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ABSTRACT 

The study examined the relationship between total quality management practices and the performance of 

Level four Hospitals in Kilifi County. The explanatory research design was utilized in this study. The targeted 

population was 303. The unit of analysis included Kilifi level four hospital, Mariakani level four hospital, 

Malindi level four hospital and Tawfiq level four hospital. The study used the stratified random technique to 

select the respondents. The sample size was 172 respondents, obtained using the Yamane formula. Content 

analysis was used to examine the qualitative data and the results were presented in writing. Quantitative 

results included both descriptive and inferential statistics. The study found the health care continuous 

improvement, customer focus, employee empowerment and top management commitment had a positive 

and significant relationship with the performance of level 4 hospitals in Kilifi County. The study concluded 

that the hospitals the employees are motivated through benchmarking which enable a mindset and culture of 

continuous improvement and the hospital management encourages engagement of employees in decision 

making. The hospitals offer prices that are affordable to their which has enabled it to increase their client 

base and hence better performance. The hospital had empowered their employees by laying trust on them 

and motivated them for better performance. The management of the hospitals were committed towards 

seeing better performance of the level four hospitals within the County. The study recommended that the 

hospitals should guarantee that there is effective communication which is a key element for the continuous 

culture through conveyance of the right message on the right time to enable the employees align with the 

corporate culture. The hospital management should first identify customer needs and expectations. Seek and 

promote customer feedback by allowing the customers to share their views of the hospitals on an individual 

basis. The hospital management should carry out delegation of duties to employees with and intention to 

grow and develop the capabilities and responsibilities of its employees. The hospital management should 

build better employee-employer relationships by indispensably motivate its workforce, give due credit and 

recognize a job well done and ensure that the employees are regularly and steadily consulted about critical 

decisions. 
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INTRODUCTION 

The performance and sustainability of the hospital 

are beneficial to society (Gabra, Yousef & Abood, 

2019). There are two critical measures of any 

institution's performance: financial and non-

financial. Financial performance metrics are 

extracted from the published accounts and 

information of the company (Valentine, 2017). 

Financial performance measures are the ultimate 

goal for any business (Ngothi, 2020; Shambaro, 

2017; Lala, Ndinya, Ogada, Chepkulei, Omido & 

Apollo, 2019). The non-financial measures of the 

performance are subjective and can incorporate 

customer satisfaction, employee retention and 

customer service (Choge, 2020). 

Hospitals' performance can be determined through 

financial and non-financial performance indicators 

(Moore, Robbins, Quinn & Arbogast, 2021). 

Financial performance measures, also termed 

subjective measures, relate to economic indicators, 

such as profitability, sales growth, return on assets, 

or sales (Wu, Deng, Wang & Wang, 2021). Good 

performance is essential for every institution and 

cannot just be thought to be performing when it 

cannot be gauged, monitored and tested against 

the set requirements. Hospital performance 

evaluation is a significant management element 

that influences hospitals' quality and quantity of 

healthcare delivery (Tasi, Keswani & Bozic, 2019). 

Health care administration and leadership are 

required to make decisions and ensure that the 

hospital provides quality, accessible and affordable 

healthcare services. 

TQM practices aim to achieve excellence involving 

all employees (Zaid, Arqawi, Mwais, Al Shobaki & 

Abu-Naser, 2020). In healthcare settings, the 

performance of the employees can be measured 

based on the health outcomes and patient 

satisfaction (Yousef, 2017). It was indicated by 

Gabra, Yousef and Abood (2019) that knowing the 

problems that hinder TQM execution enables an 

organization to create more effective techniques for 

executing TQM in healthcare. The TQM can include 

health care regular improvement, client oriented, 

worker empowerment and top management 

deviation (Ishijima, Miyamoto, Masaule &John, 

2021; Kavulya, Muturi, Rotich & Ogollah, 2018; 

Sajld; 2019; Mutiso, 2017; Mwihia, 2020; Leonard & 

Needham, 2020; Mwikali & Bett, 2019). 

In 2014, the Republic of Kenya noted that it has 

various healthcare facilities, which begin with the 

community healthcare facilities and then go on to 

high levels of healthcare facilities where complex 

scenarios are referred to. Dispensaries and small 

health centers are the basic healthcare facilities. 

Public hospitals in Kenya are categorized into six 

levels depending on the infrastructure (Nzinga, 

McKnight, Jepkosgei & English, 2019). In the study, 

only level four hospitals will form the unit of 

analysis. Level 4 sub-county healthcare facilities 

take care of around 100,000 individuals. In Kilifi 

County, the numbers of level four hospitals are 

four. These include Kilifi level four hospital, 

Mariakani level four hospital, Malindi level four 

hospital and Tawfiq level four hospital (MoH, 2017). 

