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Abstract:

The study examined whether Huduma centres are a success in eliminating corruption, petty bureaucracy and inefficiency
in delivery of services in the public sector. The study sought to establish influence of employee training on public service
delivery of Huduma centres in Kenya, and mediating variable of government policies. The study was anchored on
servqual model, human capital theory and the new public model. Descriptive research design was used. The target
population included branch managers, section supervisors and public customers of all the 52 Huduma centres in Kenya.
Multi-stage probability sampling was used. A sample of 46 branch managers and 314 section supervisors were included
using simple random sampling method. A total of 360 public customers were sampled using purposeful sampling. The
study employed primary and secondary data. Primary data was obtained through self-administered questionnaires.
Validity and reliability were determined through use of a pilot study. Secondary data was obtained from reviewing
relevant literature and government statistics. Data analysis was done using both descriptive statistics and inferential
statistics. Descriptive analysis measured and assessed numerical values of variables such as the mean and standard
deviation. Cronbach’s alpha measured reliability. Inferential data analysis involved correlation coefficient (r) and
multiple linear regression analysis. Study results showed a positive significant low linear association between employee
training and public service delivery (PSD). There was a moderate linear association of the mediating relationship
between government policies and PSD at 99% confidence level. Hypothesis results show that employee training has
significance influence on PSD. Findings also show that, a unit increase in employee training leads to a unit increase in
PSD. This shows that employee training practices motivate employees to work more hard. Moreso, government policies
have a mediating relationship between employees’ training and PSD. The study recommends the government to re-
evaluate policies. Moreso, there should be proper implementation and use of human resource practices in Huduma
centres so as to increase efficiency in the delivery of public service. Public organisations are urged to use guidelines
provided by the strategy for human resources in the public sector, in order to avoid every ministry, from using its own
regulations, norms and standards. Further research is recommended on more human resource practices in the public
service.
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1. Introduction

Human resource management practice is very vital in service delivery of the public sector in the 21st century.
Delivery of services in public sector is undergoing dynamic changes, in regard to human resource management practices
globally. These dynamic changes in the public service are caused by globalization and pluralisation of public service
provision in public service delivery. Public organisations depend on human resources for delivery of services to the
citizens.Human resource practice is the basis of all management activities in an organization. It is through people that
human resource strategies and goals of an organization are delivered. However there are growing gaps which have elicited
human resource management practices. These gaps make public service delivery to undergo radical changes (Boselie et al.,
2019; Knies et al., 2018; Yahiaoui et al., 2015).

Employee training is one of the factors that influence public service delivery in the study. This is because of
citizens' demand for quality service delivery has risen because of globalization and developments in information
communication technology. This placed strain on human resource development function, which is responsible for shifting
organizational cultures and employee attitudes so as to keep up with demands of rapidly changing world. In Kenya, the
public service commission is responsible for improving human resource practices and ensuring public service
performance quality. The Kenyan constitution allows the public service commission to delegate all of its duties and powers
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towards any one or more of its members, or to any officer,in the public sector, authority or body according to Article
234(5) (GoK, 2017).

According to the Kenya human resource development policy for public service (2015), the immediate supervisor
of the public service employees are required to have daily meetings with their coworkers in order to determine individual
training needs that affect their efficiency. Articles; 10, 27, 54, 55, 56, 232 and chapter 6 in the Kenyan constitution directs
strategy, which outlines methods for ensuring employee preparation and capacity building in the public sector.
Furthermore, the policy establishes a structure through which decisions about employee training can be made and
supported. Employees are encouraged to improve their talents, expertise, and mindset, as well as maximize their potential,
so as to meet their own needs in addition to goals in MDAs for which they work.

To provide sufficient services, the public sector requires a skilled workforce, so finding the right applicant for the
right job is critical(Maangi&Wambalaba, 2017). Organisations, in this case Huduma centres need to be more equipped
with adequate resources of skilled human capital, transformational leadership in the central government and
decentralized levels and a strategic roadmap for implementation. This enhances quality and effectiveness of government
services which in turn lead to improved public service delivery (Osborne, 2020; Xavier et al., 2015).

Government policy is the mediating variable in this study and it consists of legal frameworks made by the
government and is helpful in controlling government situations in a country. These include politics, economic resources,
government budgets and government laws. Government policies can bring development, successes and failures in
organizations’ practices. Organizational growth and performance is dependent on feasible government policies that are
created by any institution. Governments are confronted with policy issues that are becoming more nuanced, perverse, and
global in nature, rather than plain, linear, and national in scope. The current paradigms for designing and implementing
public sector reform are quite static, besides they don’t completely include the magnitude or consequences of the reforms,
as well as the need to update human resource expertise on public service delivery. As a result, there is always a
misalignment between the drive for reforms in the government sector in developing countries as well as the push for
private firms’ reform in developed countries. This is in light of larger shifts in the nature of government and contemporary
public policy approaches based on OECD experience (Alex, 2020).

1.1. Purpose of the Study
e To establish the effect of employee training on public service delivery of Hudumacentres in Kenya.
¢ To determine the mediating effect of government policies on public service delivery of Hudumacentres in Kenya

1.2. Problem Statement

Public sector employees have been exposed to habitual corruption which has made organizations weak, systems
fail, and employees resist change. This has led to weaknesses that are easily used by dishonest egocentric public workers.
Any change to employee practices in the government service has to deal with complicated politics and social contexts in
order to succeed. The road to efficient public employees’ performance is long, devious and very unpredictable, since it has
to undergo many phases to be successful. However there is need for transparency, accountability and efficiency by the
public employees in the public institutions in order to create public trust and achieve maximum productivity in the
delivery of public services. Politics and lack of commitment and inclusivity of the key stakeholders in public human
resources, affect important changes which can take many years to be implemented (Turner, 2017).

Research shows that employee training enhances public service delivery. However, it ignores the inadequacy of
employee training and its technicality in predicting the performance of an organization. Employee training is inadequate
to provide the types of services needed for national change as conceived in Vision 2030. Government policies are also slow
in implementation which leads to poor service delivery standards against best practices (GoK, 2017). However,
government policies can interfere with performance of public service delivery due to bureaucracy. This in turn affects
negatively, the shared responsibility that help to achieve better delivery of services.

2. Literature Review

2.1. SERVQUAL Model of Service Delivery

The SERVQUAL model was created by Parasuraman, Zeithaml, and Berry as a service quality model metric for
service organizations and retailers involved in understanding and assessing service quality. The focus was on the
functionality of the product. The disparity between expectation and output is referred to as quality of service. Reliability,
responsiveness, competency, accessibility, courteousness, communication, reputation, protection, understanding customer
knowledge, and tangibles were defined as ten dimensions for measuring service quality. The ten elements were regrouped
into five dimensions. These included reliability, assurance, tangibles, responsiveness as well as empathy (Parasuraman et
al, 1988).

