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ABSTRACT 

Online transactions continue to gain popularity across the world, partly as a result of the 

rising economic pressures compelling organizations to develop such platforms as a 

strategy for sustainable corporate performance. In this regard, online service platforms 

are capable of enhancing linkage between the external and internal environment, and 

make it possible to facilitate communication and collaboration between the customers 

and the organization. The National Transport and Safety Authority of Kenya (NTSA) has 

various direct clientele including the auto-motive drivers and owners, the driving schools, 

the traffic police department, among others; all of whom demand effective, efficient, and 

economical service delivery from the organization. The drivers seek timely processing of 

their driving license, the vehicle owners expect efficient and timely delivery of their 

ownership documents, the driving schools expect quick registration and processing of 

provisional driving licenses, while the traffic police department expects quick facilitation 

from the NTSA for vehicle inspection. NTSA has to be innovative and embrace 

technology more technology to address the diverse customer needs. The objective of the 

study was to establish the influence of online service on customer perception of 

performance of the National Transport and Safety Authority of Kenya; and it was guided 

by the postulations of both the technology acceptance model, and dynamic capability 

theory. The population of the study was all the customers of NTSA in Nairobi County. 

This number estimated to be infinite, hence the Cochran’s method of sampling was used 

to sample 75 customers drawn from the various strata, that is, the different types of 

customers. Data was analyzed using Statistical Package for Social Sciences, and 

descriptive and regression analyses were done. The study determined that each of the 

selected on-line service quality dimensions (customer service, direct transactions, and 

self-help) had statistically significant influence on customer perception of performance of 

the NTSA. Generally, the cost minimization dimension had the least dispersed opinion 

from the respondents. The study recommends that an in-depth study should be done on 

the challenges facing the adoption of on-line service platforms in other public institutions 

in Kenya. The study also recommends that the influence of control variables such as the 

political, economic, and social factors should be examined, since they were not within the 

scope of the current investigation. 
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Still greater scores were obtained for the Croatian compared to the Italian organization. 

This study was however conducted in a more technologically savvy nation context. The 

study also focused on new technologies in general, with customer-firm interaction 

interface not forming part of the study. A study by Jo Bitner et al. (2000) focused on the 

correlation between online service platforms and level of customer satisfaction in the 

United States of America. The study however used a non-parametric method of analysis, 

hence there may be need to replicate a similar study with parametric analytical methods. 

Similar gaps were identified in the studies by El-Said (2013) and Salem (2014), both of 

which had the same conceptual and methodological scope, but were done in Egypt.  

Ondego and Moturi (2016) focused on the evolution of the E-Citizen, an integrated online 

service platform deployed by the government of Kenya to enhance public service 

delivery to the citizens. This was a survey of the government Ministries, hence the design 

did not allow in-depth analysis of the situation at the NTSA, one of the agencies in the 

Ministry of Transport.  Asingo and Mitulla (2007) determined that lack of legal 

compliance was a major impediment to the alleviation of road carnage in Kenya. Even 

though it came up with sound empirical findings, the use of online service, and its 

influence on performance of the NTSA of Kenya was not part of its scope. The current 

study, consequently, sought to answer the question: What is the influence of online 

service on customer perception of performance of the National Transport and Safety 

Authority of Kenya? 
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1.3 Research Objective 

The objective of the study was to establish the influence of online service on customer 

perception of performance of the National Transport and Safety Authority of Kenya.  

1.4 Value of the Study  

The study provides empirical evidence on the influence of online service on 

organizational performance. The findings have been compared with the predictions of 

technology acceptance model and dynamic capabilities theory. This can consequently 

help refining the theories and can chart direction for further research. In light of this, the 

findings of the study has provided opportunities for future research priority.  

The government of Kenya through the relevant agencies such as the Information, 

Communication, and Technology Authority (ICTA), would find the study an invaluable 

source of information for policy development in order to mitigate the transport safety 

challenges, including related economic loses. In return, the savings from these loses 

could be put to more productive use.  

The findings of the study would also provide new insight for the NTSA board and 

management to plan, management, and regulate road transport sector in Kenya. 

