chief administrative officers and the chief pubtedations officer of the council. The
service charter enables customer to gauge the @velustomer satisfaction in any

organization.

Work plan is a document that helps manage time, it makegshmappen by identifying
important items and is designed to make the tadk®asier as it focuses on individual
key responsibilities, sets priorities and statepeeted results within a specified time
frame in line with the work reflecting the unit'®a@s and objectives in service delivery.
The work plans are kept by all division/sectiontsiriieads that cascades them to the rest
of staff under their jurisdictions. Work plan heljpsthe management of time as well as
ensuring that set priorities are met thus achieeixygected results for quality services and

products therefore boosting productivity

Strategic Plansare the deliberate organized work with the intentto help clarify
organizational purposes, mandates, goals and gigatan order to achieve efficient and
effective service delivery. It is an effort to guawe key decisions and actions that shape
and guide what an organization is, what it doesway it does it. At CCN the strategic
plans are displayed in all departments under tlsody of head of departments or the
chief administrative officers and the chief pubitations officer of the council. Strategic
plan provides a platform for ensuring that produtti is enhanced as it assists in

realizing the organization goals in line with Re€dsed Management (RBM).

Monitoring and Evaluation: Monitoring is a continuous function that systemaltic

collects data on specified indicators in order tovmle the management and other
10



stakeholders on the extent or status of progres@emievement of objectives on ongoing
projects, programs or policies. Whereas evaluatgra process of determining the
importance of a development activity, policy or gnam in order to determine the
relevance of objectives, effectiveness of desigapurce use and suitability of results all
geared towards efficient and effective service vdeli. This is currently under the
reforms office of the CCN. This provides a mechanaf checks and balances to ensure

that the intended objectives of all the above \deis are achieved.

Performance Appraisal System (PAS)is a periodic, formal, structured system of
measuring and evaluating an employee’s job relb&tviors and outcomes to discover
how and why the employee is presently performinghenjob and how the employee can
perform more effectively in the future so that theployee, organization as well as
society benefits at large. At CCN all employees dargible to fill the PAS forms and

through the elements of measurement and evaluatemployees get the rewards/

sanctions.
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CHAPTER TWO: LITERATURE REVIEW
2.1. Introduction
This section presents the review of literature friw@ perspective of other authorities on
the performance contract contribution on effectvganization management. The section
is organized into two major sub-sections of theoattorientation and framework and
empirical review of literature.
2.2. Theoretical Review
Performance contracting is a variant of New PubMianagement. The basic tenets of
NPM revolve around the principles of action, staet and practice (Feldman &
Khademian, 2000). The principle of action has rulbsch ensure that managers achieve
desired results. This is mainly done by carrying tasks on public priorities and
ensuring the means to meet the priorities are eddDrucker, 1990). As a result of the
highlighted elements, the mission is attained bgtiooiously trying to improve and by
the creation of public value.
The principle of structure consist a number of ternbkat leads to efficient management
systems. These are separation of policy from op&stthe importance of bottom line
and the specialization. The tenets exemplify andewstore the structure as a key to
accountability for management actions (Behn, 199&).bottom line aspect is a NPM
driver in that it improves performance and redugegernance cost. Performance-based
pay and gain sharing are two reward structuregctdtl in this tenet. Specialization is
another tenet that ensures specific and measuidie are realized. This fundamental to
NPM and has similarity to ideas of the theoristHart Gulik who championed on the

differentiation of function in order to achieve argzational efficiency (Gulik, 1937).

12



Finally is the principle of practice where we hdkie elements of inclusion and primacy
of process. This attributes to the conceptual ardtigal tools that enable leadership
action and structural arrangements. As a resutetlsean enhanced interaction between
the structures of governance and the actions ofem@awnce. A performance-based
organization captures all these principles. Thivegi one operational unit full

responsibility of the specified task and area. EBwaluation of performance and the
provision of rewards more so to top executives \amy depend on the generation of

specified outputs (Feldman & Khademian, 2000).

These same tenets can be traced in the works dfi€kelaylor in his theory of scientific

management. Taylor’'s scientific management wasporese to organizations demand of
rapid industrialization in the United States thadwg from the desire to base decisions
about organizations and job designs on scientificciple (Vasu, Stewart, and Garson,
1998). The main goal of these principles is basedxact measures of jobs and work

processes.

A highlight by (Vasu et al, 1998), explains the ibdenets of scientific management as:
Management (not workers) need to develop a scifemaavery job which replaces the old
rule of the thumb method. To attain this, a workbould be scientifically selected,
trained and placed in jobs for which they are migngand physically suited; the job to be
done should be analyzed scientifically to deterntimeone best way to do that job and
standard times for jobs and work processes to tableshed. Incentives should be offered

so that workers behave in accordance with the e of the scientific management

13



that have been developed. The management mustrswppders by carefully planning

and helping implement their work.

