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ABSTRACT 

Teachers Service Commission (TSC) has previously experienced performance challenges 

in delivery and execution of its activities, especially when most activities were carried out 

manually. There were also challenges in human resource management especially in 

recruitment,transfers, promotions, salary processing and delivering of pay slips to 

hundreds of thousands of teachers, as these activities were mainly carried out manually 

and involved keeping lots of paper files as well as incurring cost like postage and buying 

of papers. This affected the efficieny of TSC and its performance. The need for TSC to 

become more efficient operationally and more responsive towards its stakeholders needs 

in service delivery has seen increased automation of services through adoption of 

Management information Systems (MIS) in the institution. Thisz studyz soughtz toz 

establishz thez influencez ofz MISz capabilitiesz onz performancez ofz thez institution.z Thez 

objectivez ofz thisz studyz wasz thereforez toz determinez thez influencez ofz MISz capabilitiesz onz 

thez performancez ofz TSCz ofz Kenya.z Thez specificz objectivesz werez toz establishz thez 

influencez ofz communicationz capabilities,z accountingz capabilities,z humanz resourcez 

managementz capabilitiesz andz dataz managementz capabilitiesz onz performancez ofz TSC.z 

Thez studyz wasz anchoredz onz Unifiedz Theoryz ofz Acceptancez andz Usez ofz Technology,z 

Resourcez Basedz viewz theory,z andz Theoryz ofz Plannedz Behavior.z Thez studyz adoptedz az 

descriptivez researchz design.z Thez targetz populationz consistedz ofz 1,300z staffz inz variousz 

departmentsz inz TSCz headquarters,z Nairobi. Thez studyz employedz stratifiedz randomz 

samplingz techniquez forz purposez ofz choosingz az samplez sizez ofz 130.z Thez studyz usedz 

primaryz dataz whichz wasz collectedz withz thez helpz ofz thez questionnaire.z Thez questionnairez 

hadz bothz closedz anz open-endedz question.z Az pilotz testz wasz carriedz outz toz ensurez thatz thez 

questionsz inz thez questionnairez werez thoroughlyz reviewedz toz ensurez clarityz andz 

eliminatedz z anyz formz ofz ambiguity.z Thez quantitative dataz wasz analyzedz usingz descriptivez 

andz inferentialz analysis while information from open ended questions was analysed using 

thematic content analysis and presented alongside the quantitative data.z Thez studyz foundz 

outz thatz communicationz capabilities,z accountingz informationz systems,z humanz resourcez 

managementz systems,z andz electronicz dataz managementz systemz have a spistive and 

significant influence on performancez ofz TSC.z Thez studyz concludedz thatz communicationz 

capabilitiesz influencedz performancez ofz TSCz inz termsz ofz speedyz deliveryz ofz informationz 

andz efficiency.z Thez studyz alsoz concludesz thatz accountingz capabilitiesz hasz az positivez 

influencez onz performancez ofz TSC.z Itz canz alsoz bez concludedz thatz humanz resourcez 

managementz capabilitiesz hasz az positivez andz significantz influencez onz performancez ofz 

TSC.z Thez studyz recommendedz thatz TSCz should continually adopt and implement 

management information systems in service delivery. The top management should 

continually support the adoption and implementation of MIS through budget allocation 

and also ensure proper orientation to the staff at all levels to ensure they have proper and 

adequate knowledge to use of MIS effectively. The study will be of benefit to the 

management and staff of TSC; to other public institutions in Kenya who wants to adopt 

ICT in delivery of services; to the government of Kenya as the policy maker; and to 

researchers. It is suggested that a similar study be conducted in other institutions for 

comparison of results. It should also explore other variables other than the ones studied in 

this study.  
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CHAPTER ONE 

INTRODUCTION 

1.1 Background of the Study 

 Across the world organisations are keen to improvez servicez delivery and the overall 

performance of their organisations. Adoption and integration of automated services has 

mainly been made possible inz orderz toz createz andz deliverz services, which have an 

impact on effectivez service delivery to thez citizens and also enhances organization 

performance (Bourgeois, 2014). Thez rapidz developmentz of Management Information 

Systems (MIS) has led to drasticz changez in the naturez of how servicesz are delivered 

by organizations. Automation of services inz bothz publicz and privatez organizationsz 

hasz offered a faster and better means of communication around the globe (Bresnahan & 

Yiu, 2017). This has in return facilitated efficiency in storage, retrieval, processing and 

exchange of data and utilization through systems intergrationz of information among its 

users right from individuals, groups, businesses,z organizationsz an even governments 

(Bourgeois, 2014).  

In Bangladesh, Islam et al. (2015) indicates that the government has adopted MIS to 

improve delivery of public service. The Bangladesh Government initiated ‘Access to 

Information (a2i)’ Programme with support from UNDP. Under the a2i Programme some 

initiatives i.e. e-tendering, e-purjee, online MPO distribution, and district e-services, have 

successfully implemented to adopt MIS to improve the public service delivery to the 

citizens.  

In Indiaz thez Rightz toz Informationz Actz givesz citizensz quickerz accessz toz landz 

recordsz andz basicz servicesz suchz asz waterz and rationz cards. Inz Eastz Africaz thez 
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Openz Budgetz Initiativez helpsz governmentsz makez the legislativez process morez 

transparent. Inz Malaysiaz citizensz can obtainz a widez rangez of governmentz 

informationz byz textingz a shortz code. In Afghanistan, the government with the support 

of World Bank has integrated government services with mainstreamzmobilez 

applicationsz to expandz andz improvez publicz servicez delivery (World Bank, 2012). 

In Nigeria, Onobrakpeya, Nana and Odu (2018) shows that modernz firmsz in thez 

Nigerianz economyz are makingz vitalz investmentsz in ICTz to alignz businessz 

strategies, supportz innovativez functionalz operationsz and provide extensivez enterprise 

networks. The deployment of MIS is increasing with many firms using it in office 

automation,z suchz as electronicz mail,z telecommunicating,z word processing andz 

teleconferencing. Otherz areasz of MISz applicationz are: in businessz management,z 

computerizedz databasez managementz system (DBMS)z and managementz information 

systemz are nowz makingz commercez and industryz pleasant andz ensuringz decision 

making (Abubakar, Nasir & Haruna, 2013). 

In Libya, Bezweek and Egbu (2010) established that information technology facilitates 

communication and collaboration on communication behaviour in public sector 

organizations in Libya. The authors indicated that today,z face-to-facez communicationsz 

havez beenz replaced,z to a largez extent,z byz E-mail; thusz increasingz thez speedz of 

decision-making. It was also found that informationz technologyz havez significant 

effectsz on organisationalz structure,z communicationz processes,z managementz and 

functioningz ofz mostz organisations.  
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Management information systems havezincreasingly beenz used as a strategicz toolz to 

more efficientlyz supportz anyz government’sz prioritiesz and programz delivery (World 

Bank, 2012). ICTs if well embraced have the ability to revolutionize public service 

management and transform public service delivery. It can simplifyz administrativez 

proceduresz and sharez services (suchz as citizen authenticationz and paymentz systems); 

can helpz reduce costs,z adoptz commonz standards for informationz exchanges,z and 

performz organizationz functionsz morez efficiently (withz fasterz responsez timez andz 

fewerz errors) (World Bank, 2012). Automated service delivery has also become an 

integral component in public institutions following the government’s insistence on the 

need to promote transparency and increase efficiency in service delivery as well as 

enhance organizational performance (Hasan, 2016). 

1.1.1 Organisational Perfomance 

Use of management information systems in delivery of services can improve 

performance of an organization through improved efficiency,z qualityz and coveragez of 

servicez delivery,z betterz monitoringz andz evaluation,z andz morez efficientz servicez 

delivery (DFID, 2018). Vester Haldrup (2018) also indicated that digitisation of services 

can directly and indirectly lead to can improve performance of an organization by: 

lowering the cost of delivery; improving the quality of services and strengthening and 

responsive. Herbert (2019) assert that use of MIS in staff recruitment, performance 

review, management, and monitoring in public institutionsz canz addressz nepotisticz 

practices,z canz leadz toz efficiencyz savingsz onz thez salaryz bill, canz improvez staffz 

and institutionalz performance,z and can increaseztransparencyz and trustz in institutions. 
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This study therefore sought to determine the influence MIS capabilities on performance 

of Teacher service commission Kenya. This study measured performance using non-

financial measures. The financial measures included costs of operations while non- 

financial performance measures included improved efficiency, quality services, 

timeliness of service delivery and customer satisfaction.  

1.1.2 Management Information System (MIS) Capabilities  

A management information system (MIS) helpz to buildz newz and betterz servicez 

delivery (Bekkers & Zouridis, 2009) byz risingz transparencyz andz efficiency,z and 

enhancingz thezcoordinationz of publicz sectorz proceduresz and management (Dasgupta 

& Gupta, 2009). The advent of MIS has seen introduction of an array of management 

information systems for delivery of services in the public sector where  citizens are able 

to acquire and access services (e-government services) 24x7 from anywhere through 

multiple channels at their convenience (Hasan, 2016). Internet technology advancement 

has brought about a revolutionary changed into the expectations of the people to obtain 

quality service. E-government has dramatically changed the relationship of government 

with the citizens with better service delivery (Islam et al., 2015). 

MIS is the key factor to facilitateq  and attainq  efficientq  decision making in an 

organization. Becta (2015) describesq anq informationq systemq as "a system consisting 

of the network of all communication channels used withinq anq organization". Inq theirq 

study,q Laudon and Laudonq (2013)q indicateq thatq MISq mayq implyq asq 

"informationq systemsq focusingq onq theirq useq inq businessq andq management". 

MISq also concentrateq on theq information in the contextq of: electronicq dataq 

processingq whichq carriesq outq transactionq processingq functionsq andq recordsq 



5 
 

detailedq factualq data; and managementq reportingq systemsq whichq scrutinizeq the 

operationalq activitiesq ofq anq organization,q providingq summaries,q informationq 

andq feedbackq toq management (Karim,q 2011).q  

In the context of this study MIS capabilities means use of computer system or software 

that includes, communication systems, HRM systems, accounting systems and data 

management systems which aids in management of data and information in 

organizations. 

Inz thez publicz sector MIS is greatly being adoptedztoz improvez servicez deliveryzand 

organizational performance. Some MIS systems facilitate communication within and 

outside the organization. This involves digitization of communication technologies 

(electronic mail, teleconferencing, telecommuting) (Onobrakpeya, Nana, & Odu, 2018). 

In this study communication capabilities means communication technologies such as, e- 

mails, bulk sms, video conferencing, and target communication which enhances 

commucation either internally or externally with other stakeholders. 

MIS capabilities also transmitting data and information electronically (Onobrakpeya et al. 

2018; Chen, Gillenson & Sherrell, 2002); computerized database management system 

(DBMS) and information systems (Abubakar, Nasir & Haruna, 2013). In this study data 

management capabilities means capability to collect, digitally store and use data securely, 

as well as ability to organize data through Electronic Data Management System (EDMS), 

digitization of records and databases. 

MIS may also include tools used to support processes such as accounting and finance 

systems and management reporting systems. This includes payment/accounting systems 
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(e-payment services)/ revenue collection systems (Treiblmaier et al. 2006); e-tendering 

(Islam et al. 2015); which replaces the traditional paper/manual information to internet 

enabled digitalized information (Giri & Shakya, 2018), among others. In this study 

accounting capabilities entails online payments services by an organization to its 

employees which includes payments of salaries, third parties deductions and access to 

payslip online. 

Informationz systemsz havezalso madez it possiblez forz organizations toz havez az 

dedicatedz toolz whichz helpsz in organizingz the completez recruitmentz andz selectionz 

process. Recruitmentz managementz systemz greatlyz enhancesz thez performancez ofz 

recruitmentz processz and deliversz efficiencyz to the organization (Silva & Lima, 2018). 

Human resources management system (HRIS) also allows budget control,z trackingz and 

screening,z skillsz matching,z appraisals, feedback,z manpowerz planning, successionz 

planning,z skills monitoring,z and trainingz needsz analysis (Kavanagh, Thite & 

Hohnson, 2012). In this study HRM capabilities entails information system that aids in 

execution and management of human resources activities and processes electronically. 

This includes recruitment process, transfer/promotions, online appraisal, pension 

processing,  among other HR activities.   

Through MIS organizations are able to deliver services effectively, as it enhances; quick 

availability of services, timeliness, dependability, reliability, and ability to deliver 

services in an efficient and cheap fashion to the ever changing needs of the users. 

Operations are faster and smoother and thus results are achieved faster and more 

efficiently (Mebrate, 2010). It is therefore essential for public institutions to enhance 
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delivery of services to the citizens that it serves and subsequaently improve organization 

performance. 

In Kenya, thez governmentz has continually faced increased pressurez to be effectivez 

and efficient in service delivery. As a result, the Government of Kenya has recognised the 

importance of MIS in service delivery. The governmentz is movingz towardsz becomingz 

more efficient operationallyzthrough adoption of MIS and thusz setz upz measuresz toz initiatez 

majorz stepsz toz promotez itsz use (GoK, 2018). Service delivery in public institutions has for 

a long time been marred by delays, corruption, fraud, poorz informationz managementz asz 

thez filesz werez manuallyz maintainedz makingz informationz retrievalz difficult. Even now the 

delivery of services by public institutions has not been effective (Mugambi, 2014). 

Consequently, the government through the ministry of ICT has focused on automating its 

operations in order to curb those inefficiencies. According to Malenje, Otanga and 

Wabwoba (2014), investment in ICT and MIS resources is no longer an option for 

organizations in these modern times. Organizations should make good use of these 

resources to contribute effectively in business processes and yield improved service 

delivery to clients. 

Several public institutions havez developed online systemsz geared towardsz improvingz 

the efficiency and effectiveness of servicez delivery, which enhances organistion 

performance. Thesez systemsz include:z thez re-engineeredz Integratedz Financialz 

Managementz Informationz System (IFMIS), Countyz Revenuez Collectionz Systems, 

applicationz ofz publicz servicez jobsz online,z statusz trackingz ofz indentification cards 

and passports,z publicz examinationz resultsz and candidatez selectionz intoz secondaryz 

schools, digitizedz educationz contentz inz twelve subjectsz inz secondaryz schoolz level; 
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online submissionz of taxz returns,z onlinez customz declaration,z electronicz reportingz 

of corruption,z and a businessz licensingz e-registryz among others. These are geared 

towards ensuring quality, speed, dignity, convenience and efficiency in service delivery 

(GoK, 2018).  

