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ABSTRACT 

Service Delivery is a very important phenomenon in every organization. Rewarding any organization will 

solely depend on the results after service delivery. Linking up Strategic Management Practices and Service 

Delivery yields to how best the organization can provide the services to the clients. Effective strategy 

implementation, review and leadership in County Governments would ultimately affect effective service 

delivery; hence, this study focused on Strategic drivers on Service Delivery. The main purpose of this research 

study was; to examine the effect of Strategic Planning Practices on Service Delivery in Water Department in 

the County Government of Kakamega; Kenya. Descriptive research design was adopted for the study. The 

target population consisted of employees of County Government of Kakamega; Kenya. The entire target 

population was studied since it was manageable. Descriptive and inferential statistics findings of the data 

were analyzed by use of Statistical Package of Social Sciences version 24 (SPSS). Collection of data was done 

by use of questionnaire as the instrument. Pilot study was conducted on employees who were not among the 

main sample of the study. Structural regression equation model was developed to test the relationships 

between the variables. ANOVA was performed to analyze the effects of various relationships at the variables 

level as well at item level. The overall finding of the study was that Strategic Planning Practices had an 

influence on service delivery in the water department of the county government of Kakamega; Kenya. The 

study recommended for encouragement of the use of strategic planning practices since it improves the 

service delivery. The study recommended for further studies on similar variable, different organizations and 

methods. 
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INTRODUCTION 

Service Delivery is getting services as effectively and 

as quickly as possible to the intended recipient. 

Akpan (2016) says that in most instances Service 

Delivery implies a degree of excellence on the part 

of the organization. Managers therefore need to 

understand which activities they need to undertake 

that are important in creating value and which ones 

are not. Organizations achieve competitive 

advantage by delivering value to customers. 

Strategic capability often lies in the day-to-day 

activities that people undertake in organizations 

and develop the ability of people to recognize the 

relevance of what they do in terms of the strategic 

capability of the organization. Organizations create 

transformational leadership teams who have the 

knowledge, insight and experience to help 

organizations create a flexible, scalable and cost 

effective platform for delivering functional and 

business enabling processes. Abesiga, Wetswera 

and Zziwa (2015) indicates that improvement in 

Service Delivery is also informed by the need to 

grow and expand services, take advantage of 

opportunities or merely to implement new 

knowledge which can come up with action plans.  

In many developing countries, the issue of Service 

Delivery is a challenge that needs to be addressed 

given the low quality of service provision and the 

pressing needs of the poor (Agrawal, 2016). Yang, 

Hueng and Hong (2015) supports this view when he 

states that local councils in Malaysia continue to 

face pressure to improve their Service Delivery, 

hence, increased level of education of the 

population has led to a more vocal and more 

discerning citizenry that expects better services and 

accountability from its local government. Moreover, 

rapid industrialization and urbanization of countries 

have created a challenging environment for the 

local government. Maroa and Muturi (2015) affirm 

that in Nepal, public service delivery has remained 

lower than what was targeted when Nepal 

announced delivery of public services to its people 

through a planned development effort.  

USA is well known for its significant improvements 

in ensuring strategic management practices in its 

devolved units which has seen an explosion in 

development of infrastructure for economic 

sustainability. The rural communities in the USA 

have grown to enviable levels and most of the 

devolved units are deemed semi or partially 

autonomous (Afrah, 2019). Ever since the 

introduction of counties in Latin America 

development planners and academic scholars have 

underlined the role co-operatives should and do 

play in stepping-up development. Regionally, the 

problem of Service Delivery due to poor strategic 

management practices or culture is a problem that 

is faced by many towns in the world, especially in 

Africa and other developing countries. Kiplagat 

(2016) alluded to the fact that, delivery of services 

has a direct and immediate effect on the quality of 

the lives of the people in a given community, hence, 

Poor services can make it difficult to attract 

business or industry to an area and it will also limit 

job opportunities for residents. Aguoru, Orsaah and 

Umogbai (2018) indicate, improving public service 

delivery is one of the biggest challenges worldwide.  

Waseya (2017) argues that municipalities in South 

Africa face serious challenges in implementing 

Service Delivery options that will enhance existing 

structures in the sphere of local government points 

towards the need for strategies to improve Service 

Delivery. To date, there are limited studies that 

have formally investigated the causes of poor 

Service Delivery and the strategies that can be 

implemented to improve the Service Delivery in 

local authorities. The Rwandese Association of Local 

Government Authorities (RALGA) in 2010 reported 

on the factors affecting Service Delivery in local 

governments. 

Municipal Research and Services Centre (2013) 

defines service delivery as the actual producing of a 

service such as collecting refuse and disposing it or 

lighting the streets. Akaegbu and Usoro (2017) 

concur with this argument and observe that 

depending on the kind of service being offered, 

each service has a primary intervention of 
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transforming the customer and that the client 

himself or herself is the principle beneficiary. 