Scientific management led to the design of workrg@dowards increased productivity
and profit. Taylor influenced the development ofdeam system of job classifications.
His work also helps in distinguishing various vitaincepts in the management process
such as organizational objectives, standards osunesa of performance that when met
should accomplish those objectives. Frederick Trag/ideas focused on the efficiency of

processes and outcomes (O’Flynn, 2005)

From the above analysis of scientific managemens clear that Taylor prescribed a
design for organizational relationships by providia blueprint for every facet of the
workers task, and hence he gave management a fiakéw approaching work. This is
closely related to the tenets spearheaded by peafuce appraisal systems which entail

periodic, formal, structured system of measuring evaluating employee’s performance.

2.3. Effect of Performance Contracting on Service &livery based on variables.

2.3.1. Service Charter

Service charter is a vital initiative to empowee ttustomer whether as a citizen, taxpayer
or an ordinary service user; it promotes and ptsteis/her rights in the market of public
service delivery and provision. It is a set of pre@s made to customers that must be
clear, meaningful, measurable and auditable bymeans (Ayeni, 2001).The service
charter should ensure that the highest level otoowmsr satisfaction and service is
delivered by staff. A service charter should cantatatements that guide on how

customers go about filing complaints or the soechlcustomer charter complaints

14



procedure as well as how to obtain redress if éneice they are given falls below the set

and published standards (Dransfield and Needha@t)20

An effective charter must convey its message inpemeasy to read language and
preferably in the style of a brochure publicatidbfukesh, 2001). The charter standards
should relate to outcomes and processes as wptbagling a measure of the following
features of the service among other things, apm@tgoress, timeliness, consistency,
accessibility, accuracy and courtesy as well asigeity of provision. The service
charter has potential impact on public servicevéeli which includes the establishment
of a new service culture in government and its agsn(Ayeni, 2001). It serves as a
planning tool since it focuses on current expeatetiand future service needs as well as

ensuring that management and employees focus qtepeot just systems.

At the same time, it provides a practical way ohaging performance in an era of fiscal
restraint, encourages the use of performance astbroer satisfaction information to

guide organizations and improvement, promotes pestips between service providers
and clients, and provides a reliable means to nmeaservice performance and cost as

well as a benchmark for performance evaluation (Mduta, 2007).

2.3.2. Work Plan

A work plan is a document that is purposed to &ssdividuals in an organization to
fulfill their expectations. It also keeps the supsor focused in implementing decisions
aimed at achieving the organizations long and dieom objectives (Schwartz, 2001).
The work plan focuses on an individual's key respoifity, set priorities and states

expected results within a specified time framds Itherefore one vehicle that provides

15



information and feedback as it; encourages dial@gaend specific tasks and or projects,
sharpens job focus and performance expectationsedsas basing the performance
evaluation and feedback on priorities agreed upgnbbth the employee and the
supervisor (Bogardus, 2009). This is closely linkedTaylor's basic tenets of work
processes, piece work and measurement. Ideallge thans enable employees to earn
respect and encourage them to participate in keisidas that affect their jobs and the
organizations ability to provide customers with lgygroducts/services, on time and at a

competitive price (Cadman, 1985).

2.3.3. Strategic Planning

Strategic planning is a deliberate effort intendedclarify organizational purposes,
mandates, goals and strategies. A highlight by @&r{®011) shows that strategic
planning involves the designing of an effective aedponsive strategic management
system to enable an organization build a capaortyahd delivery of success over time

(Bryson, 2011).

Integrated planning and quality service in linehastrategic planning has positive effects
on any institution (O’Faircheallaigh et al., 199Therefore, implementation of the plan
involves the effort to realize in practice an orgation’s mission, goals and strategies,
the meeting of its mandates, continued organizatit@arning and the ongoing creation
of public value. In line with the above, there ised to develop a useful strategic
management system, as well as link it to budgetpggformance measurement and
performance management; and also allow desiralaleges in ends and means to emerge

over time.
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The functions of strategic plans entail designind ategrating work to be done in line
with clarified organizational purposes, mandatesalg issues, strategies and
requirements for success (Chaston, 2012). ChagfiR] further depicts the benefits of
strategic planning as the delivery of higher qyaservices and the achievement of
specified strategic aims. This also address the&kwmhbe done in a formalized way in
order to build enterprises capacity and delivercess by linking purposes, people,

structures, processes, resources, political sugportearning in productive ways.