Tangibles include things like physical facilities, tools, and the appearance of employees. Reliability refers to a
company's ability to deliver on its commitments correctly and consistently. Customer responsiveness refers to the firm's
willingness to help customers as well as offer prompt service; assurance is understanding, knowledge and also courtesy
that employee has, as well as their ability to motivate faith as well as confidence. Empathy refers to company's helpful and
individual attention given to customers. The SERVQUAL model considers service in a wider sense, going far beyond mere
customer service. The distinct characteristics of facilities, as opposed to physical goods, were one of the driving forces
behind the SERVQUAL model. Intangibility and heterogeneity, for example, render it far more difficult for a company to
objectively determine the quality standard than for a producer that can inspect and measure physical products. The
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development of this model provided a systematic approach for service enterprises and retailers to assess the set of
variables that influence consumers' perceptions in the company's general service quality. The consumer's opinion of the
firm's overall delivery and value is referred to as service quality (Parasuraman et al., 1985, 1988).

Empathy I
Reliability R
Responsiveness > i Service Quality
Assurance R
Tangibles >

Figure 1: SERVQUAL Model
Source: (Parasuraman Et AL, 1985; 1988)

Focus of the SERVQUAL model is on the relation between the experiences of an individual in relation to their
expectations. When a customer's perception or experience of a service falls short of their expectations, it's a sign that the
service quality isn't up to the standard. The SERVQUAL model is commendable because it is a true and accurate tool for
assessing service quality. Executives of service agencies just need to be aware how SERVQUAL is applied in their specific
situation (Churchill &Surprenant, 1982; Mulders, 2019; Parasuraman et al., 1985).

A criticism raised against SERVQUAL was that it used only 22 items and it may not apply in various contexts
(Brady et al., 2002; Cronin and Taylor, 1994; Machado et al., 2014). There is, however, a gap in how to measure service
quality in accordance with the realistic environment within which the problem is identified. There are currently no perfect
models for assessing service quality in various cultures and economies. In addition, most current models have a Western
origin, which is incongruous with developing countries' cultural and economic contexts.

The actual dynamism of the practical environment has not been captured by generic models and therefore is
limited in use. For the dimension's number and composition, existing service-quality models have been widely criticized.
All of these models are pre-defined and do not include any service organizations in specific dimensions. This encourages
organizations to create their own models for measurement quality of their services (Afthanorhan et al.,, 2019; Endeshaw,
2019).

Quality service delivery and responsiveness means being conscious of customers' needs in a timely way. While
prompt delivery has both an objective and a subjective component for the service provider and the service customer, the
results of the study show that responsiveness is recognized as a different form of responsibility which is important for
employees’ in order to enhance efficiency of service delivery (Krishnamurthy et al., 2010).

The capability of an organization to suitably implement SERVQUAL model, may enhance satisfaction of the
customer and their loyalty in organizations. Therefore, practice within organizational quality models need to incorporate
the basic service quality dimensions which consist of; responsiveness, tangibility, responsiveness, reliability, empathy and
assurance. Furthermore, ability of providers of public services' to design as well as use service quality dimensions of
performing jobs daily will intensely improve successive positive customer outcomes. This includes behavioral plans and
trust. This positive behavior leads to maintained and enhanced organizational performance in this era of the global
economy and borderless world (Gronroos 2018; Hussain et al., 2015; Hong et al., 2016).

A firm needs to formulate sustainable strategies that will enhance effective and efficient service delivery.
Continuous improvement strategy is among the most effective responses to maintaining an organization in the long run.
Subsequently, the recommended strategies require an ongoing assessment of performance measurement. A solution to
assess measurements of service quality is to evaluate workers in the service. SERVQUAL model is one very important
instruments of measuring service quality still used in numerous applications and advancements in the field of service
quality (Maghsoodi et al,, 2019).

Having a good public service process that perfectly represents the public service system is very important. This
ensures that different employees involved in giving the service can comprehend and objectively handle it regardless of
their roles or individual perspectives. Moreover, having a service plan also helps solve problems and create thought by
identifying areas of potential failure and identifying possibilities for improving customer perception of service quality
provision. The process is broken down into tasks and each activity is a processing procedure, inspection, delay, movement
or storage established on the current progression (Obeidat et al., 2019; Won & Lee, 2017).

The quality of service is important to performance of any organization. The ability of the customer to have
satisfactory experience to some extent depends on the management, the workers offering the services together with the
customers who receive the service. Independent opinions decide the quality of service provided, thus the differences in
perception of the service delivery. However, there are gaps between expectations and actual provision, as well as between
the service provider's and receiver's perceptions of the service (Saleh & Ryan, 1991).
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According to Reuss, (1986) services take a more systems-oriented approach, with two segments: procedural and
convivial dimensions. Organizations keep processes in place to ensure that consumers receive services on a consistent and
reliable basis. As a result, the system allows services to flow in such a way that no aspect of the system becomes
overburdened, and the service is delivered at the precise moment that the customer needs it. Furthermore, the service
works because it anticipates the needs of the customer, and the service is versatile and willing to meet customer requests.
This flexibility requires the system to have both communication and feedback mechanisms and proper supervision.
Through each of these procedures the customer will react to the service pleasantness. This is to mean that the customer
act in response to the service providers' attitudes, habits, and verbal abilities, body language, and voice tone,
professionalism, individualizing the customer's desires, attentiveness, and guidance, which makes the customers know of
existing solutions available to him or her, and problem-solving are all examples of pleasant service standards.

According to Lewis, (2015) quality service is the degree to which the delivered service meets or exceeds customer
standards. So as to offer quality service, one must meet needs of customers consistently. Gronroos (1982) further argue
that customers compare the service they expect with perceptions of received services in weighing quality service.
Gronroos (1984) and Gronroos (2001)) identifies the components of services as the functional, image and technical
qualities. Therefore it is the same as what was described by Lehtinen and Lehtinen (1991), where there are categories of
service into three components of physical (technical) qualities, the interactive service (functional) and the corporate
(image) quality. The 'expressive efficiency,’ or the pleasantness of the service, is one of the factors that contribute to the
best service. Service delivery and customer relations go hand in hand. Therefore identifying the customers' needs helps in
saving time during the service delivery. More so, having the knowledge about the services provided is good because it
helps reduce involving other workers in the procedures. If there is detailed information of the service by the employee,
then it’s easier to persuade customers who in turn will have a higher level of confidence throughout the delivery of the
service. Automation also allows for the most effective use of information sharing. Recruitment and hiring procedures are
done to make sure organization hires the most qualified people for the job. To build a favorable service provision climate,
the government must implement a number of positive policies (Limbourg et al., 2016).

There are the rising needs and expectations of customers and therefore service quality and satisfaction are crucial
to effective service delivery. Customer expectations are set by existing experience. Customers’ exposure to a wide variety
of quality and reliable services can also raise the expectation on service delivery and efficiency. The speed with which
customers are exposed can influence their expectations on the service delivery offered to them. Nevertheless, the pursuit
continues for a more effective and efficiency service delivery quality and its implications in different situations (Desai,
2018; Patra& Dash, 2014).

Kiran& Singh, (2016) posits that most of the service excellence models gauge quality of service by making a
comparison with perception of the service that is excellent with expected quality of service that is delivered. Nevertheless
none of the models of service quality is suitable in all situations and therefore, it gives the opportunities to the researcher
to use the SERVQUAL model which is able to cut across a wider scope of the customer service expectations and public
service delivery. In order for the customer to be satisfied, service quality is very important in service delivery.