Whether it is learning new ideas or new skills 

(education), acquiring healthier habits (health), or 

changing one's outlook on family or society (social 

services), only the individual served can accomplish 

the change. He or she is a vital co-producer of any 

personal transformation that occurs (Akpan, 2016); 

hence, service provider or agent can only use his or 

her skills and conduct activities to facilitate the 

process. Whitaker further insists that in delivering 

services, the agent helps the person being served to 

make the desired sorts of changes by supplying 

encouragements, suggesting options, illustrating 

techniques, and providing guidance and advice but 

the agent alone cannot bring about the change. 

Both the citizen and the agent together produce the 

desired transformation. 

Proper service delivery requires strategic 

management practices involving the art and science 

of formulating, implementing, and evaluating cross-

functional decisions that enable an organization to 

achieve its objectives (Strickland, 2013). According 

to Agrawal (2016), it is the formal process, or set of 

processes, used to determine the strategies 

(actions) for the organization. For service delivery to 

be of quality, strategic management has to focus on 

many areas, including; the integration of 

management, marketing, finance/accounting, 

production/operations, research and development 

and computer information systems, hence; Strategy 

as practice for service delivery perspective looks at 

strategy as something people do. Strategic practice 

is based on the common sense idea that we have to 

relate tactics to strategy and strategic goals. This 

involves asking what kind of choices organizations 

must make in order to be effective in the short term 

and at the same time take on this challenge.  

Statement of the Problem 

Globally, Service Delivery in public sector is affected  

by internal and external factors; hence the need of  

Strategic management to be applied and regarded 

as very important in organizations, most 

organization have competitively managed to carry 

out activities and functions just because of 

application of strategic management practices. 

However, Akpan (2015) asserts that the conceptual 

links between strategic planning practices and 

service delivery have little or no empirical 

verification. Similarly, most theoretical and 

empirical researches that have been done focused 

the studies only on the relationships between 

strategic management and corporate financial 

performance with less expression on service 

delivery (Afrah, 2019). Reviews of past researches 

investigated in Kenya on performance of public 

sector show that the studies assessed other 

contextual issues that impacted service delivery but 

not directly linked strategic management practices. 

Abdalla (2015) carried out a study that examined 

the effect of competitive strategies on the 

relationship between strategic Human Resource 

Management and firm performance of Kenya’s 

corporate organizations. Waseya (2017) examined 

the moderating role of employee cultural 

orientations on the relationship between strategic 

Human Resource Management practices and firm 

performance of manufacturing multinational 

companies in Kenya. Most scholars among them; 

Uzel, Namusonge and Obwogi (2013) investigated 

the effect of strategic management drivers on 

performance of the hotel industry at the Kenya’s 

Coast but linking up strategic planning with service 

delivery was not examined, any study done by 

scholars on strategic management practices that 

determine service delivery in public sector 

especially on County Governments has been 

generalized without zeroing on directly associated 

strategies that could make the public sector deliver 

services in proper quality and quantity on 

consideration that County Governments are non 

profit making organizations in that employees may 

not care whether they offer better service delivery 

or not. It is against this backdrop that this study was 

undertaken to fill the research gap. 

Objective of the Study 

The study examined the effect of Strategic Planning 

Practices on Service Delivery in Water department, 
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County Government of Kakamega; Kenya. The study 

was guided by the following research hypothesis; 

 H01: There is no significant effect of Strategic 

Planning Practices on Service Delivery in Water 

department, County Government of Kakamega; 

Kenya   

LITERATURE REVIEW 

Theoretical review 

Dynamic Capabilities Theory  

The dynamic capabilities have been defined as the 

ability to integrate, build, and reconfigure internal 

and external competencies to address rapidly-

changing environments (Stanley, 2015). According 

Tesot (2012), dynamic capabilities have also been 

defined as the capacity to renew competencies so 

as to achieve congruence with the changing 

environment by; adapting, integrating, and 

reconfiguring internal and external organizational 

skills, resources, and functional competencies. The 

qualifying characteristic of the dynamic capability is 

that the capability not only needs to change the 

resource base, but it also needs to be embedded in 

the firm, and ultimately be repeatable. The need for 

the dynamic capabilities is informed by the 

permanent risk of erosion of superior firm-specific 

resources and competences in the contemporary 

business environment of hyper competition. 

According to Reneta (2012), dynamic capabilities 

are built over time as they are organizational 

processes in which may have become embedded in 

the firm over time, and are employed to 

reconfigure the firm‘s resource base by deleting 

decaying resources or recombining old resources in 

new ways This implies that dynamic capabilities are 

viewed to be essentially path dependent shaped by 

the decisions the firm has made throughout its 

history, and the stock of assets that it holds. 

Dynamic capabilities are argued to comprise of four 

main processes: reconfiguration, leveraging, 

learning and integration; hence, implies that 

dynamic capabilities are viewed to be essentially 

path dependent shaped by the decisions the firm 

has made throughout its history, and the stock of 

assets that it holds. Dynamic capabilities are argued 

to comprise of four main processes: 

reconfiguration, leveraging, learning and 

integration. 

Nyariki (2013) asserts reconfiguration referring to 

the transformation and recombination of assets and 

resources, such as the consolidation of 

manufacturing resources often occurring as a result 

of an acquisition. Leveraging refers to the 

replication of a process or system that is operating 

in one area of a firm into another area, or extending 

a resource by deploying it into a new domain, for 

instance applying an existing brand to a new set of 

products; hence as a dynamic capability, learning 

allows tasks to be performed more effectively and 

efficiently, often as an outcome of experimentation, 

and permits reflection on failure and success. 

