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ABSTRACT
A large number of members of the public visit vasagovernment ministries, departments
and public institutions on daily basis for vari@eyvices. Many of them have various issues
which they hope would be sorted out in these pubbttutions. The frontline staff members
are the ones members of the public first come @otatact with during such visits. They are
the ones who give directions to the offices whergous issues would be attended to
The proposed study was to investigate and deterefifects of training on public relations
and customer care on performance levels and sedélieery of staff of selected public
institutions of Kenya trained at the Kenya schdoGovernment. Data was collected by use
of questionnaires administered to the training ipigdnts from eleven selected public
institutions. Questionnaires were also administeiedupervisors of the participants and
members of the public who visited these insong for various services. The questionaires
had questions to facilitate collection of bothagtitative and qualitative data from the
respondents The researcher also interviewed someheofrespondents to clarify their
responses. Data from the respondents was codedraiygzed using Statistical Package for
Social Science. Descriptive statistics (tablescgmtages and frequencies) was used analyze
the data obtained. The results of the data analsis presented in frequency tables,
percentages and pie charts. Both quantitativecamaditative analysis was used to describe

and summarise data .
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CHAPTER ONE

1.0 BACKGROUND TO THE STUDY

Public Relation (PR) is the art of developing acia@ble image to the public through ones
action in the manner in which they either talkiterh or treat them.

The free online dictionary defines public relatias the practice of creating, promoting or
maintaining goodwill and a favorable image among public towards an institution or

public body. It is the art of science of establighand promoting a favorable relationship
with the public. They are actions of a Corporatimlividual, Government etc., in promoting

goodwill with the public. It is the planned and sed effort to establish and maintain

goodwill and mutual understanding between an omgdiain and its public (Black, 1995).

Public relation is a management function that helgfseve organizational objectives, define
philosophy and facilitate organizational changecptioners communicate with all relevant
internal and external publics to develop positiedationship and to create consistency
between organizational goals and societal expeastiPublic relation practitioners develop,
execute and evaluate organizational programs tfeahqte the exchange of influence and

understanding among organizational constituensgartl public (Baskin et.al 1997).

Public relation is the creation, distribution andsseémination of messaging and
communicating for the purpose of promoting anddosty positive awareness, associations,
imaginary, perception of a person, place or thimpag a particular target audience to effect
a desired behavior (Cohen, 2014). She adds thehitmanagement function that establishes
and maintains two-way mutual relationship and comication between an organization and
its public and stake holders (i.e. those who hastake such as employees, shareholders etc.)

that often determine their success or failure.

Customer care is the provision of service to custsnbefore, during and after a purchase. In
broader terms it refers to systems in the busir@dase that will maximize customer
satisfaction with the business. Customer caret@é 10 any business because if the customers
are satisfied and happy, profits and sales figales increase (Ketler, 2014). Customer care
is simply the holistic service that one offersheit customer while they are under their roof

or custody.



Customer care is also defined as the clients’ péi@es of how well you supply those goods
and services (Lab Space, 2014) It involves putsygtems in place to maximize your
customers’ satisfaction with your business. It dtidoe a prime consideration for every
business since sales and profitability depends eapikg your customer happy. For
receptionists, sales staff and other employeesistomer facing roles, customer care should
be a core element of their job description andning and a core criterion when you're

recruiting (Info Entrepreneurs, 2009).

Training is the process of bringing a person taagreed standard of efficiency by practice
and instruction. It is an organized activity ainedmpacting information and or instructions
to improve on her recipient’'s performance or tophleim or her attain a required level of
knowledge or skill (Collins English Dictionary). it the process of bringing a person to an
agreed standard of proficiency by practice andruiesibn. It improves the acquisition and
development of new or already established skillsasoto increase efficiency in the
performance of particular tasks. It mostly invohaructured repetitive routines that ensure
one to progress their skills and knowledge. Ithis formal and systematic modification of
behaviors through learning which occurs as resafiteducation, instruction, development

and planned experience (Free Online Dictionary).

The fundamental aim of training is to help the oigation achieve its purpose by adding
value to its key resource; the people it employdeaining means investing in people to
enable them to perform better and to empower themmake the best use of their natural
abilities. The particular objectives of trainingeaio develop the skills and competences of
employees and improve their performance. It hegaspfe to grow within the organization in
order that, as far as possible, its future needgdman resources can be met from within. It
reduces the learning time for employees startingiéw jobs on appointment, transfer or
promotion and ensure that they become fully compets quickly and economically as

possible (Armstrong, 1977).

Effective training can minimize learning costs.rtproves individual team and corporate
performance in terms of output, quantity, speed amdrall productivity. It improves

operational flexibility by extending the range dfills possessed by employees (multi-
skilling). It attracts high- quality employees byfesing them learning and development
opportunities, increasing their levels of competeaad enhancing their skills thus enabling

them to obtain more jobs satisfaction to gain highewards and progress within the
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organization.(Armstrong, 1977) .It increases thengotment of employees by encouraging
them to identify with the mission and objectivestb&é organization. It helps to manage
change by increasing understanding of the reasmnshfinge and providing people with the
knowledge and skills they need to adjust to newasibns. It helps to develop a positive
culture in the organization, one for example that driented towards performance

improvement. It provides higher levels of serviocetistomers (Armstrong, 1977).

Training is defined as any attempt to improve eryg@toperformance on a currently held job
or one related to it. This usually means changespecific knowledge, skills, attitude or
behaviors (Bernadin, 2003) To be effective, trajnshould involve a learning experience, be
a planned organizational activity, and be desigimetesponse to identified needs. Ideally,
training also should be designed to meet the gofalke organization while simultaneously
meeting the goals of individual employees. (BernadR003).

In the short term, training provides a source ortfe individual to achieve competence in
technical and technological aspects, in performaas&s and in improving skills. To be
effective these learning activities must be integtaand applied at all organization levels in
continuous development programmes (Betts, 2000).

Training is linked to employees’ performance aeténtion. In addition, employees will not
reach their potential and higher levels of produtstiwill not be achieved unless they are
adequately trained. A poorly trained work forcel wilentually lead to poor performance and
results in costly mistakes. Overall, training imgacrganizational competitiveness, revenue
and performance. Unfortunately, when the econorowslor when profits decline many
organizations first seek cuts in their training et (Wilkes, 2006).

It is essential for employers to maintain the ftragnnecessary to compete. The costs of
training can be reduced and controlled throughddaelopment of a comprehensive training
plan. Additionally, the costs can, further be reshiby training employees in house with the
use of internal trainers (Wilkes, 2006).

Training means giving new or current employeesskifls they need to perform their jobs.
This might means showing a new web designer theagies of your site, a new sales person
how to sell your firms product or a new supervisoww complete the firm weekly payroll
sheets. It might involve simply having the currfit holder explain the job to the new hire,
or a multi-week training process including classngoor internet classes (Desslers and
Vorkkey, 2011).



In any case training is a hall mark of goal manag@nand a task that managers ignore at
their peril. Having high potential employees doegarantee they will succeed. Instead they
must know what you want them to do and how you W@t to do it .if they will improvise

or do nothing useful at all( Desslers and Vorkk&11.)