However, the quality of services from the public 

hospitals in Kenya has been inadequate. In some 

cases, poor performance has characterized the 

hospitals (Barasa, Cleary, Molyneux & English, 

2017). In Kenya, the performance of public hospitals 

has not been optimal. The health care facilities are 

currently encountering challenges on various 

accounts. The prices of medicines are increasing 

daily, hospitals are dilapidated, death rates are 

rising, and hospitals are destitute (Ngure & 

Waiganjo, 2018). It is estimated that 74,000 

children in Kenya die every year before reaching the 

age of 5 years (Dennis, Benova, Abuya, Quartagno, 

Bellows & Campbell, 2019). 

In addition, Kenya still has a relatively high infant 

mortality rate at 362 deaths per 100,000 live births 

(Abuga, Kariuki, Kinyanjui, 2018). Further, there 

have been regular countrywide strikes of medics in 

the public hospital, citing poor working conditions 

and the government's failure to address their 

grievances (Kithinji, 2019). The infant mortality rate 

in Kilifi County was 51.13 in 2015, 50.06 in 2016, 

49.83 in 2017, 49.62 in 2018 and 49.59 in 2019. 



 

 
Page: 421   The Strategic Journal of Business & Change Management. ISSN 2312-9492 (Online) 2414-8970 (Print). www.strategicjournals.com  

Tengah and Otieno (2019) reported that public 

hospitals in Kilifi County lack enough health 

workers, which deteriorates the performance of 

these hospitals. This forms the motive behind the 

conducting of the present research. 

Statement of the Problem 

The public hospitals performance in Kenya has not 

been optimal. The quality in healthcare is still a 

distant dream for hospitals in Kenya. In Kilifi County, 

the performance of some public hospitals has been 

dismal, leading to loss of life. The infant mortality 

rate in the county was 51.13 in 2015, 50.06 in 2016, 

49.83 in 2017, 49.62 in 2018 and 49.59 in 2019 

(United Nations Inter-Agency Group for Child 

Mortality Estimation, 2020). This implies an average 

of 49 deaths per 1000 live births between 2015 and 

2019. Moreover, it is reported that level four 

hospitals in Kilifi County have inadequate doctors 

and nurses to attend to patients despite the private 

hospitals in the region having enough doctors and 

nurses (Tengah & Otieno, 2019).  

This forms the motive behind the current study to 

evaluate the effect of TQM practices on the 

performance of public healthcare facilities in Kilifi 

County. The preceding studies are inadequate to 

make comprehensive inferences regarding level 

four hospitals in Kilifi County. For instance, Oloo, 

Atambo and Muturi (2017) examined the impact of 

procurement procedures on the effectiveness of 

Kenya's public healthcare institutions. The research 

was focused on procurement practices, thus 

presenting a conceptual gap. Moreover, Mwikali 

and Bett (2019) surveyed the impact of TQM 

practices on service delivery at the Nairobi hospital. 

The research was performed in a private hospital, 

depicting a contextual gap.    

Moreover, Abubakar and Wainaina (2019) looked at 

employee turnover and healthcare facility 

performance of chosen private healthcare facilities 

in Kilifi County. The study was concentrated on 

private hospitals and thus depicted a contextual 

gap.  Hence, based on the few reviewed studies, the 

scholars have only illustrated the theoretical 

knowledge of the influence of TQM practices and 

performance since none of them focused on level 

four hospitals in Kilifi County. Thus, there was a 

need for further studies. Therefore, the knowledge 

gap was ascertained by examining the effect of 

TQM practices on the performance of level four 

hospitals in Kilifi County. 

Objectives of the Study 

The main objective of this study was to explore if 

there is a correlation between the performance of 

Kilifi County's Level Four Hospitals and total quality 

management techniques. The study was guided by 

the following specific objectives; 