Moreover, the board and management of NTSA would find the study an important source 

of information for the development of strategies for customer satisfaction, cost 

minimization, and process efficiency. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

This chapter presents theoretical and empirical literature on online service and customer 

perception of performance concepts. It brings out the postulations of technology 

acceptance model and dynamic capability theory, their relevance to the study, and 

weaknesses. The chapter also entails a review of prior studies on the variables of the 

study. In this regard, the studies have been reviewed in light of their focus, methodology, 

findings, gaps, and how the current study proposes to fill the gaps.  

2.2 Theoretical Foundation  

The study was anchored on the e-governance maturity model, technology acceptance 

model, and dynamic capability theory to establish the influence of online service on 

customer perceived performance. Whereas the first two attempt to explain perceived 

usefulness and usage intentions of technology in terms of its social influence and the 

cognitive instrumental processes involved in its choice among clientele (Harris et al., 

2001), the latter postulates that for an organization to attain and sustain good 

performance, it has to not only have unique resources, but also develop systems and 

processes that are flexible and adaptable (Teece et al., 1997). 
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(2014) sourcing 

practices in 

selected firms in 

Nairobi County 

three global 

sourcing strategies, 

being global 

outsourcing, 

contract 

manufacturing and 

international 

purchasing 

exploratory design 

since no 

association 

measures were part 

of its objectives.  

study used 

descriptive 

design to bring 

the relationship 

between the two 

variables.  

Salem 

(2014) 

Association 

among 

knowledge 

management, 

innovation and 

performance 

Significant positive 

association 

between knowledge 

management and 

organizational 

The study was, 

none the less, done 

in a culturally 

different country 

context, which was 

Egypt.  

The current 

study, hence, 

focused on 

Kenya to fill the 

contextual gap.  

El-Said 

(2013) 

Comparing 

customer 

preferences for 

online versus 

human 

interaction 

services in 

selected firms in 

Sharm El-

Sheikh, Egypt 

In most service 

interactions, 

customers preferred 

human interaction 

to technology based 

service platforms 

The focus of the 

study was on 

customer 

preference, hence 

other dimensions 

of corporate 

performance were 

not included in the 

analytical model.  

The current 

study filled this 

gap by 

modelling more 

dimensions and 

indicators of 

online service. 
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Saura et al.  

(2012) 

Relationship 

between new 

technologies in 

selected firms in 

Croatia and Italy 

Customers who 

stayed in both 

Croatian and Italian 

firms demonstrated 

high satisfaction 

and intention to 

recommend  

This study was 

conducted in a 

more 

technologically 

savvy nation 

context 

The current 

study focused on 

the Kenyan 

context 

Jo Bitner et 

al. (2000) 

Correlation 

between online 

service and 

customer 

satisfaction in 

the United 

States of 

America 

Significant 

correlation between 

the study variables 

as indicated by the 

statistical output: 

X2 = 72.36, p < 

.001. 

The study used a 

non-parametric 

method of analysis, 

there is need to try 

parametric 

analytical methods 

The current 

study used 

relatively large 

data, hence 

regression 

method which is 

parametric 

 

From Table 2.1, the current study attempted to address the knowledge gaps through 

carefully chosen variables and their indicators, context, and research design.  Some of the 

studies have also adopted exploratory design, hence the current study used descriptive 

design so as to bring out the association among the variables in line with the objective.  

 

Table 2.1 Continued 

Table 2.1 Continued 

Table 2.1 Continued  
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3.3 Population of the Study 

The research population comprised the various categories of customers of NTSA. The 

accessible population of the study consisted of the drivers licensed by the NTSA, the 

public service vehicle (PSV) owners, and the PSV association leaders in the database of 

NTSA as at June 30, 2018. According to the NTSA registry, there were 600,000 licensed 

drivers, 400,000 PSV owners, 2000 PSV associations, and 100 driving schools in Kenya. 

According to the same source, there were a total of 500 employees in NTSA as at June 

30, 2018. The total number of elements in the accessible population was, therefore, 

1,002,600 from where an equitable sample was drawn.   

3.4 Sample Frame 

According to Kothari (2004) knowledge of the source of data gives a clue about what can 

be done with the data and what inferences can be made from it. This can be individuals, 

schools, organizations or neighborhoods depending on what is being measured and how it 

would be measured (Mugenda & Mugenda, 2003). For some studies, the study may entail 

a large population which may not all be studied. In this case, that portion to be studied as 

a representative of the whole is called a sample.  