Finally, integration refers to the ability of the firm to 

integrate and coordinate its assets and resources, 

resulting in the emergence of a new resource base. 

The dynamic capabilities reflect on the firm’s ability 

to achieve new and innovative forms of competitive 

advantage given path dependencies and market 

positions. The dynamic capabilities enable the firm 

to continuously renew its operational capabilities 

and hence sustaining its performance in the long 

term (Tesot, 2012). The dynamic capabilities theory 

is important to this study because any kind of 

organization must be in a position to identify the 

opportunities and threats in their environment, 

seize these opportunities and maintain 

competitiveness in light of the changing business 

environment; hence, the variables of the study; 

Strategic Planning Practice, Strategic Innovations 

Practice, Strategic Leadership Practice and Strategic 

Evaluation Practice is covered under dynamic 

capabilities theory. 

Resource Dependency Theory 

The resource dependence theory was postulated by 

Pfeffer and Salancik in 1978. Organizational success 

in resource dependency theory is defined as 

organizations maximizing their power (Pfeffer 

1981). Research on the bases of power within 
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organizations began as early as Weber (1947) and 

included much of the early work conducted by 

social exchange theorists and political scientists. 

Generalization of power-based arguments from 

intra-organizational relations to relations between 

organizations began as early as Selznick (1949). 

Resource Dependency Theory characterizes the 

links among organizations as a set of power 

relations based on exchange resources.  

Resource Dependency Theory proposes that actors 

lacking in essential resources will seek to establish 

relationships with others in order to obtain needed 

resources. Also, organizations attempt to alter their 

dependence relationships by minimizing their own 

dependence or by increasing the dependence of 

other organizations on them. Within this 

perspective, organizations are viewed as coalitions 

alerting their structure and patterns of behavior to 

acquire and maintain needed external resources. 

Acquiring the external resources needed by an 

organization comes by decreasing the 

organization’s dependence on others and/or by 

increasing other’s dependency on it, that is, 

modifying an organization’s power with other 

organizations. Although Resource Dependency 

Theory was originally formulated to discuss 

relationships between organizations, the theory is 

applicable to relationships among units within 

organizations. Resource Dependency Theory is 

consistent with ecological and institutional theories 

of organizations where organizations are seen as 

persistent structures of order under constant 

reinterpretation and negotiation, interacting with 

an indeterminate environment of turbulence and a 

multitude of competing interests. 

 Resource dependence theory has implications 

regarding the optimal divisional structure of 

organizations, recruitment of board members and 

employees, production strategies, contract 

structure, external organizational links, and many 

other aspects of organizational strategy. The theory 

argues that organizations depend on resources, 

these resources ultimately originate from an 

organization's environment, the environment, to a 

considerable extent, contains other organizations, 

the resources one organization needs are thus often 

in the hand of other organizations, resources are a 

basis of power, legally independent organizations 

can therefore depend on each other and power and 

resource dependence are directly linked. 

Organizations depend on multidimensional 

resources: labor, capital and raw material. 

Organizations may not be able to come out with 

countervailing initiatives for all these multiple 

resources. Hence organization should move through 

the principle of criticality and principle of scarcity. 

Critical resources are those the organization must 

have to function. An organization may adopt 

various countervailing strategies like associating 

with more suppliers, or integrate vertically or 

horizontally. Resource dependence concerns more 

than the external organizations that provide, 

distribute, finance, and compete with a firm.  

Although executive decisions have more individual 

weight than non-executive decisions, in aggregate 

the latter have greater organizational impact. 

Managers throughout the organization understand 

their success is tied to customer demand. 

Managers' careers thrive when customer demand 

expands. Thus customers are the ultimate resource 

on which companies depend. Although this seems 

obvious in terms of revenue, it is actually 

organizational incentives that make management 

see customers as a resource. Organizations have to 

find ways on how to improve the services of the 

organizations towards the customers since 

customers are the resources relied on by the 

organization especially supply of water to clients. 

Organizations have to work on strategies; planning, 

innovations, leadership and evaluations in order to 

satisfy the clients. 
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Conceptual Framework 

 

 

 

 

 

Independent Variable     Dependent Variable 

Figure 1: Conceptual Framework 

 

Review of study variable 

Strategic Planning Practice and Service Delivery  

Strategic planning is an organization management 

activity that is used to set priorities, focus energy 

and resources to strengthen operations. Strategic 

planning involves identification of most important 

options towards the realization of a practical vision 

(Bryson, 2015). A strategy is seen as the approach 

to be used step by step by an organization to most 

effectively accomplish its mission towards a 

practical vision. It is a set of procedures and tools 

designed to help leaders, managers and planners 

think and act strategically. In this study, strategic 

planning shall be measured by Timely planning, 

Organizational control systems, Organizational 

competitive advantage and Organizational resource 

utilization.  