2.2. Human Capital Theory

Human capital describes the total sum in skills possessed by that of the labor force. These abilities in turn increase

productivity of an organization. The more the skills, the more productive the employees become (Goldin, 2016).
Schultz (1961) suggested human capital theory, which was later established by Becker (1962). According to the human
capital theory, education provides employees with valuable knowledge, and skills that increases their efficiency and
income. Becker (1964) makes a distinction between particular and general human resources. Expertise gained in training
and education that is unique to a certain firm is referred to as specific human resources (‘firm-specific or context-specific’
abilities). However, basic ‘general skills' are a type of human capital expertise attained through training and education that
is useful across the board (e.g., reading and writing). Education is an investment in employees and its output is a practice
of capital. Since training becomes ingrained in the individual who receives it, then it’s known as human capital.

Human capital, according to Becker (1964), is comparable to ‘physical means of development’. Factories and
computers are among them. Training is one way to invest in human resources; training and rate of return on human
resources has an effect on outputs. As a consequence, human capital is a form of productivity in which increased
investment result in higher output. Formal education, according to the theory of human capital, is tremendously
advantageous and appropriate for increasing a population's productive capacity. According to human capital theories, a
prosperous populace is one that is well-educated.

The theory of human capital focuses on how training boosts employees' performance and production. This is
accomplished by increasing intellectual stock of human capability that is economically viable, and is the result of inborn
ability as well as investments in workers. Formal training is considered a long-term human capital investment. This is also
thought to be as valuable as, if not moreso useful than, physical capital (Woodhall, 2001).

Theory of human capital states that investing in human capital can result in higher economic outputs, but its
validity is often difficult to prove and inconsistent. Previously, economic success was primarily based on tangible physical
assets including land, factories, and machinery. While labour was a required part, capital equipment investments
increased the value of the company. Human capital theory was, in many respects, an unavoidable by product of a century
of political economic thinking. The in depth productivity-income assumption was the main component. Human capital
together with physical capital seems relatively essential in increasing the productivity of the economy. Therefore, although
physical capital investment is market-determined in market economies but HC investment proof suggests that nation
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specific forces that determine a country's investment in learning greatly influence development of physical capital as well
as output (Breton, 2014).

For more than a century, the belief that income is derived from production has been a fundamental tenet of
economics and politics. Wicksteed (1894) and Clark (1895) formalized it in neoclassical theory (2005). Both writers
proposed that income distribution was governed by a ‘natural law.” Each factor of production will gain its marginal
product in a market economy. This was the gradual rise in productivity brought on by an increase in capital/labour input.
As a result, if a capitalist made more than a worker, it was because a capitalist earned an extra unit of ‘capital’ increased
production more than just an extra unit of production of labour (Fix 2018).

Strategic human resource management main focus is on investment in human resources. This leads to
organizational efficiency. This performance is achieved by using systems and practices whose main aim is to develop and
manage an organization’s human capital in an employee or in a resource for the unit which helps a firm to create economic
value(Becker &Huselid, 2010; Ployhart, 2015).

The strategic human resource framework spells out how various human resource practices in the Kenya public
service should be implemented. It involves training, work environment, recruiting, and creating a productive
organizational culture, among other aspects of HRM. The principle objective of the strategic framework for public service
is to meet current, potential requirements of public sector firms for successful and efficient service delivery, strengthen
human resource capability (MPSYGA, 2017).

If policymakers at the national and the regional levels want to boost economic development, they need a human
capital plan. This approach should be suitable for the regional context and tailored to it (Diebolt&Hippe 2019). According
to Hollenbeck and Jamieson, (2015) identifying, hiring, and retaining workers is an essential function of the human
resource management team of every company. In this case the importance of human capital in public service delivery in
cannot be underestimated. It is for people and through people that the delivery of public services can be reliable and
accurate.

The human and physical capital resources of a country determine its economy’s success. Though research in

economics has historically concentrated on physical capital, factors influencing the development of human abilities, talent
and experience are increasingly appearing in social and behavioural science research. Human capital, in general, refers to
the investments individuals make for themselves to improve their economic competitiveness. HC theory is a theoretical
paradigm that is mostly responsible for sound implementation of learning and growth policies (Almendarez, 2011).
Peers, (2015) posit that knowledge and skills of employees is an important factor in organisational performance. Rigby et
al,, (2016) adds that human capital in organisational change and adaption serves paramount role in provision of public
services. Reason being observation where workforce that is aligned strategically is an effective weapon dealing with rapid
shifts in the economy and shifting demands of the public customer.

Eldor&Harpaz (2016) also demonstrated that employee involvement is related to a learning environment, which
promotes extra-role behaviors including information sharing. Eldor and Harpaz, recommend that organisations can use
other approaches and elements instead of concentrating solely on the learning environment, consider ethical climates,
accountability, openness, and organizational politics. Han et al. (2014) shows forming teams with a diverse range of
experiences will help people build social capital which is a form of human capital, and employee creativity.

Human capital is widely regarded as a nation's or organizations most important asset. It is a central skill within
businesses and a key factor in determining a company's competitive performance and profitability in today's world. In
public sector, there is a HR strategy in Kenya which sets out to ensure that the government invests in employee training to
ensure that citizens’ needs are delivered in a reliable and efficient way. Organizations need a variety of items to function
effectively, but human resources and the way they are handled are the most likely to provide a competitive advantage.
Human capital is critical to an individual's job prospects and earning potential, in addition to its importance to a
company's performance (Fisher et al., 2003; Fugar et al., 2013).

This idea of employee training is a type of investment with a long-term horizon demonstrational higher return
rate and the ability to help achieve significant national goals has been very well put by the Kenya strategic human resource
framework for the public service. Through this, human capital idea implies that policies promoting employee training in
the public service could help achieve set goals of the government service human resources. Therefore, public sector has a
responsibility to provide funding for education, and a right to control employee training. Productivity, economic power,
and worldwide competitiveness are all linked to human capital (Holden & Biddle, 2017).

Human capital theory influences training strategies pursued by public service delivery in Africa. The contribution
of human capital theory is not viewed in terms of economic development alone, but there is also now clear evidence of
modeling investment in employee training. Human capital theory still provides a strong framework and relevance to
employee training in public service delivery in Africa. However, with the now demands of the public customer that are
increasing daily and the citizens’ knowledge and aspirations, the goal of employee learning as a factor in public
administration in service delivery cannot be underestimated (Oketch, 2014).

Human capital theory assumes employee training influences productivity of workers. It has influenced economics
of people and general public perception of the relationship between work and education since the 1960s. It is generally
believed that intellectual development is an example of financial capital, that higher education is job training, and that
graduate expectations are primarily determined by education (rather than social background). Human capital theory, on
the other hand, fails the realism test due to methodological flaws. This can be seen in the application of a single specific
theoretical perspective and closed-system design, the misuse of mathematics methods, including multi-variate evaluation
of mutually dependent variables. The dynamic path between diverse education and employment is imposed by human
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capital theory as a single input process. It is unable to explain why education increases productivity and why incomes are
becoming much more unequal, as well as how status influences productivity (Marginson, 2017).

Human capital theory contends that training and education adds to potential efficiency of employees in
organizations. Graduates of any subject are often qualified for work openings, and also the secret to jobs in these positions
tends to be graduate's willingness of learning on the job. Giving employees in the public service an opportunity to enhance
their training and even attain higher education, it both increases employee’s propensity to learn in employment. This
makes it easier for employees’ to learn on the job. Organizations reap the benefits of the propensity of employees to learn.
Learning is by far the most important economic achievement of employee training (Pericles et al.,, 2014). It is easier to
train Huduma centre managers on public service delivery since a majority had achieved higher education. This higher
education develops employees’ productivity.