Inz addition, the Kenyanz Governmentz hasz underscoredz universalz accessz toz ICTsz 

as a majorz objectivez of Visionz 2030. ICTz isz onez ofz thez foundationsz forz 

economicz developmentz inz thez Medium Term Plans (MTPs) of Vision 2030. As a 

foundation of the Medium Term Plans (MTPs), ICT would be concerned with: a) 

upgradingz the nationalz ICT infrastructure; improvingz publicz servicez delivery; 

developing the ICTz industry;z andz upgradingz ICTz capacity. The public sector has 

been challenged to make its contribution of enhancing public service delivery through 

ICT (GoK, 2014). Thus, thisz studyz thereforez seeksz toz establishz the extent of service 

delivery automation in Public Institutions and how it influences the performance of these 

institutions. The study will focus on Teachers Service Commission (TSC) of Kenya.  

1.1.3 Teachers Service Commission  

Thez Teachersz Servicez Commission (TSC) of Kenyaz is an Independentz Commissionz 

establishedz underz the Constitutionz ofz Kenyaz toz managez humanz resourcez withinz 

the educationz sector. The Functions and Mandate of the commission are outlined Underz 

Articlez 237(2)z ofz thez constitution. The Commissionz is mandatedz to performz thez 

following functions: registerz trained teachers; recruitz and employ registeredz teachers;z 

assignz teachersz employedz by the Commissionz for servicez in anyz publicz schoolz 

orz institution;z promotez and transferz teachers; exercisez disciplinaryz control over 

teachers; terminatez the employmentz of teachers; reviewz thez standardsz of educationz 
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andz trainingz ofz personsz enteringz thez teachingz service; reviewz thez demandz forz 

andz supplyz ofz teachers;z and advisez thez nationalz governmentz on mattersz relatingz 

to thez teachingz profession.  

Teachers Service Commission (TSC)z playsz az majorz rolez inz supportingz thez effortz 

ofz thez Governmentz inz implementingz thez policiesz thatz relatez toz thez Visionz 

2030,z Universalz Primaryz Education (UPE)z andz subsequently,z Educationz Forz Allz 

(EFA). The institution has adopted Management Information System (MIS) in a bid to 

digitalise their services in order to provide quick and efficient service to its customers. 

Through MIS the following System have been implemented in the Commission: 1). 

Integrated Personal Payroll Data (IPPD) System - this system is used for payment of 

salaries and effecting the third party deductions. Through these system teachers are paid 

timely; 2). TSC Website and Mail – this act as a communication channel to all the clients 

on various issues for example vacant post on teacher recruitment, pension status and 

study leaves, results of interviews and promotion, circulars and general information and 

more so the online services; 3). Human Resouce Management Information System 

(HRMIS) – which is basically a human resource management information system to 

manage most of the HR activities, 4). Teachers Online portal - this entails the online 

teacher registration, Teacher Management Information System, and promotions through 

interviews, wealth declaration, Promotion, E-recruitment etc; 5). TPAY- this is the 

system that enable teachers to access their payslip online as well as sending their payslip 

online to third parties like banks; 6). TPAD Teacher Appraisal system - this is where 

teachers are appraised online basing on various standards, learners progress, lesson 

attendance and professional development 7) Electronic Data Management System 
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(EDMS) for digitalizing and storing of teachers files and other documents. This shows 

that TSC has greatly adopted ICT and automated its services in order to improve 

information flow; enhance payments, recruitment, and appraisal and generally improve 

service delivery and organization performance.  

As part of its strategy, TSC Strategic Plan (2015-2019) sought to execute reforms and 

innovations so as to realign the TSC processes and systems in provision of teaching 

services and service delivery. This five year plan sought to providez anz outlinez ofz thez 

reformz road-mapz of TSCz and also providez a basisz for performancez planning,z 

implementationz andz evaluation (TSC Handbook, 2015). This has seen adoption and use 

of MIS in delivery of services at TSC.  

This study focused on TSC as the case sudy due to the institution’s effort to automate its 

process in order to enhance organizational performance, and improve service delivery. In 

addition, TSC as one of the public institution had been keen to enhance its service 

delivery as outlined in its recent strategic plans. TSC therefore formed a good case study 

to establish the extent to which automation has enhcanced its performance, as one of the 

public institutions.  

1.2 Statement of the Problem  

Enhanced organizational performance and improved service delivery has been a key 

focus of TSC as outlined in previous strategic plans (2005–2010) and the Transitional 

plan (2011-2013), (2015-2019) Strategic Plan and 2019 – 2023 Strategic Plan. In the 

Strategic Plan for the period 2015-2019 the organization sought to carry out reformsz 

andz innovationsz in provisionz ofz teachingz servicesz and service delivery. In the 2019 
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– 2023 Strategic Plan, TSC give a clear road map on how it sought to automate the core 

processes in the organization. It aims to transform all manual processes into electronic 

platforms. The organization has also come under increased pressure to automate all its 

functions, though adoption of MIS, to enhance its performance which has only seen them 

partially automate their services. A review of the previous strategic plans prior to 2015 

had shown that automation of teacher management processes was key for the 

organization to achieve enhanced service delivery and organizational performance (TSC 

Strategic Plan, 2015; TSC Strategic Plan, 2019).  

TSC had previously experienced performance challenges in delivery and execution of its 

activities, especially when most activities were carried out manually. There were also 

challenges in human resource management especially in recruitment, transfers, 

promotions, salary processing and delivering of pay slips to hundreds of thousands of 

teachers, as these activities were mainly carried out manually and involved keeping lots 

of paper files and incurring postage cost. Other than increasing the costs of operations, 

most teachers were forced to travel long distances and spend a lot of time in TSC offices, 

seeking services. This had a ripple effect on educational outcomes, as some teachers were 

away from school and it also led to distatisfaction among teachers.  

The need for TSC to become more efficient operationally and more responsive towards 

its stakeholders needs in service delivery has seen increased automation of services 

through MIS in the institution. Teachers’ files have now been converted into digital form 

and are accessible easily through an Electronic Document Management System (EDMS) 

(TSC, 2015). With increased adoption MIS and automation of services in the TSC; there 
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was need to establish the extent the MIS by TSC has influenced the performance of the 

institution in terms of efficiency and effectiveness in delivery of services. 

Az numberz ofz researchersz hadz conductedz studiesz onz differentz aspectsz of 

automation both locally and internationally. For instance, locally, Mugambi (2013) 

investigatedz thez effectsz ofz E-Governmentz strategyz onz servicez deliveryz inz thez 

governmentz ministriesz inz Kenya. The study established that the implementationz ofz 

e-governmentz wasz notz effectivez inz allz ministries; and recommended for need to 

promote and enhanced delivery of E-government services. Conversely, Karuga (2010) 

didz a surveyz ofz impactz ofz automationz on businessz valuez creationz inz Kenyaz 

bankingz sector. The study concludedz that automating most of the business functions 

has a positive effect on banking industry. The above reviewed studies had been 

conducted in different organisations who operations are different from that of TSC and 

the findings could not be generalizable in TSC. In addition, the variables studied by these 

studies were different from the ones that this study sought to investigate. This showed 

existence of both contextual and conceptual gaps.  

No notable study had focused specifically on effects that MIS capabilities have 

onzperformance of publicz institutionsz in Kenya, and more so in TSC. There was need 

to investigate how MIS capabilities has enhanced performance of TSC. This study 

therefore sought to fill that gap with a focus on TSC as a public government body to find 

out how the MIS capabilities (communication capabilities, accounting capabilities, 

human resource management capabilities and data management capabilities) have 

influenced performance of TSC. 
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1.3 Objectives of the Study 

1.3.1 General Objective 

The study sought to determine the influence Management Information Systems (MIS) 

capabilities on performance of Teacher Service Commission (TSC) Kenya.  

1.3.2 Specific Objectives 

The study sought to; 

i. Examine the influence of communication capabilities on performance of Teachers 

Service Commission of Kenya 

ii. Establish the effect of accounting capabilities on performance of Teachers Service 

Commission of Kenya. 

iii. Determine thez effectz ofz humanz resourcez managementz capabilities andz performancez 

ofz Teachers Service Commission of Kenya 

iv. Evaluate the influence of data management capabilities on performance of 

Teachers Service Commission of Kenya. 

1.4 Research Questions 

Thez study sought to answerz thez followingz researchz questions: 

i. Whatz isz thez influencez ofz communication capabilities onz performancez ofz Teachers 

Servicez Commissionz ofz Kenya? 

ii. Whatz isz thez effectz ofz accounting capabilities onz performancez ofz Teachers Servicez 

Commissionz ofz Kenya? 

iii. Whatz isz thez effectz ofz Human Resource Managementz capabilities andz performancez ofz 

Teachers Servicez Commissionz ofz Kenya? 
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iv. Whatz isz thez influence ofz data managementz capabilities onz performancez ofz Teachers 

Servicez Commissionz ofz Kenya? 

1.5 Significance of the Study 

The studyz would be ofz benefit toz thez staff ofz TSC sincez thez researchz gavez az 

clearz picturez on howzuse of management information systems to deliver services 

influenced performance of the institution. The study would give practical 

recommendations which would help in makingz informedz decisionz inz mattersz 

regardingz adoption and implementationzof MIS in the futurez in a bid to improvez 

servicez deliveryz and performance of the organization.  

The study would also enlighten other public institutions in Kenya on how they can utilize 

MIS capabilities in delivery of services inz orderz toz improvez theirz performance. This would 

also help the government in achieve one of the aspects of the Vision 2030, which is 

improving public service delivery through ICT.  

The study may also be of value toz thez governmentz of Kenya asz thez policyz maker,z asz itz 

would informz futurez policiesz onz MISz and service delivery especially in public instutions. 

The study may trigger policy formulation on adoption and use of management 

information systems in delivery of services in public institutions.  

To researchers and scholars, the findingsz wouldz contributez toz thez extensionz ofz existingz 

knowledgez onz MIS andz performancez ofz organizations. Thez studyz wouldz also  bez az sourcez ofz 

referencez forz futurez researchersz andz may form asz az basisz uponz whichz furtherz studiesz are 

carriedz inz thez future.  
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1.6 Scope of the Study 

Thisz researchz wasz conductedz atz thez Teachers Service Commission (TSC) of Kenya. The 

focus on TSC was based on the institution’s effort to automate its process in order to 

enhance organizational performance, and improve service delivery. In addition, TSC as 

one of the public institution had been keen to enhance its service delivery as outlined in 

its recent strategic plans. TSC therefore formed a good case study to establish the extent 

to which automation has enhcanced its performance, as one of the public institutions.  

The study was anchored onz Unified Theoryz of Acceptancez and Usez of Technology,z 

Resourcez Basedz Theoryz and Theoryzof Planned Behavior. Thez study population was 

staff atz thez TSC headquartersz in Nairobi.z Thez unitz of observationz was bothz thez 

managementz staffz and supportz staffz inz thez various departments of TSC. The study 

was conducted for a period of three months.  

1.7 Limitations of the Study 

Thez followingz limitationsz arose whilez carryingz outz the study. First, this study will rely on 

staff from TSC as the respondents of the study. Dues to restrictions in the organization on 

giving information to third parties without cosent; the researcher faced the problem of 

limited access to the respondents. This was made worse by the Covid 19 pandemic which 

restricted physical contact. Due to this limitation, the researcher first sought permission 

from the management, to carry out the study in the institution. The researcherz explainedz 

toz thez respondentsz thez purposez ofz thez studyz andz howz itz may benefitz theirz institution. 

Another challenge the study experienced was limited time and the busy schedule of the 

respodents. The respondents were TSC staffz inz thez headquarters,z who are normally  busyz 
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asz theirz workz involvesz offeringz servicesz toz largez number ofz teachers. Most of them could 

therefore not manage to answer to the questionaire immediately it was presented to them. 

To counter this challenge and in compliance with the covid 19 restrictions, the researcher 

sent the questionnaire through google forms, and online google platform whereby the 

respondents answered and submitted the questionnaire and answer the questions online  

at their own free time, and without any physical contact. 

Another challenge was that the a few research participants mwere unwilling to cooperate, 

to answer the questionnaire. To address this problem, the researcher made the staff aware 

of the study that was being conducted, and further explainedz toz thez respondentsz on thez 

purpose ofz thez studyz andz howz itz couldz benefitz theirz organization. The researcher also 

assured the respondents of the confidentialityz ofz thez informationz theyz give.  

1.8 Organization of the Study 

The organization of this thesis is as follows. Chapter 1 introduces the background of the 

study and covers the statement of the problem. It gives an overview on service delivery 

automation in public institutions at global, regional and local level The chapters also 

outlines the objectives of the study, the researchz questions,z significancez of the study,z 

scopez and limitationsz ofz thez study.  

Chapter 2 isz focusingz onz reviewingz otherz relatedz studies,z andz showz howz thisz 

researchz workz isz distinguishedz fromz otherz works. This chapter also reviews the 

theoretical underpinnings that inform the study and further maps out the variables of the 

study as presented under the conceptual framework.  
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Chapter 3 provides thez researchz methodologyz thatz willz bez usedz inz thez study.z Itz detailsz thez 

studyz design,z thez targetz population, sampling procedure andz samplez size.z Itz alsoz coversz thez 

researchz instrumentz toz bez usedz forz dataz collection,z pilot study  andz dataz analysisz technique.  

Chapterz fourz presentsz andz discussesz thez studyz findingsz asz analysedz fromz thez dataz 

collected from thez field while chapterz fivez presentsz az summaryz ofz thez findings, 

conclusion and recommendations of the study. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

Thisz chapterz presentsz thez literaturez reviewz whichz coversz pastz literaturez ofz relevancez toz 

thez study.z Inz thisz section,z thez studyz discussesz theories that the study was anchored on and 

further discussesz otherz authorsz workz andz findingsz asz guidedz byz thez researchz objectives.z 

Thisz helpsz toz identifyz thez existingz empiricalz evidencesz onz thez problemz underz research;z 

andz alsoz helpz mapz outz thez knowledgez gapsz thatz remainsz unfilled.z Thez chapterz endsz withz 

az presentationz ofz thez conceptualz framework,z whichz presents the hypothesized 

relationship between variables in the study.  