In this regard, there is need to determine wheth@structure is responsive to new ideas,
problems in the field and the interest of variotaksholders. The task of clarifying the
purpose and placement of the strategic planningtiom will be attained through an
organizational structure with a good formal comneations network geared towards
accomplishing their tasks (Burkhart et al., 1998)should also be done within the
government or non-profit organizational design nmdey to achieve significant public

value.

2.3.4. Monitoring and Evaluation

Monitoring is the regular observation and recordafigctivities taking place in a project
or program and ensures that there is effectivgiefit and economic use of resources in
the public sector. It is a process of routinelyhgaing information on all aspects of the

activities in order to check their progress (WaRfi04).

A highlight by OECD (1994) indicates that monitayimvolves giving feedback about
the progress of the project to the donors, impléererand beneficiaries of a project or

program. Reporting enables the gathered informatdoe used in making decisions for
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improving performance. Through monitoring the asmyof situation is done on the
various activities in order to determine whether itputs were well utilized and also to
ensure that all activities are carried out propertg by the right people and in time. In
this regard, OECD (1997) depicts that monitoringls meant to determine whether the

way the project was planned is the most appropwatgof solving the problem at hand.

Evaluation on the other hand is the comparisonctiisd impacts against the strategic
plans (OECD, 1997). It looks at original objectivaswhat was accomplished and how it
was accomplished all for the purpose of determiniihg quality of a program by

formulating a judgment. Venter and Waldt (2007) @zhte the need to scrutinize the
intended objectives, structures, systems, processetputs and outcomes of any
municipal administration as well as performance ag@ment and improved service

delivery that are vital, critical and thus neectation.

2.3.5. Performance Appraisal System

Performance Appraisal System (PAS) is a tool usedhb management to assess the
performance of individual senior managers and itkwomore effectively when used
together with performance contracting. It is a @eic, formal evaluation of employee
performance for the purpose of making career datssi(Kaila, 2005). In this line,
managers expect their employees to be orientedrtiswachievement. Achievement
oriented employees work harder when their supersvigwovide evaluations of their

performance.
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PAS is a formal, structured system of measuring eraluating employees job related
behaviors and outcomes to discover how governnrehhan- profit organizations utilize
their substantial workforce (Daley, 1992). Dale942) further asserts that performance
appraisal involves the identification, measurememtd management of human
performance in an organization. Performance Appld&gystems are also significant for
administrative, developmental, compensation, feekiba reduce, grievances,
improvement in supervision and productivity. Indiwith the above there are the legal
and objective criteria for the employment of PASpexially with its implied threat of

negative sanctions.

Similarly Schneider and White (2003) views jusikliknany other authors that PAS is a
tool used to add emphasis and strengthen perfoenaantracting. Likewise, Teong
(2010) says that it assists in ensuring accourntabibr results and performance
appraisals are used to determine the workforce eosgiion therefore paying for jobs at

market rates.
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CHAPTER THREE: RESEARCH METHODOLOGY
3.1. Introduction
This section presents the methodology. It con$tthe site description/scope of the
study, sampling frame, data collection approach ang@roposed approach on data
analysis and presentation.
3.2. Site Description and Scope
The City Council of Nairobi before the advent oé tlevolution entities was the largest
local authority in Kenya. Situated in the capitatycof the country, it serves
approximately 3.5 million people which are approately 10 per cent of the whole
country population (Kenya National Bureau of Staiss 2010). The council adopted the
use of performance contracting for effective anfitieht service delivery in the period
2005-2012.
3.3. Sampling
3.3.1. Population and Target Sample
The population targeted by the study comprised diiaéf of former City Council of
Nairobi, the customers or those who seek servineh® specific days of data collection.
However, screening was done to only engage thostormers who enjoyed repeated
services. The staff of CCN was estimated at 11)@00e the clients were more than
5,000 in any particular day (PWC Staff Report, 200 sample size of 60 employees

and customers was drawn from the above mentionpdl@imon.

3.3.2. Sampling Design
The study used purposive or convenient samplinghferstaff and the customers of city

council. Purposive sampling enabled the researchtarget the people who were better
20



placed to answer the questions. The questionnaiees administered on the basis of first
met give basis and thereafter the screening was ttoastablish the frequency of access

of services within the CCN to minimize non- respmns

3.4. Data Collection

The research instruments used for the study wesereation and a semi structured
guestionnaires. The questionnaire had four secti®he structured questionnaire was
organized in six sections. The first section hadicssdemographic indicators and the
other five sections were drawn from the specifesgch objectives. The questionnaires
were distributed to the respondents based on tliengmess of the respondents to
participate in the study. The study also employezluse of unstructured observation to
view the successes of performance contracting basdte visible indicators of service
charters, Work plans, Strategic plans and PAS deodsn Under the observation method,
information was sought by way of investigator’s odinect observation without asking
from the respondent.