Public relations and Customer Care course at they&&chool of Government (KSG)has a
preamble which states that the course focuses o®rganization’s reputation and it's
perception by its public as these are vital fos iSuccessful performance and service
delivery(Kenya School of Government,2012).The ceurs designed for those responsible in
shaping organizations image and public perceptionthose looking to develop their
understanding of the basic principles of publicatiens (Kenya School of Government,
2012).

An employee’s performance is a process whereby geanent evaluates and provides
feedback on employee job performance, includingsste improve or redirect activities as
needed. Appraisals are also important to help stafinbers improve their performance and
as an avenue by which they can be rewarded or mezzdjfor job well done (Myers, 2001)

In Kenya, all employees of public institutions various departments, are appraised annually
on the basis of their performance contracts. Tleeekven those employees in public
relations and customer care undergo a similar aggiréKenya Government Performance
Guidelines, 2004).

1.1 THE RESEARCH PROBLEM

Public Relations and customer care services playmgortant role in service delivery. It
plays a crucial role in promoting and fostering te&ationships between organizations and
their customers (Baker,2002).In the recent pastuember of public institutions have
recognized that their image and perception to thélip is anchored on the level of
performance of their staff in public relations awmdstomer care. (Kenya School of
Government, 2012).This has prompted a number oh tttetake the initiative to ensure that
their staff acquires knowledge and skills in Pubiatations and Customer care. In this
initiative, they have approached the Kenya Schédbavernment to impart this knowledge
and skills to their employees. The target group imasénly been those in marketing and
customer care service, public relation, frontlinarmagers and those that regularly interact
with members of the public. (Kenya School of Gowveemt, 2012).At the end of their

training, the trainees is expected to be able $oudis the role of public relation in corporate
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performance. They are expected to identify the ipglihat interact with their organization.
They are expected to be able to discuss the impmetaf providing quality service to the
organization’s publics. They are expected to be abldescribe the required standards and
apply public relation skills when interacting witte publics (Kenya School of Government,
2012).

The problem this research investigates is what thee effects training staff on Public
relations and customer care in selected publigtitisins in relation to their levels of service
delivery to the public in Kenya? Does the trainioig public relation and customer care
improve the way the staff professionally relatéht® public and the way they offer services to

the members of the public visiting their offices?

1.1.1 RESEARCH QUESTIONS

1. What is the relationship between training on pubdilation and customer care to
service delivery in the public institutions in Kex®

2. What is the effect of training staff on public td&s and customer care in relation to
their to their performance levels to the publipublic institutions in Kenya?

3. How does training of staff on Public relations antomer care effect their level of

service offered to the public institutions in Keflya

1.1.2 RESEARCH OBJECTIVES

1. To investigate the effects training of staff on Rulelations and customer care on
their level of service delivery to the public inlgie institutions in Kenya.

2. To investigate the relationship between trainiragfsin Public relations and customer
care staff to the levels at which they performathegr services to the public in public
institutions in Kenya.

3. To investigate the relationship between trainingpahlic relations and customer care

staff to their job performance levels to the pubi public institutions in Kenya.

1.1.3 JUSTIFICATION AND SIGNIFICANCE OF THE STUDY

Public relations have been defined as an actplanned, deliberate communication directed
towards target public with the purpose of achievarg ‘understanding. Most definitions

locate public relation practioners in the servifemanagement in organizations (L, Etang,
1994).



The definition implies a close relationship withng® management in which the public
relations practitioner counsels management witlangédo the external perceptions of the
organizations. The term ‘public’ in this contextfides a homogenous group within a
heterogeneous society which has something in consach as their involvement with or
sensitivity to, a particular issue(L’ Etang,1994)eTrole of public relation is to identify such
groups and nature of the relationships the orgéinizéas with them.

The public relation practitioner must scan exteama internal environments to determine the
connection his or her organization makes and aéterchine ways of analyzing how the
organization is perceived through these connedlioBtang,1994).

Increased status and influence of public relatawes imply increased responsibility because
of the greater chance to influence and shape conaations and indeed, policy (L’Etang,
1994).

Public relation is a means to achieve mutual adjast between institutions and groups,
establishing smoother relationships that beneditghblic. It also defines the responsibility of
management to serve the public interest. (L'Et49§4).

Members of the public visiting various ministriasd public institutions first come into
contact with Public relations and customer car.stdnese contacts influence the kind of
relations that are established between the institsitand the public (L’Etang, 2004).

A number of ministries and public institutions bawu the recent past been sending their staff
to the Kenya School of Government for training amblit relations and Customer care
knowledge and skills. Many members of the publgutarly visit this institution for various
services. This appears to have been influencetidogdvernment ministries, departments and
institutions having identified a skill gap in thémstitutions in handling and serving this large
number of the public. Having recognized the Kenghd®l of Government as the appropriate
government institution with the relevant programmeterms of quality and affordability,
various public institutions have been approachimg $chool to train their staff especially

those that interact and serve the public (Kenya8lobf Government, 2012)

This study aims at investigating the relationshgiween training of Public relations and
customer care staff in public institutions to tleedl of service delivery to members of the
public. Secondly the study aims at investigating ielationship between training of staff on

Public relations and customer care to their le¥gblo performance to the public.



CHAPTER TWO

LITERATURE REVIEW
2.0INTRODUCTION
This chapter reviews literature that relates to lieutelations and customer care. It also
reviews training of Public relation and customeiffsin public institutions in relation to their

service delivery levels to the public.

2.1 PUBLIC RELATIONS

Public relations ( PR) is a field concerned witlaintaining a public image for business,
non- profit organizations or high profile peopdeich as celebrities and politicians ( Baraza,
2004). Others define it as the practice of managmmmunication between an organization
and its public. It provides an organizations’ adiindual, s exposure to their audiences using
topics of public interest and new items that presi@ third party endorsement and not direct
payment (Baraza, 2004).

Public relations are used to build report with esgpkes, customers, investors, voters or the
general public. Almost any organization that hasake on how it is portrayed in the public
arena employs some level of public relationsahere a number of public disciplines
failing under the banner of corporate communicatsuch as analyst relations , media
relations, investors relations internal communaradi and labour relations (Baraza .2004)
public relations serves a wide variety of ingittos in society such as business , trade
unions , government agencies , voluntary assoastifbundations , hospitals and
educational and religious institutions , to ackidlveir goals these institutions must develop
effective relations with many different audienaepablic such as employees, members ,
customers, local communities , shareholders aner atistitutions and with society at large
(Hayes et al, 2007).

Public relations practitioners often keep threeanpgrsuasion objectives in mind when they

are developing their strategies.

1. Main favorable opinion
2. Create opinion where none exists or where it enfat
3. Neutralize hostile opinion.



First, an organization should not neglect to tadsitive steps to keep its favorable publics on
its side. That's one reason so much efforts inipublations is spent on improving employee
and community relations.

Employees must maintain a good opinion of the miggdion if external public relations
efforts are to succeed. Similarly, the community axganization is part of must also be

favorable if the organization is to continue toliiness successfully (Baskin et at, 1997).