2.2 Theoretical Literature Review 

This study was anchored on three theories: unified theory of acceptance and use of 

technology, Resource Based View (RBV) theory and Theory of planned behavior. These 

theories were selectedz becausez ofz theirz explanationsz onz ICT use, and servicez deliveryz inz 

az technologicallyz definedz environment.  

2.2.1 Unified Theory of Acceptance and Use of Technology 

The unifiedz theoryz ofz acceptancez andz usez ofz technologyz (UTAUT) isz az 

technologyz acceptancez modelz formulatedz by Venkatesh etz al. (2003). UTAUTz 

explainsz thez extentz ofz acceptancez ofz thez usez ofz informationz technology. Thesez 

theoriesz assessz ifz thez userz willz acceptz thez newz technologiesz andz alsozthez 

user’sz abilityz toz dealz withz it. The Technologyz Acceptancez Modelz helps 

managersz and decisionz makersz to assess the success of the introductionz of 

technologyz to the organization, and motivatez users to acceptz thez systems (Venkatesh, 
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Morris, Davis & Davis, 2003). UTAUTz hasz beenz usedz andz appliedz byz manyz 

aspectsz to ascertain;z thez user'sz attitudesz towardsz acceptingz ICTz solution.z 

UTAUTz consistsz ofz fourz mainz concepts,z Performancez Expectancyz (PE),z Effort 

Expectancyz (EE),z Socialz Influencez (SI), and Facilitatingz Conditionsz (FC). These 

fourz mainz conceptsz are independentz variablesz whichz influencez dependent 

variables,z behavioralsz andz usage. Gender,z age,z experience,z andz volunteersz of 

systemz usez havez indirectlyz influencedz thez dependentz variablesz viaz thez four 

mainz concepts.z Behavioralz intentionz is seenz as a criticalz predictorz ofz technologyz 

use (Venkatesh et al., 2003). 

Performancez expectancyz isz thez degreez toz whichz anz individualz believesz that 

usingz thez systemz willz helpz himz orz herz toz attainz gainsz inz jobz performance” 

(Venkatesh et al., 2003). Performancez expectancyz isz hypothesizedz toz moderate the 

influencez onz behavioralz intentionz byz genderz andz age.z Effortz expectancyz is the 

degreez ofz easez associatedz withz thez usez ofz thez system (Venkatesh et al., 2003). 

Effortz expectancyz hypothesizedz toz moderatez thez influencez onz behavioral 

intentionz byz genderz andz age,z andz experience. Socialz influencez isz thez degree to 

whichz anz individualz perceivesz thatz importantz othersz believez hez orz shez should 

usez the newz system (Venkatesh et al., 2003). Socialz influence,z hypothesizedz to 

moderatez thez influencez onz behavioralz intentionz byz genderz andz age,z and 

experience,z andz volunteersz ofz system. Lastly,z therez isz facilitatingz conditions, 

whichz isz thez degreez toz whichz anz individualz believesz thatz anz organizational 

andz technicalz infrastructurez existsz toz supportz usez ofz thez system (Venkateshet al., 

2003).z  
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Thisz theoryz helpsz understandz individualz factorsz thatz influencez acceptancez and 

usez ofz informationz technology. Thez theoryz hasz distilledz thez criticalz factorsz 

andz contingenciesz relatedz toz thez predictionz ofz behavioralz intentionz toz usez a 

technologyz and technologyz usez primarilyz in organizationalz context. This isz critical 

in guidingz publicz institutionsz suchz as TSCz onz how toz dealz withz factorsz that 

canz affectz user'sz attitudesz towardsz use of MIS in the organisation. This theory 

supports the communication capabilities and accounting capabilities variables.   

2.2.2 Resource Based View Theory 

Resourcez Basedz View (RBV) theoryz isz a competitivez advantagez theory developedz 

byz Wernerfeltz inz 1980s. Thez fundamentalz principlez ofz thez resource basedz 

theoryz is thatz resourcesz can bez a basis ofz anz organisation’sz competitive advantage 

(Wernerfelt, 1984). Wernerfeltz notesz thatz thez bundlesz ofz valuable resourcesz atz thez 

organization’sz disposalz arez keyz determinantsz of anz organisation’sz competitivez advantage. 

Proponentsz ofz thez resourcez basedz theoryz arguez thatz thez resources ofz thez organizationz 

form thez foundationz ofz thez firm’sz strategyz and notz thez environment (Feurer & 

Chaharbaghi, 1994).z  

Firms’z resources couldz bez tangiblez orz intangible. Hitt et al. (2005)z revealedz thatz 

resourcesz can be categorizedz into three classes: physical,z humanz andz organizationalz 

capitalz whichz incorporatesz capitalz equipment,z the skills ofz individualz employees,z 

patents,z financesz and talentedz managementz staff. Yinz (2009) describesz capabilitiesz 

as intermediaryz outputsz betweenz resourcesz and competitivez advantage. Accordingz 

to Hitt et al. (2005) anz organization’sz uniquez resourcesz andz capabilitiesz providez 

the basisz for strategy. Anz integrationz andz mostz appropriatez configurationz ofz 
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firm’sz resourcesz and capabilitiesz withz insidez knowledgez helpsz firmsz achievez 

operationalz andz strategicz objectives (Kay, 2010). 

Porter (1985) notesz eachz firmz hasz uniquez andz specialisedz characteristicsz whichz 

shouldz be improvedz orz advancedz continuallyz toz enhancez competitivez advantage. 

An organisation’sz resourcesz are notz easilyz duplicatedz hencez makingz it convenientz 

forz individualz firmsz toz uniquelyz outdoz theirz competitorsz andz avoidz imitation. 

Forz az firmz toz achievez competitivez advantage,z itsz internalz resourcesz should be 

valuable, rare, imperfectlyz imitable and non-substitutable. Thez managementz thereforez 

needz toz organisez theirz firmsz inz az suitablez wayz thatz willz helpz themz exploitz 

theirz resourcesz inz a bidz toz achievez competitivez advantage (Barney, 1991). 

The theoryz thereforez emphasizesz onz thez importancez ofz internalz resourcesz ofz 

thez firmz asz thez sourcez ofz improvedz performance. Thez theoryz helpsz understandz 

howz ICTz as a resource in the organizationz can bez utilizedz to helpz inz achievementz 

ofz variousz benefits,z in az bidz to achievez superiorz performance. Thez theoryz alsoz 

highlightsz howz financialz resources,z humanz capital (ICT skills among employees), 

ICT infrastructure, when used and configured effectively can enable the firm to 

effectively utilise ICT tools and provide distinct performance. This theory supports the  

humanz resourcez managementz capabilities andz data management capabilities variables.  

2.2.3 DeLone and McLean Information Success Model 

DeLoneq andq Mclean’sq modelq isq viewedq asq aq comprehensiveq ISq assessmentq 

modelq (DeLone & McLean 1992; Seddon, 1997). DeLone and McLeanq reviewedq theq 

existingq definitionsq of ISq successq andq theirq correspondingq measures,q inq orderq 
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toq provideq a generalq andq comprehensiveq definitionq ofq ISq successq thatq coversq 

differentq perspectivesq ofq evaluatingq informationq systems;q thatq wasq basedq onq a 

reviewq and integrationq of 180q researchq studies. Inq thatq studyq aq comprehensiveq 

classificationq was introducedq that providedq sixq majorq categoriesq ofq informationq 

systemsq success.q Theq sixq majorq categoriesq ofq ISq successq includeq (1) systemq 

quality,q (2)q informationq quality,q (3)q use,q (4)q userq satisfaction,q (5)q individualq 

impact,q and (6) organizationalq impact (DeLone & McLean, 1992).q Eachq ofq theseq 

variables is a compositeq ofq numerousq andq diverseq constructsq and measures. 

DeLone and McLean argueq that whenq measuringq IS success,q researchersq shouldq 

systematicallyq combineq measuresq fromq theirq sixq ISq successq categories.q Theyq 

alsoq stressq theq needq forq additionalq researchq toq testq theq modelq andq forq theq 

selectionq ofq eachq ISq successq dimensionq (DeLone, & McLean, 2002). 

DeLoneq andq McLeanq presentq theirq resultsq inq termsq ofq anq ISq Successq 

Modelq asq follows: Systemq qualityq andq informationq qualityq impactq bothq useq 

andq userq satisfaction. Theq amountq of useq canq affectq user satisfactionq positivelyq 

orq negatively.q Useq andq userq satisfactionq areq directq antecedentsq ofq individualq 

impactq whichq resultsq inq impactq onq theq organizationq (DeLone & McLean, 2016). 

Severalq articlesq haveq beenq publishedq whichq directlyq orq indirectlyq validate,q 

challenge,q critiqueq orq extendq theq modelq itself.q Forq instance, Al-Mamaryq (2019) 

appliedq theq modelq toq measureq informationq systemsq successq inq Yemen;q 

Yakubu and Dasuki (2018)q usedq theq modelq toq assessq eLearningq systemsq 

successq in Nigeriaq whileq Zaied (2012)q appliedq the DeLoneq andq McLeanq modelq 

to evaluateq informationq systemq inq Publicq Sector.q However,q researchersq suchq as 
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Myers,q Kappelmanq and Prybutokq (1997) haveq proposedq modificationq toq DeLone 

and McLean’s ISq successq modelq toq includeq serviceq quality. Theq changesq inq 

theq reformulatedq ISq Successq Modelq areq largelyq changesq inq degree,q notq inq 

theq scopeq of theq variablesq thatq compriseq theq modelq (DeLone & McLean, 2016). 

This is an IS assessment model which argues that a successful IS should guarantee 

system quality, information quality, use, user satisfaction, individual impact, and 

organizational impact. This model will therefore be applied in the context of this study to 

assess/measure the performance of MIS in TSC. It was therefore applied to measure the 

dependent variable.  

2.3 Empirical Literature Review 

2.3.1 Communication Capabilities and Performance  

Previous research work showed that Azeez and Yaakub (2019) examinedq theq 

relationshipq between Managementq Informationq System (MIS) and organisationalq 

performance at Missanq Oilq Companyq inq Iraq. The quantitativeq methodq approach 

was adopted using a questionnaire-surveyq and structuralq equationq modelingq (SEM). 

Theq studyq resultsq showq thatq MISq indicatorsq (informationq quality,q userq 

satisfactionq andq netq benefits)q areq directlyq linkedq withq theq organisationalq 

performance. 

Onobrakpeya, Nana and Odu (2018) examined the effectz ofz informationz andz 

communicationz technologyz onz servicez deliveryz in thez Nigerianz manufacturingz 

industry. Cross-sectionalz surveyz researchz designz methodz wasz adopted. The study 

sample consisted of 225z employeesz fromz sixz privatez listedz manufacturingz companiesz inz 
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Lagosz Statez Nigeriaz andz stratifiedz randomz samplingz methodz wasz appliedz atz selectingz thez 

sample. Both correlation and multiple regression analysis were conducted to analyse the 

results. Findings showed that information and communication technologies such a 

electronic mail, teleconferencing and telecommuting have a positivez effectz on servicez 

delivery. The studyz thereforez concludedz that teleconferencingz systems,z collectivelyz 

with changes in corporatez policiesz and support, can resultz inz reductionsz in travelz 

and its relatedz costs. Among internetz users, emailz isz consideredz as the mostz 

significantz applicationz on the internetz that supportz employeesz meansz of 

communication. It was recommendedz thatz employeesz havez toz acquirez skillsz onz 

howz toz usez technologies in order to offer efficient services. 

Alene (2018) conductedq aq studyq on theq roleq ofq managementq informationq 

systemq inq enhancingq effectivenessq andq performanceq ofq Debreq Markosq cityq 

administrationq revenueq authority,q Ethiopia. Theq populationq comprisedq ofq 76q 

staffq membersq andq usedq censusq method.q Theq researcherq usedq descriptiveq 

researchq design. Theq studyq usedq bothq primaryq andq secondaryq sourceq ofq data,q 

wherebyq a questionnaireq andq interviewq wasq usedq to collectq primaryq data. Dataq 

was analyzedq usingq descriptiveq method.q Theq findingsq indicateq thatq networkingq 

ofq communicationq channelsq usedq withinq theq organizationq enhancesq deliveryq 

ofq informationq toq theq rightq users. Itq wasq concludedq thatq MISq playsq a vitalq 

roleq forq goodq decisionq makingq throughq providingq relevant,q accurateq andq 

consistentq informationq toq theq managers,q henceq improvedq performance.  

Bett, Obura and Ogindaq (2018)q investigatedq the relationshipq betweenq Informationq 

Systemsq (IS)q capabilitiesq and performanceq ofq firmsq inq theq telecommunicationsq 
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industryq inq Kenya. Itq wasq guidedq byq Resource-Basedq Theory. Correlationalq 

andq surveyq researchq designsq wereq used.q Theq populationq ofq theq studyq wasq 

523q staffq comprisingq ofq managementq andq operationalq levelq managersq fromq 

theq businessq andq ITq sectionsq inq eachq firm. Primaryq dataq wasq collectedq 

usingq structuredq questionnaireq andq anq interviewq schedule,q andq laterq analysedq 

usingq bothq descriptiveq andq inferentialq statistics.q Theq studyq concludedq thatq 

thereq wasq significantq relationshipq betweenq informationq systemsq capabilitiesq and 

firm performance. It wasq recommendedq thatq firmsq inq theq telecommunicationsq 

industryq in Kenyaq shouldq investq in the developmentq of marketq basedq 

informationq systemsq capabilitiesq sinceq they haveq significantq influenceq onq theirq 

performance. 

Yaghoubi and Sargazi (2014) evaluated the effectz of officez automationz onz 

organizationalz excellencez in Zahedan Universityz of Medicalz Sciences. Descriptive-

surveyz wasz used.z Researchz populationz wasz 212z employeesz andz samplez sizez 

wasz estimatedz 135z persons. Dataz collectionz wasz done through az questionnaire and 

data analysedz withz thez aidz ofz SPSSz software. Resultsz showz thatz using officez 

automationz hasz greatz effectz on communication, and subsequently on organizationalz 

excellencez in "people", "process, products, and services", "customer results", "people 

results", "society results", and "key performance results". Generally,z thez usez ofz 

improved communication tools among other aspects enhanced organizationalz 

performance. Resultsz alsoz showz thatz therez is az significantz differencez betweenz 

beforez andz afterz the applicationz of officez automation. Accordingz to results,z officez 

automationz hadz thez greatestz effectz on "key performance results". 