3.5. Data Analysis and Presentation

The responses drawn from the structured questisaiere measured on 5 point-likert
scale to derive the approval ratings of a givetestant. Qualitative data was analyzed
using content analysis from data organized in tlseaee identified from the variables
drawn from the conceptual framework namely sendbarters, work plans, strategic
plan, monitoring and evaluation as well as perfaroesappraisal systems. The results are
presented in terms of the proportional frequencyg percentage aggregated. Further,

presentation is in form of tables. The quantitatarealysis was done using Statistical
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Package for Social Science (SPSS) version 17 d 20pported with Ms Excel 2007 for

presentation of data.
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CHAPTER FOUR: RESEARCH FINDINGS AND DISCUSSIONS

4.1. Introduction
This chapter presents the findings of the study Jtady sought to examine the effect of
PC on service delivery. Descriptive analyses oimuardimensions on specific objectives

were examined as well as responses from unstructlbservation.

4.2. Descriptive Statistics

The study sought to understand the demographic ositgn of the participants. The
components studied were the representation ofdipondents by gender and age; the
organizations of origin for the study and theiration of service/experience which were

examined.

The study sought to find out the employee ratiteimms of gender representation of the
participants. It was also to give us a hint on ¢ha#o seek most services from the City
Council of Nairobi. There were more female custa@rfer City Council of Nairobi than
the males. The females were 57 % and 43% maledpopon of targeted respondents.
Importance of age of the respondents could notghered when the study was being
conducted. Age factor was considered because lueinées the attitude of employees
towards change and at the same time has the effeghderstanding access to most
services at the City Council of Nairobi. The seegavere predominantly accessed by a
youthful population. An age range between 22-40s/@as the youthful population; this
cumulatively constitute 50% by proportion of thependents. The respondents above 40
years had a 45% representation whereas those Bédlgwars constituted a 5 % only. The

education level of the respondents was also exahmassess the level of understanding
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of the PC concept and its implementation. The nitgjaf respondents 56 % were
secondary level graduates. Those with tertiarylle¥@ducation were 27 % while those

with degrees were 8 %

The respondents were also asked to identify thegoaies of organizations that they
belonged. The goal here was to know at a parti¢uteeg who access more services from
the City Council of Nairobi. The predominant categs of respondents were CCN staff
at the duration of study and had a 41%. Those wlglg services more were business
entities and private companies represented by 2266-governmental organization
representatives were 18%, those from other locHicaiies were 7% by proportion.
There were however other individuals who soughtiigeservices from City Council
and did not belong to specific organizations andytltonstituted a 12% of the
respondents under this category. The duration vicedexperience of the employees at
CCN was also examined. 76 % of respondents havedéhe council for more than 10
years. The newly recruited employees who had sdorddss than two years were 10 %.
4.3. Effect of Variables of Performance Contractingon Service delivery at CCN

The variables are drawn from the conceptual frammkvemd are as follows; service
charters, work plans, strategic plan, monitoring awaluation as well as performance

appraisal systems.

4.3.1. Effect of Organizational Service Charter orService Delivery

The study sought to find out whether service chdrés any effect on service delivery.

Table 4.1 summarizes the findings on effect of nizitional service charter on service

delivery.
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Table 4.1: Effect of Organizational Service Charteron Service delivery

ltem Agree Neutral | Disagre

e
Effective display of Service Charter 68.33% 5% 2606
Properly Displayed customer comment cards in nQtE% 22.00% | 37%
boards

Appointed Customers Care officers to coordin 65.57% 11.48%| 22.959
guality services initiatives
Service Charter has promoted partnership betw@&an29% 22.40%| 16.399
service providers and clients
Service Charter is informative facilitates servjet.95% 21.62%| 32.439
delivery

Service charters are important information toolsth® public to be guided on the costs
and the variety of services that are provided leydiganizations in this case City Council
of Nairobi. The effectiveness of the service cham@s examined to understand its
support for PC in service delivery. The clear affdotive display of service charter was
supported by 68.3%. Those who agree to proper texdbn service delivery through
comment cards on notice boards were supported By dflthe respondents. The City
Council of Nairobi had appointed Customer Careceffs to coordinate quality service
initiatives and the contribution of these care a#fs was rated 65.57%. The customers
feel that their relationship between them and tbencil has improved and this was
supported by 61.3%. The service charter was ramdgetheing informative was 46%.
However, those who feel that level of informatiantbe service charter is required were

32.4%.