Second, public relations practitioners often hdaedpportunity to create opinion where none
exists. Many times stakeholders simply don’t kndwuwt the issue; they must be persuaded
to take action on. It might be as simple as makiregcommunity aware of new theatrical
season tickets to the community theater. Communigdhe shows moderate tickets prices
and that the shows, are appropriate for the famay increase season ticket sales (Baskin et
al, 1997).

Creating positive opinion could come in this calsecause the audience, unaware of the
upcoming season, had no opinion of it. Latent apinnight also be present. Perhaps it has
been several years since some of the audienced®adtb the theater. Making them aware of
the season may create the positive latent opinlmoutagoing to the community theater
(Baskin et al, 1997).

Third, psychologist often suggest that when a seqmithe audience holds a hostile opinion
about organization the best a practitioner may e ¢ do is to neutralize that hostile
opinion. If for example, a company wants to buildyas refinery on a rural site near a
historical and recreational area, the residents hee strong hostile opinion about those
plans (Baskin et al, 1997).

Beyond dispassionately dispensing information, joulglation should be an active process of
interpreting the organization to its public. Thigerrpretation leads directly to a definition of
public relation that stresses pursuant of publidenstanding and acceptance of the
organization (Baskin et al, 1970).Thus far ,ouremts to define how public relation
influence public opinion have dealt with informing promoting ,understanding and

interpreting , but affecting public opinion alsoglies conscious efforts to exert influence.

A public is a group of people who share a commarbl@m on goal and recognize their
common interest. A term often used by practitiaedn refine the concept of public to mean

those with a vested interest or ‘stake’ in an oimaion or stakeholder .The cumulative
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experience of public relations suggest that puldnion is an ornery beast, nearly
impossible to push or prod. It will move howevdryou understand its needs and cater for
them (Baskin et al ,1997).

Some practitioners believe that rather than seekingngineer, control or convince the
public, public relations is a means of seeking camnground. It is the linking pin in a
relationship that looks past short term goals amérést towards the kind of long term
success that required positive public opinion (Bask al, 1997).0Organizations does not exist
in isolation public: public relations mean what ttwvords simply imply. It is about the
relationships organization has with various publi@®th internal and external. The
environment in which organization operates is dyica®ociety is changing: new issues and
trends arise some of them very quickly. (Tench lard2006).

Furthermore, organizations are much more accountalgxternal public who wants to know
what they stand for, how they conduct themselvektha impact they have on society and

environment ( (Trench and Liz ,2006) .

Given the critical roles that public relations aestablishing and maintaining good will and
mutual understanding between an organization asdpitblic, it is clear that careful

consideration has to be given to both externaliatednal context in which it operates. This
will, of course vary between different organizasprdepending on the nature of their
business, their size their spare of operation hatt tulture. It is clear that organizations are
not free — floating bodies unaffected by what musid them. They are affected by and in turn

affect the environment in which they operate (Teact Liz, 2006).

2.2. CUSTOMER CARE

On the other hand, the customer is the foundatictheo business and keeps it in existence.
Over the years organizations have placed increasimghasis on customers service as a
means of gaining competitive advantage, as conmetitas become more global and more
intense, many organization have realized that t@ynot compete on price alone .It is in
these market places that many companies have gexkla strategy of providing superior
customer care to differentiate their product ardises (Cook, 1992).

Recent years have seen enormous pressure on sergemization to improve their
successful service. Organizations constantly stfarehigher levels of customer service.

Today’s consumers are increasingly sophisticatddcated, confident and informed. They



have high expectations of the service they waneteive. They know their rights and are
more likely to make their opinions known if theyeféhat these have been violated (Cook,
1992).

What is emerging is a ‘pull’ scenario in which tbhestomer is becoming empowered as
customer begins to experience a better service ¢lpectation rise. Furthermore, the service
experienced is transferable in the mind of theaast. The customer makes conscious and
unconscious comparison between different serviceemences irrespective of say, the
ministry, public institution or departments (Cook992).A company or institution or
department’s ability to attract and retain cust@nénerefore is a function not only of its
product or product offering but also the way itvéegs its existing customers and the
reputations it creates within and without (Cook92p

Most service organizations’ customers bases cowo$ishose people who use products or
services on a more or less frequent basis. Somemeass for example may only have a
relationship once with the company at one extreatethe other customers will use the
organization products or service on a regular b@sisiverage it is estimated to costs five

times as much to attract a new customer as it oksep an old one (Cook, 1997) .

Long term relationships with customers are morditatde because the cost of acquiring new
customers can be high. Loyal customers tend todspere and cost less to serve. Satisfied
customers are likely to recommend ones productssandces. Retaining existing customers
prevents competitors from gaining market share.okdtes of company are more likely to
pay premium prices to a supplier they know andttriibe relationship an organization
creates with its existing customers determines‘gbed will’, customers feel towards the
company or institution and hence the quality ofr@gutation. (Cook, 1997).Customer care is
therefore the provision of services to customersnduand after a visit or purchase whereas
public relations is the creation,, distribution ardissemination of messaging and

communication for the purpose of fostering positiveareness.

2.3 TRAINING

The above skills can effectively be enhanced thmnotrgining. Halim and Mozahar Ali in
their article entitled ‘Training and Professionaéu@lopment’ assert that training is the

process of acquiring specific skills to perfornol petter (Jucious, 1963). It helps people to
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become qualified and proficient in doing some j@ahama, 1979). Usually an organization
facilitates the employees learning through trairsoghat their modified behavior contributes

to the attainment of organizational goals and dhjes (Halim and Mozahr, 2012).

Training presents a prime opportunity to expand khewledge base of all employees but
many employers find the development opportunitigseasive. Employees also miss out on
work time while attending training sessions whiclyrdelay the completion of projects.
Despite the potential drawback, training and dgwalent provides both the company as a
whole and the individual employees with benefitst thake the costs and time a worthwhile
investment.

Most employees have same weakness in their work&ils. A training program allows
them to strengthen those skills that each employessis to improve. A development
program brings all employees to \a higher levelthsy all have similar skills and knowledge
(Frost, 2013).This helps to reduce any weak linkfiw the company who rely heavily on
others to complete basic work tasks. Providing nieeessary training creates an overall
knowledgeable staff with employees who can take émeone another as needed, work on

team or work independently without constant helg sunpervision from others (Frost, 2013).

An employee who receives the necessary trainingeiser able to perform her job. She
becomes more aware of safety practices and prapeegures for basic tasks. The training
may also build the employees confidence becausehabea strong understanding of the
industry and responsibilities of her job. This ddahce may push her to perform even better
and think of new ideas that help her excel. Comtirsutraining also keeps your employees on
the cutting edge of industry developments. Empleyetio are competent and on top of
changing industry standards help your company foldosition as a leader and strong

competitor within the industry (Frost, 2013).