But for other studies, the population may be small enough to warrant inclusion of all in 

the study. The sample frame for the study was the drivers licensed by the NTSA, the 

public service vehicle (PSV) owners, and the PSV association leaders in the database of 

NTSA as at June 30, 2018. According to the NTSA (2018), there were 600,000 licensed 

drivers, 400,000 PSV owners, 2000 PSV associations, and 100 driving schools.  
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3.5 Sampling Design  

Sampling design describes the way in which the sample is selected. Stratified random 

sampling was used to come up with the sample size as shown in Table 3.1 below. This is 

due to the fact that the various stakeholders in NTSA are considered heterogeneous, 

hence, a simple random sample would not be able to adequately represent the population.   

Table 3.1 Sample Distribution  

Serial Number Stratum Quota Population Sample Size 

(10%) 

1 Drivers 58% 431 44 

2 PSV Owners  37% 285 28 

3 PSV associations 4% 24 2 

4 Driving Schools 1% 8 1 

TOTAL 100% 755 75 

From Table 3.1 above the population was divided into groups known as strata and there 

after simple random sampling was undertaken within each stratum in order to come up 

with the sample that was used for data collection and analysis (Cooper & Schindler, 

2014).  In addition, 10% of elements in the population was selected from each strata since 

10%-30% is a good representation of the population when the population is than 10,000 

and thus 75 individuals were representative of the population.  
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Table 4.6 Use of NTSA On-line Service Status of Respondents    

Status Frequency Percentage 

Yes 60 100 

No 0 0 

Aggregate 60 100 

Source: Research Findings  

4.4 Descriptive Analysis of On-line Service Quality and Customer Perception of 

Performance  

The study sought to determine the influence of on-line service quality on customer 

perception of performance of the National Transport and Safety Authority, Kenya. The 

data was collected using a structured questionnaire, with a 5 point rating scale.  The 

central tendency of the responses was measured using the mean, while dispersion was 

measured using the standard deviation.  

The mean measured the extent to which the responses were centered about one point on 

the scale, while standard deviation measured the degree to which the responses were 

dispersed from the mean. The statistics are as shown below.  
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Table 4.7(a) Responses on Customer Service Dimension of On-line Service 

Customer Service      Mean  Standard 

Deviation 

I make or handle  most enquiries 

about accounts using the online 

service platform 

     2.593 0.145 

 

I make or handle  most payments 

using the online service platform 

     3.100 0.382 

I make use of the frequently asked 

questions (FAQs) available on the 

online platform to get information 

     2.646 0.233 

 

I monitor the progress of service 

requests through the online 

platform 

     2.737 0.221 

Aggregate 2.769 0.245 

Source: Research Findings 

Under the customer service dimension, most respondents concurred that their 

organizations used technology platforms to handle bill payments as shown by the highest 

mean of 3.100. The poorest score under the customer service dimension was on the use of 

on-line platform for handling customer queries, at 2.593. Nevertheless, the responses on 

the use of on-line service for handling customer queries had the least standard deviation. 

This means that it attracted the most stable responses, compared to those on the use of 

Table 4.2 Continued  
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online platform for handling bill settlement, which had the highest standard deviation, at 

0.382.  

Table 4.7(b) Responses on Direct Transaction Dimension of On-line Service 

Direct Transactions 
     Mean  Standard 

Deviation 

I make or handle  most 

transactions using the online 

service platform 

     3.378 0.197 

I make or handle  most 

communication with NTSA/clients 

through the online service 

platform 

     2.925 0.336 

I use an integrated system for most 

of the services 

     3.246 0.298 

Aggregate 3.183 0.277 

Source: Research Findings 

Under the direct transactions dimension, majority of the respondents tended to agree 

that they used on-line service platform for NTSA services. This response had the 

highest mean, at 3.378. The responses on the use of on-line service platform for service 

acquisition had the least dispersion from the mean, and hence the most stable, with a 

standard deviation of 0.197.  