4.3.2. Influence of Work plans on Service Delivergt CCN

The study sought to find out the influence of wplns on service delivery at CCN.

Table 4.2 summarizes the finding on the impact oflkyplans on service delivery.
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Table 4.2: Work plans impact on Service Delivery

ltem Agree Neutral| Disagree
Work plans have improved the implementation| 6#.10% 21.30% 24.60%
budgets

Work plans are available and circulated 52.50% (@09 19.60%
Staff abreast with work plan implementation 49.20%31.14% | 19.66%
Work plans have eliminated ambiguity at work 41.67%38.33% | 20%
Work plans assist in achieving goals and objectj#854% | 32.79% 19.72%
at expected timeframe

The departmental and individual work plans arel ¥@daService Delivery at CCN. Those
who agree that work plans have improved budgetirgews4.1% while those who
disagree are 24.6%. The circulation and availgbdftwork plans to the employees was
supported by 53%. The knowledge of the staff onutilgy of the work plan was 49.2%.
Those who believe that now their work is more dsdimnd that they know what to deal

with when they are at work were 42%. Work plansisass, achieving goals and

objectives at expected timeframe and this wasnaéitt by 48% of the respondents.

4.3.3. Impact of Strategic Plan on Service Deliverg

t CCN

This study sought to examine the impact of stratptan on service delivery at CCN.

Table 4.3 summarizes the findings on the impastrategic plan on service delivery

Table 4.3: Impact of Strategic Plan on Service Delery

ltem Agree Neutral| Disagree
SP is a practical way of managing performance in&h41% 21.05% 17.54%

era of fiscal constraint

SP defines operational priorities and clarif§0.18% 17.54% 12.28%

workloads

SP has promoted people oriented customer-sensde39% 24.56% 21.05%

governance

SP ensures that management and employees [f&Qu20% 18.40% 22.40%

on purpose and mandate

SP has improved decision making to result based 88%0. | 33.33%| 15.79%
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Strategic plan focuses on any organization to ptafs goals. Those who agree that
strategic plan offers a practical management agpraa time when there is fiscal
constraint were 61.4% while those who disagree i88&. Importance of strategic plan
in defining operational priorities and clarificati@f workloads were 70.2% while those
who disagree are 12%. Those who supported thesgicaplan in the promotion people
oriented customer service governance were 54.4%e\hose who disagreed were 21.05
%. The contribution of strategic plan to effectowganization management and employee
focus on purpose and mandate was lauded by 59%ewade¢hose who believe it has
contributed to service delivery were 51%.

4.3.4. Effect of Monitoring and Evaluation System o Service Delivery at CCN

The study sought to find out whether monitoring awdluation system has an effect on
service delivery at CCN. Table 4.4 summarizes itndirigs on the effect of M&E system

on service delivery.

Table 4.4: Effects of M &E system on Service Delivg at CCN

Item Agree Neutral Disagree
Measures Performance 72.73% 10.91% 16.609
Feedback Mechanism 58.18% 20% 21.829
Rewards and Sanctions 53.70% 25.93%  20.379
Clear Objective for Staff 58.93% 23.21% 17.86%
Public Accountability 44.64% 21.43%| 33.93%

The systems of monitoring and evaluation have sdp@oPC in enhancing service
delivery by measuring performance. 73% of the pgdnts in the study believe that
performance is measured now at CCN. Those whoueetleat through M&E, the council
is now able to get feedback responses on the yudlgervices for improvement were 58

%. The contribution of M& E system on rewards aaddions has been supported by 54
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% of the responses. The role of M& E on providitgac objective for staff was lauded
by 59%. The supportive contribution of M&E system service delivery at CCN by
offering public accountability has been supported 45% even though those who

disagree were 34% which is significant enough teghered.

4.3.5. Impact of Performance Appraisal Systems one®vice Delivery at CCN

The study sought to examine the impact of PAS oppsting the performance
contracting on service delivery at CCN. Table 4ifhmarizes the findings on the impact

of PAS on the service delivery at CCN.

Table 4.5: Impact of PAS on service delivery at CCN

Item Agree Neutral| Disagree

Reward and sanctions 50.94% 22.64% 26.42M%
Training Needs Assessment 43.40% 32.08% 24.52%
Effectiveness and Efficiency 51.85%  27.78% 20.37%
Strength and Weakness 50% 35.20% 14.80%%
Cooperation and Team work 46.309 33.33% 20.37%

Those who believed that PAS has improved the rewdley get at work and

commensurate punishment for not completing tasksneeting targets were 50.94%
which was slightly more than half of the proportidmformation on training sessions at
CCN was supported by 43%of the employees weredtamn performance contract.