Employees with access to training and developmeagrams have the advantage over
employees in other companies who are left to segkraining opportunities on their own.
The investment in training that a company makesvshihe employees they are valued. The
training creates a supportive work place. Employees/ gain access to training they
wouldn’t have otherwise known about or sought dugntselves. Employees who feel
appreciated and challenged through training oppditis may feel more satisfaction towards
their jobs (Frost, 2013).
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Training and development is an integral part of arganization. If it is not, then the amount
of growth the company can attain will be much lowlean its potential. Also it will have
higher attrition rate as the employees feel stagraard will look for greener pasture
elsewhere. Although training can be costly and tagevaluable working hours, they are
essential keeping up to date with the trends aedtébhnology and occasional refreshing

courses will add a new life to both the employee @@ organization (Suleiman, 2010).

Through training employees are learning either tl@ngs which are relevant to their job or
they are learning how they can do their job mofiiehtly. Both ways it is beneficial to the
employee as he is learning. And any mind that k#ralert and more receptive. Also, the
employee will learn things that would help him sawee and energy. This will in turn be

beneficial to the organization (Suleiman, 2010).

Many times the amount of work that can be accorhptistakes longer than required due to
lack of knowledge or the amount of research requitethe teaching eliminates this and
elevates the skills of the employees in the orgditn, the amount of time spent over such
things would be lower and hence more things coalésiablished in that time.

Also training helps employees to get to know otpeople in the same field, if training is
outside is outside the organization or if the orgation is huge. This will in turn pave the
way for developing different perspectives and they even be able to come up with ideas to
do their jobs better. Moreover, it provides the agpnity to network. Through this the
organization will gain benefit in terms of incredggoductivity, new business and reduction

in cost (Suleiman, 2010).

If the employee is a front line staff, all the mamainings should be provided by the
organization. This will empower the staff with thight skills and mind set. Also the trainings
will help the employee be right on top of the jobdadeliver excellent service. For the
organization, this would mean happy and satisfiestamer. This you can read as repeat
customers and referrals to friends and familiesndde the amount of business you get
through the excellent service by your employee assalt of the training the organization
provides would be up. Training and development testmould be a vital part of any

organization in order to facilitate the growth bétorganization. The benefits of training and
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the costs savings associated with training out kteige infield cost incurred (Suleiman,
2010).

2.3.1 FUNCTIONS AND PURPOSES OF TRAINING

The purpose of training employees is to equip tigth the efficient skills on their job. They
are trained on how to do their job faster and hameoutput that is high in quantity and
quality (Training and Development, 2013).lt imprevéhe quality and development of
someone by requiring them to change their attiamtk behaviors and acquire knowledge and
skills. (Training and Development, 2013).

Employees training are also called an occupatidrahing or job training or vocational
instructions for the employees. Training is thegess of teaching employees the basic skills

they need to perform their job or for developingliidnal skills (Job awareness, 2013).

The singular function of training is to produce he. It is the upgrading of a person’s skills
or the additional of a new skill, which in turn cnng about the desired change an agency is
seeking .It is important to understand that tragnim and of itself cannot motivate a work
force. However, it is an integral part of what seded to accomplish the long goals of the

agency (Human Resource Management Service, 2010).

2.3.2 IMPORTANCE AND BENEFITS OF TRAINING

Effective Training can minimize learning costsintiproves individual, teams and corporate
performance in terms of output, quality speed amnerall productivity. It improves
operational flexibility by extending the range dfills possessed by employees (multi-
skilling).lt attracts high quality employees by @fihg, an increase to their level of
competence and enhancing their skills, thus englilem obtain more job satisfaction to
gain higher rewards and to progress within the rmimagdion. It increases the commitment of
employees to encourage them to identify with thesion and objectives of the organization.
It helps to manage change by increasing understgndf the reason for change and
providing people with the knowledge and skills thesed to adjust to new situations. It
develops a positive culture in the organizatione dor example that is oriented towards
performance improvement and helps provide highesel$e of service to customers
(Armstrong, 2001).
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Training enhances company profits. Training upsenere in increased sales, increased
referrals, new product ideas and improved custoseisfaction and retention. According to
the American society for Training and Developmeniyestment in employee training
enhances a company’s financial performance (Busi&e#/orkforce Development, 2012).
Training saves labor by reducing duplication ofodff time spent on problem solving and
time spent on correcting mistakes.

Training saves money. A better skilled workforceame fewer machine breakdowns, lower
maintenance cost, lower staff turnover, low recneitt cost, fewer bad debts, fewer customer
support calls, fewer help desk calls, less need sigvervision, reduced downtime and
increased worker productivity(Business & Workfoidevelopment, 2012).

Training improves a company’s competitive edge. Aoynpany has to recognize that not
only is the human capital of their employees a magset, it is also depreciating asset that
needs continuing investment. Keeping worker skiljsto date keeps a company in the
running (Business & Workforce Development, 2012)

Training increases worker productivity. Just a 2cpat (2%) increase in productivity has
been shown to net a 100 percent on investmentaimitig (source. ‘The 2001 Global
Training and Certification, study’ comp T.A and PRretric).lt saves supervisory and
administrative time and costs. The less time anchaypoa manager has to spend on
monitoring and guiding employees, the more timefrised up for more profitable
activities.Training improves customer’s satisfactiBetter quality work means better quality
products and services, resulting in happier custer(Rusiness & Workforce Development,
2012).

Training improves employee’s satisfaction and reten Many people assume that once
employees are trained, they are more likely to detine company for greener pastures, but
actually the opposite is true: trained staffs appier and more likely to stay put. Their self-
esteem improves, which in turn improves their n@ial the workforce and their loyalty to
their employer.Not all the benefits of training aneantifiable; many are intangible, such as
improved employee self-esteem and morale. (Busirmsd workforce development,
2012).The trainee is supposed to finish the ganté wifeeling of appreciation for the
complex interactions between organizational united éhow decisions affect various

departments and the organization as a whole (Cdirgitsd., 1970).
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2.4 METHODS FOR ASSESSING EMPLOYEE PERFORMANCE

The purpose of assessing employees performanoeoistain an estimate of how employees
perform as a group, specifically a description ovithe average employee performs and a
description of how much variability in individuabgormance exist within the group. Four
methods to measure different aspect of employesrfopnance have been used to arrive at
estimate of how employees perform as a group (8targand Ledvinka, 1988).

1. Performance measurement (work measurement). Itsesd uo measure certain
objective aspect of an individual employee’s perfance (e.g. number of unit
produced).

2. Performance appraisal. It is used to assess aspgean individual employee’s
productivity that is difficult to measure objectiye

3. Managerial estimation. It is used to assess thgregeto which individual employees
differ in their economic contributions to the orgaation

4, Human resource accounting. It is used to measeredbnomic contribution of the

total workforce to the organization.

2.4.1 Performance Measurement

It objectively counts the employee’s work outplihis method is limited to jobs for which
there is some objectively observable output: sideses can be observed for sales jobs; units
of physical outputs can be counted for assembly.jBerformance measurement can also be
used with clerical jobs that have discrete outputh as the number of pages entered into a
word processor and the number of orders proced8edause individual employees are
measured, performance measurement allows the aegam to determine not only the
productivity of the total workforce but also thegdee to which individual employees differ
in productivity (Scarpello and Ledvinka, 1988).