26 
 

Allameh et al. (2011) investigatedq theq effectq ofq Informationq Communicationq 

Technologyq dimensionsq on workq forceq productivityq ofq Mobarekehq steelq 

complexionq inq Isfahan. Theq populationq ofq theq studyq wasq allq managersq andq 

staffq membersq workingq in differentq areasq relatedq to Informationq communicationq 

technologyq of Mobarekehq steelq complex.q Aq questionnaireq wasq usedq toq collectq 

data. Theq findingsq indicatedq thatq officeq automation,q internetq andq intranetq hadq 

increasedq communicationq in theq organisationq henceq increasedq humanq resourceq 

productivity. The study concluded that the dimensionsqof Informationq Communicationq 

Technology (MIS,q internet, office automationq and internet)q affectq humanq resourceq 

productivityq andq subsequentlyq theq performanceq ofq Mobarekehq Steelq complexq 

inq Isfahan. 

2.3.2 Accounting Capabilities and Performance  

A review of previous studies showed that Bani-Hani et al. (2019) investigatedq theq 

impactq ofq MISq onq organizationq performanceq ofq Jordanianq universities. Theq 

targetq population comprisedq of allq the businessq faculties’q deansq and departments’q 

headsq inq Jordanianq universities,q stateq and private. Dataq was collctedq throughq 

questionnairesq and analysedq through spearmanq correlationq coefficientq andq simpleq 

regression. Theq findingsq indicatedq that thereq is a significantq positiveq relationshipq 

betweenq MISq and organizationsq performance; whichq impliesq that theq higherq the 

managementq informationq systems, the higherq theq organizationsq performance. Theq 

studyq establishedq thatq MIS enhancedq transactionq processingq systemq whichq is a 

computerizedq systemq that performsq andq recordsq theq dailyq routineq transactions. 
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The studyq concludedq thatq the managementq informationq systemsq had a significantq 

impactq onq organizationsq performance (effectiveness and efficiency).   

Domfeh, Kusi, Nyarkun and Hunsaker (2018) conducted a study toz assessz thez impactz 

of an Accounting MIS- Sales Force Automationz system on qualityz servicez deliveryz 

andz salesz reportingz amongz microz andz small-sizedz enterprisesz inz Kumasiz 

Metropolisz in thez Ashantiz Regionz in Ghana.z Throughz descriptivez surveyz design,z 

97 managersz of micro and small-sized enterprises purposively were selectedz andz 

surveyedz throughz self-administrationz ofz structurez questionnaires. Bothz descriptivez 

statisticsz and inferentialz statisticsz data analysisz techniquesz were usedz toz 

determinez thez researchz findings. It was foundz thatz Sales Force Automationz 

applicationsz significantlyz andz positivelyz predictz variancez inz qualityz servicez 

deliveryz inz thez sellingz functionz ofz thez firms. Therez wasz alsoz az statisticallyz 

significantz butz moderatez positivez correlationz betweenz thez usez ofz salesz forcez 

automationz andz qualityz servicez delivery. Itz wasz alsoz establishedz thatz thez usez 

ofz Sales Force Automationz applicationsz significantlyz and positivelyz predictz 

variancez inz salesz reportingz inz thez sellingz functionz ofz thez firms. Therez wasz 

also a statisticallyz significantz highz positivez correlationz betweenz thez usez ofz sales 

force automation system andz sales reporting. It was recommended thatz organisationsz 

shouldz integratez Sales Force Automationz systemz toz supportz theirz traditionalz 

sellingz function. Application developers were advised to createz special IT applicationsz 

purposelyz forz meetingz thez specialz needz ofz organisationsz inz theirz sellingz 

activitiesz in developingz countries. 
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Kemboiz (2018) assessed thez effectsz of automation of processes through information 

systemsz on performancez ofz commercialz banksz in Kenyaz withz particularz 

referencez to Nationalz Bankz ofz Kenya. Thez studyz employed descriptive research 

design and stratified sampling technique was used to obtain the sample. Data analysis 

was carried out using descriptive and inferential techniques. Resultsz obtainedz showedz 

thatz thez bankz continuouslyz automatedz itsz systemsz as newz technologiesz emerged. 

The bankz automatedz its corez systemsz suchz as ATMs, mobile bankingz and internetz 

banking. The bankz customersz accessedz thesez systemsz andz utilizedz themz to carryz 

outz theirz personalz transactions. The study concludedz thatz byz adoptingz automatedz 

systems, both customerz service levelz and customer relationshipz improvesz forz thez 

betterz leading to organization performance. 

Islam et al. (2015) examined the extent to which management information systems 

(Information (A2I) Programme) enhanced public service delivery in Bangladesh. Four e-

government services (e-tendering, e-purjee, and district e-services, online MPO 

distributions) were analyzed to assess the impacts of MIS adoption in public sectors. The 

result shows that, MIS adoption in public sectors improved the public service delivery 

and reduced corruption in public sectors by providing citizen access and transparency that 

ensure accountability. The study proposed for adoption of management information 

systems in the public sectors.  

Bhatnagar (2014) examinedq theq role of Information and Communicationq Technologyq 

inq improvingq publicq serviceq deliveryq and governance. The paperq reviewedq cases 

onz the usez ofz ICTsz inz thez managementz ofz deliveryz ofz publicz servicesz inz health,z 

education,z andz casesz onz electronicz deliveryz ofz governmentz services,z suchz asz providingz 
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certificatesz andz licensesz toz ruralz populations. The paperq establishedq thatz  methodsq 

ofzqservice delivery have not changedz for decades,q makingz themz inefficientz and 

corrupt. There is sufficient evidencez that well-designedz e-governance projectsz with 

process reformsz that targetz enhancedq transparency and accountability reducez 

discretion vested with civilz servants,z enhancez efficiency,z and can lower corruption. It 

concluded that ICTz can increase the efficiency, speed, and transparency in deliver of 

services and, as well as assist in the generationz andz disseminationz of knowledge. 

2.3.3 Human Resource Management Information Capabilities and Performance  

Human resource management information systems (HRMIS) aid in execution and 

management of human resources activities and processes electronically. This includes 

performing recruitment process activities (E-recruitment), transfer requests, Pension 

claim processing, keeping data / information on professional development of staff, 

payroll management, among other HR activities. This study seeks to establish the 

relationship between HRMIS capabilities and performance of institutions.  

A review of empirical studies shows that Ogohi (2019) conducted a study toz determinez e-

recruitmentz andz itsz effectsz onz organizationalz performancez inz Nigerianz Bankingz Sector.z 

This was a qualitativez researchz conductedz inz twoz selectedz Nigerianz commercialz banks.z 

Primaryz dataz wasz analyzedz usingz regressionz analysisz andz Pearsonz momentz productz 

coefficient)z techniquesz withz thez aidz ofz Statisticalz Packagez forz Socialz Science (SPSS). 

The study establishedz that e-recruitmentz isz az keyz componentz ofz humanz resourcez 

managementz andz thusz az buildingz blockz of an organisation'sz performance and 

success. The studyz concludedz thatz automatingz the recruitmentz and selectionz 

processz by integratingz e-recruitmentz softwarez withz thez existingz recruitingz 
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activitiesz providesz morez competent,z cost-effectivez proceduresz forz humanz 

resourcez hiringz managersz andz linez managers. Carrying out recruitment withz the 

supportz ofz e-recruitmentz softwarez ensurez that organizationsz are efficientz inz 

identifyingz andz retainingz talentedz individualsz hence improved performance.  

Oyelana and Thakhathi (2017) investigated how utilization of ICT impacted on 

employee’sz performancez inz thez localz governmentz organizationsz inz Southz Africa. 

Thez studyz revealedz thatz governmentz organizationsz shouldz endeavorz to organizez 

adequatez ITz trainingz andz workshopsz thatz wouldz facilitatez effectivez employees’z 

intuitivez of skillsz andz utilizationz in orderz toz providez qualitativez servicez delivery. 

Thez studyzestablishedz how ICT improvesz thez performancez ofz employees. 

However, thisz studyz wasz conductedz on localz governmentz organizationsz in Southz 

Africa,z whichz makesz thez contextz ofz thez studyz differentz fromz thatz ofz thez 

proposedz study.  

The above findings are in agreement with those of Uppin (2017) who also found out that 

recruitment and human resource automation helpsz inz increasez ofz accessz ofz informationz 

withinz thez organization. Therez isz az timelyz availabilityz ofz informationz toz carryz onz thez 

workz processz duez toz automation. From the study it can be observed that automation of 

recruitment and human resource processes enhances organizational benefits within 

organizations, and increase the quality of HR delivery. 

Wangai and Ngugi (2014) also examined how information technology influences 

performancez ofz stockz brokeragez firmsz inz Kenya.z Specifically,z thez studyz 

reviewsz fourz variables, that is; automationz of IT skills,z ITz policy, ITz infrastructurez 
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andz informationz security. The studyz establishedz thatz automationz ofz ITz skillsz 

hadz az positivez influencez onz performancez ofz stockz brokeragez firmsz inz Kenya. 

Thez studyz furtherz revealedz thatz az well-establishedz ITz infrastructurez contributesz 

toz a positivez performancez onz stockz brokeragez firmsz inz Kenya. Thisz studyz wasz 

limitedz to stockz brokeragez firmsz inz Kenyaz while the proposed study is in the public 

sector. The study also did not look at how MIS enhances HRM and the subsequent 

influence on the performance of the firm, and therefore the results cannot be generalized 

in this study. 

Holm (2011) examined whetherz thez introductionz ofz e-recruitmentz hasz anz impactz 

onz thez processz andz underlyingz tasks,z subtasksz and activitiesz ofz recruitment. 

Three big companies with well established e-recruitmentz practicesz werez includedz inz 

thez study.z Thez casez studiesz werez conductedz inz Denmarkz inz 2008-2009z usingz 

qualitativez researchz methods. Thez findingsz indicatez thatz e-recruitmentz hadz az 

noticeablez effectz onz thez overallz recruitmentz processz in thez studiedz 

organizations. Itz was established that e-recruitmentz has ledz to az numberz ofz 

performancez outcomes, which includes reducedz costsz ofz jobz advertising,z 

improvedz recruitment lead times, ease of communicationz with candidates, reduce 

corruptionz andz exposurez toz az widerz candidatez pool. 

2.3.4 Data Management Capabilities and Performance  

A review of previous studies shows that Azeez and Yaakub (2019) examined the 

relationship between Managementq Information System (MIS)q and organisationalq 

performanceq at Missanq Oilq Companyq inq Iraq. Theq studyq employedq quantitativeq 

methodq approachq and dataq collectedq throughq questionnaires. Structuralq equationq 



32 
 

modelingq (SEM) wasq utilisedq to analyseq theq finalq data. The studyq establishedq 

thatq theq systemq in the organizationq was largelyq usedq to processq dataq fromq 

collectionq toq processingq andq transformingq it intoq significantq informationq to help 

in decision-making. The MIS indicatorsq (informationq quality,q userq satisfactionq andq 

netq benefits) wereq foundq to have aq directq linkedq with the organisationalq 

performance. The studyq conludedq thatq useq ofq appropriateq MISq canq enhanceq 

organisationalq performance. 

Ijeoma (2018) examinedq howq managementq ofq informationq systemq hasq assistedq 

inq serviceq deliveryq inq Nigeriaq universities. Theq studyq populationq wasq 1,928,q 

outq ofq whichq aq sampleq sizeq ofq 332q wereq utilizedq usingq Freundq andq 

William’sq formula.q Dataq collectionq instrumentq wasq theq questionnaireq andq theq 

surveyq methodq wasq adoptedq forq theq study. Chi-squareq wasq usedq toq testq theq 

hypothesisq withq theq aidq of SPSS. Theq resultsq revealedq thatq MISq hadq assistedq 

inq serviceq deliveryq to aq highq extentq hence, andq hadq assistedq inq reducingq 

paperq work to a large extent, henceq increasedq organizationq productivity,q 

effectiveness,q increasedq customerq satisfaction,q and efficiencyq ofq theq work.q Theq 

informationq systemq helpedq storeq documents,q communicationq recordsq and 

operationalq dataq whichq helpedq theq seniorq managementq toq makeq strategicq 

decisions. Theq studyq recommendedq thatq properq orientationq shouldq beq givenq toq 

managersq atq allq levelsq as well asq in-serviceq trainingq forq secretariesq toq ensureq 

properq and adequateq useq ofq MISq facilitiesq inq generatingq andq disseminatingq 

informationq forq betterq decisions.q  
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Young-Harry, Oparanma and Ejo-Orusa (2018) investigatedq management information 

systemq andq organizationalq performance of Seven-Up Bottlingq Companyq inq Abaq 

andq Portq Harcourt.q Oneq hundredq andq seventeenq respondentsq wereq sampledq 

forq theq study. Descriptiveq statisticsq and Spearman‘sq rankq correlationq wereq usedq 

forq dataq analysisq andq hypothesisq testing.q Theq studyq findingsq revealq thatq there 

is a positiveq significantq relationshipq betweenq managementq informationq systemq 

andq organizationalq performanceq ofq Sevenq Up bottlingq companyq inq Abaq andq 

Port Harcourt. Thisq findingq impliesq thatq whenq anq organizationq isq MISq 

orientedq in theirq dayq toq dayq activities,q it willq beq fasterq andq easierq forq themq 

to retrieveq information and suchq informationq couldq be utilizedq forq organizationalq 

performance to be moreq successful.q The studyq concludedq thatq informationq 

systemq collectsq data,q organizesq people,q procedures,q databasesq andq devicesq used 

to provideq routineq informationq that will assist managersq inq makingq effectiveq andq 

efficient decisions that will improve bothq individual and organizationalq performances,q 

plays aq vitalq roleq inq realizingq theq objectivesq ofq an organization. 