Those who were indifferent on the training on P@dseassessment were 32%. The
contribution of PAS on efficiency was supported38#6 of the respondents. PAS also
highlights strengths and weakness of persons astérag at the CCN therefore offering

further opportunity for capacity enhancement araining to improve on the skill of
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employees and strengthen policies for institutibmsdeliver an element which was
supported by50% of the respondents. The cooperatonteamwork was supported by

46.3%who believe in the impact of PAS on servidevdgy.
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CHAPTER FIVE: SUMMARY, CONCLUSIONS AND RECOMMENDATI ONS
5.1. Introduction
This is the last section of this research studycdmprises the following; summary,
conclusions made from findings and the recommeadstifor action and for further
studies.
5.2. Summary on findings
The findings of the study illustrated that serviterters have been effectively displayed
and informative. The relationship between the ¢$#eaf council either as citizens,
customers and consumers has been enhanced. Thdsgsgi are similar to a study by
Ayeni (2001) which proposed that service charteustnensure highest level of customer
satisfaction and improved service delivery. Mukg2801) supported the role of an
effective charter in conveying message in a simpdgcise and brochure like style of
publication which is similar to what is provided llge Council. Muthaura (2007)
supported the performance contracting as providangractical way of managing
performance in an era of fiscal restraint, encoesae use of performance and customer
satisfaction information to guide organizations amgrovement, promotes partnerships
between service providers and clients, and provadesiable means to measure service

performance and cost as well as a benchmark féonpeance evaluation.

Work plans were found to be assisting in achiegagls and objectives. Schwartz (2001)
believed that the work plans were contributory meping the supervisor focused in
implementing decisions aimed at achieving the degdions long and short term

objectives.
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The findings emphasized the role of strategic mlafinition of operation priorities and
clarification on workloads. Strategic plans haveated a culture of result based decision
making process at City Council of Nairobi. This qmares with Chaston (2012) who
outlined the functions of strategic plans as emgitiesigning and integrating work to be
done in line with clarified organizational purposesmndates, goals, issues, strategies and

requirements for success.

Performance Contracting at CCN is supported refidiyy monitoring and evaluation
system as shown by the findings. This has enhapeddic accountability and thus
improving service delivery. Kobia and Mohammed @0@dvocated for performance
contracting in creation of transparency in puble&saurce management which the
implementation of M&E framework is improving at tlkeuncil. The study thus mirrors
the proposition of Venter and Waldt (2007) who azhted for the need to scrutinize the
intended objectives, structures, systems, processeputs and outcomes of any
municipal administration as well as performance ag@ment and improved service

delivery that are vital, critical and thus neectation.

The findings of the study have strong support fontdbution of PAS on performance
contracting accomplishment. Effectiveness and iefiicy at work was highlighted as
having improved at CCN. Rewards and sanctions atl @G&ve improved the output of
the employees and the work to improve the workrangle up the ladder. These findings
are similar to a study by (Kaila, 2005) who asgkthat managers expect their employees
to be oriented towards achievement; achievemeatnt@il employees work harder when

their supervisors provide evaluations of their perfance. Daley (1992) lauded PAS as
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being significant for administrative, developmentabmpensation, feedback; reduce,
grievances, improvement in supervision and prodlitgtiIn furtherance, Teong (2010)
says that PAS is responsible for assisting in englthat accountability for results and
performance appraisals are used to determine th&favoe compensation therefore

paying for jobs at market rates.

5.3. Conclusions

The overall objective of the study was; to deteenithe effects of performance
contracting on service delivery at the former Gtguncil of Nairobi. In essence, from
the research findings, the main research questonwhat extent did performance
contract affect service delivery at City Council Nfirobi? was answered and the
objectives achieved.

The findings of the study suggest a more respon§l@N to demands of client
requirement while emphasizing on the effectiversssefficiency of product and service
delivery.

The intended goals of the study are presenteddnifspobjectives that link performance
contracting to Council’'s expectations through ssxwcharter, work plans, strategic plan,
monitoring and evaluation as well as performancprapal system. These specific
objectives influence the kinds of set performarm@gdts as well as measures used to

evaluate performance.

In achieving the aim of the study, the researchresfid each specific objective and the
following was evident. To achieve implementationpefformance contract, it involved

the clear and accessible display of service claarfBne study found that the service
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charters were in public access as they were platéoe entrance of City Hall to allow

the clients and citizens to be aware of the sesvattered, cost and time of delivery.

The employees were also engaged in the developohendrk plans both at departmental
and individual levels. The work at the council lheen systematized to the set priorities;
time management improved, and hastens achievenieexpected results for quality

services thus boosting productivity.