2.4.2 Performance Appraisal

Where objective counts of work output are impdssily where they are inadequate as an
indicator of an employee’s contribution, performamppraisal can be used. Performance
appraisal is the most widely used method of coterneasurement for all jobs (Scarpello and
Ledvinka, 1988).1t is used to validate employntest, evaluate training program
effectiveness and assess the result of employesaasgs programs dealing with alcoholism

and other forms of substance abuse.
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The main difference between performance measurearahtperformance appraisal is that
performance appraisal is based on the appraiseigedive judgment (Scarpello and
Ledvinka, 1988).

2.4.3 Managerial Estimation

It is an alternative to work measurement and paréorce appraisal as a means of estimating
individual differences in productivity. Managersaasked to estimate the extent to which
individuals differs in their economic contributiort® the organization (Scarpello and
Ledvinka, 1988).

2.4.4 Human Resource Accounting

Human resource accounting is designed to measaredibnomic value of an organization’s
workforce. Unlike the proceeding method it does mstess individual differences in
productivity. Instead it evaluates the organizagibnman resources as a group (Scarpello and
Ledvinka, 1988).

2.5 CONCEPTUAL FRAMEWORK

Conceptual framework is a theoretical structurasgumptions, principles and rules that hold
together the idea comprising a broad concept (Rgsiictionary).

It is a group of concepts that broadly defined systematically organized to provide a focus,
rationale and a tool for the integration and intetgtion of information (The Free
Dictionary).
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CONCEPTUAL FRAME WORK

Training of Public
relations and Frontline
line staff in public
relations skills

Performance levels and
service delivery of staff
to customers in public

Training of Public Institutions
relations and Frontline
staff in customer care
skills

Independent variables Dependent variables

2.5.1 Operationalization of terms

Public Relations Training

Public relation is an independent variable.lIt ig #rt or skill of maintaining good will and
favorable image among the public towards a puliitylbor institution.

Customer care training

Customer care is an independent variable. It imther skill of the wholistic service that one

offers to their customers while they are underrtreof or custody.

Performance level

Performance level is a dependent variable. Itedéhel of service and customer care offered
by staff to their customers while under their rootustody.

Service delivery is a dependent variable. It idiggtservices as effectively and efficiently as

possible; it implies the degree of excellence.
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CHAPTER THREE

3.0 RESEARCH METHODOLOGY
INTRODUCTION

This chapter focuses on research methodology usedHis study in order to achieve the

research objectives. It underlines the populatibthe study and why the study focuses on
this particular population. It focuses on the samgplstrategy and the data collection

procedures. The chapter also focuses on datagsioge analysis and presentations of the
findings.

3.1 RESEARCH DESIGN

This study used both quantitative and qualitativethuds to collect data collected from
respondents. Data was obtained from primary soumiesined using three sets of
questionnaires with different questions. The qoestire were administered to three groups
of respondents. The first group was made up theahd¢taining participants from various
ministries, departments and institutions. The sdcgroup was made up of participants’
supervisors. The third group of respondents wasenugdof members of the public who visit
the institutions regularly for various reasoduestionnaires with structured questions were
administered to target employees and their supgs/is selected public institutions with the
guidance from the Human Resource Departments. Tiastignnaires were also administered
to members of the public who were also custometbeinstitutions. The questionnaires had
questions covering the period before the trainingl after the training to facilitate
comparisons of the two periods. Questionnaires weeed to target groups with guidance
from human resource personnel and picked lateerdiews were carried out on the selected
target groups to obtain clarifications of the resg®es given. Both qualitative and quantitative
responses were used to verify and clarify the figdifrom the data collected and analyzed in
order to obtain accurate representation of the. ddts was mainly to facilitate and enhance
the accuracy of study carried out. A descriptiveesgch design was used to analyze data
obtained explain the data collected and clarify timelings in relations to the research

objectives and research questions
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3.2 SAMPLING STRATEGY

The sampling strategy was purposive with a focuselacted public institutions whose staff
had trained at the Kenya school of Government. frata the Department of Training at the

Kenya School of Government (KSG) was obtained tdethe researcher in identifying the

actual training participants and public institusahey came from. It indicated that personnel
from a total of 22 different government ministriegpartments and institutions were trained
in Public relations and customer care between thog of December 2012 and June
2013(Annex iv).

A survey was carried out using the actual trairpagicipants and their supervisors from 11
selected public institutions out the 22 ministridepartment and institutions. The selected
institutions were those located in Nairobi. Thisilitated accessibility in terms of location, it
minimized the cost of research and provided a gamiesentation of the other public

institutions located outside Nairobi.

The research focused on the participants whaddaperiod from December 2012 to June
2013 which allowed duration of at least one yeajobfperformance and service by the staff
after their training in Kenya School of Governmeihis period was adequate for the
participants’ supervisors to have sufficient dumatito observe, evaluate and appraise the
level of service delivery as well as job performao€ the targeted staff. It provided sufficient
period for those trained to apply their acquiredl slad knowledge in their work stations.
This fact provided a basis to the researcher toecomwith reliable findings of the effects of
training in public relations and customer care terf@rmance levels in the selected

institutions in Kenya. It also enhanced the acqgucddhe findings of the survey.

3.4 DATA COLLECTION PROCEDURE

In this study data was collected using survey neetl@@uestionnaires were distributed to
various respondents from the selected institutiarieo had undergone the above training ,
with guidance from human resource staff in thespeetive ministries, department and
institutions.Questionaire were administered togtpervisors of the respondents to facilitate
comparison of the responses between them and affeusider them. Questionnaires were

also be distributed to members of the public wgjitthe selected institutions in order, to
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establish their appraisal of public relations andtemer care staff. Face to face interviews
were conducted to verify and clarify the correcene$ the information obtained from the
respondents.

The target group was made up of mainly marketind) @mstomer service managers, public
relations officers, frontline managers and officéin®se manning customer care desks in their
organizations. The responses from the three setquettionnaires administered to the
identified trained staff, their supervisors and rbens of the public, facilitated a comparison

and enhanced accuracy of the findings from thestaggpup.

3.5 DATA PROCESSING, ANALYSIS AND PRESENTATION

Data was processed and analyzed using descriptistes. Response were be coded to
facilitate basic statistical analysis. Standardistieal tools were be used to summarize the
data in descriptive statistics (percentage andufraqy). The Statistical Package for Social
Science (SPSS) was used to analyze the data. Opmmded questions were coded by
grouping responses according to recurring themegstpnnaire responses were analyzed
using frequency and percentage to show the numberespondents giving particular

responses. The analysis was presented in tablespendharts using frequency and

percentages for ease of interpretations of therfgsd
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CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

This chapter presents the findings of the effettsaining on public relations and customer

care on performance levels in selected public tutsdns in Kenya trained at the Kenya

school of government.

The chapter analysis responds to the followingassh questions.

1. What is the relationship between training of pubtations and customer care staff to
service delivery in the public institutions in Kex®/

2. What is the effect of training staff on publielations a and customers care in relations
to their job performance levels to the public ublic institutions in Kenya?

3. How does training of staff on public relationgdazustomer care affect their levels of

service offered to the public in public institut®im Kenya?

4.1.0 BIODATA OF THE EMPLOYEES OF SELECTED PUBLIC INSTITUTIONS
WHO PARTICIPATED IN THE TRAINING.

4.1.1 GENDER OF RESPONDENTS

The researchers sought to establish the gendke gfarticipants in the training.