However, most organizations including public service delivery organizations, fail to use human skills and abilities
in the maximum since they concentrate on task-based methods of execution, for example, rather than designing,
equipment operation and deploying competent human capital resources to boost productivity. However, organizations are
now aware of the advantages in prioritizing people management as a top priority through being strategic in their human
resource practices (Drucker, 2018).

Research discusses how to build value for any company as well as improve its productivity, and several theories
have been developed, including one that was discussed by, Armstrong and Landers, (2018) that argued on training as a
foundation of building value, that so as to realize this value, employees in the firm should have proper background of
education as well as the ability to accept and embrace change while developing new ideas. The innovative effort that
drives socio-economic and technological development is driven by innovation, which is mediated by a broad variety of
professionals employed in public as well as the private sectors. Short term investments with hopes of long-run gains are
needed for innovation. Enhancements to goods and services are obvious signs of progress, but equally critical
developments in processes, hierarchies, beliefs and values are less obvious.

Innovation is ‘continuous process of learning, going to search, and doing research for findings in new goods,
current approaches, new ways of associations, as well as new opportunity markets.” Innovation often is product of
simultaneous improvements in different fields, with interrelation and dependency being prominent features. Individual or
combined creativity, fueled by dormant responsiveness or adjustments within a firm's organizational framework, can
appear as item advancement. When emerging market segments are explored, new products can appear. In either case,
item creation is fundamentally linked to process adjustments that require changing existing production lines bringing
completely different systems and implementing additional technologies Prepared growth, in general, encourages the
creation of new products (Marques, 2014).

According to Marginson, (2017) human capital theory however has the limitation of assuming that employee
training determines the productivity of employees and hence determining remuneration. Human capital theory has
dominated the policies of public understanding on the relationship between work and education. The human capital
theory holds that education is a form of economic capital that furthering education is the foundation for employment, and
that education is the primary determinant of employee performance. Furthermore, human capital theory falls short of
realism. This is because of the weaknesses in the technique used which is the use of one theoretical lens. Human capital
theory foists one single lens in the heterogeneity of education and work. It does not offer a clear explanation on how
education increases productivity, why remunerations are becoming more unequal, or the importance of status.

Human capital has value to public service delivery when they train their employees on organizational level factors
that benefit the public service in general. Effective and efficient investment in human capital and employee training matter
and they have a very big impact on employee productivity which adds to the overall effectiveness of public service
delivery. It's important that public service view human capital to be an asset that should be invested. Training that is done
to employees contributes to the overall human capital of public service, hence effective service delivery to its citizens.
However, most employees training in the public service encompasses at best some basics of the organizations specific
training. For example, in the public service, training involves the use of corresponding assets which are specific to the
public organizations, or at least a considered choice of the organization. It is important that the government make
decisions on training which will have greater effect on enhancing delivery of public services efficiency and effectiveness.
Human capital is an intangible asset, and the public service need to have a greater disclosure of information which should
be done with attention for monitoring and evaluation (Riley et al., 2017).

The public service needs also to understand the various assumptions about the importance of work in their
employees' daily life, resulting in a variety of personalities and behaviors attitudes toward the workers in the workplace.
There are emerging challenges faced by organizations as the workforce grows every year. These attitudes and
personalities are a central part of human capital since they determine the motivational aspects of employees in their work.
Environmental changes force the need for reconsideration in the application of human capital theory in order to
understand the necessary boundary conditions and how the public service should evolve to keep pace with a changing
workforce. The results show the significance of human capital, as well as encouraging organizational leaders to look for
ideas about how to harness together with leveraging human capital for increasing productivity and competitiveness. In
turn, the research aids the public service heads so as to comprehend the contingent impact of the business climate on the
efficacy of innovation, thus assisting them in contemplating business strategies in various business environments. Worker
capability and happiness have such a profound positive outcomes on job performance and this adds to general benefits of
human capital theory. Sometimes it’s a problem for public sector organizations to try to fit salary awards while innovative
organizations are gradually allowing for more elastic remuneration systems (Anderson et al., 2017; Massingham & Tam;
2015;Prajogo & Oke, 2016).
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Human resource strategy proposes that a firm-specific human capital, according to human resource management,
is foundation for sustainable competitiveness. Workers, on one hand, are often thought to be hesitant to progress in firm-
specific capacity and abilities because these investments could be made at the cost of general skill development, lowering
their perceived value on the labor market. Employees’ investment in firm-specific human capital is critical for value
development and appropriation, but global disinvestment in firm-specific skills is believed to exist. Main idea here is the
firm's views of what specific capital is, even if it is not accurate, subjective human capital that is specific to a firm may be
more critical than the human capital which is objective and specific to a firm in assessing the probability that ‘firm-specific’
human capital will be basis to sustainable profit (Nyberg &Moliterno, 2019).

The changes made in public service delivery are closely related to strategic human resource practices. Human
capital and innovation are intertwined concepts that have a significant effect on the economy of the world. However, in
order to obtain this positive effect, some steps should be taken, the first one being to provide employee training into
something more realistic and practical, where they can demonstrate their maximum innovative potential. The next step is
to give workers more chances to put their ideas into action and refine them. The final move is to eliminate power distance
principle from the country's governance in addition, making each citizen feel truly similarly valued as well as also showing
their opinions are important as much as others in positions of power. This helps poorly developed nations in achieving
maximum economic growth and gaining a competitive edge through its human resources and individual creativity
(Alawamleh et al., 2019).

Human capital's worth inside the public service in Kenya cannot be underestimated. This study establishes that

employee training highly influences public service delivery in Kenya thus adding to the human capital formation. This is
indicated by the determination that employee training in kenya is based on identified training needs. The supervisors of
the employees working in Huduma centres identify the gaps in training and provide the needs required for employee
training in the public service. Most of the training is also based on career growth of each individual employee which also
helps in succession planning. The organizational needs are also incorporated in employee training inorder to make sure
organisation meets its mission and targets. This is because it is established that Huduma centres experience skills and
competency gaps in some tasks. This include responsiveness to customer’s needs, customer service and technology use.
In addition, Hudumacentres in Kenya were found to have adequate training methods. It was established that mentoring
and coaching are done to strengthen talent and continuous learning. This need for continuous learning and continuous
growth is spiked by the dynamic and ever changing business environment and the aspiring needs and expectations of the
public customer. The public service delivery has also transformed and opens up to offering better, convenient and more
effective services to its citizens.

The in-service programs in the Huduma centres were also found to adequately provide behavioural and attitude
development for capacity building. This has helped the employees to serve the public customer in a way that is more
efficient and effective. In-service programs are also tailor made to individual employee needs, organisational needs and
the public customers’ needs. Moreover,management support has also facilitated human capital formation in public service
delivery in Kenya. This is because management support has played an important role in ensuring that employees are well
supported along with necessary skills, knowledge, experience, and equipment to give them the opportunity to dispense
their tasks effectively. The employees deployment from their respective ministries has been well cordinated.

Though there is some indifference in the duplication and overlapping of functions in Huduma centres, in the case
where different ministries give different directives in the work processes, management has worked hard to ensure that the
public customer is served well. The public service management has also provided a human resource strategic
implementation framework that serve as a guide to all the public servants in Kenya. This ensures that there is good
performance of public employees and also helps to identify the weaknesses and strengths in the human resource practice
implementation processes.