Khresat (2015) investigatedq theq relationshipq betweenq managementq informationq 

systemq andq organizationalq performanceq inq Jordan. Theq populationq comprisedq 

ofq 100 employeesq basedq on (10) branchesq ofq companiesq inq Ammanq city,q whoq 

wereq selectedq randomly. Theq studyq foundq that employeesq in Jordanianq 

telecommunicationq companiesq have positiveq attitudesq towardsq managementq 

informationq systemq (MIS); and thatq sinceq it aidedq in managingq data,q organizing,q 

retrievingq ofq theq informationq whichq helpq theq organizationq toq provideq 

servicesq faster. Thisq didq notq onlyq supportq dataq processingq systemsq but it alsoq 
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enhancedq decisionq supportq systems. Studyq alsoq revealsq that employeesq in 

Jordanianq telecommunicationq companiesq haveq positiveq attitudesq towardsq 

databasesq becauseq Managerialq system in Jordanianq telecommunicationq companiesq 

has databases. The results establishedq that there is a statisticalq significantq 

relationshipq betweenq managementq informationq systemq andq organizationalq 

performanceq inq telecommunicationq companiesq inq Jordan. 

Al-Gharaibehq andq Malkawiq (2013)q concuctedq aq studyq toq identifyq theq impactq 

of managementq informationq systemsq (MIS) on theq performanceq ofq governmentalq 

organizations,q Jordanianq Ministryq ofq Planning – caseq study,q aq sampleq consistedq 

of 77 employeesq inq theq ministry.q Bothq secondaryq andq primaryq dataq wereq 

collectedq and analysedq throughq descriptiveq techniques,q coefficientqofq correlationq 

andq multipleq regressionq analysis. Theq studyq revealedq thatq MISq playsq aq roleq 

inq managingq theq data,q organizing,q retrievingq of theq informationq whichq helpq 

theq organizationq toq provideq servicesq faster,q andq marketq moreq accurateq andq 

easier,q whichq affectq alsoq theq levelq ofq performance. 

Mithas, Ramasubbu and Sambamurthy (2011) examinedq howq informationq technology 

(IT) capabilitiesq contributeq to firmq performance. This study developedq a conceptualq 

model linkingq IT-enabledq informationq management capability with threeq importantq 

organizational capabilities (customerq management capability,q processq managementq 

capability,q and performanceq managementq capability). Toq testq the conceptualq 

model,q theq studyq usedq archivalq dataq setq that containsq actualq scoresq fromq 

multidimensional and high-qualityq assessmentsq ofq firmsq andq intraorganizationalq 

unitsq of a conglomerateq businessq group that had adoptedq a modelq ofq performanceq 
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excellence for organizationalq transformationq basedq on the Baldrigeq criteria. It wasq 

foundq outq thatq informationq managementq capabilityq playsq anq importantq roleq in 

developing otherq firm capabilities for customer management,q processq management,q 

andq performanceq management. In turn, these capabilitiesq favorablyq influence 

customer,q financial,q humanq resources,q and organizationalq effectivenessq measuresq 

ofq firmq performance.q  

2.4 Summary of Literature and Knowledge Gaps 

Review of previous studies showed that a number of studies have been conducted 

internationally, regionally and locally. These studies however have been conducted in 

different organisations whose operations are differentr from that of TSC and the findings 

may not be generalizable in that context. In addition, the variables studies by these 

studies were differen from the ones that this proposed study seeks to study. This shows 

existence of both contextual and conceptual gaps. The knowledge gaps are presented in 

Table 2.1 below.  

Table 2.1: Summary of Literature Research Gaps 

Author Year Topic Findings Research gap 

Bani-Hani et 

al.  

2019 Thex impactx of 

Managementx 

Informationx 

Systemsx onx 

organizationsx 

performance: fieldx 

studyx atx 

Jordanianx 

Universities. 

Theq studyq 

establishedq thatq 

MIS enhancedq 

computerizedq 

systemq helped to 

performq andq 

recordq theq dailyq 

routineq 

transactions; and 

this had a 

significantq 

impactq onq 

organizationsq 

performance.  

Study was 

conducted on 

Jordanianx 

Universities and the 

findingsz cannotz bez 

generalisedz intoz thez 

casez ofz public 

institutions inz 

Kenya. 
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Ogohi  

 

2019 Impactx ofx E-

Recruitmentx onx 

organisationalx 

performance. 

The studyz 

establishedz that 

automatingz the 

recruitmentz and 

selectionz processz 

isz az keyz 

componentz ofz 

HRM andz thusz az 

buildingz blockz of 

an organisation'sz 

performance and 

success.z  

The study was 

conducted on 

Nigerian Banking 

Sector, and looked at 

e-recruitmentz 

system; but did not 

look at the other 

MIS capabilities, 

hence does not fill 

the identified gaps. 

Azeez and 

Yaakub   

2019 Theq  impactq  ofq  

managementq  

informationq  

systemsq  on 

organisationalq  

performanceq  

withq  totalq  

qualityq  

managementq  asq  

the mediator. 

Studyq establishedq 

thatq theq systemq 

was largelyq usedq 

to processq dataq 

fromq collectionq 

toq processingq 

andq transformingq 

it intoq significantq 

informationq toq 

helpq in decision-

making, which 

enhancedq 

organisationalq 

performance. 

The study findings 

are in the context of 

an Oil Companyq 

inq Iraq and 

therefore cannot be 

generalised into the 

case of TSC in 

Kenya. 

Onobrakpeya, 

et al. 

 

2018 Improvingz 

servicez deliveryz 

throughz 

informationz andz 

communicationz 

Technologyz inz 

thez Nigerianz 

manufacturingz 

industry. 

 

Communication 

technologies such 

as electronic mail, 

teleconferencing 

and telecommuting 

have a positivez 

effectz onz servicez 

delivery, hence 

improved 

organization 

performance. 

 

The study was 

conducted on 

Nigerian 

manufacturing firms 

and a public 

institution as it is the 

case for this study. 

The study also 

focused on service 

delivery as 

dependent variable 

and not 

performancez whichz 

isz thez focusz ofz thisz 

study. 

Alene  

 

2018 Thez rolez ofz 

managementz 

informationz 

systemz inz 

improvingz 

Networkingq ofq 

communicationq 

channelsq usedq 

withinq theq 

organizationq 

Thisz studyz wasz 

conductedz inz thez 

contextz ofz 

organisationsz inz 

Ethiopiaz andz notz 
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organizationalz 

performancez andz 

effectivenessz inz 

casez ofz 

Debremarkosz 

Cityz 

Administrationz 

Revenuez 

Authority,z 

Ethiopia. 

enhancesq 

deliveryq ofq 

informationq toq 

theq rightq users, 

henceq improvedq 

performance.  

 

inz Kenyan.z Inz 

addition,z thez 

variablesz studiedz 

arez differentz fromz 

thosez addressedz 

byz thisz study. 

Domfeh, et. 

al.  

 

2018 Thex Impactx ofx 

Salesx Forcex 

Automationx 

Systemx onx 

Qualityx Servicex 

Deliveryx and 

Salesx Reportingx 

amongx Microx 

andx Small-Sizedx 

Enterprisesx in 

Kumasix 

Metropolis,x 

Ghana. 

Therez wasz also a 

statisticallyz 

significantz highz 

positivez 

correlationz 

betweenz thez usez 

ofz sales force 

automation system 

andz sales 

reporting, and 

qualityz servicez 

delivery.z 

Thisq  studyq  wasq  

conductedq  onq  

SMEsq  inq  

differentq  sectorsq  

inq  Ghanaq  whoseq  

operationsq  areq  

differentq  fromq  

thatq  ofq  a public 

institution, which is 

the focus for this 

study. 

Kemboiz  

 

2018 Effectsz of 

Automationz on 

Performancez of 

Commercialz 

Banksz in Kenya: 

Az Casez of 

Nationalz Bankz 

ofz Kenya. 

Thez bank’s 

automatedz systems 

improveszboth 

customerz service 

and customer 

relationshipz 

leading to 

organization 

performance. 

This looked at 

automation in the 

banking sector 

whilez thez focusz ofz 

thisz studyz isz public 

institutions, and 

specificallyz TSC.z Inz 

addition,z thez studyz 

didz notz lookz atz allz 

thez variablesz thatz 

thisz studyz alsoz seeksz 

toz researchz on. 

Ijeoma  

 

2018 

 

Importanceq  ofq  

managementq  

informationq  

systemq  inq  

serviceq  deliveryq  

andq  paperq  

workq  inq  

Nigeriaq  

University. 

Theq resultsq 

revealedq thatq 

MISq hadq 

assistedq inq 

serviceq deliveryq 

toq aq highq 

extentq hence,q 

andq hadq assistedq 

inq reducingq 

paperq work to a 

large extent, henceq 

The study was 

conducted on a 

Nigerianx 

University, and did 

not study all the 

variables that this 

study seeks to study, 

and the findings 

cannot be 

generalised into the 

case of TSC in 



38 
 

increasedq 

organizationq 

productivity,q 

effectiveness,q 

increasedq 

customerq 

satisfaction,q and 

efficiencyq ofq 

theq work. 

Kenya. 

Young-Harry, 

et al.  

2018 Managementq  

informationq  

systemq  andq  

organizationalq  

performanceq  ofq  

Seven-Upq  

Bottlingq  

Companyq  inq  

Abaq  andq  Portq  

Harcourt. 

Findings show 

thatq MISq 

facilitates fasterq 

andq easierq 

retrieval of q 

information that 

assists managersq 

inq makingq 

effectiveq andq 

efficient decisions 

that will improve 

bothq individual 

and organizationalq 

performances.  

The context and the 

concept of this study 

is different, and 

therefore cannot be 

generalised into the 

Kenyan context.  

Oyelana and 

Thakhathi   

 

2017 Thex impactx ofx 

effectivex 

utilizationx ofx 

ICTx inx 

enhancingx andx 

improvingx 

employees’x 

performancex inx 

thex localx 

governmentx 

organizationsx inx 

Southx Africa. 

Thez 

studyzestablishedz 

how ICT improvesz 

thez performancez 

ofz employees.  

 

Thisz studyz 

however wasz 

conductedz on localz 

governmentz 

organizationsz in 

Southz Africa,z 

whichz makesz thez 

contextz ofz thez 

studyz differentz 

fromz thatz ofz thez 

proposedz study. 

Islam et al.  

 

2015 Informationx andx 

Communication 

Technologyx 

(ICT)x forx 

Enhancingx Publicx 

Servicex Delivery: 

Ax studyx on 

Accessx to 

Informationx (A2I) 

Programmex andx 

otherx Initiativesx 

Thex resultx 

showsx that MISx 

adoptionx in 

publicx sectorsx 

improvedx thex 

publicx servicex 

delivery.  

Thisz studyz wasz 

conductedz in 

Bangladeshz andz 

focusedz on 

differentz variables,z 

andz thereforez itsz 

findingsz mayz notz 

bez generalisedz toz 

thisz study. 
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fromx Bangladesh 

Government. 

Khresat   

 

2015 Theq  effectq  of 

managementq  

informationq  

systemq  on 

organizationalq  

performance:q  

Appliedq  studyq  

onq  Jordanianq  

telecommunicationq  

companies. 

MIS aidedq in 

managingq data, q 

organizing, 

retrievingq of theq 

informationq 

whichq helpq theq 

organizationq toq 

provideq servicesq 

faster and alsoq 

enhancedq 

decisionq supportq 

systems.  

The studyz wasz 

conductedz onz 

Jordanian 

telecommunication 

companies,z andz thez 

findingsz mayz notz bez 

generalisedz toz 

Kenyanz context. 

 

Yaghoubi 

and Sargazi  

2014 Investigatingz thez 

effectz ofz office 

automation on 

organizationalz 

excellence. 

 

Resultsz showz 

thatz using officez 

automationz hasz 

greatz effectz on 

communication, 

and subsequently 

on organizationalz 

excellence. 

Thisz studyz wasz 

conductedz inz az 

learningz 

institutionz inz Iranz 

andz notz inz az 

publicz institutionz 

asz itz isz thez casez 

forz thisz study.z 

Thereforez thez 

findingsz cannotz 

bez generalizedz inz 

Kenyanz context.z 

Alsoz thez 

variablesz studiedz 

arez differentz fromz 

thosez addressedz 

byz thisz study. 

Wangai and 

Ngugi  

 

2014 Influencex ofx 

Informationx 

Technologyx onx 

Performancex ofx 

Stockx Brokeragex 

Firmsx inx Kenya. 

Thez studyz z 

revealedz thatz az 

well-establishedz 

ITz infrastructurez 

contributesz toz a 

positivez 

performancez onz 

stockz brokeragez 

firmsz inz Kenya.  

Thisz studyz wasz 

limitedz to stockz 

brokeragez firmsz 

inz Kenyaz while 

the proposed study 

is inz thez publicz 

sector.z Thez studyz 

alsoz didz notz look at 

how MIS enhances 

HRM and the 

subsequent effectz onz 

thez performancez ofz 

thez firm, and 

therefore the 

findings cannot be 
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generalized in this 

study. 

Allameh et al.  2011 Anz assessmentz 

ofz thez effectz ofz 

informationz 

communicationz 

technologyz onz 

humanz resourcez 

productivityz ofz 

mobarekehz steelz 

complexz inz 

Isfahanz (IRAN). 

Officeq 

automation,q 

internetq andq 

intranetq hadq 

increasedq 

communicationq in 

theq organisationq 

henceq increasedqq 

performance. q  

The study was 

conducted in Iran, 

and the variables 

studies are diffrrent. 

The findings 

therefore may not be 

generalised into 

Kenyan context. 

Holm  2011 Thex effectx ofx E-

recruitmentx on the 

Recruitmentx 

Process: Evidencex 

fromx casex 

studiesx of threex 

Danishx MNCs. 

Itz was established 

that e-recruitmentz 

systems has ledz to 

az numberz ofz 

performancez 

outcomes in an 

organization. 

Study was 

conducted on 

Danishx MNCs and 

does not address the 

various MIS 

capabilities that this 

study seeks to 

address, and 

therefore does not 

fill the gaps. 

 

2.5 Conceptual Framework 

Inz this study,z the conceptualz frameworkz illustratesz thez interactionz betweenz 

independentz variables (communication capabilities, accounting capabilities, human 

resource management capabilities, data management capabilities) and the dependent 

variable (performance) in the study.  
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Figure 2.1: Conceptual Framework 

Source: Author (2021) 

 

Accounting Capabilities 

 Salaries disbursement 

 3rd Party Deductions 

 Online Payslips  

 

HRM Capabilities  

 Online Recruitment 

 Online Appraisals 

 Transfer/Promotions 

 Pension processing 
 

Performance  

 Efficiency 

 Effectiveness 

 Quality of services 

Data Management 

Capabilities 

 Electronic Data Management 

System (EDMS) 

 Digitization of Records 

 Databases  

 

Communication Capabilities 

 E-Mail  

 Bulk SMS 

 Video conferencing 

 Target communication 

c 

 

 



42 
 

CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter discusses the research methodology that was used in the study. It provides 

details of the study design, the target population, sampling procedure and sample size. It 

also discusses the research instrument to be used for data collection, pilot study and data 

analysis techniques used. 