 To find out the relationship between health 

care continuous improvement and performance 

of level four hospitals in Kilifi County 

 To examine the relationship between customer 

focus and performance of level four hospitals in 

Kilifi County 

 To determine the relationship between 

employee empowerment and performance of 

level four hospitals in Kilifi County 

 To examine the relationship between top 

management commitment and performance of 

level four hospitals in Kilifi County 

LITERATURE REVIEW 

Theoretical literature review 

Kaizen Theory 

The Kaizen Theory was discovered by Masaaki Imai 

(1986). The kaizen theory is based on the principle 

that processes are improved, mastered, and further 

improvement is identified (Anderson, 

Rungtusanatham & Schroeder, 2004). Kaizen is a 

method of executing small and incremental changes 

to attain good quality and greater efficiency. The 

theory purports that employees often suggest 

changes and arise due to organizational culture, 

motivating workers to identify and recommend 

improvements (Dudin, Frolova, Gryzunova & 

Shuvalova, 2015). This implies that they result in 

quicker delivery, reduce costs and greater customer 

satisfaction. The critical objective of the theory is to 

determine and get rid of waste in every sector that 

could lead to inefficiency (Landesberg, 2009). The 
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Kaizen theory indicates that continuous quality 

emphasis can determine significant quality 

enhancement (Sollecito & Johnson, 2013). 

Coordination theory 

The proponents of the coordination theory were 

Kevin Crowston, Joseph Rubleske and James 

Howison in 1994. The theory reports that effective 

coordination of the activities in an organization 

increases financial performance and sustainability. 

The theory assumes that effective coordination of 

the activities is found when the department's 

communication is satisfactory and customers are 

treated worthy (Gittell & Suchmann, 2013). 

Effective coordination of customers is essential for 

customer retention and facilitating the repeat 

purchase of goods and services (Lu, Xiang, & Wang 

2011).  

Empowerment Theory 

The advocate of empowerment theory is Julian 

Rappaport (1981).  The theory states that 

motivation, empowerment and effort influence 

performance.  The theory assumes that empowered 

workers are highly performing than those workers 

who are not empowered.  Empowering the 

employees can be training, involvement in decision-

making and rewards (Perkins & Zimmerman, 1995). 

Workers' empowerment has gotten broader 

recognition as an essential topic in administration 

area (Zimmerman, 2000).  The empowerment 

programs increase productivity, improve client 

contentment, and brings in competitive advantage 

(Turner & Maschi, 2015).  The theory demonstrates 

that employee productivity has a significant impact 

on motivation of the employees in meeting the set 

goals, which can be determined based on the 

empowerment levels (Peterson, 2014). 

Crosby Theory 

Theoretician who advanced the theory was Philip 

Crosby in 1984. The theory assumes the 

performance of any institution can be improved 

through effectiveness in staff management and 

recognition; policies utilized to gauge quality and 

educating staff and workers (Anastasiadou, 2015). 

The theory assumes that quality is the center of 

everything in organizational management. The 

theory indicates that management sets quality 

policies and not from any other person. The 

management has to set policies according to 

customers' needs and desires (Chowdhury, Paul & 

Das, 2007). The theory indicates the organization's 

performance is mainly influenced by the 

management and other employees (Linderman, 

Schroeder, Zaheer & Liedtke, 2004).  

Balanced Scorecard Model 

The significance of a balanced scorecard is that it 

expands the capacities of the administration to 

advance implementations and merchandise 

(administrations) and measure and screen progress 

towards vital objectives (Kaplan, 2010). The 

administration needs to glimpse the foundation's 

monetary exhibition and the use of monetary 

assets, view the institutional presentation from the 

client's perspective or pivotal partners the 

establishment is intended to serve, and view the 

quality and viability of the establishment's 

exhibition related to the merchandise, 

administrations, or other significant business 

strategies (Hoque, 2014; Kaplan & Norton, 2001). 

Empirical Literature Review 

Ker, Wang and Hajli (2018) performed research to 

determine the impact of health care kaizen on 

healthcare service improvement in US hospitals. 

The study's results indicated that adapting HIS has 

more potential to reduce the disorders in the 

outpatient surgery unit and lead to decreasing the 

period and cost concerning patient flow. The study 

concluded that adopting the health care kaizen has 

a favorable and significant impact healthcare 

service improvement. However, the research was 

performed in US hospitals and the current will be 

performed in Kenyan hospitals, thus contextual gap. 

The necessities and requirements of doctors from a 

developed nation like US vary from those from a 

developing country such as Kenya.    

Kavulya, Muturi, Rotich & Ogollah (2018) revealed 

that the client focus and performance of Saccos are 

significantly related. The significance of the 

customer focus is that it stimulates the organization 
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in developing the most effective framework that 

will be compatible with the clients. More emphasis 

on the customers can encourage repeat purchases 

and thus increase the customer base. The most 

performing organization ensures the customers are 

satisfied and their grievances are met in the 

shortest time possible. However, the study 

presented a methodological and contextual gap 

because it adopted the descriptive research design 

and was conducted to SACCOs. 