Strategic planning is a process not done as a once 

off activity but as a continuous process. It helps 

stakeholders in an organization or a project 

determine what they intend to accomplish in a 

specified period of time (Barry, 2015). This ensures 

that employees and other stakeholders are working 

towards common goals that have established 

agreement around intended outcomes or results, 

assess and adjust the organizations direction in 

response to actions that shape and guide what an  

organization serves, what it does and why it does it, 

while focusing on the future (BSSI,2014). Strategic 

planning thus enhances target attainment and thus 

service delivery, for example, UN Agencies (UNA) 

drives focus through its engagement acceptance 

process which is also a central component of the 

organization risk management system. The process 

ensures that the organization only accepts projects 

that emphasize their strategic plan. Specifically, this 

assessment checks that new projects offer effective 

contributions to national capacity development and 

incorporate the three dimensions of sustainability, 

which are; sustainable project management, 

sustainable infrastructure and sustainable 

procurement. A case in point is where they ensure 

that all projects are screened and approved using 

minimum sustainability standards with higher 

sustainability targets negotiated wherever possible.  

It should be noted that strategic planning is not 

given the weight it deserves as an important aspect 

for ensuring transforming the lives of the people 

(Paul, 2015). In the study of sustainability in India, it 

rated the strategic planning in local government as 

moderately low primarily due to uncertainty; 

regarding factors such as failure to get continuous 

support. It is important to note that the details of 

the strategy must be based on the whole spectrum 

of environmental, social and political conditions. It 

was noted that performance strategy created 

during the design phase with its complement of 

completion indicators are more than the norm in 

development projects around the world (IFAD, 

2012). According to Schilder (2013), successful 

efforts, involve stakeholders support. Strategic plan 

development requires consideration and 

articulation of values and priorities; the plan should 

Strategic Planning  
 Time frame of plans 
 Periodic review of the strategic plan  
 Technical capability 

Service Delivery  
 Working service delivery charter  
 Program targets and deadlines  
 Proper accountability mechanisms  
 Public feedback mechanism  
 The rating of employees’ satisfaction levels 
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reflect views expressed by all those involved in the 

process.  

According to Mulwa (2010), strategic planning 

concerns itself with vision, mission, goals and values 

of the organization, which the organization will 

serve, organization role in the community further 

concerned with resources needed – people, money 

expertise, relationships and facilities. Bryson (2015) 

observed that strategic planning is a technical 

approach that is, the planning team should be 

hybrid so that there is some assurance that both 

political and technical concerns are addressed. It 

fuses planning and decision making. County 

governments in Kenya face various challenges 

especially related to strategic planning. For 

instance, there is evidence that there are no 

satisfactory resources availed to complete the 

necessary internal and external oversight and audits 

that are in county governments legislation (GoK, 

2015). Second there is no guarantee that ordinary 

counties will be fully knowledgeable and able to act 

effectively in developing plans for effective service 

delivery. Thirdly the county government programs 

are subject to cumbersome processes of 

coordination with other government agencies 

opening a loop hole for fraud and corruption. This is 

especially significant against broader efforts to 

decentralization.  

Further it will be necessary to develop procedures 

for effective cost planning in support of project 

implementation as it is necessary to address the 

politicized nature of the County funds, in order to 

ensure project completion regardless of electoral 

results. In the prevailing scenarios County funds are 

dispersed to various projects without due reference 

to neither Strategic plans nor the time frame of the 

project. Nyandemo (2010) argues that the repairs 

maintenance, rehabilitations are given equal 

chances like a planned and approved project 

depending on the political environment and 

availability of funds therefore. There is need to 

consider the influence of a Strategic plan to further 

funding. This is not given attention it deserves 

before discernment of the funds, therefore 

significantly affects the completion of the project. 

The researcher suggests that strategic planning as 

an approach should be leveraged upon to enhance 

sustainability in project management since much of 

its benefits can be attested for.  

A significant number of recent investigations 

suggest that an efficient and effective strategic 

planning system can enhance service delivery. On 

the average, organizations that plan outperform 

those that do not. In one of such studies by Rhyme 

(2013) on influence of strategic planning systems on 

financial performance, it can be concluded; 

organizations with strategic planning systems more 

closely resembling strategic management theory 

were found to “exhibit superior long-term financial 

performance both relative to their industry and 

absolute terms”.  

The major studies of strategic management carried 

out in Nigeria by Oyedijo and Akinlabi (2004 & 

2008) found support for the strategic planning and 

corporate performance hypothesis. For instance, 

their studies revealed that SMEs corporate financial 

performance tends to increase with a unit increase 

in the level of practice of strategic planning. The 

higher the overall level of strategic management 

practice by SMEs, the higher the financial 

performance of the SMEs expressed in terms of 

earnings per share, profit before tax, return on 

capital employed, net asset, current or working 

capital ratio, increase in relative market share, 

continuing addition of new products and products 

lines, and total deposits. For all the financial 

performance indicators used, performance tended 

to increase significantly as the level (or degree of 

sophistication) of strategic management increased.  

METHODOLOGY 

Descriptive research survey design was therefore 

used to determine an association between the 

conceptualized independent and dependent 

variables as shown in the study’s conceptual model. 