3.2 Research Design 

Thez studyz adoptedz az descriptivez researchz design. Descriptivez researchz isz 

usedzto obtainz informationz concerningz the currentz status of thez phenomenaz toz 

describez "what exists" withz respectz to variablesz or conditionsz in az situation. Thez 

methodsz involvedz rangez from the survey whichz describesz the statusz quo,z toz the 

correlationz studyz whichz investigatesz the relationshipz betweenz variables (Burns, 

2008).  

The descriptive design was therefore bez appropriatez forz thisz studyz since it facilitated 

collectionz ofz largez amountz ofz dataz forz detailedz analysis. The approach also is 

appropriate since it also facilitated use of the questionnaire guide to collect both 

qualitative and quantitative data. The research design also enabled the researcher look at 

the problem at hand thoroughly, define it, clarify it and obtain the necessary informationz 

thatz enabledz thez researcherz determinez thez influencez MIS capabilities on performance of 

Teacher service commission Kenya.  
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3.3 Target Population 

The target population was Teacher service commission (TSC). The unit of observation  

consisted of 1,300 staff in various departments in TSC headquarters, Nairobi. This 

comprised of 497 management staff and 803 support staff.  

3.4 Sampling Technique and Sample Size 

Samplingz asz the selectionz ofz individualsz fromz withinz az populationz toz generatez 

somez knowledge about the wholez population especiallyz forz thez purposez of makingz 

predictionsz basedz on statisticalz inferences (Black, 2004). Sample size is thez numberz 

of itemsz to bez investigated which are selected from the entire population, in an attempt 

to make conclusions about the whole population (Zikmund et al., 2010). 

3.4.1 Sample Size 

The sampling frame was 1300 staff at the TSC. The populationz wasz groupedz intoz 

population into stratas/z sub-populations.z Fromz eachz sub-populationsz orz stratum,z az 10%z 

samplez wasz takenz as informed by Mugenda (2008) who indicates that whenz thez 

populationz is lessz thanz 1000z az 30%z samplez shouldz bez takenz whilez whenz thez 

populationz isz 1000z andz over,z az 10%z samplez shouldz bez taken.z Inz thisz case,z az 10%z samplez 

was takenz toz givez az samplez sizez ofz 130z subjectsz asz shownz inz Tablez 3.1.  

Table 3.1: Sample Size 

Staff Level Total Population Sampling % Sample Size 

Management Staff  497 10% 50 

Support staff 803 10% 80 

Total  1300  130 
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3.4.2 Sampling Technique  

The study employed stratified random sampling technique. With thez stratifiedz randomz 

sample,z therez was z equal chancez (probability) of selectingz eachz unitz fromz withinz 

a particularz stratumz (group) of the populationz whenz creatingz thez sample. Stratifiedz 

randomz samplingz technique was appropriate for this study since it reduced thez 

potential for humanz biasz inz the selectionz ofz casesz toz bez included inz thez sample. 

It also improved thez representation of particularz strataz (groups) withinz the population, 

as wellz as ensuringz that thesez strataz arez not over-represented (Nguyen et al., 2019). 

As a result, thez stratifiedz randomz sample provided a samplez thatz was highlyz 

representativez ofz thez populationz beingz studied. 

3.5 Data Collection Instrument 

The study relied on primary data collected with the help of the questionnaire. The 

questionnaire was administered to targeted staff at TSC. The questionnaire had both 

closed an open-ended question. Closed questions contained both nominal scale and 

ordinal scale questions. Closed questions using ordinal scales were used to rank 

respondents' level of agreement to the questions asked. A five point (1- 5) likert scale was 

used where 1 is strongly disagree and 5 is strongly agree. The results were interpreted 

using mean scores where az meanz scorez ofz 1-2.5z meansz thatz thez respondentsz disagreed;z 

meanz scoredz ofz 2.6-z 3.5z meansz thez respondentsz werez neutralz whilez 3.6-5.0z meansz thez 

respondentsz agreedz toz thez statement.z 

The questionnairezwas dividedz intoz fivez sectionsz withz eachz partz havingz clearz 

guidelinesz onz how thez respondentsz would fillz them. Section one covered the general 

information about the respondentsz whilez sectionz twoz to fivezansweredz questions on 
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the four study variables. The researcher finds the questionnaire as an appropriate tool for 

data collection for this study since it allowed collection of both subjective and objectivez 

dataz in a largez samplez of thez studyz populationz inz order to obtainz resultsz that arez 

statisticallyz significant, especiallyz whenz resourcesz are limited (Kombo & Tromp, 

2009). 

3.6 Validity and Reliability of the Questionnaire 

Prior to administering the questionnaires to the respondents, the researcher ensured that 

the questions are thoroughly reviewed to ensurez clarityz andz thatz anyz formz ofz 

ambiguityz isz eliminated. This was made through pilot testing. Pilot testing was crucial 

since the researcher was able to know whether the respondents understands the questions 

asked or whether there are any ambiguous or sensitive questions to the respondents. Pilot 

testing therefore helped to determine the validity and reliability of the questionnaire. The 

researcher selected 20 members of staff in TSC randomly to take part in the pilot study. 

Mugenda (2008) assert that an adequate sample for pilot study should be between 1% to 

10% of the actual sample size. After the pilot testing, the researcher made the necessary 

adjustments to the questionnaire, ready for the final data collection.  

3.6.1 Validity of the Questionnaire 

Validityz isz the extentz to whichz anz instrument,z a survey,z measuresz whatz itz isz 

supposedz toz measure: validityz is anz assessmentz ofz itsz accuracy (Saunders et. al., 

2012). Validityz ofz thez questionnairez was checked to ascertain whether in thez viewz 

ofz thez respondents, the questionsz measurez whatz theyz werez intended toz measure. 

To accomplish this, the researcher sought the advice of experts and professionals 
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including the supervisor, to check whether the questions contained in the questionnaire 

cover all aspects and variables being measured. 
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3.6.2 Reliability of the Questionnaire 

Reliabilityz refersz to the degreez toz whichz the resultsz obtainedz byz az measurementz 

and procedurez canz be replicated (Wong, Ong & Kuek, 2012). Reliabilityz importantlyz 

contributesz to the validityz of a questionnaire. Inz orderz to considerz a resultz valid,z 

thez measurementz procedurez mustz firstz bez reliable. 

Reliability was conducted using Cronbach’s alphaz test. Cronbach’sz alpha determinesz 

the internalz consistencyz orz average correlationz of itemsz in az survey instrumentz toz 

gaugez reliability of the questionnaire. Cronbach'sz alphaz ranges from 0 to 1, with r = 

0.7 or greater consideredz as sufficientlyz reliable. Thez higherz thez score,z the more 

reliablez the data collection instrument is (Tavakol & Dennick, 2011). 

3.7 Data Collection Procedure 

First, the researcher got an introduction letter from the university which was used to 

apply for a permit from National Commission for Science, Technology and Innovation 

(NACOSTI), to authorize carrying out of the study. The researcher contacted TSC and 

requested for permission from the Human Resources manager to conduct the study. Once 

permission was granted, the researcher prepared a list of respondents for the study and 

later contacted the respective respondents. The respondents werez briefedz aboutz thez 

backgroundz ofz thez studyz andz thez potentialz contributionz ofz thez studyz to the institution. 

The respondentsz werez assuredz ofz anonymityz andz also assuredz thatz thez data collectedz wasz 

purely toz bez usedz forz academicz purposesz only. 
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The questionnaire was administeredz through online google forms and the respondentsz 

were given amplez time to answerz the questions. Follow-up reminders were sent by mail 

made through phone calls. A date was set when all the questionnaires were to be 

submitted. 

3.8 Data Analysis and Presentation 

After all thez dataz wasz collected,z thez questionnairez werez codedz and enteredz intoz 

IBMz Statisticalz Packagez for Socialz Sciencesz (SPSS) versionz 21.0. Thez dataz was 

analyzed using descriptive and inferential analysis. Descriptive Analysis includedz 

measuresz of central tendency as well as the measures of dispersion to get an overviewz 

of the sample and summarizez the responses ofz thez respondents. In Inferential statistics, 

Pearson correlation and regressionz analysisz were carried out toz determinez `sthez 

relationshipz betweenz dependentz variablez andz independentz variables. The analysed data 

was presented in tables, pie charts, and bar charts. The open ended questions were 

analysed using content using thematic content analysis and presented alongside the 

quantitative data.  

Thez regressionz modelz tookz thez followingz form: 

              Y= β0 + β1 X1 + β2 X2 + β3 X3 + β4 X4 + εi 

Where: Y = Performance 

X1 = Communication Capabilities  

X2 = Accounting Capabilities  

X3 = Human Resource Management Capabilities  

X4 = Data Management Capabilities  

β0 = thez interceptz (valuez ofz EYz whenz Xz =z 0) 
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β1-n = thez regressionz coefficient 

εi = error term 

3.9 Ethical Considerations 

In conducting the research, the researcher ensured there was voluntary consent and 

participation in the research by the research participants. No one person was forced to 

participate in the study, if they did not wish to. Thez respondentsz werez notz be forcedz 

or coerced toz participatez inz the study. There was no victimization orz anyz formz ofz 

penaltyz associatedz withz pulling outz ofz thez study.   

Permissionz was soughtz from TSC management to conduct the study in thez institution. 

Once permission was granted all participantsz were informedz of thez studyz andz were 

assuredz ofz confidentialityz ofz thez dataz theyz provide. Thisz avoided victimizationz 

of any respondent for participatingz in thez researchz study. A permit and approval was 

also sought fromz thez Nationalz Commissionz forz Science,z Technologyz andz Innovation 

(NACOSTI). Findings of the study were shared with TSC for their use. 

Inz orderz to increasez freedomz of respondents’z participation,z the researcherz ensured 

there was highz degree of confidentiality. Thez needz to protect confidentialityz arisesz 

fromz thez realizationz of the factz thatz qualitativez researchz is conversationalz inz 

naturez andz hencez it isz importantz forz thez researchersz to maintainz az well-definedz 

boundaryz of what they tell or askz the participants.  

Toz enhancez confidentiality,z thez dataz collectionz instrumentz (thez questionnaire)z was 

designed in a way that it did notz capturez orz askz personalz informationz suchz asz thez 
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respondent’sz name,z phonez numberz orz anyz sensitivez questions. This increased thez 

degreez of confidence amongstz the respondentsz to give information freely.   

The researcher explained to the respondents the purpose of the study and the significance 

of the study to the research participants and the organization at large. This ensured thatz 

the respondentsz selectedz had sufficientz knowledgez with regard to the subject matter 

of the research. This ensured that the respondentszhadz a capacityz to fullyz participatez 

in the research. This reduced any discomfort on the respondentsz andz encouragedz 

themz toz participatez inz the study. 
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CHAPTER FOUR 

REESARCH FINDINGS AND DISCUSSIONS 

4.1 Introduction 

This chapter presents and discusses the study findings as analysed from the data collected 

through questionnaires. The purpose of this study was to determine the influence 

Management Information Systems (MIS) capabilities on performance of Teacher service 

commission, Kenya. The data from questionnaires was analysed through descriptive and 

inferential techniques, and presented in tables, charts and graphs and according to the 

study objectives.  

4.2 Response Rate  

A total of 130 questionnaires were administered to the staff at TSC headquarters in 

Nairobi. Out of this sample, a total of 118 questionnaires were successfully filled and 

returned for analysis. 

Table 4.1: Response Rate 

Response rate Frequency  Percentage 

Returned Questionnaires 118 90.8 

Unreturned Questionnaires 12 9.2 

Total 130 100.0 

Source : Research data (2021) 

The number of questionnaires returned represented a rate of 90.8% as shown above. 

Babbie and Earl (2009) indicatesz z thatz 50%z responsez ratez wasz deemedz adequatez andz onez 

canz proceedz withz dataz analysisz while a response rate of 70% and above was deemed 

good. This response rate was therefore deemed to be adequate and good enough for the 

data analysis to continue to answer the study objectives.  
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4.3 Demographic Characteristics of the Respondents 

Thisz sectionz presentsz dataz onz thez variousz demographicz characteristicsz ofz thez respondents. 

This covererd the respondents’ gender, age of the respondents, designation/position and 

their occupation in the organization.  

4.3.1 Gender Composition of the Respondents 

This section presents information on gender composition of the respondentsz whoz tookz 

partz inz thez study.z Thez resultsz arez presentedz inz Figurez 4.1.  

 

Figure 4.1: Gender Composition of the Respondents 

Source : Research data (2021) 

The findings in Figure 4.1 showed that majority of the respondents (53.4%) were male 

while 46.6% were female. The results implied that almost an equal number of male and 

female staff in TSC.  

4.3.2 Distribution of Respondents by Age 

Thez respondentsz werez askedz toz indicatez theirz age.z Thez agez of the respondents wasz 

capturedz inz structuredz agez bracketsz asz shownz inz Figurez 4.2.  
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Figure 4.2: Distribution of Respondents by Age 

Source : Research data (2021) 

Asz shownz inz Figurez 4.2z above,z 28.8%z ofz thez respondentsz indicatedz thatz theyz werez agedz 

betweenz 36-40z yearsz whilez 22%z werez agedz betweenz 46-50z years. In addition, 17.8% of 

the respondents revealed that they were aged between 41-45 years; 16.9% were aged 

between 26-30 years while 14.4% indicated that they were aged between 50 -55years. 

Fromz thez findings,z thez compositionz ofz thez respondentsz whoz participatedz inz thez studyz 

consists of both young and middle-aged employees.  