Human capital has also been enhanced through the skills and the abilities that employees possess. This is through
the management of change from the old processes to the new and more enhanced and public customer-oriented processes.
Employee training in Huduma centres enables easier facilitation of change management of work processes. This has been
made possible through the in-service programs, mentoring and coaching training methods that have helped in change of
employees’ behaviours and attitudes. This has enhanced fast and efficient work processes in the service to the public of
Huduma centres. Public sector employees have had to switch their attitude from the old inconsiderate, slow and
unresponsive public customer approach to the new, more customer oriented, fast and responsive approach towards public
service delivery.

2.3. New Public Management Model

The model of new public management (NPM) explains mediating variable of government policies. New public
management entails techniques and practices of management derived from management of the private sector. New public
management initiatives place a greater focus on public management rather than traditional government administration.
New public management is characterised by decentralization of management of government services: the development of
autonomous agencies as well as the devolved budgets and financial regulation, the increased use of markets and
competitiveness in the public services provision, such as subcontract as well as other market systems, and a greater
performance is emphasized, outputs, customer focus, technology advancement, and growing use of consultants of
international management. In developing nations, main factors involve lending conditions and a growing focus on good
leadership, as well as external influences and structural reform programs (Islam, 2015).

Moreso Bouckaert (2018) postulates that New Public Management involves a significant change in the principles
of the way public sector is managed in developed and developing countries in varying degrees. The new agenda for new
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public management reform is founded on improving public administration competencies in order to better monitor output
based on outcomes. (Islam, 2015) states that changes in new public management have been impacted by external
variables such as political, economic, social-cultural, and technological influences.

The impact of economic and fiscal crisis, which triggered a search for increased productivity and ways to minimize
the cost of providing public services, has been a common feature of countries embarking on the modern public
management route. In the 1990s, some developed and transitional economies used new public management approaches
and methods. Nonetheless, the limited understanding of new public management in states with crisis implies that there
are structural and other issues that exist and can impose implementation constraints. The ability to handle a network of
contracts, the establishment of monitoring and evaluation mechanisms, and the challenging new governance climate are
all factors that could hinder implementation capability and capacity concerns (Islam, 2015).

Adoption of NPM posted mixed results in terms of service delivery in diverse sectors of the European public
sector. New Public Management got introduced in 1980s to deal with problems relating to a non-productive as well as
bureaucratic public service in the United Kingdom (U.K). The result of the adoption of NPM brought about new standards
in the public sector; political independence, professionalism and neutrality that informed both the management of human
resources and enhanced public service delivery (Lapsley&Knutsson, 2016; Ongaro, 2009).

The success of NPM contributed towards the adoption of balanced score cards and annual star ratings in the
delivery of services in public hospitals. New Public Management made a significant contribution in reducing levels of
bureaucracy in public health sector under the management of Autonomous Communities in Spain. The adoption of New
Public Management led to better management of Human Resources for Health in terms of developing staff capacity
resulting to better provision of health services in public hospitals under autonomous communities(Alonso et al., 2014;
Dunleavy & Hood, 1994).

Failure to effectively implement new public management adversely influenced the management of personnel both

in education and health public sectors ran by the provincial governments of Indonesia. Specifically they contend that
ineffective use of NPM resulted to the adverse prevalence of patronage in the human resources, recruitment and selection
of which negatively influenced the quality and quantity of service delivery to the citizenry(Minogue et al., 1998).
The result of the taking on NPM led to a more effective approach into the management of human resources under
provincial governments in South Korea. Additionally, they contend that the effective application of NPM in recruiting,
selecting as well as training and developing civil servants, created a sense of accountability leading to an improved
delivery of services in public sector at these levels of devolved governance units (Kim & Jae Moon, 2011).

2.4. Empirical Literature

2.4.1. Employee Training
Luballo and Simon, (2017) conducted a study inSiaya county government, on Kenya's HRM practices and service

delivery activities.The study shows that human resource practices have a big influence on public service delivery. If human
resource managers adopt practices in human resource management that help employees develop their abilities,
approaches and conduct, then this will lead to increase in service delivery. Several policies can also be developed based on
the study results of HRM practice and how public services are delivered in Kenya.

Luballo and Simon, (2017) add that employee training was proven to be helpful and important in helping to
provide services. As a result, HR professionals need to provide their employees with a variety of training. Employees
should receive training that is applicable to their careers. Second, it was proposed also that county government develop an
appropriate performance system that will successfully match the performance of departments of county government to
their growth goals, as performance management has been shown to have a significant impact on service delivery. The
study also suggests that county governments create unified performance management framework established on the
county administration's scorecard for performance, which should be created by some kind of central authority like
governors' council. Human resource managers also should make sure that employee output is assessed using unbiased,
measurable results. Third, in terms of selection, there was major impact delivery of services; the study suggests enhancing
position of county public service boards will help improve service delivery. Fourth, human resource managers should aim
to mainstream contributions of employees ’ skills, behaviours, and attitudes towards service delivery, were discovered to
partly mediate the association of human resource management activities and service delivery. Because of the large
variations in social-cultural conditions, the results of this study might not be relevant all administrations in
underdeveloped nations with decentralized powers. Since cultures are diverse, it's possible that government structures
and human resource management strategies will vary as well.

Chukwuemeka et al., (2017) conducted a research project on strategic role of information communication
technology in the Federal university Ndufu-Alike Ikwo and recommended that the government should continue to widen
the opportunities provided by ICT in its quest to increase employee productivity by gaining new skills, expertise, and
abilities which will invariably enhance worker performance and the success of the organization. Furthermore, there
should be well-coordinated ICT education and development programs for both university personnel and students, since
this is the best way to provide a pool of qualified workers to drive and fulfil the university's vision, priorities, and
objectives by delivering graduates who are ICT competent for the economy of the twenty-first century. This study
concentrates more on ICT as the key driver in service delivery not bearing in mind the critical component of human
resource management.

Mbugua, (2015) investigated link in human resource management strategic activities and retention of employees
in Kenyan commercial banks. The study determined the link between strategic hiring and selecting, and training,
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management of performance also the way employees are committed on retention of employees in Kenyan industry of
banking. The research established that strategic HRM influenced worker retention.

Mwangi, (2016) conducted a study to see how strategy execution affects the efficiency of manufacturing small and
medium businesses. The results of this study show that paying attention to the human resource requirements during
strategy execution has an important positive impact on success of manufacturing Kenya's small and medium businesses.
The company that provides information and training on critical management issues performs higher. These companies’
leaders must be at the forefront of explaining how to execute the new plan and motivating workers through bonuses if the
goals are met. Employees must also be given the opportunity to make individual contributions and provide suggestions for
improving strategy implementation efforts. Leaders, on the other hand, should align their approach with human resource
needs, set goals, and provide timely input. Finally, performance evaluations should be unbiased, and promotions should be
based on achievement of goals. A case is also needed in the public sector firms.