Table 4.1 Gender of the respondents.

Frequency Percent Valid Percent |Cumulative Percent
Valid male 3 20.0 20.0 20.0
female 12 80.0 80.0 100.0

Total 15 100.0 100.0

Table 4.1 shows that from the percentage of réspondents, twelve were female
representing 80% while the male comprised of 200%4he participants in the public

relations and customer care training at the Kesghool of government.

21



4.1.2 The Duration in which the respondents had wded in Public relations and
customer care.

The researcher sought to know the duration in whiiehrespondents had worked in public
relations and customer care departments/sections

Table 4.2 The duration in which the respondents hadvorked in public relation and

customer care section/department

Frequency Percent Valid Percent  |Cumulative Percent
Valid 1TO4 4 26.7 26.7 26.7
5TO8 4 26.7 26.7 53.3
9TO 12 4 26.7 26.7 80.0
13 ABOVE 3 20.0 20.0 100.0
Total 15 100.0 100.0

Table 4.2 indicates that 80% of the participantd Wwarked for duration of between one to

twelve years while only 20% had worked for a peabdve 12 years.

4.1.3 Whether respondents had undergone job trainmp on public relations and
customer care at Kenya School of Government (KSG
The researchers sought to know the respondentshatiaindergone job training on public

relations and customers care at KSG.

Table 4.3 The respondents who underwent training on Public riation and customer
care at KSG

Frequency Percent Valid Percent |Cumulative Percent

Valid YES 15 100.0 100.0 100.0

The findings shows 100% of the respondents hadrgode job training on public relations

and customer care at the Kenya school of Governfi¢g8G).
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4.1.4 Whether training on public relations and custmer care at KSG helped the
respondents to improve their performance of serviceto the public.

Table 4.4 Training of respondents on public relatios and customer care at KSG

Frequency Percent Valid Percent |Cumulative Percent
\Valid AGREE 6 40.0 40.0 40.0
STRONGLY AGREE 9 60.0 60.0 100.0

Total 15 100.0 100.0

Table 4.4 shows that 60% of the respondents styamgjieed that training in public relations
and customer care helped them to improve theiropmdnce of service to the public while
the remaining 40% were also in agreement that thming helped them improve their

performance service.

4.1.5 Whether training on public relations and cutomer care at KSG improved their

job performance levels to the public

Table 4.5 Training on Public relations and customecare at KSG improved job
performance level to the public.

Frequency Percent Valid Percent |Cumulative Percent
Valid AGREE 9 60.0 60.0 60.0
STRONGLY AGREE 6 40.0 40.0 100.0

Total 15 100.0 100.0

Table 4.5 shows that 60% of the respondents adiedtraining on public relations and
customer care at KSG improved their job performafeesls to the public while the

remaining 40% were also in agreement of the suggest
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4.1.6 Whether training on public

relations and customer @re has made

respondents improve in the way they serve membersg the public.

Table 4.6 Training on public relations and customercare has made respondents
improve the way they serve members of the public.

Frequency Percent Valid Percent |Cumulative Percent
\Valid AGREE 4 26.7 26.7 26.7
STRONGLY AGREE 11 73.3 73.3 100.0}

Total 15 100.0 100.0

Table 4.6 shows that 73% of the respondents siyoagreed that the above training

improved their way of serving members of the publibile the remaining 27% of the

respondents agreed with the same idea.

4.1.7 Whether training on public relations and custmer care improved respondents’

annual appraisal ratings in terms of service delivg to the public.

Table 4.7 Training on public relations and customerare improved annual

appraisal ratings in terms of service delivery totie public.

Frequency Percent Valid Percent |Cumulative Percent
\Valid NOT SURE 1 6.7 6.7 6.7
AGREE 9 60.0 60.0 66.7
STRONGLY AGREE 5 33.3 33.3 100.0}

Total 15 100.0 100.0

Table 4.7 shows that 60% of the respondents adgregdhe training improved their annual

appraisal ratings, 33% strongly agreed with theesanggestion while 6.7% were not sure.
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Figure 4.1Training on public relations and customer care impoved annual appraisal

ratings in terms of service delivery to the public.

Training in Public Relations and customer care has improved my appraisal
ratings in terms of service delivery to the public.

BNOT SURE
E AGREE
CSTRONGLY AGREE

4.1.8 Whether training on public relations and custmer care improved respondents
‘annual appraisal ratings in terms of job performance levels to their customers

Table 4.8 Training on public relations and customeicare at KSG improved respondents
annual appraisal ratings in their job performance  the public.

Frequency Percent Valid Percent |Cumulative Percent
Valid AGREE 7 46.7 46.7 46.7]
STRONGLY AGREE 8 53.3 53.3 100.04

Total 15 100.0 100.0

Table 4.8 shows that 53.3% strongly agreed thatrdieing improved their annual appraisal
ratings in terms of job performance levels to thmistomers while 46.7% agreed with the

same suggestion.
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4.1.9 Whether on their experience, training on pulit relations and customer care

improved the way the respondents professionally rated with the public.

Table 4.9 Training on public relations and customercare improved the way the
respondents professionally related with the public.

Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 6.7 6.7 6.7
AGREE 6 40.0 40.0 46.7
STRONGLY AGREE 8 53.3 53.3 100.04

Total 15 100.0 100.0

Table 4.9 shows that 53. 3 % of the respondentmgly agreed that training in public
relations and customer care improved the way thefepsionally related with the public,
40% agreed with the above while 6.7 % were ng.su

Figure 4.2 Training on public relations and customer care impoved the way the

respondents professionally related with the public

From my experience, training in Public Relations and customer care improves
the way employees professionally relate to the public?

BNOT SURE
[ AGREE
ClsTRONGLY AGREE
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4.2.0 RESPONSES FROM THE SUPERVISORS OF THE EMPLOYES FROM
SELECTED PUBLIC INSTITUTIONS WHO PARTICIPATED IN TH E PUBLIC
RELATIONSAND CUSTOMER CARE TRAINING AT KENYA SCHOOL OF
GOVERNMENT.

4.2.1 Whether training on public relations and customer cee improved the level of
performance of service offered by their staff to tie public.

Table 4.10 Training on public relations and customeimproved the level of
performance of service offered by staff to the pulit.

Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 9.1 9.1 9.1
AGREE 4 36.4 36.4 45.5
STRONGLY AGREE 5 45.5 45.5 90.9
N/A 1 9.1 9.1 100.0

Total 11 100.0 100.0

Table 4.10 shows that 45.5% of the respondentsigiiroagreed that training on public
relations and customer care improved their levgdesformance of service offered by staff to

public, 36.4% agreed with the above and 9.1% weteure.

Figure 4.3 Training on public relations and custome care improved the level of

performance of service offered

Training has improved the level of performance of service delivery by my staff
in their job performance to the public?

B MOT SURE

[ AGREE

[ STRONGLY AGREE
Era
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4.2.2 Whether training improved the level of servie delivery of the staff in their job to

the public.