The organization developed strategic plan withitiention to fast track implementation
of the objectives to the intended outcomes. Theratggns of strategic plan were
achieved with most of the intended goals, mandares strategies implemented to
strengthen service delivery. The key decisionsrdutihe study period (2005-2012) were
based on the provisions of the strategic plan. Hais offered a platform of ensuring

sustainable progress and productivity at the cdunci

The monitoring and evaluation indicators show thate has been an impact on service
delivery. This has been achievable because perfarens measured and tracked at all
levels through a proper feedback mechanism. Théigpabcountable culture has been
strengthened by implementation of monitoring andl@ation where effective use of
resources, relevance to PC implementation objextiand suitability of results to
enhance service delivery. M&E has provided a meishaiof checks and balances where

the intended objectives of all the other four P@aldes are achieved.

CCN further introduced performance appraisal systama form of motivation for the

employees to work and meet targets. PAS have wdiksttengthen internal controls by
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rewarding or compensating employees based on thierp&ance at work and works as

independent self-audits. It also measures perfocemaand enables recognition and

reward of good performance and sanctioning bacdpednce through the application of

PAS. Lastly, the case of CCN has indicated thatp#rormance contract privatizes the

style of public sector management by focusing @ulte and not processes.

5.4. Recommendations

Instruments of enhancing customer satisfaction @aglyuality service charters
and customer comment cards should be properlyalisdl in notice boards for
efficient and effective service delivery.

For fostered results and proper implementatiornefRC, knowledge of strategic
planning, development of work plans and monitoagacities among the staff is
vital for the success of performance contract &dnhanagement support as well
as the technical knowledge is crucial.

The motivating effect of the performance contragts the stability of resources.
Unavailable resources or delayed disbursement ddddration to the staff
involved in the implementation of strategic plarheTmajority of respondents
during the study expressed this view.

A clear definition of outputs and solid performanoeasures. This requires a
well-defined training program for the public serteato support implementation
as intended by PAS.PC tends to emphasize compesitttong staff to meet their
targets.

A research effort is needed to establish if Kengdizens perceive service

delivery as having been improved since the implagatem of PC in Kenya.
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Vi.

Results of such a study would confirm if the oljexs of this study carried out
during period 2005-2012 on PC implementation at Gtd&\being achieved.

To further understand the implementation of PC ienya in the government
agencies, this research study suggests areas tberfistudy that may provide
more insights on the successes and lessons leanchdas: A comparative study
IS necessary to investigate the extent to whichie stoorporations and the
Ministries are in implementing the PC in Kenya.comparing the differences in
the successes or failure in State corporation amisiies would be an interesting
area to explore to gain insights into factors tleathance or inhibit the

implementation of PC in Kenya.
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APPENDICES

APPENDIX A: Quantitative Questionnaire for CCN Staff/Customers

Good Morning/Afternoon/Evening: My name is EVA WAIRUIKO. | am a student
of Masters of Arts in Public Administration at University of Nairobi in conjunction
with Kenya Institute of Administration. | am curren tly conducting a study on the
PERFORMANCE CONTRACT IN SERVICE DELIVERY AT CITY CO UNCIL
OF NAIROBI. The information you provide to us will be kept strictly anonymous

and confidential and used solely for the purpose dhe study.

SECTION A: A SOCIO -DEMOGRAPHIC FACTORS

1. Name (optional): ..........ccoevennnnen.

2. Sex:( )Male ( )Female

3. Age :( ) 18-21 years ()22-30 years ( )30-40y¢arAbove 40 years

4. Type of Client Organization (Customers) :
i) Private Sector Business/Company () (ii) C&tdff () (iii) Non-for-Profit
Organization ( ) (iv) Local Government ( ) (Ma& agency ( ) (iv) Other ( )

5. Highest Level Education Attained
Primary ( ) Secondary ( ) College ( ) Univergit ) None ( )

6. Year of service ()Upto 2 yrs ()2 -6 yrs ()6:\8()above 10 yrs




SECTION B: PERFORMANCE CONTRACTION ON SERVICE DELIV ERY

B1: Effect of Organizational Service Charter On Service Delivery At City Council Of Nairobi

The tool used is a five point Likert Scale that wadibrated as 5= Strongly Agree,

4=Agree, 3= Don’'t Know; 2=Disagree; 1=Strongly Qjsee.

PARTICULARS Strongly| Agree Don’t Disagree Strongly

Agree Know Disagree

3.1 | City Councill

D

Customer Servicg
Charter are displayed

in all necessary publi

[}

places/centres/offices

3.2 | Customer comment
cards are displayed in
all notice boards of

respective offices

3.3 | Customer Carge

officers have bee

-

appointed to
coordinate quality

services initiatives

3.4 | Service Charter has




promoted
partnerships between
service providers and

clients

3.5 | The Service Charter
provides information
on service delivery by
CCN which is readily

available

B2: Influence of Work Plans On Service Delivery At CityCouncil Of Nairobi.