4.3.4 Designation of the Respondents in TSC  

The respondents were  asked to indicate their designation/ position in TSC. The results 

are presented in Table 4.2.  
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Table 4.2: Designation in TSC  

Designation/Position Frequency Percent 

Assistant directors 5 4.2 

ICT officers 15 12.7 

Human Resource Officers 26 22.0 

Office Adminstrators 12 10.2 

Clerical Officers 24 20.3 

Accountants and Finance Officers 14 11.9 

Supply Chain Management Officers 3 2.5 

Corporate Communication Officers 1 0.8 

Records Management Officer 12 10.2 

Customer Care Assistants 2 1.7 

Principal Staffing Officers 4 3.4 

Total 118 100.0 

Source : Research data (2021) 

The results in Table 4.2 shows that 22% of the respondents were human resource officers 

(in diferent levels) in TSC; 20.3% were Clerical Officers  while 12.7% were ICT officers 

in the organization. A further 11.9% of the respondents revealed that they were 

accountants and finance officers while 10.2% were office adminstrators and records 

management officer respectively. In addition, 4.2% were assistant directors; 3.4% were 

principal staffing officers; 2.5% were supply chain management officers while 1.7% were 

customer care assistants. From the findings, it can be seen that the study was inclusive of 

all the staff and at all levels. Thisz improvesz thez credibilityz ofz thez informationz givenz byz 

thez respondents.  

4.3.5 Duration Worked in TSC 

The study also enquired from the respondents on how long they had worked in TSC. The 

findings are presented in Figure 4.3. 



55 
 

     

Figure 4.3: Duration Worked in TSC 

Source : Research data (2021) 

Thez findingsz inz Figurez 4.3z showsz thatz 45.8%z ofz thez respondentsz hadz workedz inz TScz forz z 

durationz ofz 16-20z yearsz whilez 22%z revealedz thatz theyz hadz workedz forz az durationz ofz 21z 

yearsz andz above.z Onz thez otherz hand,z 16.9%z reportedz thatz theyz hadz workedz inz TScz forz az 

durationz ofz 5z yearsz andz below;z 11.9%z forz az durationz ofz 11-15z yearsz whilez 3.4%z 

indicatedz thatz theyz hadz workedz inz thez institutionz forz durationz ofz 6-10z years.z Thisz showsz 

thatz majorityz ofz thez respondents who particiopated in the study had worked in TSC for a 

long duration (for more than 10 years), and this improves the reliability of the 

information given by the respondents.  

4.4 Communication Capabilities 

This section addressesz thez firstz objectivez ofz thez studyz whichz soughtz toz examinez thez 

influencez ofz communicationz capabilitiesz onz performancez ofz TSC.  
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4.4.1 Communication Capabilities in TSC 

To answer thisz objective,z thez respondentsz werez firstz askedz toz indicatez thez extentz toz 

whichz theyz agreedz withz statementsz onz communicationz capabilitiesz inz TSC.z Az z fivez pointz 

likertz scalez (1z toz 5)z wasz usedz toz interpretz thez resultsz usingz meanz scoresz andz standardz 

deviation.z Az meanz scorez ofz 1-2.5z impliesz thatz thez respondentsz disagreed;z az meanz scorez 

ofz 2.6-z 3.5z meansz thez respondentsz werez neutralz (neitherz disagreedz norz agreed)z whilez 3.6-

5.0z meansz thez respondentsz agreedz toz thez statement.z Thez findingsz arez presentedz inz Tablez 

4.3.   

Table 4.3: Communication Capabilities in TSC 

Statements on Communication Capabilities N Mean Std. 

Deviation 

Use of electronic mails in communication has enhanced 

speedy delivery of information to clients. 

118 4.00 1.352 

Use of electronic Mails in communication has promoted 

reliable and safe delivery of messages. 

118 3.78 1.262 

Use of Short messeging system (bulk SMS) in 

communication has enhanced speedy delivery of 

information to teachers and other stakeholders. 

118 4.00 1.444 

Use of video conferencing in communication has 

facilitated timely feedback and responses. 

118 3.88 0.997 

Use of video conferencing in communication has broken 

down on distance and therefore meetings are done 

remotely. 

118 3.86 1.316 

Average  3.90 1.274 

Source : Research data (2021) 

The findings in Table 4.3 showed that the respondents agreed that use of electronic mails 

in communication had enhanced speedy delivery of information to clients (mean score 

=4.00); and that use of short messeging system (bulk SMS) in communication had 

enhanced speedy delivery of information to teachers and other stakeholders (mean score 

=4.00). They also agreed that use of video conferencing in communication had facilitated 
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timely feedback and responses (mean score = 3.88); and that use of video conferencing in 

communication had broken down on distance and therefore meetings were done remotely 

(mean score = 3.86). In addition, the respondents agreed that use of electronic mails in 

communication had promoted reliable and safe delivery of messeges as shown by a mean 

score of 3.78.  

From the findings shows that use of communication channels such as electronic mails, 

bulk SMS and video conferencing had enhanced speedy delivery of information to 

clients, enhanced reliability and timely feedback/responses. These findings are in 

agreement with those of Onobrakpeya, Nana and Odu (2018) who showed that 

information and communication technologies such a electronic mail, teleconferencing 

and telecommuting had a positivez effectz onz servicez delivery. The findings are also 

supportd by those of Alene (2018) who revealed thatq networkingq ofq communicationq 

channelsq inq an organizationq enhancedq deliveryq ofq informationq toq theq rightq 

users, henceq improvedq performance.  

The respondents further stated that there were other communication systems that had 

been put in place by TSC for communication purposes. They include IP Telephony, 

entry/exit online TMIS module and use of web applications that enable tracking of cases 

i.e teacher registration and the TSC website. The respondents also stated that there was 

use of whatsapp groups for sections and departments in organisation.  

4.4.2 Extent Communication Capabilities Influence Performance of TSC  

The respondentsz werez alsoz askedz toz indicatez thez extentz toz whichz communicationz 

capabilitiesz influencez performancez inz TSC.z Thez findingsz arez presentedz inz Tablez 4.4.  
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Table 4.4: Extent Communication Capabilities Influence Performance of TSC 

Extent Frequency Percent 

Very great extent 42 35.6 

Great extent 72 61.0 

Moderate extent 4 3.4 

Total 118 100.0 

Source : Research data (2021) 

Asz shownz inz Tablez 4.4,z majorityz ofz thez respondentsz (61%)z reportedz thatz communicationz 

capabilitiesz influencez performancez ofz TSCz toz az greatz extentz whilez 35.6%z indicatedz toz az 

greatz extent.z However,z 3.4%z ofz thez respondentsz werez ofz thez opinionz thatz communicationz 

capabilitiesz influencez performancez ofz TSCz toz az moderatez extent. 

From the findings, it was established that communication capabilities influence 

performance of TSC to a great extent. These findings corroborates with those of Alene 

(2018) who reveaeled that communicationq channels or capabilities enhancesqdeliveryq 

ofq informationq to the users henceq improvedq performance. Allameh et al. (2011) in 

their study also established that Informationq Communicationq Technologies (such as 

MIS,q internet, office automationq and internet)q enhanced human resourceq 

productivityq and subsequentlyq organizationq performance. 

4.5 Accounting Capabilities  

Thisz sectionz addressesz thez secondz objectivez ofz thez studyz whichz soughtz toz establishz thez 

effect of accounting capabilities on performance of TSC. 

4.5.1 Accounting Information Systems in TSC 

The respondentsz werez askedz toz indicatez thez extentz toz whichz theyz agreez withz thez 

statementsz onz use accounting information systems by TSC to deliver services.  Thez studyz 
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usedz az fivez pointz likertz scalez toz interpretz thez resultsz usingz meanz scoresz andz standardz 

deviation.z Az meanz scorez ofz 1-2.5z impliesz thatz thez respondentsz disagreed;z meanz scorez ofz 

2.6-z 3.5z meansz thez respondentsz werez neutralz whilez 3.6-5.0z impliesz thatz thez respondentsz 

agreedz toz thez statement.z Thez resultsz arez presentedz inz Tablez 4.5.   

Table 4.5: Accounting Information Systems in TSC  

Statements on Accounting Capabilities N Mean Std. 

Deviation 

Intergrated Personnel Payroll and Database (IPPD) 

facilitates efficient disbursement of salaries. 

118 3.65 1.398 

Automation of payroll process has enhanced 

accountability and integrity in TSC. 

118 3.63 1.364 

The IPPD has enhanced efficiency in third party 

deductions. 

118 3.69 1.272 

Intergrated Personnel Payroll and Database (IPPD) 

facilitates easy access to payslip online by teachers. 

118 3.79 1.449 

The accounting systems put in place have enhanced 

quick access/retrieval  of salary records, incase of any 

dispute. 

118 3.53 1.224 

The accounting systems in place have reduced the work 

load and reduced manually maintained files in the 

organization. 

118 3.24 1.265 

The IPPD has promoted accuracy and reliability. 118 3.73 1.091 

The IPPD has enhanced efficiency in report generation 

for quick decision making. 

118 3.75 1.198 

Average  3.63 1.283 

Source : Research data (2021) 

The results in Table 4.5 shows that the respondents agreed that the  Intergrated Personnel 

Payroll and Database (IPPD) facilitated easy access to payslip online by teachers (mean 

score = 3.79); that the IPPD had enhanced efficiency in report generation for quick 

decision making (mean score = 3.75); and also agreed that the IPPD had promoted 

accuracy and reliability (mean score = 3.73). In addition, the respondents agreed that 

IPPD had enhanced efficiency in third party deductions (mean score = 3.69); that IPPD 

facilitated efficient disbursement of salaries (mean score = 3.65); and also agreed that 
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automation of payroll process had enhanced accountability and integrity in TSC (mean 

score = 3.63). 

The respondents were however neutral when asked whether accounting systems put in 

place had enhanced quick access/retrieval  of salary records, incase of any dispute (mean 

score = 3.53). They were also neutral on whether the accounting systems in place had 

reduced the work load and reduced manually maintained files in the organization (mean 

score = 3.24).  

The findings above revealed that TSC used accounting information systems such as IPPD 

which facilitated efficient disbursement of salaries, enhanced accountability and integrity, 

and also enhanced efficiency in third party deductions. These results are in agreement 

with those of  Bani-Hani et al. (2019) who found out that  MIS enhancedq transactionq 

processingq which had a  had a significantq impactq onq organizationsqperformance 

(effectiveness and efficiency). Domfeh et al. (2018) also found out that automation 

enhanced quick reporting and organizational performance.   

4.5.2 Extent Use of Accounting Information Systems Influence Performance of TSC 

Thez studyz z alsoz soughtz toz establishz thez extentz toz whichz usez ofz accountingz informationz 

systemsz influencez performancez ofz TSC.z Thez resultsz arez presentedz inz Tablez 4.6.  

Table 4.6: Accounting Information Systems Influence on Performance of TSC 

Extent Frequency Percent 

Very great extent 43 36.4 

Great extent 53 44.9 

Moderate extent 22 18.6 

Total 118 100.0 

Source : Research data (2021) 
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As shown in Table 4.6 above, 44.9% of the respondents revealed that use of accounting 

information systems influence performancez ofz TSCz toz az greatz extentz whilez 36.4%z 

indicatedz thatz itz influencesz toz az veryz greatz extent.z Besides,z 18.6%z ofz thez respondentsz 

reportedz thatz use of accounting information systems influence performance of TSC to a 

moderate extent.   

From the findings most of the respondents revealed that use of accounting information 

systems influence performance of TSC to a great extent. These findings are in agreement 

with those of Domfeh, Kusi, Nyarkun and Hunsaker (2018) who found out that 

accounting system (a Sales Force Automationz system) had a statisticallyz significantz 

andz positivez correlationzwith performance.  

4.6 Human Resource Management Capabilities  

Thisz sectionz addressesz thez thirdz objectivez ofz thez studyz whichz soughtz toz determinez thez 

relationshipz betweenz human resource management capabilities and performance of TSC. 

4.6.1 Use of Information Systems in Human resource Management in TSC 

Thez respondentsz werez askedz toz indicatez thez extentz toz whichz theyz agreez withz statementsz 

onz usez ofz informationz systemsz inz human resource management in TSC. The studyz 

employedz az fivez pointz (1-5)z likertz scalez wherebyz resultsz werez interpretedz usingz meanz 

scores. Az meanz scorez ofz 1-2.5z meansz thatz thez respondentsz disagreed;z meanz scoredz ofz 2.6-

z 3.5z meansz thez respondentsz werez neutralz whilez 3.6-5.0z meansz thez respondentsz agreedz toz 

thez statement.z Thez findingsz arez presentedz inz Tablez 4.7.    
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Table 4.7: Use of HRMIS in TSC 

Statements on HRMIS N Mean Std. 

Deviation 

HRMIS has enhanced teachers’ recruitment through 

online application. 

118 3.63 1.211 

Teachers and prospective employees can access 

information on vacant positions online. 

118 3.84 1.132 

HRMIS has enhanced teachers’ transfer through online 

application. 

118 3.60 0.917 

HRMIS facilitates quick decision making due to 

efficient and reliable online reports. 

118 3.86 0.908 

HRMIS facilitates quick processing of pension for 

teachers. 

118 3.03 0.974 

HRMIS has enhanced accessibility and availability to 

information on teacher’s record through data capturing. 

118 3.54 1.018 

HRMIS has promoted accountability through audit 

trails. 

118 3.90 0.946 

HRMIS has simplified supervision hence increased 

work out put. 

118 3.38 1.147 

Average  3.60 1.032 

Source : Research data (2021) 

The results in Table 4.7 shows that the respondents agreed that HRMIS had promoted 

accountability through audit trails (mean score =3.90); and that HRMIS facilitated quick 

decision making due to efficient and reliable online reports (mean score = 3.86). The 

respondents further agreed that teachers and prospective employees can access 

information on vacant positions online (mean score = 3.84); that HRMIS had enhanced 

teachers’ recruitment through online application (mean score = 3.63); and also agreed 

that HRMIS had enhanced teachers’ transfer through online application (mean score = 

3.60).  

The respondents were however neutral when asked whether HRMIS had enhanced 

accessibility and availability to information on teacher’s record through data capturing 

(mean score = 3.54) and on whether HRMIS had simplified supervision and increased 
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work out put (mean score = 3.38). Moreover, the resopondents were nutral on whether 

HRMIS facilitated quick processing of pension for teachers (mean score = 3.03).  

The findings indicate that HRMIS enhanced access information on vacant positions 

online and the overall recruitment process of teachers. These findings are in agreement 

with those of Uppin (2017) who also found out that recruitment and human resource 

automation helps in increase of access of information within the organization. The 

findings are also supported by Holm (2011)  who revealed that HRMIS (specifically e-

recruitment) enhanced the overallz recruitmentz processz and performancez outcomes in 

the organization.  