Naikuni, (2016) did a study on the Narok county government and it was evident that strategic human resource
management practices are required by the county government if they have to improve on their productivity. Findings
revealed a connection of staff resourcing with performance that is positively significant. Results also shown that also there
exists a weak association between staff resourcing with performance but the association with the factor on performance is
very significant. This means that county governments focus on staff resourcing in order to capture the right stock of
human talent that will lead to sustained competitive advantage. However, this positive relationship is in only one county
out of the 47 counties in Kenya. There is need to find out if the same case applies to the other public firms like the Huduma
case in Kenya.

Ali (2017) set out to establish if there was a relation between dimensions of strategic planning and success in
Kenya's manufacturing industry. The research focused on the dimensions of strategic planning, impact of participation of
management in efficiency. The impact of coordination and integration on productivity, the impact of strategic orientation
on performance of the organization, the link between strategic control and performance of the firm, and the moderating
impact of firm size on the link between strategic planning and firm success are all explored. The research focused on the
dimensions of strategic planning, the impact of participation of management on efficiency. The impact of functional
integration on organizational value, the effect of orientation of strategies and organizational effectiveness, the connection
between of strategic control and organizational profitability, as well as mediating effects of firm size on the effects of
organizational planning and performance in Kenya’s manufacturing firms were all investigated. The analysis just looked at
the business side of things and ignored the strategic position of human resources and how it was implemented.

Olayo (2018) assessed association between HRM and effectiveness of parastatal in Kenya. The study looked at
how hiring and selection, as well as training and development, and perceived corruption influenced the relationship
between HRM practices and parastatal performance in Kenya. Descriptive survey design, as well as quantitative and
qualitative methodologies, was used in the research. The study focused on the management and employees of Kenyan
commercial parastatals. 240 respondents were chosen at random from ten parastatals using the cluster random sampling
method. Primary data was gathered through Self-administered questionnaires and interviews. Data was analyzed with
SPSS version 23 and descriptive and inferential statistics, as correlation and multiple regression techniques. Human
resource management strategies were found to have a considerable favorable impact on parastatal performance. It was
discovered that when employee training was implemented, parastatals' performance improved. The study discovered a
perceived negative and substantial influence on performance when the moderating variable of perceived corruption was
included in the model. As a result, the study suggests that perceived corruption had a statistically significant negative
impact on the connection between management practices and parastatal performance. If any success is to be
accomplished, top management must support improvements in employee training in order to make human resource
management methods effective in the firm.

Makhamara (2017) claims that, strategic human resource management practices influence employee performance
which in turn results to service delivery efficiency. To analyze training, the human capital theory was evaluated. The study
looked into strategic recruiting and selection, training, employee welfare services, employee voice, reward and
compensation system, and employee productivity. The researchers used a descriptive research survey and a cross-
sectional survey research technique. In the health sector (hospitals), a total of 1428 permanent personnel in the ranks of
senior management, middle management, lower management, and general staff were studied, with 146 being chosen as a
sample. The study utilized, basic random sample method. Both primary and secondary data sources were used. Data was
collected using questionnaires and interview schedules. SPSS version 22 was utilized for data analysis. The study also used
multiple regression. Finally, the study finds recruiting and selection, training of employees, employee welfare services,
employee voice and reward systems all have a significant, average, or minor effect on performance of employee. From the
findings, its suggested, strategic human resource management approaches be used, implemented, and sensitized to
increase employee performance.

Muraga (2015) wanted to see how strategic effectiveness of human resource management methods is influenced
in Kenyan parastatals. In Kenya, there is a considerable beneficial correlation between training of employees and
parastatal performance. The link between organizational success and strategic human resource management methods has
been shown to be explained by public service culture. Staffing, on the other hand, was found to have no meaningful
correlation with organizational performance. Managers of human resources must provide diverse training to employees,
and policymakers must establish a framework for performance management that successfully relates parastatal
performance to goals of national development, and so appropriately link performance of individuals to institutional
performance. Both descriptive and explanatory research designs were used in this study to look at human resource skills
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and public sector culture. Primary data was collected from 185 employees using self-administered questionnaires from
Kenyan parastatals. Descriptive statistics as well as multiple regression analysis were used to analyze the data.

Employee training, according to Wamwayi (2016), is critical for public institution success. Limited funds, on the
other hand, have an impact on training costs, making it difficult to maintain and increase service quality. The study also
looked at training needs assessment and the impact it has on management personnel' performance. Mode of training,
duration of training, training feedback, and the moderating influence of motivation on link between training and
performance of employees are among the aspects discovered. The research was qualitative as well as quantitative.
Questionnaires were employed, as well as SPSS version 20 and regression analysis. The survey and co-relational design
approaches were used in the research. A stratified and purposeful random sampling strategy was used. The study's
findings revealed that training needs assessment, training duration, training modality, and training feedback are all
important factors to consider. Training needs assessment should be administered to personnel at public universities to
assist identify areas of concern and recommend training. Globalization's impact on competitiveness should be recognized.
Programs should be well-designed and long enough to allow for adequate evaluation, and employees should receive timely
training feedback after attending trainings.

Kisirkoi, (2017) investigated the impact of strategic leadership, planning, adoption of technology, innovativeness,
and, ultimately, strategic skills in HR skills on commercial bank competitiveness in Kenya. The findings reveal a link
between human resource capabilities and commercial bank competitiveness in Kenya. As a result, commercial banks
should strive to continuously improve their strategies in competencies in human resources. This study employed a cross-
sectional survey research design. The target audience consisted of Kenya's 43 commercial banks. A census was conducted
using questionnaires to capture primary data. The data was analyzed using SPSS software. The findings were presented
using descriptive and inferential statistics.

Sang (2015) established an association of HRM practices and labor productivity in public service of Kenya. HRM
practices included performance and reward management, recruitment and selection, employee training and development,
and the moderating influence of employee engagement on productivity growth. The study employed explanatory research,
which is useful in investigations which seek to determine how factors are related. The study population included all state
corporations in Kenya, where data was collected using a census method and HR practitioners were targeted. Pilot testing
was carried out to determine the validity of the questions and the data's anticipated reliability. Data was collected through
questionnaires, which was then analyzed using descriptive and inferential statistics. Statistical software of social sciences
was used to analyze quantitative data (SPSS). According to the findings, HRM practices have a favorable impact on worker
productivity.

This supports the findings of Maina (2016), who found that in order to raise labor productivity, personal staff
skills should be enhanced through training. The human resource development function is critical in matching individual
characteristics to job roles and determining if individual characteristics meet job criteria. Individual personality qualities
have been demonstrated to be useful in solving challenges as well as enabling performance and excellent career outcomes.
As a result, it is suggested that counties discover these characteristics during recruitment and foster them in order to
prepare individuals for managerial jobs.

3. Methodology

This study used descriptive research design.The study also used mixed method approach. The target population
was all the 52 Huduma centres in Kenya with the 52 branch managers and 1456 supervisors from the Huduma centres in
Kenya.1508 public customers were also included to rate public service delivery. Multistage sampling was used. Multistage
sampling is commonly used when there is no sampling frame, and if the population is dispersed over a large
area.(Sedgwick, 2015; Chauvet, 2015). To collect data, the researcher used structured self-administered questionnaires.
Cronbach’s alpha was used to measure reliability. Data was analyzed using SPSS version 20 and presented through
descriptive and inferential statistics.