Target population encompassed all departments 

with focusing to staff that were directly linked to 

departmental decision making. The study target 
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was 51 respondents from 4 departments under 

study. These departments included Human 

Resource, IT, Finance and Inspectorate. The 

sampling frame of this study comprised of all 51 

staff members. Samples refer to subsets or small 

parts of the total number that could be studied 

(Mugenda & Mugenda, 2009). Sampling frame 

provided a list containing items from which a 

sample is drawn (Kothar, 2004); hence, current 

study used purposive sample technique and made a 

survey on the whole population of 51 employees in 

the department of County Government of 

Kakamega; Kenya since it was manageable. Primary 

data was collected by means of self-administered 

questionnaires. The questionnaires had structured 

questions. These questionnaires were structured 

and designed in multiple choice formats. 

Data collected from the field was coded, cleaned, 

tabulated and analyzed using both descriptive and 

inferential statistics with the aid of specialized 

Statistical Package for Social Sciences (SPSS). 

version 24 software. Descriptive statistics such as 

frequencies and percentages as well as measures 

of central tendency (means) and dispersion 

(standard deviation) was used. Data was also 

organized into graphs and tables for easy 

reference. Further, inferential statistics such as 

regression and correlation analyses was used to 

determine both the nature and the strength of 

the relationship between the dependent and 

independent variables. Correlation analysis is 

usually used together with regression analysis to 

measure how well the regression line explains the 

variation of the dependent variable. The linear 

and multiple regression plus correlation analyses 

were based on the association between two (or 

more) variables. SPSS version 24 is the analysis 

computer software that was used to compute 

statistical data. 

Study conceptualized Regression Model; 

y = β0+β1X1 + ε  

y = Service Delivery 

β0 = Constant 

X1= Strategic Planning Practices 

{β1} = Beta coefficients 

ε = the error term  

FINDINGS AND DISCUSSIONS 

The study involved 51 questionnaires being 

dispatched for data collection, 48 questionnaires 

were returned completely filled, representing a 

response rate of 94% which was good for 

generalizability of the research findings to a wider 

population.  

Descriptive statistics: Strategic Planning Practices 

on Service Delivery 

Strategic Planning variable was used as the first 

objective which sought to examine the influence of 

Strategic Planning Practice on Service Delivery in 

the water department of the County Government of 

Kakamega; Kenya. The agreement ranged from 1 

strongly disagree, 2-Disagree, 3-undecided, 4-agree 

and 5 strongly agree. SDV is the standard deviation. 

13.7% of the respondents strongly agreed that 

formulated strategic plan is recognized by the 

management which spells out the importance of 

the strategic plan practices and additional 27.5% of 

the respondents agreed for similar sentiments. A 

mean of 3.16 suggested that Strategic Planning 

Practices is essential on Service Delivery. From the 

results 15.7% of the respondents strongly agreed 

that their Strategic plan is often reviewed; hence, 

implying that the practice has value, while 

additional 19.6% were undecided having a mean of 

3.13. Significant standard deviation implied that 

some groups were not of the ideas mentioned in 

the questionnaire. 

In regard to division of labour and specialization as 

concerns the strategic planning, 11.8% of the 

respondents strongly agreed and 27.4 % agreed and 

17.6% undecided. Furthermore, 13.7% strongly and 

29.4% agreed that groups have the knowledge and 

supported that all activities are handled with the 

strategic plan. Lastly, 19.6% of the respondents 

strongly agreed that there exist capacity building in 

the organization. 15.7% of the respondents agreed 
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with similar sentiments with a mean of 3.32 with 

significant standard deviation of 1.046. A mean of 

3.30 with a standard deviation of 1.169 indicated 

that not all groups have the idea knowledge of 

capacity building 

Inferential Statistics 

Correlation Analysis 

There is significant linear relation between 

independent and dependent variables as well as 

among independent variables themselves. The 

results indicated that the relationship between 

Strategic Planning Practices and Service Delivery 

was positive and significant (R=0.511, P=.0000). This 

implieD that the Strategic Planning Practices 

influences Service Delivery.  

From the results, the model summary showed that 

R2 = 0.607; implying that 60.7% variations in the 

service delivery in the County Government of 

Kakamega; Kenya is explained by strategic planning 

while other factors not in the study model 

accounted for 39.3% of variation in service delivery 

in the County Government of Kakamega; Kenya. 

Further, coefficient analysis showed that Strategic 

Planning has positive significant influence on 

Service Delivery of the County Government of 

Kakamega; Kenya (β = 0.218 (0.073); at p<.01). This 

implied that a single improvement in effective 

strategic planning will lead to 0.28 unit increase in 

the Service Delivery in the County Government of 

Kakamega; Kenya. Therefore, the linear regression 

equation was; 

(i) y =  0.506 + 0.218X1  

Where; Y = Service Delivery, X1 = Strategic Planning 

Study hypothesis (H01) stated that Strategic 

Management does not significantly influence 

Service Delivery in the County Government of 

Kakamega ; Kenya. However, regression results 

indicated that strategic planning significantly 

influence Service Delivery in the County 

Government of Kakamega (β = 0.919 (0.218) at 

p<0.01). Hypothesis one was therefore rejected. 

The results indicated that that a single 

improvement in effective strategic planning would 

lead to 0.218 unit increase in the Service Delivery  in 

the County Government of Kakamega ; Kenya. 