Research was performed by Metcalf, Habermann 

and Stoller (2018) to ascertain the impact of quality 

practices and worker empowerment on the 

performance of hospital units in USA and revealed 

that employee empowerment is insignificantly 

associated with performance. The respondents 

reported that the cost of operation was not 

influenced by employee empowerment and thus it 

had no significant impact on the performance. It is 

concluded that employee empowerment was 

negatively related to performance. It is 

recommended that the hospital is required to 

create various factors that influence performance.  

A study by Mwihia (2020) sought to look at whether 

to management practices can affect the 

performance of public hospitals in central Kenya. 

The outcome of the study showed that 

performance is positively affected by the 

management practices. The achievement of the 

targets of the employees is highly influenced by the 

management practices. The highly inclusivity of the 

employees in the decision-making process increases 

their commitment which translates to higher 

organizational performance. Conversely, due to the 

current study's exclusive focus on management 

techniques, it is unable to draw any general 

conclusions from it. 

Conceptual Framework 
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Figure 1: Conceptual Framework 
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METHODOLOGY 

This study utilised the explanatory research design 

to explain the relationships of the variables. The 

targeted population was 303. The unit of analysis 

included Kilifi level four hospital, Mariakani level 

four hospital, Malindi level four hospital and Tawfiq 

level four hospital. The unit of observation 

incorporated medical officers, Clinical officers, 

Health records and information officers, Lab 

technicians, public health officers, Pharmacists, 

Pharmaceutical technologists, HTS providers, Peer 

educators and supervisors. A stratified sampling 

technique was utilised. The respondents were 

divided into groups (strata) based on their category. 

Yamane's (1967) formula was used to compute the 

sample size as follows. The research utilised an 

unstructured questionnaire to collect the data.  

Content analysis was applied to examine the 

qualitative data and the findings were displayed in 

writing. Conversely, tables were used to present the 

quantitative results. The results included both 

descriptive and inferential statistics. The multiple 

regression model was as follows; 

                           

Whereby; 

Y=Performance  

X1=Health care continuous improvement 

X2= Customer Focus 

X3= Employee Empowerment 

X4= Top Management Commitment 

B0=Constant Term 

B1,B2,B3B4=Beta Coefficients 

ε=Error Term 

FINDINGS AND DISCUSSION 

Descriptive Analysis Results 

The descriptive analysis results were done by means 

of mean and standard deviation & displayed 

utilizing tables in accordance with the research 

variables as follows: 

Health Care Continuous Improvement 

The descriptive results on health care continuous 

improvement are exhibited in Table 1. 

Table 1: Health Care Continuous Improvement 

 Mean Stan Dev 

The hospital has a quality and functional systems  4.13 0.87 
There are continuous quality audits in the hospital.  3.85 1.15 
The management allows everybody involved in the health care continuous 
improvement process  

4.56 0.44 

There is regular benchmarking of the employees to enhance their 
motivation in this hospital. 

4.67 0.33 

The employees are allowed to put their suggestions on board. 3.58 1.42 
Aggregate score 4.16 0.84 

Source: Research Data (2022) 
 

The findings shown in Table 1 suggest that the 

overall achieved mean score and standard deviation 

was at 4.16 and 0.84 respectively. This shows that 

the respondents were in agreement that health 

care continuous improvement had a relationship 

with the performance of level 4 hospitals in Kilifi 

County. The results concurs with Ker, Wang and 

Hajli (2018) who performed research to determine 

the impact of health care kaizen on healthcare 

service improvement in US hospitals and The 

study’s results indicated that adapting HIS has more 

potential to reduce the disorders in the outpatient 

surgery unit and lead to decreasing the period and 

cost concerning patient flow.  

The respondents were in a strong agreement that 

there is regular benchmarking of the employees to 

enhance their motivation in this hospital and the 

management allows everybody involved in the 

health care continuous improvement process with a 

mean score of 4.67 and 4.56 respectively and 
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standard deviation of 0.33 and 0.44 respectively. 

This means that the hospitals the employees are 

motivated through benchmarking which enable a 

mindset and culture of continuous improvement 

and the hospital management encourages 

engagement of employees in decision making. The 

results agree with Ishijima, Miyamoto, Masaule and 

John (2021) study that sought to examine how the 

5S-Kaizen-TQM strategy may enhance the 

management of healthcare waste in Tanzania and 

the study established that adopting the 5S-Kaizen-

TQM strategy has significantly improved the 

management of healthcare waste. 