Factors Cronbach’s Alpha Comment
Employee training 0.915 Accepted
Public service delivery 0.880 Accepted
Government policies 0.729 Accepted
Table 1

The results in table 1 reveal that employee training, public service delivery and the mediating variable of
government policies (M) had coefficients above 0.70. Cronbach, (1951) indicated that 0.70 coefficient or higher indicates
that the data is highly reliable.

3.1. Respondents Characteristics

There were more female managers and supervisors (57.9%), than male (42.1%) participated in the survey.
Majority of the public customers that participated where male (50.4%) and the female were (49.6%). This shows there is a
fairly balanced gender from the Huduma centers from which the information was obtained. From the results, it is found
out that majority of those who seek the government services in Huduma centers are the youths and the middle aged.
Majority of managers and supervisors were educated. Majority of the branch managers were found to earn a basic salary
of Kshs. 60,000 and above on average as most have experience and higher education earning a considerable higher net
salary as compared to the section supervisors a majority earned a net salary of Kshs. 20,000-39,000.
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Employee Training Strongly Agree | Neutral Disagree Strongly Mean | Standard
Agree Disagree Deviation
Training is based on 47.0% 40.0% 7.4% 3.3% 2.2% 4.26 0.901
the identified
training needs
Training methods 39.5% 45.4% | 9.2% 4.4% 1.5% 4.32 2.631
are adequate and
they provide

behavior and
attitude change

Training is based on 30.7% 40.7% | 17.0% 7.8% 3.7% 3.87 1.053
career growth
Mentoring and 33.6% 44.4% | 12.7% 6.0% 3.4% 3.99 1.003

coaching are done to
strengthen talent and
continuous learning

The in-service 39.6% 449% | 10.6% 3.8% 1.1% 418 0.851
programs have
adequately brought
about development
in behaviour and
attitude for building
capacity in Huduma
centres

Huduma Centres 21.6% 41.0% | 17.9% 14.9% 4.5% 3.60 1.115
experience skills and
competency gaps in
some tasks
There is duplication 9.8% 14.3% | 19.2% 35.3% 21.4% 2.56 1.246
and overlapping of
functions in Huduma
centres
Employee training 42.8% 44.6% 6.7% 4.1% 1.9% 422 0.883
enables easier
facilitation of change
management of work
processes in Huduma
centres
Composite mean and 3.875 1.2104
standard deviation

Table 2: The Influence of Employee Training on Public Service Delivery
Source: Survey Data, 2021

The composite standard deviation is 1.2104, and the aggregate mean value is 3.875. This implies that the
respondents agreed that employee training influence public service delivery.
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Strongly | Disagree | Neutral | Agree | Strongly | Mean | Standard
Disagree Agree Deviation
% % % % %
Government policies 1.9 34 6.0 45.5 43.2 4.24 0.859
influence public service
delivery in
Hudumacentres
Priorities in political 5.3 17.4 20.0 355 21.9 3.51 1.165
developments influence
public service delivery in
Hudumacentres
Economic resources 1.1 7.9 15.7 419 333 3.99 0.953
available influence public
service delivery in
Hudumacentres
Government budgets 1.5 6.8 7.2 411 43.4 4.18 0.940
influence public service
delivery in
Hudumacentres
Laws that define 1.5 6.8 12.9 45.8 33.0 4.02 0.933
institutional processes
influence public service
delivery in
Hudumacentres
Composite mean and 4.0 0.643
standard deviation

Table 3: The Mediating Effect of Government Policies on Public Service Delivery

Table 3 shows that on average, the respondents agreed that government policies had an influence on public
service delivery (M=4.00, SD =0.643). This is a clear indication that government policies play a critical role in enhancing
effectiveness of public service delivery.

Public Service Delivery Strongly Agree | Neutral | Disagree Strongly Mean | Standard
Agree (%) (%) (%) (%) Disagree (%) Deviation
Services employees deliver 39.5 48.2 7.6 4.7 0.0 4.22 0.782
are of good quality
Employees are highly 40.6 471 7.2 4.7 0.4 4.23 0.806

engaged in their work of
serving clients satisfactorily

There is quick response to 37.6 39.4 15.3 6.2 1.5 4.05 0.953
clients’ needs
location of HudumaCentres 39.9 35.1 13.8 10.1 1.1 4.03 1.021

is accessible, reliable and
convenient to customers

Services offered in are 40.2 43.5 12.3 3.6 0.4 4.20 0.817
reliable
Hudumacentres fully 42.5 46.2 8.0 2.9 0.4 4.29 0.762

conform and fulfill
provisions of constitution
and expectations of public

There is responsiveness to 37.5 52.0 6.9 2.5 1.1 4.22 0.772
citizens’ needs
There is professionalism in 46.0 41.2 8.4 3.6 0.7 4.28 0.824
HudumacCentres
There is respect for rule of 46.0 43.1 6.9 3.6 0.4 4.31 0.784
law in HudumaCentres
There is observance of 42.5 45.1 8.4 3.3 0.7 4.25 0.803
public service values in
Hudumacentres
mean and Standard 4.2 0.8
deviation

According to the findings, public service delivery is effective and efficient. This is shown by an aggregate mean of 4.2 and
a standard deviation of 0.8
Table 4: The Influence of Public Service Delivery in HudumaCentres in Kenya
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Government Policies Strongly | Disagree | Neutral | Agree | Strongly | Mean | Standard
Disagree Agree Deviation
% % % % %
Government policies influence 1.9 3.4 6.0 45.5 43.2 4.24 0.859
public service delivery in
Hudumacentres
Priorities in political 5.3 17.4 20.0 355 21.9 3.51 1.165

developments influence public
service delivery in
Hudumacentres
Economic resources available 1.1 7.9 15.7 419 333 3.99 0.953
influence public service
delivery in Hudumacentres

Government budgets influence 1.5 6.8 7.2 41.1 43.4 4.18 0.940
public service delivery in
Hudumacentres
Laws that define institutional 1.5 6.8 12.9 45.8 33.0 4.02 0.933

processes influence public
service delivery in Huduma
centre
Composite mean and standard
deviation 4.0 0.643

Table 5: Mediating Effect of Government Policies on Public Service Delivery

Table 5 shows that on average, the respondents agreed that government policies had an influence on public
service delivery (M=4.00, SD =0.643). This is a clear indication that government policies play a critical role in enhancing
effectiveness of public service delivery.

Coefficients
Model Unstandardized Standardized t Sig. Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Tolerance VIF
1 (Constant) 2.207 470 4.697 .000
ET 183 .058 .189 3.167 .002 913 1.096
2 (Constant) 2.061 .393 5.241 .000
ET 168 .048 173 3.469 .001 912 1.096
M 464 .043 .580 10.881 | .000 799 1.252
a. Dependent Variable: PSD

Table 6: Model Coefficients for Multi Regression Model - Hypothesis Results
Source: Survey Data, 2021

Table 6 shows that in the first model, Employee training (ET); f = 0.183, p = 0.002, is significant at 95%
confidence level. In the second model regression analysis was used to investigate the hypothesis that government policies
mediate the relationship between employee training and public service delivery. Government policies had significant
mediating effect on the relationship between Employee training and PSD. As indicated by p=0.000 at 95% confidence level.
Therefore the null hypothesis is rejected and it was concluded that employee training has influence on public service
delivery of Hudumacentres in Kenya