CONCLUSIONS AND RECOMMENDATIONS 

The study examined the Strategic Planning on 

Service Delivery in Water Department of the County 

Government of Kakamega; Kenya. The study sought 

to test the null hypothesis which was; there is no 

significant relationship between Strategic Planning 

and Service Delivery. It was implied that some of 

the respondents were undecided on various 

statements related to Strategic Planning. The 

statements had different conclusions. Multiple 

linear regression results using un-standardized beta 

coefficients showed that there exists a positive and 

significant influence of Strategic Planning on Service 

Delivery. This implied that when other variables in 

the model are controlled, a unit change in Strategic 

Planning would result to significant change in 

Service Delivery in the same direction. Therefore, 

the null hypothesis was rejected as Strategic 

Planning has significant influence on Service 

Delivery. 

The findings of this study indicated that Strategic 

Planning has significant influence on Service 

Delivery. Therefore, from the study, it can be 

concluded that Strategic Planning influences Service 

Delivery in the water Department of the County 

Government of Kakamega. Improvement in 

Strategic Planning would result to increase Service 

Delivery.  

Since most of respondents were in favour of 

strategic Planning Practice, the study recommended 

that there is need for increased training and 

knowhow of what strategic planning is on the 

service delivery in the Water Department of the 

County Government of Kakamega; Kenya, since the 

practice is positively significant to the service 

delivery. 

Areas for further research 

This study sought to establish influence of Strategic 

planning Practices on the Service Delivery in the 

Water Department of the County Government of 
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Kakamega; Kenya.  However, there is need for 

further studies to consider other constituencies in 

Kenya so as to have great contribution to the 

economy in terms of Service Delivery as concerns 

water which is essential to the communities. 

REFERENCES 

Abesiga, P., Netswera, F. G., & Zziwa, G. (2015). Strategic Management Practices and the Performance of 

Small and Medium Agribusiness Enterprises (SMAEs) in Western Uganda, Unpublished Dissertation, 

Mbarara University of Science and Technology 

Akingbade, W. A. (2014). Impact of Strategic Management on Corporate Performance in Selected Indigenous 

Small & Medium Scale Enterprises in Lagos Metropolis, Unpublished M.Sc. Thesis, Department of 

Business Administration Management Technology; Lagos State University, Ojo; Lagos. 

Abdalla, Y. I. (2015). Effects of strategy evaluation on organizational performance: A case of Centre Star 

Company limited (Doctoral dissertation, United States International University Africa).  

Aguoru, C. N., Orsaah, S., & Umogbai, M. (2018). Effect of Strategic Analysis and Strategy 

 Implementation on Service Quality of a Popular Telecommunication Company in Nigeria, 

International Journal of Scientific Research and Management, 6(04) 

Akaegbu, J. B., & Usoro, A. A. (2017). The place of organisational capabilities in strategy  formulation and 

implementation: an exploratory analysis. Global Journal of Social  Sciences, 16, 39-48. 

Akpan, E. I. (2016). Monitoring Recruitment and Selection Practice: A Therapeutic Strategy for  Quality 

Service Delivery in Nigerian Public Universities. Journal of Economics, Management and Trade, 1-7. 

Angote, S. (2009). Analyzing HRD needs in the public service: The Kenya Experience. Capacity Building 

Seminar Paper, Arusha, Tanzania.  

Bharti, K., Agrawal, R., & Sharma, V. (2015). Literature review and proposed conceptual framework, 

 International Journal of Market Research, 57(4), 571-604. 

Bayo, P. L., & Red-well, E. E. (2021). Strategic management process and firm’s productivity of plastic 

manufacturing companies in south-south, Nigeria, Research Journal of Management Practice| 

ISSN, 2782, 7674 

Baron, R. (2010).Impact of Citizen Charter in Service Delivery: A Case of District Administration Office. 

Kathmandu  

Barry, G.E (2015). Does Strategic Planning improve company performance? Long-range Planning, 19, 2:106-

120.  

Barzilai, M. & Moores, J. (2011).Improving service delivery in FM: case study of a UK Hospital facilities 

directorate. Journal of Facilities Management, 4(4) 27  

Bem, S. M. (2011). Local Governance Support Project-Learning and Innovation Component (LGSP-LIC), Local 

Government Division, Government of Bangladesh.  

Besley, T. & Ghatak, M.(2007). Reforming Public Service Delivery, Journal of African Economies, Volume 16, 

AERC Supplement 1, 127–156.  

BSSI (2014). Strategic Management, London: Kogan page Ltd an Association with  

 Ahmed, 47-87 



 
Page: - 358 -   The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com  

 

Bruun, H. H., (2007). Science,Values and Politics in Max Weber’s Methodology. Rethinking classical sociology, 

Publisher: Aldershot, Ashgate, 298  

Bryson, R & Ruel, L. C.,(2015). The Relationship of Strategic Planning to Financial Performance, Strategic 

Management Journal, 7, (3) 18-30 

CADP, (2010). County Annual Development Plan. County Government of Nairobi.  

CGA, (2010). County Government Act of 2012. Devolution Kenya.  