The respondents were in agreement that the 

hospital has a quality and functional systems, there 

are continuous quality audits in the hospital and 

that the employees are allowed to put their 

suggestions on board as demonstrated by mean 

score of 4.13, 3.85 and 3.58 respectively and 

standard deviation of 0.87, 1.15 and 1.42 

respectively. This means that the hospitals have 

well-structured functions which defines clearly job 

responsibilities, encourages effective 

communication, increased staff morale, and quicker 

decision-making. The results are consistent with 

Shambaro (2017) found that the teamwork concept, 

upper management commitment, rewards and 

recognition, and TQM concept substantially affect 

the performance of maternal child healthcare 

projects. 

Customer Focus 

The descriptive results on customer focus are 

displayed in Table 2. 

Table 2: Customer Focus 

 Mean Stan Dev 

The hospital management has developed a customer feedback system. 3.02 1.98 
The cost of services in the hospital is affordable to the majority of the residents in 
the county. 

4.69 0.31 

The hospital has a suggestion box for customer feedback to improve service 
delivery. 

4.21 0.79 

 The hospital management has developed a policy of immediate handling of 
customer complaints. 

4.52 0.48 

The hospital emphasizes offering quality services to all the customers/clients 
irrespective of their societal, financial, or ideological affiliations. 

4.07 0.93 

Aggregate score 4.10 0.90 

Source: Research Data (2022) 
 

The findings shown in Table 2 implied that the 

overall achieved mean score and standard deviation 

was at 4.16 and 0.84 respectively. This shows that 

the respondents were in agreement that customer 

focus had a relationship with the performance of 

level 4 hospitals in Kilifi County. This result is in 

collaboration with Kavulya, Muturi, Rotich and 

Ogollah (2018) study findings that revealed that the 

client focus and performance of Saccos are 

significantly related. The significance of the 

customer focus is that it stimulates the organization 

in developing the most effective framework that 

will be compatible with the clients. 

The respondents were in strong agreement that the 

cost of services in the hospital is affordable to the 

majority of the residents in the county and that the 

hospital management has developed a policy of 

immediate handling of customer complaints as 

demonstrated by mean score of 4.69 and 4.52 

respectively with respective standard deviation of 

0.31 and 0.48. This is an implication that the 

hospitals offer prices that are affordable to their 

which has enabled it to increase their client base 

and hence better performance. The finding agrees 

with Nderitu (2020) who reported customers focus 

influence performance positively. The focus on the 

customers increases their commitment and the 

repeat of customers. The focus on the customers 
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further indicates the organization is committed to 

meeting the customers' goals and needs. 

The respondents were in agreement that the 

hospital has a suggestion box for customer 

feedback to improve service delivery and that the 

hospital emphasizes offering quality services to all 

the customers/clients irrespective of their societal, 

financial, or ideological affiliations as demonstrated 

by mean score of 4.21 and 4.07 respectively with 

respective standard deviation of 0.79 and 0.93. This 

means that the hospital encourages feedback from 

their customers by providing enough suggestion 

boxes. The findings concurs with Maina (2019) 

study that investigated the influence of customers' 

focus on the performance of Karen Hospital in 

Nairobi and the results of the study revealed that 

client perception towards hospital costs was not a 

significant predictor of hospital performance.  

The respondents were neutral on the statement 

that the hospital management has developed a 

customer feedback system as illustrated by mean 

score of 3.02 and a standard deviation of 1.98. This 

finding is in contrary to Kavulya, Muturi, Rotich and 

Ogollah (2018) study that revealed that more 

emphasis on the customers can encourage repeat 

purchases and thus increase the customer base and 

the most performing organization ensures the 

customers are satisfied and their grievances are 

met in the shortest time possible. 

Employee Empowerment 

The descriptive results on employee empowerment 

are exhibited in Table 3. 

Table 3: Employee Empowerment 

 Mean Stan Dev 

There promotion of autonomy in decision making to the employees by the 
management 

4.58 0.42 

There is regular annual salary in the hospital 3.67 1.33 
There is high employee appreciation and recognition that enhances motivation in this 
hospital 

4.61 0.39 

Most employees in the hospital receive promotions after training 4.04 0.96 
There is sufficient transport/commuter allowance to all the employees working in the 
hospital 

4.50 0.50 

Rewards are given yearly to the most hardworking employee in the hospital 3.99 1.01 
Aggregate score 4.23 0.77 

Source: Research Data (2022) 
 

The findings shown in Table 3 implied that the 

overall achieved mean score and standard deviation 

was at 4.23 and 0.77 respectively. This showed that 

the respondents were in agreement that employee 

empowerment had a relationship with the 

performance of level 4 hospitals in Kilifi County. This 

means that the hospital has empowered their 

employees by laying trust on them and motivate 

them for better performance. This agrees with a 

research that was performed by Metcalf, 

Habermann and Stoller (2018) to determine the 

effect of quality practices and worker 

empowerment on the performance of hospital units 

in USA and revealed that employee empowerment 

is significantly associated with performance. 