Table 4.11Training improved the level of service devery of staff in their job to the

public
Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 9.1 9.1 9.1
AGREE 6 54.5 54.5 63.6
STRONGLY AGREE 3 27.3 27.3 90.9
N/A 1 9.1 9.1 100.0}
Total 11 100.0 100.0

Table 4.11 shows that 54.5% of the respondentseddtet training on public relations and
customer care improved their level of service daglvin their job to the public, 27.3%

strongly agreed with the above while 9.1% weresowé.

Figure 4.4 Training improved the level of service dlivery of staff in their job to the

public.

Training has improved the level of performance of service delivery by my staff
in their job performance to the public?

W NOT SURE

E AGREE
[CISTRONGLY AGREE
Erira

28



4.2.3 Whether training on public relations and cumer care improved job
performance levels of the staff.

Table 4.12 Training on public relation and customercare improved job
performance level of the staff.

Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 9.1 9.1 9.1
AGREE 6 54.5 54.5 63.6
STRONGLY AGREE 3 27.3 27.3 90.9
N/A 1 9.1 9.1 100.0}
Total
11 100.0 100.0

Table 4.12 shows that 54.5% of the respondentsddtet training on public relations and
customer care improved their job performance lavelublic relations and customer care to

the public, 27.3% strongly agreed while 9.1% ofriagpondents were not sure.
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Figure 4.5Training on public relation and customer care improved job performance

level of the staff.

Training in Public Relations and customer care has improved the job
performance levels of my staff?

BnNOT SURE

E AGREE
CISTROMGLY AGREE
TN

4.2.4 Whether training on public relations and cosdr care improved the way the staff

professionally related with customers.

Table 4.13 Training on public relations and customecare improved the way the
staff professionally related with customers/public

Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 9.1 9.1 9.1
AGREE 4 36.4 36.4 45.5
STRONGLY AGREE 5 45.5 45.5 90.9
N/A 1 9.1 9.1 100.0

Total 11 100.0 100.0

Table 4.13 shows that 45.5 % strongly agreed thatihg on public relations and customer
care improved the way staff professionally relatgtth public, 36.4% agreed with the above

while 9.3% were not sure.
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Figure 4.6 Training on public relations and customer care impoved the way the staff
professionally related to customers/public

Training in Public Relations and customer care has improved the way my staff
professionally relate with our customers staff?

B NOT SURE

E AGREE
[ISTRONGLY AGREE
[ [UTN

4.2.5 whether training on public relations and cu®mer care improved annual

appraisal levels of the staff in terms of serge delivery to the public

Table 4.14 Training on public relation and customercare improved annual
appraisal level of their staff in terms of servicealelivery to the public

Frequency Percent Valid Percent |Cumulative Percent
Valid DISAGREE 1 9.1 9.1 9.1
NO SURE 1 9.1 9.1 18.2
AGREE 5 45.5 45.5 63.6
STRONGLY AGREE 3 27.3 27.3 90.9
N/A 1 9.1 9.1 100.0

Total 11 100.0 100.0

Table 4.14 shows that 45.5 % of the respondentsedgthat public relations and customer
care improved appraisal level of staff in termssefvice delivery, 27.3 strongly agreed the

above respondents 9.1 disagreed while 9.1% wersunet
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Figure 4.@raining on public relation customer care improvedannual appraisal level of

staff in terms of service delivery to the public

Training in Public Relations and customer care has improved appraisal levels
of my staff in terms of service delivery to the public?

B DIS AGREE

E o SURE

[l AcrREE

B STRONGLY AGREE
s

4.2.6 Whether training on public relations and custmer care improved the appraisal
levels of the staff in terms of job performance

Table 4.15 Training an public relations and customer care improved appresal level
of staff in terms of job performance.

Frequency Percent Valid Percent |Cumulative Percent
Valid DISAGREE 1 9.1 9.1 9.1
NOT SURE 1 9.1 9.1 18.2
AGREE 5 45.5 45.5 63.6
STRONGLY AGREE 3 27.3 27.3 90.9
N/A 1 9.1 9.1 100.0}

Total 11 100.0 100.0

Table 4.15 shows that 45.5% of the respondentsddtet training on public relations and
customer care improved the appraisal level of stafferms of job performance, 27.3 %

strongly agreed 9.1 % were not sure while 9.1%cqnleszd.
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4.2.7 Whether from experience, training on public elations and customer care
improved job performance levels of employees to ctmsners.
Table 4.16 Training on public relation and customercare improved job performance

levels of employees to customers/public.

Frequency Percent Valid Percent |Cumulative Percent
Valid NOT SURE 1 9.1 9.1 9.1
AGREE 7 63.6 63.6 72.7
STRONGLY AGREE 3 27.3 27.3 100.0]

Total 11 100.0 100.0

Table 4.16 shows that 63.6% agreed that on publations and customer care improved job
performance levels of employees to customer/puBlic3% strongly agreed with the same
while 9.1% were not sure.

Figure 4.7 Training on public relation and customercare improved job performance

levels of employees to customers /public

From my experience,training in Public Relations and customer care improves
the job performance levels of employees to our customer?

B NoT SURE
E AGREE
CsSTRONGLY AGREE
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43.0 RESPONSES FROM MEMBERS OF THE PUBLIC
CUSTOMERS) AND INTERNAL CUSTOMERS.

(EXTERNAL

4.3.1 whether before the staff were trained , theexternal customers were satisfied
with the way public relations and customer care staff professionally related with

them.

Table 4.17 Before staff were trained whether custoars were satisfied with the way

public relations and customer care staff professiaaly related with them

Cumulative
Frequency Percent Valid Percent Percent
Valid NO 15 65.2 65.2 65.2
YES 8 34.8 34.8 100.0}
Total 23 100.0 100.0

Table 4.17 shows that 65.2% of the respondents wetesatisfied with the way public
relations and customer care professionally relatgtd them before their training while
34.8% were.

4.32. Whether before the staffs were trained, membg of the public/customers were

satisfied with the service offered to them by PR ahCC staff.

Table 4.18 Before staff were trained whether custoars were
satisfied with the service offered to them by pubti relations and
customer care staff

Cumulative
Frequency Percent Valid Percent Percent
Valid NO 11 47.8 47.8 47.8
YES 12 52.2 52.2 100.0}
Total 23 100.0 100.0

Table 4.18 shows 47.8 % of the respondents weresatadfied with the services offered to

them by public relations and customer care stdfreetraining while 52.2% were satisfied.
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4.3.3 Whether after the staffs were trained at KSGthey observed any improvement in

the way public relations and customers care staffesved them

Table 4.19 After training at KSG there was improvenent in the way

public relations and customer care staff served pule.

Cumulative
Frequency Percent Valid Percent Percent
Valid NO 6 26.1 26.1 26.1
YES 17 73.9 73.9 100.0
Total 23 100.0 100.0

Table 4.19 shows that 73.9% of the respondentsddieat they observed improvement in
the way public relations and customer care staffedd the public after their training at KSG

while 26.1% of the respondents were either indgffie or did not observe any improvement.

4.3.4 Whether after the staffs were trained at Keng school of government they
observed any improvement in the way the public rekbons and customer care staff

delivered services to them.