Chemwei, B, Leboo, C., & Koech, S.J. (2014). Factors that Impede the Implementation of Strategic Plans in 

Secondary Schools in Baringo District, Kenya. International Journal of Humanities and Social Science 

4(5),  

Crawford &  Bryce (2003). Participatory Project Management by Development Organizations  

Daft & Armstrong (2009). The Systems Theory, the Strategic Responses to Changes in the Environment.  

Denison, D.R. (1990). Corporate Culture and Organizational Effectiveness. New York: John Wiley and Sons.  

Dobbin, P.F. (1974). Management Tasks, Responsibilities and Practices, New York: Harper and row.  

Dostal & Olsson, J. (2015). Key concepts for new service development. The Service Industries Journal, 16, 

140–164. 

Drazin, R and Howard, P. (2002), Strategy implementation: a technique for organizational design, Journal of 

Management Studies, 34(3),465-85.  

Ebeclin.  ( 2015). Development Policy Management Division, Addis Ababa.  

Franken, (2009). Affective and cognitive factors in preferences, Journal of Consumer Research ©1982, Inc.  

GoK. (2015). Introduction to Entrepreneurship Development, Corporate Governance and Small Business 

Management.  

Gwayi, M. S., (2010). Masters’ Thesis: Service Delivery Challenges: King Sabata Dalindyebo Local 

Municipality: Mthatha. Nelson Mandela Metropolitan University, South Africa.  

Hatry, Harry. (2006). Performance Measurement: Getting Results, 2d ed. Washington, DC: The Urban 

Institute.  

Hitt, Ireland, & Hoskisson ( 2007). How can Managers Use Participative Leadership Effectively? 

http://www.task.fm/participative-leadership.  

Hofstede,C. (2012). Masters’ Thesis: Service Delivery Challenges: King Sabata Dalindyebo Local Municipality: 

Mthatha. Nelson Mandela Metropolitan University, South Africa. 

Hodgson P, & White R. Leadership (2003). Learning, Ambiguity and Uncertainty and Their Significance to 

Dynamic Organisations. In: Peterson R, Mannix E, eds. Leading and Managing People in the Dynamic 

Organisation. Hillsdale, NJ: Lawrence Erlbaum; 2003. 

IFAD (2012). An Analysis of Strategic Management Approach to Management of Small and Medium Scale 

Enterprises in Nigeria. Nigeria: University of Nigeria Press.  

Kamla, B., (1991). “Our Indivisible Environment. Report of a South Asian Workshop on Environment” 

FFHC/AD, FAO, 1991. 

http://www.untag-smd.ac.id/files/Perpustakaan_Digital_2/ORGANIZATIONAL%20BEHAVIOUR%20Leading%20and%20managing%20people%20in%20the%20dynamic%20organization.pdf#page=196
http://www.untag-smd.ac.id/files/Perpustakaan_Digital_2/ORGANIZATIONAL%20BEHAVIOUR%20Leading%20and%20managing%20people%20in%20the%20dynamic%20organization.pdf#page=196


 
Page: - 359 -   The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com  

 

Kamla, B., (1998). “Borders and Boundaries Women in India's Partition” Co-authored with Ritu Men on. 

FFHC/AD, FAO, 1998  

Kaplan  & Norton (2005). The principles of Scientific Management., New York: Harper Brothers.  

Kearney, A.T. (2011). The theory of everything in operations, Chicago: Kearney, Inc.  

Kusek, T.G. & Babrah, S. (2009). Services Marketing, Kalyani  Publishers.  

Gordon & Di Tomaso (1992). Performance Management and Agency Governance for Africa Development: 

The search for common cause on Excellence in the Public Service. UNCEA, Addis Ababa.  

Khalid, S. A. (2010). Improving the Service Delivery: A Case Study of a Local Authority in Malaysia, Global 

Business Review, 11 (1) 65-77.  

Kothari, C. (2014) “Research Methodology – Methods and Techniques” New Age International (P) Ltd, New 

Delhi  

Lim, C. (2010). Services sector: Its importance for development and potential impacts of its liberalization. CIS 

Regional Workshop on WTO Accession, UNDP/SURF-WCA, Dakar.  

Luthans, F.  (2011). Organizational Behavior, Publisher: Tata McGraw Hill, Twelfth Edition  

Makanga, (2017). Effect of Strategic Management Practices On the Performance of KPLC in Kenya. 

International Studies of Management and Organization, 36 (3), 7-21.  

Maurice, G. (2011). "Contextual factors affecting the deployment of innovative performance measurement 

systems", Journal of Applied Accounting Research, 12 (3), 260 – 277, Emerald Group Publishing Limited  

Matt, F., Vivek, C., & Shah, P.A.,(2015).Approach to Evaluating your institutions’ Service delivery Model.  

McKernian, P. (2006). Exploring Environmental Context within the History of Strategic Management, 

International Studies of Management and Organization, 36 (3), 7-21. 

Michael. H., & James C.,(2013). Reengineering the Corporation: A Manifesto for Business Revolution, Harper 

Business, Publisher: Harper business.  

Morgan, G. (2007). Images of organization, Publisher: Thousand Oaks: Sage  

Mulwa, A.A. (2010). Entrepreneurship Development in Small and Medium Enterprises: Key Success Factor. 