The respondents were in strong agreement that 

there is high employee appreciation and 

recognition that enhances motivation in this 

hospital, there promotion of autonomy in decision 

making to the employees by the management and 

that there is sufficient transport/commuter 

allowance to all the employees working in the 

hospital as displayed by mean score of 4.61, 4.58 

and 4.50 respectively with respective standard 

deviation of 0.39, 0.42 and 0.50. This finding concur 

with Sajld (2019) who performed a research to 

examine the influence of employee empowerment 

on employee’s performance in private hospitals at 

Vellore District in India and the findings of the study 

revealed that employee empowerment was 
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positively associated to employee performance in 

private hospitals at Vellore District in India. 

The respondents were in agreement that most 

employees in the hospital receive promotions after 

training, rewards are given yearly to the most 

hardworking employee in the hospital and that 

there is regular annual salary in the hospital as 

demonstrated by mean score of 4.04, 3.99 and 3.67 

respectively with respective standard deviation of 

0.96, 1.01 and 1.33. This  The results are in line with 

research done by Choge (2020) to examine factors 

affecting employee performance at Kenyatta 

national hospital and the research results revealed 

a positive association between working 

environment, worker empowerment, employee 

compensation, training and development and 

employee performance. 

Top Management Commitment 

The descriptive results on top management 

commitment are exhibited in Table 4. 

Table 4: Top Management Commitment 

 Mean Stan Dev 

Top management in the hospital is dedicated to quality leadership.  4.66 0.34 
The top management is committed to fair allocation of resources.  4.01 0.99 
The top management facilitates employee empowerment. 3.42 1.58 
The top management in the hospital is committed to the quality policy 4.59 0.41 
The top management enhances the safety of the employees. 3.64 1.36 
Aggregate score 4.06 0.94 

Source: Research Data (2022) 
 

The findings shown in Table 4 demonstrate that the 

overall achieved mean score and standard deviation 

was at 4.06 and 0.94 respectively. This shows that 

the respondents were in agreement that top 

management commitment had a relationship with 

the performance of level 4 hospitals in Kilifi County. 

This means that the management of the hospitals 

are is dedicated towards seeing better performance 

of the level four hospitals within the County. The 

finding is in line with a study by Mwihia (2020) 

sought to look at whether to management practices 

can affect the performance of public hospitals in 

central Kenya. The outcome of the study showed 

that performance is positively affected by the 

management practices. 

The respondents were in strong agreement that top 

management in the hospital is committed to quality 

leadership and that the top management in the 

hospital is committed to the quality policy as 

demonstrated by mean score of 4.66 and 4.59 

respectively and respective standard deviation of 

0.34 and 0.41. This is an indicator that the 

management of the level four hospitals ensures 

that there quality policies that are used in guiding 

the operations of the hospitals. The finding concur 

with Ntwiga, Muchara and Kiriri (2019) study that 

established that leadership's commitment to 

executing duties enables the rest of the employees 

to be more focused and hardworking towards 

meeting the organization's goals. 

The respondents were in agreement that the top 

management is committed to fair allocation of 

resources and that the top management enhances 

the safety of the employees as demonstrated by 

mean score of 4.01 and 3.64 respectively and 

respective standard deviation of 0.99 and 1.36. The 

results agree with Leksono, Siagian and Oei (2020) 

who reported that top management commitment 

determined the performance of the organization. In 

addition, the responsibility indicates that the 

leaders in the organization are organizations goal-

oriented and not self-interested oriented.  

Performance 

The study aimed at determining the performance of 

level 4 hospitals in Kilifi County. The descriptive 

results are exhibited in Table 5. 
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Table 5: Performance 

 Mean Stan Dev 

The service delivery is high compared to other level four hospitals in the County.  4.31 0.69 

The quality of the environment is conducive for the customers. 3.73 1.27 
Most clients refer their friends, relatives to this hospital 4.45 0.55 
The hospital deals with more than expected clients per day 3.77 1.23 
Aggregate score 3.97 1.03 

Source: Research Data (2022) 

 

The findings shown in Table 5 demonstrate that the 

overall achieved mean score and standard deviation 

was at 3.97 and 1.03 respectively. This showed that 

the respondents were in agreement that top quality 

management practices had a relationship with the 

performance of level 4 hospitals in Kilifi County. 