 

Table 4.2 Continued  
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Table 4.7(c) Responses on Self-Help Dimension of On-line Service 

(c) Self-Help      Mean  Standard 

Deviation 

NTSA has provided most 

customer solutions on the on-line 

platform such as a booking engine 

and online payment gateway 

     2.971 0.354 

NTSA has availed an on-line 

training guide for the customers on 

self-service 

     3.192 0.322 

NTSA has availed a trouble-

shooting system for customers to 

support on-line self-service 

     2.863 0.320 

Aggregate 3.009 0.332 

Source: Research Findings 

Under the self-help dimension, majority of the respondents tended to agree that NTSA 

availed on-line training guide for their clients. This indicator of self-help dimension had a 

mean score of 3.192. The availability of on-line trouble shooting system to support on-

line service use attracted the least favorable response, with a mean of 2.863. The 

responses on the use of on-line platform for self-help, however, had the most stable 

responses, with the least standard deviation of 0.320.  

Table 4.2 Continued  
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The study has a relationship with both theoretical and prior empirical studies. The 

postulations of technology acceptance model, and dynamic capability theories both 

have predictions on the influence of on-line service quality on customer perception of 

performance. Previous empirical studies have also been examined, based on their 

objectives, and major findings.  

4.6.1 Relationship with Theory  

Technology acceptance model (TAM) proposes that the use of a system is predictable 

by the application of motivation, which is subsequently overtly influenced by external 

factors including the system characteristics, and abilities (Davis, 1985). In the original 

proposal of TAM, it was postulated that user motivation can be explained by three 

factors, namely: perceived ease of use, perceived usefulness, and attitude toward use 

(Lee et al., 2003). The model hypothesizes that the attitude of a user toward a system is 

a major determinant of system acceptance or rejection. The current study has adduced 

empirical evidence in support of the postulations of this theory. 

The variability among the organizations with respect to adoption of the on-line service 

dimensions can be attributed to the different rates at which peoples embrace 

technology. Dynamic capability theory postulates that if abilities of a firm are diverse 

and implicit, imitation by other firms would be made difficult, forming the basis for 

sustainably superior organizational performance and customer perception of 

performance (Teece et al., 1997).  

 

The prediction of this theory is that firms tend to develop dynamic capabilities and 

continuously develop them according to the changing competitive environment. It also 
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uncooperative in filling the questionnaires; this limitation was mitigated by invoking a 

conversation with the respondent’s first to make them at ease. This strategy was used 

also to reduce the risk of the respondents giving socially-correct responses.  

Some respondents also took longer than expected time to fully complete the 

questionnaire; the researcher however ensured questionnaire submission was done 

early enough to allow significant time for completion. Early preparation of 

questionnaires and pre-testing of the same also helped the researcher time for analysis 

and presentation.  

5.6 Areas for Further Research  

The study sought to determine the the influence of on-line service on customer 

perception of performance of the NTSA, Kenya. The study recommends that an in-

depth study should be done on challenges facing the adoption of on-line service in 

other public institutions in Kenya. The study also recommends that the influence of 

moderating and intervening factors such as the political, economic, and social factors 

should be examined, since that was not within the scope of this investigation.  

 

REFERENCES 

Asingo, P.O. (2004). The Institutional and Organizational Structure of Public Road 

Transport in Kenya. Discussion Paper No. 050. Institute of Development 

Studies, University of Nairobi.  

Asingo, P.O., & Mitullah, W.V. (2007). Implementing Road Transport Safety 

Measures in Kenya: Policy Issues and Challenges. Discussion Paper No. 545. 

Institute of Development Studies, University of Nairobi.  



49 
 

Beatson, A., Coote, L. & Rudd, J. (2006). Determining consumer satisfaction and 

commitment through self-service technology and personal service usage. 

Journal of Marketing Management, 22, 853-882. 

Beatson, A., Lee, N. & Coote, L. (2007). Self-service technology and the service 

encounter. Service Industries Journal, 16, 96-108. 

Chen, W. (2011). Technology base self-service in hospitality industry. UNLV 

Theses/Dissertations/Professional Papers/Capstones. Paper available at 

http://digitalscholarship.unlv.edu/thesesdisser-tations/1094 

Connolly, D. (2005). In Self-Service Takeoff: Hospitality Industry Self- Service 

Technology Study. Randolph: Edgell Communication.  