Lagos J Morgan,   journal of Business, 2 (1) 35-46.  

Mungania & Karanja (2015). Transformational leadership and market orientation: Implications for the 

implementation of competitive strategies and business unit performance. Journal of Business 

Research, 60(4), 314-321  

Municipal Research and Services Centre  (2013).  Definition of service delivery.  

Nicole (2010). Municipal Services Delivery: A Survey of Washington Cities and Towns. Report No. 26. 

Municipal Research Services Centre of Washington.  

Njau, E. (2010). Performance contracting in Kenya – A critical evaluation of the monitoring and evaluation 

system paper  

Nmadu, N., & Akingbade, J., (2014). The strategic management of people in work organizations: review, 

synthesis, and extension, paper presented at the Academy of Management. Lagos D.C.  

Nuguti, M. S., (2009). Masters’ Thesis: Service Delivery Challenges: King Sabata  



 
Page: - 360 -   The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com  

 

Nyandemo, M.,(2010). Strategic Management in some Kenyan Businesses: “A business reality”. Journal of 

Management Research and Development, 1, 17-23 

Obong’o. (2009). Strategic Management, New York: McGraw-Hill Publisher.  

Odero & Shitseswa (2016). Impact of Strategic Management on Corporate Performance in Selected 

Indigenous Small & Medium Scale Enterprises in Lagos Metropolis, Unpublished M.Sc. Thesis, 

Department of Business Administration & Management Technology; Lagos State University, Ojo; 

Lagos.  

Osborne, D. & Gaebler, T. (1992), Re-inventing government: How the entrepreneurial spirit is transforming 

the public sector, 1st edition, Plume, New York.  

Oyedijo, A & Akinlabi, H. (2008). Relationship between the Intensity of Strategic Management and Corporate 

Financial Performance in Nigerian Banks, International Journal of Multi-disciplinary Research, 1 (1) 52-

61.  

Oyedijo, A. (2004). Strategic Management: An Introductory Text. Lagos: Strategic International Press Ltd.  

Oyedijo, A & Akinlabi, H. (2008). Relationship between the Intensity of Strategic Management and Corporate 

Financial Performance in Nigerian Banks, International Journal of Multi-disciplinary Research, 1(1)52-

61.  

Oyedijo, A. (2014). Strategic Management: An Introductory Text. Lagos: Strategic International Press Ltd, 

(Chapter Two).  

Paul. M.  (2015). Service Delivery in Local Governments in Kenya. 

Qingmin, Hao, Helmut Kasper, Juergen Muehlbacher, (2012) "How does organizational structure influence 

performance through learning and innovation in Austria and China", Emerald Group Publishing 

Limited. Chinese Management Studies, 6 (1),36 – 52.  

RALGA, M. K. (2010). Services Marketing, Delhi, India: Pearson Education Ltd. “Organizational culture", 

Academy of Management Journal, 49 (3) 433–458.  

Randall, R. (2009), Strategic Thinking versus Strategic Planning, 2000 Regency PKWY  

Ravasi, D., Schultz, M. (2006). "Responding to organizational identity threats: exploring the role  

Regner (2003). The development of a strategic control system for the management of strategic change,  

Strategic Change, (10) 297-305.  

Richard, I, Declerck, R & Hayes, R. (2009). From Strategic Planning to Strategic Management. New York: John 

Wiley.  

Robbins P., Lukea-Bhiwajee, S. D. & Naidoo, P. (2015). Service Quality in the Public Service. International 

Journal of Management and Marketing Research, 3(1) 37-50.  

Ryan, M. K. (2009). Services Marketing Delhi, India: Pearson Education Ltd.  

Rwandese Association of Local Government Authorities (2010). Factors affecting service delivery in local 

governments: A Study Report. Kigali.  

Sasaka (2017). Effect of Strategic Management Practices On the Performance of Corporate Social 

Responsibility of State Parastatals in Kenya. International Studies of Management and Organization, 

36 (3), 7-21.  



 
Page: - 361 -   The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com  

 

Stenzel (2013). Dynamics of Governments and public service delivery in local governments,  

Tamrakar, R. (2010). Impact of Citizen Charter in Service Delivery: A Case of District Administration Office. 

Kathmandu.  

Thompson .A. & A. J. Strickland III (2003), Strategic management: concepts and cases -13th  Boston: McGraw-

Hill/Irwin. 49 (3) 433–458  

Uzel J. M; Namusonge G.S, & Obwogi.J. (2013). Effects Of Strategic Management Drivers on the Performance 

of Hotel Industry In Kenyan Coast. European Journal of Business and Innovation Research 2 (1), 63-92. 

Ul Mujeeb Ehtesham, Tahir Masood Muhammad, Shakil Ahmad Muhammad.(2011).Relationship between 

Organizational Culture and Performance Management Practices: A Case of COMSATS Institute of 

Information Technology. Journal of Competitiveness,5 (4).  

West, G. P. (2011).Coproduction: Citizen Participation in Service. Public Administration Review, 40 (3) 240-

246.  

Whitaker,G.P.(1980).Coproduction: Citizen Participation in Service. Public Administration Review. 40 (3) 240-

246.  