Craig, McKillop, Huang, George, Punwani and Rhee 

(2020) states that the death rate in hospitals is one 

of the critical determinants of the performance 

within the hospital. 

The respondents were in agreement that most 

clients refer their friends, relatives to this hospital, 

the service delivery is high compared to other level 

four hospitals in the County, The hospital deals with 

more than expected clients per day and the quality 

of the environment is conducive for the customers 

as shown by mean score of 4.45, 4.31, 3.77 and 3.73 

respectively. It was noted by Gonzalez (2019) that 

when the needs of the customers are met, the 

customers stick to the organization and repeat 

purchases of the goods or services will increase. 

Results of Regression Analysis 

Regression analysis was utilised to determine how 

much the independent factors influenced the 

dependent variable. The results are exhibited in 

Table 6, 7 and 8 respectively. 

Table 6: Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .718a .844 .841 .199 

Source: Research Data (2022) 
 

Table 6 demonstrates the result on adjusted R2 

indicates that continuous improvement, customer 

focus employee empowerment and top 

management commitment explain a factor 0.841 of 

the changes in the performance of level 4 hospitals 

in Kilifi County. This means that other factors that 

were not studied contributed to 15.9% of the 

performance.  

Table 7: Analysis of Variance 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 40.052 4 13.351 296.61 .000a 

Residual 7.427 165 .0045   

Total 47.479 169    

Source: Research Data (2022) 
 

Table 7 provides an illustration of the results. The 

regression model was very significant in predicting 

how top management commitment, continuous 

improvement, and customer focus affected the 

performance of level 4 hospitals in Kilifi County, as 

indicated by the significance value of 0.000a. At a 

5% threshold of significance, the F was 296.61. The 

fact that F calculated exceeded the F critical value 

(value=13.351) suggests that the entire model was 

significant.
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Table 8: Coefficients 

Model                     Coefficients                                          Coefficients        

          (Unstandardised)                                (Standardised)    

             B       Std. Error    Beta           t                  Sig 

  

Constant                                    0.524         .179                       2.927                         .000 

Continuous improvement     0.679          .034                       5.207         19.971         .000 

Customer focus                        0.706         .027                       4.170         26.148         .000 

Employee empowerment     0.749           .044   1.827         17.023         .000 

Top management  

Commitment            0.889              0.40                         2.342         2.225          .000   

Source: Research Data (2022) 

 

The findings of Table 8 implied that by keeping the 

independent variables (cost leadership strategy, 

differentiation strategy, focus strategy and strategic 

alliance) at constant, the performance of level 4 

hospitals in Kilifi County will be at a factor of 0.524. 

In addition, a unit increase in cost leadership 

strategy will lead to an increase in the performance 

of level 4 hospitals in Kilifi County at a factor of 

0.679. A unit increase in differentiation strategy will 

lead to an increase in the performance of level 4 

hospitals in Kilifi County at a factor of 0.706. A unit 

increase in focus strategy will lead to an increase in 

the performance of level 4 hospitals in Kilifi County 

at a factor of 0.749 and a unit increase in strategic 

alliance will lead to an increase in the performance 

of level 4 hospitals in Kilifi County at a factor of 

0.889. Therefore, the resulting equation of 

regression analysis will be as follows: 

Y= 0.524 + 0.679X1 + 0.706X2 + 0.749X3+ 0.889X4+ε 

Whereby:  

                              

                           

                  

                        

                             

 

The results in Table 8, further suggests that 

continuous improvement had a favorable and 

important correlation with the performance of level 

4 hospitals in Kilifi County as observed by the t-

values (t=19.971, p<0.05). The results concurs with 

Ker, Wang and Hajli (2018) who performed research 

to determine the impact of health care kaizen on 

healthcare service improvement in US hospitals and 

The study’s results indicated that adapting HIS has 

more potential to reduce the disorders in the 

outpatient surgery unit and lead to decreasing the 

period and cost concerning patient flow. 

Customer focus was revealed to have a favorable 

and important correlation with the performance of 

level 4 hospitals in Kilifi County with t-value of 

26.148 and significance level less than 0.05 at 

0.000. The findings concurs with Maina (2019) study 

that investigated the influence of customers' focus 

on the performance of Karen Hospital in Nairobi 

and the results of the study revealed that client 

perception towards hospital costs was not a 

significant predictor of hospital performance. 