4. Summary of the Findings

Employee training in Hudumacentres in Kenya is based on the identified training needs. This was shown by4.26
mean value and 0.901 standard deviation and majority who responded, 47.0% and 40.0% strongly agreeing and agreeing
respectively. Hudumacentres in Kenya were found to have adequate training methods and they provide behavior and
attitude change as indicated by 4.32 meanof and 2.631standard deviation. Majority who were branch managers and
supervisors of varioussections within Hudumacentres agreed that training is based on career growth as shown by
3.87mean value and1.053 standard deviation. Majority of those who responded, 71.4% agreed, 17% remained neutral
while the rest disagreed. From the research findings, most of the respondents indicated that mentoring and coaching are
done to strengthen talent and continuous learning. This was indicated by 3.99 mean value and 1.003standard deviation.
Majority of the respondents agreed in-service programs have adequately provided behavioural and attitude development
for capacity building in Huduma centres denoted by a 4.18 mean value as well as a 0.851standard deviation. Study
respondents agreed Huduma centres experience skills and competency gaps in some tasks with 3.60 mean, and standard
deviation 1.115. Respondents were indifferent on average as they neither agreed nor disagreed that in Huduma centres
there is duplication and overlapping of functions with majority, 56.7% disagreeing. Finally, in Huduma centres, employee
training enables easier facilitation of change management of work processes. This was indicated by 4.22 mean value, with
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0.883 standard deviation, and most respondents, 87.4% agreeing. The composite mean value is 3.875 and the composite
standard deviation is 1.2104. This implies that the respondents agree that employee training influence public service
delivery of Huduma centres in Kenya.

Analysis by work designation showed that branch managers and supervisors agreed that employee training
adequately has influence on public service delivery with a composite mean of 3.9 and standard deviation of 1.0 for branch
managers and mean of 3.8485 and mean of 0.96936 for section supervisors.

5. Government Policies - Summary of the Findings

The findings revealed government policies have mediating influence on public service delivery in Huduma centers
with a standard deviation of 0.859 and a mean of 4.24, with majority, 88.7% agreeing. Respondents agreed that priorities
in political developments influence public service delivery in Hudumacentres with mean equal to 3.51 as well as standard
deviation of 1.165. Third item asked whether economic resources available influence public service delivery in
Hudumacentres from which the respondents agreed with a mean equal to 3.99 and a standard deviation of 0.953. The
people who responded again agreed that the government budgets did influence public service delivery in Hudumacentres
with a mean of 4.18, and a standard deviation of 0.940. Lastly on government policies, the participants were asked
whether laws that define institutional processes influenced public service delivery in Hudumacentres. The respondents
agreed on average with a mean of 4.02, and a standard deviation of 0.933. The respondents were, on average, in
agreement, government policies have a mediating effect on public service delivery with a composite mean equal to 4.00,
together with a standard deviation equal to 0.643. This is clear indication that government policies perform extremely
important part in facilitating the effectiveness of public service delivery.

The public customer rated dependent variable of public service delivery. Findings show that public service
delivery has a mean equal to 4.2 as well as standard deviation of 0.8. This means majority of respondents agreed that there
is an effect of strategic HR practices on provision of public services of Kenya’s’ Hudumacentres.

6. Conclusion

This study concludes the following:

Majority of the respondents agreed that employee training influence public service delivery in Hudumacentres.
This was indicated by a total mean of 3.875 as well as a standard deviation equal to 1.2104. Results show employees’
training in Hudumacentres in Kenya is based on the identified training needs, adequate training methods that provide
behavior and attitude change, and that training is based on career growth. From the research findings, most of the
respondents indicated that mentoring and coaching are done to strengthen talent and continuous learning. The
respondents agreed that the in-service programs have adequately provided behavioural and attitude development for
capacity building in Huduma centres. It was also agreed that Huduma centres experience skills and competency gaps in
some tasks. The respondents were indifferent on average as they neither agreed nor disagreed that in Huduma centres
there is duplication and overlapping of functions. Finally, in Huduma centres, a majority agreed that employee training
enables easier facilitation of change and management of work processes. This implies therefore that employee training is
very important and is key to ensuring efficient and effective public service delivery of Hudumacentres in Kenya.

Results of the research reveal, a positive significant low linear relationship exists with a coefficient of correlation
equal to 0.254 (statistically significant as p = 0.000 with p<0.01) of employee training and public service delivery in
Kenya’s’ Hudumacentres. Hypothesis results show that first model, the p value on employee training was significant as it
was less than 0.05 (p = 0.002 with p<0.05). For this reason, there was a rejection of the null hypothesis and it was
established that employee training has influence on public service delivery of Hudumacentres in Kenya. This implies that
employee training as a strategic human resource practice, has a significance influence on public service delivery in
Hudumacentres in Kenya.

Study findings indicated that government policies mediated public service delivery in Huduma centers with a
composite mean of 4.00 and a standard deviation of 0.643. The findings also show that priorities in political developments
influence public service delivery in Hudumacentres. Furthermore, the economic resources available influence public
service delivery in Hudumacentres from which a majority of the respondents agreed. It was also agreed that the
government budgets did influence public service delivery in Hudumacentres. Lastly a majority of the respondents agreed
that laws that define institutional processes influenced public service delivery in Hudumacentres. Government policies
were found to have a positive and statistically significant moderate mediating relationship with public service delivery.
This was indicated by a correlation coefficient of 0.594, p = 0.000 with p<0.01. This is a clear indication that government
policies play a very important role in enhancing the effectiveness of public service delivery.

Results of the hypothesis shows that the policies of the government have a significant mediating effect on
relationship of employee training and PSD as it was less than 0.05 (p = 0.001 with p<0.05). Further it was found that
government policies did not have significant mediating effect between the relationship of organizational culture, work
environment, recruitment and selection and PSD, as indicated by the p values of 0.920 for organizational culture, 0.391 for
work environment, 0.340 for recruitment and selection which were greater than 0.05 respectively. However results also
revealed that a unit increase in recruitment and selection led to a unit decrease in PSD with 8 = -0.065.

7. Recommendations

The study recommends that:

Employee training should be sustained as it is found to have a positive significant relationship with public service
delivery. Training methods of mentoring, coaching and in-service programs should be continued since they help in
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development of attitude, behavior as well as reinforce capacity building. They also help in strengthening talent and also
continuous learning. Training needs and their base on career growth should be sustained. Management support and
change management should continue to be highly encouraged since they enhance easier facilitation of work processes.
Moreso, the government policies on employee training should be continued since they have a mediating relationship with
public service delivery. Through this, the government can investment in employee training on time and resources and
ensure that the rule of law is upheld, reducing any kind of politics that can negatively affect training in the government
institutions.

Government should add to the policies that might enhance the working efficiency of strategic human resource
practices to make them better and stronger. These can be policies on priorities in political developments which should be
reexamined to identify those that influence at a greater extent so as to achieve maximum and timely productivity. In
addition, political influences like corruption and petty bureaucracy that may hinder effectiveness of the strategic human
resource practices should be avoided. Government budgets that take time to be decentralized especially in the counties
can be reviewed. Government laws should also be upheld and closely monitored to ensure the right practices are observed.
Lastly there should be a robust monitoring and evaluation of policy implementation so that performance gaps can be
identified early enough in order to advise policy change and help measure performance of the future process of policy
making. There should be inclusive stakeholder participation during the process of making policies as well as putting the
policies into practice to ensure they are inclusive and well crafted.
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