PARTICULARS Strongly| Agree Don't Disagree Strongly

Agree Know Disagree

4.1 | Work plans hav

D

improved the
implementation of CCN

budgets

4.2 | Work plans are circulated
to all department and are
available to the various
implementing

committees




4.3

Staff are made aware
the work plans and the
role in ensuring its

implementation

of

=

D

4.4

Work plans have s¢
priorities and clearly
stated individua
responsibility without

ambiguity at work

4.5

Work plans assist in

achieving goals an
objectives of the CCN &

the expected timeframe

1t

B3:

Impact of Strategic Plan on Service Delivery aCity Council of Nairobi.

PARTICULARS

Strongly

Agree

Agree

Indifferent

Disagree

Strongly

Disagree

5.1

CCN Strategic Plan providé
a practical way of managing

performance in an era (

fiscal restraint

2S

Df

5.2

The Strategic Plan helps




define CCN operational
priorities and clarify

workloads

5.3

The Strategic Plan at CCN

has promoted people oriented

customer-service governange

5.4

CCN Strategic Plan ensures

that management and

employees focus on clarified

organizational purposes and

mandate

5.5

CCN Strategic Plan has

improved greatly decisio

=

making capacity of thg

D

council that are result

oriented

B4: Effect of Monitoring &Evaluation System on Sernice Delivery at City Council of

Nairobi.
PARTICULARS Strongly| Agree | Indifferent | Disagree Strongly
Agree Disagree
6.1 | M& E system provides a reIiatTe




means fo measure servi

performance and delivery at CCN

priority areas.

ce

6.2

M&E system ensures availability
a veritable feedback mechanism
CCN management and th

information for future improvemen

6.3

M& E system has made it clear

know the activities, outputs

outcomes, rewards and sanctig
with the service delivery framewot

at CCN

6.4

M&E encourages CCN to ha
clear objectives and staff get
better understanding of what th

are expected to achieve

6.5

M&E at CCN has a better approg
for enforcing public accountabilit
that is consistent with prevailin

management principles.

Vi




B5: Impact of Performance Appraisal System on Seree Delivery at City Council of

Nairobi
PARTICULARS Strongly| Agree | Indifferent | Disagree Strongly
Agree Disagree
7.1 | Performance appraisal system helps| to
improvement employee performance

through rewards and sanctions

7.2

The PAS is helpful for improvin
personnel skill by identifying trainin

needs assessment (TNA)

7.3

The PAS is help for

efficiency & effectiveness on service

delivery at CCN through th

achievement of set goals & objectives

improved

[¢2)

U

7.4

The

system helps to identify the streng

performance appraisal

h

~—+

and weakness of the employee throlgh

measurement and evaluation

7.5

The Performance Appraisal Syst
helps to foster cooperation and te
work between the appraisee and

supervisor on agreed set targets.

D
3

Am

the

vii




APPENDIX B: RESEARCH PERMIT




APPENDIX C: LETTER OF APPROVAL FROM NATIONAL SCIENC E AND

TECHNOLOGY

REPUBLIC OF KENYA

NATIONAL COUNCIL FOR SCIENCE AND TECHNOLOGY

Telephone: 254-020-2213471, 2241349, 254-020-7673550 P.0. Box 30623-00100
Mobile: 0713 788 787 , 0735 404 245 NAIROBI-KENYA
Fax: 254-020-2213215 Website: www.nest.go.ke

When replying pleasc quote
secretary@ncst.go.ke

owre. NCST/RCD/14/013/1039 pate: 12 June 2013

Eva Wangechi Wairiuko
Kenya School of Government
P.O Box 23030-00604

Lower Kabete.

RE: RESEARCH AUTHORIZATION

Following your application dated 7* June, 2013 for authority to carry out research
on “Effect of performance contract in service delivery at City Council of
Nairobi.” 1 am pleased to inform you that you have been authorized to undertake
research in Nairobi County for a period ending 31 December, 2013.

You are advised to report to the County Commissioner and County Director of
Education, Nairobi County before embarking on the research project.

On completion of the research, you are expected to submit two hard copies and
one soft copy in pdf of the research report/thesis to our office.

DR. M. K. RU sPhD, HSC.
DEPUTY COUNCIL SECRETARY

Copy to:

The County Commissioner

The County Director of Education
Nairobi County.

“The National Council for Science and Technology |
Technology for National

to the Promotion of Science and
et