Employee empowerment was proven to have a 

favorable and important correlation with the 

performance of level 4 hospitals in Kilifi County with 

t-value of 17.023 and significance level less than 

0.05 at 0.000. This finding concur with Sajld (2019) 

who performed a research to examine the influence 

of employee empowerment on employee’s 

performance in private hospitals at Vellore District 

in India and the findings of the study revealed that 

employee empowerment was positively associated 

to employee performance in private hospitals at 

Vellore District in India. 

Top management commitment was revealed to 

have a positive and significant relationship with the 

performance of level 4 hospitals in Kilifi County with 
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t-value of 2.225 and significance level less than 0.05 

at 0.000. The results agree with Leksono, Siagian 

and Oei (2020) who reported that top management 

commitment determined the performance of the 

organization. In addition, the responsibility 

indicates that the leaders in the organization are 

organizations goal-oriented and not self-interested 

oriented. 

CONCLUSIONS AND RECOMMENDATIONS 

The study concluded that the hospitals the 

employees are motivated through benchmarking 

which enable a mindset and culture of continuous 

improvement and the hospital management 

encourages engagement of employees in decision 

making. The study also concluded that the hospitals 

have well-structured functions which defines clearly 

job responsibilities, encourages effective 

communication, increased staff morale, and quicker 

decision-making. 

The study concluded that the hospitals offer prices 

that are affordable to their which has enabled it to 

increase their client base and hence better 

performance. The hospital encourages feedback 

from their customers by providing enough 

suggestion boxes. Running a customer-focused 

strategy has enabled the hospitals to build a loyal 

customer base.  Customer focus strategy has 

enabled the hospital to acquire a tangible 

segmentation of the hospital’s clientele. It has also 

allowed the hospital to attract the best clients as it 

simultaneously adapt its strategies according to 

their needs. 

The study concluded that the hospital has 

empowered their employees by laying trust on 

them and motivate them for better performance. 

Employee empowerment has given them the ability 

to think logically, make decisions based on the 

circumstances, take charge of their work 

obligations, and develop their independence. 

Employee empowerment enhances responsibility 

and customer service, boosts job happiness, and 

aids in problem-solving in hospitals.  

The study concluded that the management of the 

hospitals are committed towards seeing better 

performance of the level four hospitals within the 

County. The management of the level four hospitals 

ensures that there quality policies that are used in 

guiding the operations of the hospitals. Any 

effective management system must have 

management commitment to quality. Because they 

supply the resources for management's 

implementation and upkeep, the management's 

dedication to quality is crucial.  

The study recommended that the hospitals should 

ensure that there is effective communication which 

is a key element for the continuous culture through 

conveyance of the right message on the right time 

to enable the employees align with the corporate 

culture. The hospitals should implement ownership 

and trust to its employees to enable them balance 

their freedom to create and develop new ideas with 

the discipline of accountability and ownership. The 

study also recommended that the hospitals should 

create an environment where continuous learning is 

constantly encouraged. 

The study recommended that the hospital 

management should first identify customer needs 

and expectations. Seek and promote customer 

feedback by allowing the customers to share their 

views of the hospitals on an individual basis. Clear 

service standards that are easy for staff to 

understand and follow should be established by 

hospitals and communicated to them. By looking for 

methods to streamline customer service procedures 

at each point of the client's journey, you may 

provide simple and uncomplicated customer 

service. Additionally, tailor customer service to 

better fit clients' demands by giving them access to 

options for goods and services. 

The study made a recommendation for the hospital 

management to delegate tasks to staff with the aim 

of enhancing and expanding the knowledge and 

skills of its workers. Establish clear expectations to 

enable employees to take initiative while ensuring 

such decisions are in accordance with the objectives 

of the firm. Give employees control over their 
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assignments and thank them for their hard work. 

The study recommends that hospitals empower 

their staff members by soliciting their opinions and 

suggestions, encouraging them to share knowledge 

and necessary resources, putting their ideas to the 

test, and supporting the growth of their 

communication skills. 

The study recommended that the hospital 

management should build better employee-

employer relationships by indispensably motivate 

its workforce, give due credit and recognize a job 

well done and ensure that the employees are 

regularly and steadily consulted about critical 

decisions. Being unambiguous when communicating 

project details, such as the deadline and the precise 

of the product, is important for commitment-based 

leadership. 

Suggestions for Further Studies 

The regression model indicated that the variables 

that were not studied contributed to 15.9% of the 

performance of level 4 hospitals in Kilifi County. As 

a result, the research suggests that additional 

research be done with an emphasis on closing this 

gap. Further research focusing on the performance 

of level 5 hospitals in the County should be 

conducted, according to the study, which also 

concentrated on the performance of level 4 

hospitals.  
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