Table 4.20 after training at KSG there was improverant in the way public relations and

customer care delivered services to the public.

Cumulative
Frequency Percent Valid Percent Percent
\Valid NO 7 30.4 30.4 30.4
YES 16 69.6 69.6 100.0
Total 23 100.0 100.0

Table 4.3.4 shows that 69.6% of the respondentsedgthat they observed improvement in
the staff in the way they delivered services toghblic while 30.4% were either indifferent

or did not agree.
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4.3.5 Whether performance of service offered by puiz relations and customer care

staff was below their expectation prior to their training at KSG.

Table 4.21 Performance of public relations and cuetmer care was below expectation

prior to training

Cumulative
Frequency Percent Valid Percent Percent
Valid STRONGLY DISAGREE 1 4.3 4.3 4.3
DISAGREE 2 8.7 8.7 13.0
NOT SURE 2 8.7 8.7 21.7
AGREE 11 47.8 47.8 69.6
STRONGLY AGREE 2 8.7 8.7 78.3
NOT APPLICABLE 5 21.7 21.7 100.0

Total

23 100.0 100.0

Table 4.21 shows that 47.8% of the respondentsedgtieat the performance of public
relations and customer care staff job performanase below their expectations prior to their
training, 8.7% strongly agreed with the above, 8W®e not sure, 8.7 % did not agreed
while 4.3% strongly disagreed.
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Figure 4.8 Performance of public relations and customer care as below expectation

prior to training

Performance of service offered by Public relation and customer care staff was
below my expection prior to their training at KSG?

B STRONGLY DISAGREE
EDISAGREE

CINOT SURE

B AGREE

CISTROMGLY AGREE

B NOT APPLICABLE
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4.3.6 Whether performance of services to the publiby public relations and customers

care staff improved after their training at KSG.

Table 4.22 Performance of service to the public bgublic relations and customer care

staff improved after training at KSG

Cumulative
Frequency Percent Valid Percent Percent

Valid STRONGLE DISAGREE 1 4.3 4.3 4.3

DISAGREE 1 4.3 4.3 8.7

NOT SURE 2 8.7 8.7 17.4

AGREE 10 43.5 43.5 60.9

STRONGLY AGREE 6 26.1 26.1 87.0

NOT APPLICABLE 3 13.0 13.0 100.0

Total

23 100.0 100.0

Table 4.22 shows that 43.5% of the respondentsedgtieat the performance of public
relations and customer care staff improved afteir thhaining at KSG, 26.1% strongly agreed

the above, 8.7% were not sure 4.3 % disagreed W8k strongly disagreed.
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Figure 4.9 Performance services to the public by folic relations and customer care

staff improved after training at KSG

Performance of services by Public Relationc and customer care staffimproved
after their training at KSG

B STROMGLE DISAGREE
E DisAGREE

CINOT SURE

M AGREE

[0 STRONGLY AGREE
ENOT APPLICABLE

4.3.7 Whether the respondents and their supervisor®ecommended the training for staff

in government ministries / departments / institutions on public relations and customer
care.

The running theme in the qualitative responses sldowhat 100% of the respondents highly
recommended the training at the Kenya School ofeBoment, not only for frontline staff
but for all staff in all public ministries, depaents and institutions. They recommended
that the training should take a longer period tthentwo to four weeks it had been currently
taking in the past. They recommended that frequefneésher training in public relations and

customer care should be arranged for all publiceses.
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CHAPTER FIVE

5.0 INTRODUCTION

In this chapter the researcher presents a summaing dindings, a discussion of the findings
and recommendations based on those findings. Stigge®f other related potential areas of
study are also presented. The purpose of the stadyto investigate the effects of training of
staff on public relations and customer care tortteiel of service delivery to the public in
selected public institutions in Kenya. It also msed to investigate the relationship between
training of staff in public relations and custonoare to their job performance levels to the
public in selected public institutions plus in Kenyelow is a summary of the findings of the
study.

5.1 SUMMARY AND DISCUSSION OF THE STUDY FINDINGS.

5.1.1 SIGNIFICANCE OF THE STUDY

The results of the study based on the responses draployees of public institutions who
participated in the training, showed the majorifytloe respondents immensely benefited
from the public relations and customer care trgjrahthe Kenya school of government. They
indicated that the training on public relations adtomer care significantly improved their
level of service delivery to the public. The resudtiso showed that the training on public
relations and customer at the significantly impibvkeir job performance as well as their
annual appraisal levels in relation to their sexvic the public. The study findings from the
training participants were corroborated by the oesps from members of public who were
regular customers to the offices of the selectsttutions manned by the employees. Apart
from a few members of the public who appeared fadéht in their responses, the majority of
those participated in the study indicated that theg observed positive improvement to
service delivery from the trained employees. Thepoases from the trained employees
indicated that they were in agreement that thenitigi improved their level of job
performance to the public. The supervisors of tlanéd staff from the selected public
institutions corroborated the responses from th&iff that the training on public relations
and customer care carried out at the Kenya schbgiowernment improved in their job
performance level to the public and service dejiterthe public after the training. They also
indicated that they observed an improvement indkiel annual appraisals of the trained staff

members.

40



5.1.2 TRAINING IN PUBLIC RELATIONS AND CUSTOMER CAR E.

The study findings showed that the training in pub#lation and customer care at the Kenya
School of Government imparted crucial skills andowledge to the participants which
resulted in observable improved levels of servieévdry to members of the public. The
impartation of skills and knowledge to the partanps resulted in observable improvement in

their level of job performance to the public.

5.2. RECOMMENDATION

From the study findings, the researchers madedll@xing observations

i) Trained of staff on public relations and customerec showed observable
improvement in their service delivery to the pubkbo also happened to be their
customers.

ii) Trained of staff in public institutions on publielations and customer care showed
significant improvement in their level of job pemftance to the public.

iii) Trained staff on public relations and customeiitaited improvement in their annual
appraisal ratings to the training.

On the basis of the above findings the researclmiddvrecommended that staff in public

institutions, most of whom serve members of thelipuble exposed to training in public

relations and customer care skills and knowledgenfmrove their service delivery and job

performance levels to the public.

5.3 SUGGESTIONS

Based on the findings of the above study, the rebea wishes to make the following

recommendations:-

1) The study was limited to a sample of selected puhBtitutions. A similar study may be
carried out on private institutions and organizagio

2) Further studies may be carried to investigate wdrditained staff on public relations and

customer care influenced the image of the publicise to members of the public.

5.4 CONCLUSIONS
This study was aimed at investigating the effeftgaining in public relations and customer
care on service delivery and job performance leggddf from selected public institution

strained at the Kenya School of Government. Thdystuas carried out using data collected
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from the training participants from public instiurts, their supervisors as well as members of
the public who are the major customers in thes#utisns.

From the findings, the researcher concluded thanitrg of staff in public institutions on
public and customer care positively influenced enproved their level of service delivery to
the public. It positively influenced and improvdteir job performance levels to the public
and their annual appraisal levels. The findingsehbgen discussed and recommendations
given in relation to training of staff in public ladion and customer care which if
implemented would lead to improved service delivengl job performance levels of staff in

public institutions.
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