Cooper, D. R., & Schindler, P. (2006). Business Research Methods. 9
th

 ed. Boston: 

McGraw-Hill.  

El-Said, O.A. (2013). Customers' preferences for new technology-based self-services 

versus human interaction services in hotels. Tourism and Hospitality Research, 

13(2) 67-82.  

GOK (2003). Economic Survey. Government printer, Nairobi.  

GOK (2004). Recommendations on Integrated National Transport Policy. Government 

Printer, Nairobi 

GOK (2017). Economic Survey. Government printer, Nairobi. 

Harris, P. & Mongiello, M. (2001). Key performance in European hotel properties: 

general managers’ choices and company profile. International Journal of 

Contemporary Hospitality Management, 13(3), 120-127. 

Ikiara, G. (2005). Speech delivered at a Stakeholders Workshop on the Challenges of 

http://digitalscholarship.unlv.edu/thesesdisser-tations/1094


50 
 

Implementing Road Safety Measures in Kenya, organized jointly by the 

Institute for Development Studies (IDS) and the Ministry of Transport. 

Jo Bitner M., Ostrom, A. & Meuter, M. (2000). Implementing successful self-service 

technologies. Academy of Management Executive, 16(1), 96-108. 

K’Obonyo, P. & Mugambi G.K. (2011). Market strategy and corporate performance: 

The contextual application of PIMS principles in Kenya. Africa Management 

Review, 1(1), 1-12.  

Kaplan, R.S., & Norton, D.P. (1996). Strategic learning & the balanced 

scorecard. Strategy & Leadership, 24(5), 18-24. 

Kim, J., Christodoulidou, N. & Brewer, P. (2012). Impact of individual differences and 

consumers' readiness on likelihood of using self-service technologies at 

hospitality settings. Journal of Hospitality and Tourism Research, 36(1), 12-50.  

Kothari, C.R. (2004). Research Methodology: Methods & Techniques. (2
nd

 Edition). 

New Delhi:  New Age International (P) Ltd. 

Lema J (2009) Preparing hospitality organizations for self-service technology. Journal 

of Human Resources in Hospitality and Tourism, 8(1), 153-169. 

Meuter M, Ostrom L, Roundtree R, et al. (2000). Self-service technologies: 

Understanding customer satisfaction with technology- based service 

encounters. Journal of Marketing, 4(9), 1169-1179.  

Mugenda, O.M., & Mugenda, A.G. (2003). Research Methods: Quantitative and 

qualitative approaches. African Centre for Technology Studies, Nairobi, 

Kenya.  

NTSA (2018). Service Charter.  



51 
 

Odero, W. et al. (2003). Road Traffic Injuries in Kenya: Magnitude, Causes and Status 

of Intervention. World Bank, Washington DC. 

Ong, L. (2010). Can self-service technologies work in the hotel industry in Singapore? 

A conceptual framework for adopting self-service technology. UNLV 

Theses/Dissertations/Professional Papers/Capstones. Available at 

http://digitalscholarship.unlv.edu/theses dissertations/694  

Salem, I.E. (2014). Toward better understanding of knowledge management: 

Correlation to hotel performance and innovation in five-star chain hotels in 

Egypt. Tourism and Hospitality Research, 14(4), 176-196. 

Saunders, M., Lewis, P., & Thornhill, A. (2007). Research methods for business 

students. 5
th

 ed. Essex: Pearson Education Limited.  

Teece, D. J., Pisano, G., & Shuen, A. (1997). Dynamic Capabilities and Strategic 

Management. Strategic Management Journal, 18(1), 509–533. 

 

 

APPENDIX 

QUESTIONNAIRE 

Section A: Demographic Information 

Please respond to the following questions by ticking (✓) appropriate box or writing 

your answer in the space provided. 

1. Please specify your gender. (Please tick one) 

     Male  (    ) 
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through the online platform 

(b) Direct Transactions 
 

I make or handle  most transactions using the 

online service platform 

     

I make or handle  most communication with 

NTSA/clients (for NTSA Staff respondent) 

through the online service plaform 

     

(c) Self-Help  

Through the NTSA online service, I am able 

to handle most documentations without 

travelling to their offices 

     

NTSA has a working trouble shooting system 

to support the system users 
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