4.6.2 Extent to which HRM Capabilities Influence Performance of TSC 

The study also sought to establish the extent to which use of information systems in 

human resource management influence performance of TSC. The findings are presented 

in  Figure 4.4. 

 

Figure 4.4: Extent to which HRM Capabilities Influence Performance of TSC 

Source : Research data (2021) 
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As indicated inz Figurez 4.4z above,z mostz ofz thez respondentsz (49.2%)z reportedz thatz usez ofz 

informationz systemsz inz humanz resourcez managementz influencez performancez ofz TSCz toz az 

greatz extentz whilez 21.2%z indicatedz itz influencesz toz az veryz greatz extent.z Onz thez otherz 

hand,z 22%z ofz thez respondentsz revealedz thatz usez ofz informationz systemsz inz humanz 

resourcez managementz influencez performancez ofz TSCz toz az moderatez extentz whilez 7.6%z 

indicatedz toz az smallz extent.  

From thez findingsz usez ofz informationz systemsz inz humanz resourcez managementz influencez 

performancez ofz TSCz toz az greatz extent.z Thez findingsz arez inz linez withz thosez ofz Holm 

(2011)  who revealed that HRMIS (and specifically e-recruitment) had anz impactz onz 

recruitmentz process and performancez outcomes in the organization. Ogohi (2019) also 

found out use of e-recruitment softwarez and its effects on organizational performance.  

4.7 Data Management Capabilities and Performance 

Thisz sectionz addressesz thez fourthz objectivez ofz thez studyz whichz soughtz toz evaluatez thez 

influencez ofz dataz managementz capabilitiesz onz performancez ofz TSC. 

4.7.1 Data  Management Capabilities in TSC 

The respondentsz werez askedz toz indicatez thez extentz toz whichz theyz agreez withz thez z z z 

statementsz onz dataz z managementz capabilitiesz inz TSC.z Az fivez pointz likertz scalez wasz usedz 

toz interpretz thez resultsz usingz meanz scoresz andz standardz deviation.z Az meanz scorez ofz 1-2.5z 

impliesz thatz thez respondentsz disagreed;z az meanz scorez ofz 2.6-z 3.5z meansz thez respondentsz 

werez neutralz (neitherz disagreedz norz agreed)z whilez 3.6-5.0z meansz thez respondentsz agreedz 

toz thez statement.z Thez findingsz arez presentedz inz Tablez 4.8.   
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Table 4.8: Data  Management Capabilities in TSC 

Data  Management Capabilities N Mean Std. 

Deviation 

Electronic Data Management System (EDMS) provides a 

centralized, single source of data/information hence 

ensuring availability and easy sharing of data. 

118 3.60 1.071 

Use of EDMS in TSC has enabled many users to 

access/work on a digital file at the same time hence 

reducing the backlog effectively and efficiently. 

118 3.32 1.169 

EDMS has promoted conducive working environment to 

the employees through decongestion of office by dusty 

files in the work station. 

118 3.52 1.068 

Use of EDMS in TSC has enabled gathering of data from 

multiple online systems through integration. 

118 3.41 1.119 

Use of EDMS in TSC has helped analyze the information 

and data reports to aid in management decision-making. 

118 3.41 1.149 

Use of EDMS in TSC has enabled digitization of records, 

eliminating manual document maintenance. 

118 3.52 1.044 

Centralizing of data in databases enhances availability of 

data for quick decion making in the organization. 

118 3.41 1.171 

Automation of electronic digital file has enhanced 

accountability and integrity in  TSC through audit trails. 

118 3.42 1.150 

EDMS has reduced paper work on internally generated 

process 

118 3.47 1.052 

EDMS has cut down on storage cost since the files are 

digitally stored 

118 3.34 1.207 

Average  3.442 1.120 

Source : Research data (2021) 

The results in Table 4.8 show that the respondents agreed that Electronic Data 

Management System (EDMS) provided a centralized, single source of data/information 

hence ensuring availability and easy sharing of data, as shown by a mean score of 3.60. 

The respondents were however neutral (neither agreed nor disagreed) on whether use of 

EDMS in TSC had enabled digitization of records, eliminating manual document 

maintenance; and on whether EDMS had promoted conducive working environment to 

the employees through decongestion of office by dusty files in the work station,as shown 

by a mean score of 3.52. The respondents were also neutral on whether EDMS had 
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reduced paper work on internally generated process (mean score = 3.47); and on whether 

automation of electronic digital file had enhanced accountability and integrity in  TSC 

through audit trails (mean score = 3.42).  

In addition, the respondents were neutral on whether use of EDMS in TSC had enabled 

gathering of data from multiple online systems through integration; whether use of 

EDMS in TSC had helped analyze the information and data reports to aid in management 

decision-making; and on whether centralizing of data in databases enhanced availability 

of data for quick decion making in the organization, as shown by a mean score of 3.41 

respectively. Moeover, the respondents were neutral on whether EDMS had cut down on 

storage cost since the files are digitally stored (mean score = 3.34); and on whether use of 

EDMS in TSC had enabled many users to access/work on a digital file at the same time 

hence reducing the backlog effectively and efficiently (mean score = 3.32).  

The findings above showed that EDMS provided a centralized, single source of 

data/information hence ensuring availability and easy sharing of data. It also enabled 

digitization of records, eliminating manual document maintenance; and also facilitated 

quick decion making in the organization. The findings are in agreement with those 

Khresat (2015)  who revealed that MIS helped organizationq toq provideq servicesq 

faster, supportq dataq processingq systemsq and enhancedq decisionq supportq systems. 

The results are also supported by Ijeoma (2018) who revealed that managementq ofq 

informationq systemqassistedq inq reducingq paperq work to a large extent, increasedq 

organizationq productivity,q effectiveness,qand efficiencyq of theq work. It also helpedq 

theq seniorq managementq toq makeq strategicq decisionsmore quickly.  
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4.7.2 Extent Use of EDMS Influence Performance of TSC 

Thez studyz soughtz toz determinez thez extentz toz whichz thez usez ofz electronicz dataz 

managementz systemz influencez performancez ofz TSC.z Thez findingsz arez presentedz inz Tablez 

4.9.   

Table 4.9: Extent Use of EDMS Influence Performance of TSC 

Extent Frequency Percent 

Very great extent 20 16.9 

Great extent 40 33.9 

Moderate extent 44 37.3 

Small extent 5 4.2 

Not at all 9 7.6 

Total 118 100.0 

Source : Research data (2021) 

As shown in Table 4.9 above, 37.3% of the respondents revealed that use of electronic 

data management system influence performance of TSC to a moderate extent. On the 

other hand, 33.9% of the respondents reported that use of electronic data management 

system influence performancez ofz TSCz toz az greatz extentz whilez 16.9%z indicatedz toz az veryz 

greatz extent.z z However,z 4.2% indixcated that use of electronic data management system 

influence performance of TSC to a small extent while 7.6% revealed that it did not 

influence performance at all.  

From the findings above, electronic data management system influence performance of 

TSC. These findings are in agreement with those of Young-Harry, Oparanma and Ejo-

Orusa (2018)  who found a positiveq significantq relationshipq betweenq managementq 

informationq systemq and organizationalq performance. The findings are aslso supported 

by Khresat (2015) who found out that there is a statisticalq significantq relationshipq 

betweenq managementq informationq systemq andq organizationalq performance. 
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4.8 Performance of TSC 

Inz thisz section,z thez studyz soughtz toz examine how MIS had enhanced the following 

performance aspects. Thez studyz usedz az 1-5z likertz scalez andz resultsz werez interpretedz usingz 

meanz scoresz whereby,z az meanz scorez ofz 1-2.5z meansz thatz thez respondentsz agreedz toz az 

smallz extent;z 2.6-3.5z meansz moderatez extentz whilez 3.6-5.0z meansz thez respondentsz 

agreedz toz az greatz extent.z Thez findingsz arez presentedz inz Tablez 4.10.  

Table 4.10: Performance of TSC 

Statements on Performance N Mean Std. 

Deviation 

Use of management information systems has lowered the 

cost of service delivery (efficiency) 

118 3.60 0.998 

MIS adopted has reduced time taken to perform a task/ 

activities in TSC (efficiency). 

118 3.63 0.913 

Use of MIS has enhaced delivery of quality services to 

the satisfaction of teachers (effectiveness). 

118 3.63 1.003 

Use of MIS has produced the desired results in deliver of 

services by TSC (effectiveness). 

118 3.50 0.959 

MIS capabilities have improved the quality of services 

delivered by TSC. 

118 3.63 0.932 

Average  3.60 0.961 

Source : Research data (2021) 

The findings in Table 4.10 shows that the respondents indicated that adoption of MIS had 

reduced time taken to perform a task/ activities in TSC to a great extent; had enhaced 

delivery of quality services to the satisfaction of teachers to a great extent; and that MIS 

capabilities had improved the quality of services delivered by TSC to a great extent as 

shown by a mean score of 3.63 respectively. In addition the respondents revealed that use 

of management information systems had lowered the cost ofz servicez deliveryz toz az greatz 

extentz asz shownz byz az meanz scorez ofz 3.60. The respondents were however indicated that 
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the use of MIS had produced the desired results in deliver of services by TSC to a 

moderate extent as shown by a mean score of 3.50.  

The above results coroborrotes wiith those of Mithas et al. (2011) who revealed that these 

capabilities favorably influence customer, financial, human resources, and organizational 

effectivenessq measuresq of firmq performance.q Azeez and Yaakub (2019) in their 

study alsofound out that  MISq enhanced informationq quality,q userq satisfactionq and 

otherq benefits which areq directlyq linkedq withq theq organisationalq performance. In 

addition, the findings ars supported by Al-Gharaibehq andq Malkawiq (2013) who 

revealedq thatq MISq playsq aq roleq inq managingq theq data,q organizing,q retrievingq 

of theq informationq whichq helpq theq organizationq toq provideq servicesq faster,q 

andq marketq moreq accurateq andq easier,q whichq affectq alsoq theq levelq ofq 

performance. 

The respondentsz werez furtherz askedz toz indicatez howz elsez does use of MIS in TSC affect 

performance of the institution. The respondents stated that MIS had enhanced 

accountability/integrity due to audit trails, had created a central point of information, and 

had improved the safety of instititional records. The respondents also stated that use of 

MIS had enhanced feedback mechanisms, enhaced quick retrieval of information for 

decision making and enhanced service delivery. The online service delivery had reduced 

time of accessing a service, simplified processes, hence leading to customer satisfaction.  

4.8.1 Areas TSC has Not Automated/ Adopted MIS 

The study enquired from the respondents on the areas that the institution had not 

automated or adopted MIS. The respondents stated that systems such as clocking in and 
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out of staff in the workplace; county offices integration with headquarters amd 

integration with other stake holders like KNEC and  universities was yet to be done. The 

respondents further stated that casualty return system was still in the implementation 

stage, and that EDMS was not yet fully implemented.  

4.9 Inferential Statistics 

Pearson correlation and multivariate regression analysis were conducted to determine 

strength and form of relationship between the study variables.  

4.9.1 Correlation Analysis  

Pearson correlation analysis was carried out to determine relationship between the study 

varibles. The results are presented in Table 4.11.  

Table 4.11: Correlations Results 

 Performa

nce 

Communic

ation 

capabilities 

Account

ing 

Capabili

ties 

 

HRM 

Capabili

ties 

Data 

manage

ment 

Capabilit

ies 

Communic

ation 

capabilities 

Pearson 

Correlat

ion 

0.420** 1    

Sig. (2-

tailed) 

0.000     

Accounting 

Capabilities 

 

Pearson 

Correlat

ion 

0.318** 0.893** 1   

Sig. (2-

tailed) 

0.000 0.000    

HRM 

Capabilitie

s 

Pearson 

Correlat

ion 

0.466** 0.721** 0.737** 1  

Sig. (2-

tailed) 

0.000 0.000 0.000   

Data 

manageme

Pearson 

Correlat

0.543** 0.645** 0.546** 0.838** 1 
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nt 

Capabilitie

s  

ion 

Sig. (2-

tailed) 

0.000 0.000 0.000 0.000  

N 118 118 118 118 118 

**. Correlation is significant at the 0.01 level (2-tailed). 

Source : Research data (2021) 

The correlation analysis results in Table 4.11 shows that there exists a moderate, positive 

and significant relationship between communication capabilities and and performance of 

TSC as shown by r = 0.420 and Sig (p<0.001). The findings further indicates that there is 

a moderate, positive and significant correlation between performance of TSC and 

accounting Capabilities (r= 0.318, Sig. p<0.001); HRM Capabilities (r= 0.466, p<0.001); 

data management capabilities (r= 0.543), p<0.001).  

4.9.2 Model Summary  

Az regressionz analysisz wasz conductedz toz establishz thez relationshipz betweenz thez MIS 

capabilities (communication capabilities, accounting capabilities, human resource 

management capabilities, data management capabilities) on performance of TSC, Kenya. 

Thez regressionz modelz adoptedz tookz thez followingz form: 

              Y= β0 + β1 X1 + β2 X2 + β3 X3 + β4 X4 + εi 

Where: Y is performance, X1 is communication capabilities, X2 is accounting capabilities, 

X3 is human resource management capabilities, X4 is data management capabilities, β0z isz 

thez interceptz (valuez ofz EYz whenz Xz =z 0),z β1-z β4z isz thez regressionz coefficientz andz εiz isz 

errorz term.  
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Table 4.12: Model Summary 

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

Estimate 

1 0.726a 0.527 0.510 0.61321 

a. Predictors: (Constant), Communication capabilities, Accounting Capabilities, Human 

Resource Management Capabilities, Data management Capabilities 

Source : Research data (2021) 

On the regression results presented in Table 4.12, the model summary presents adjusted 

R square value of 0.510 which meant that the independent variables/predictors 

(communication capabilities, accounting capabilities, human resource management 

capabilities, data management capabilities) in the model accounted for a variation of 51% 

of the dependent variable (Performance of TSC).  It meant that the independent 

variables/predictors explained 51% of the dependent variable. Thez remainingz percentagez 

couldz bez explainedz byz otherz factorsz orz variablesz notz includedz inz thez study.  

4.9.3 ANOVA 

The ANOVA results in Table 4.13 showed how well the regression equation fits the data 

(i.e., predicts the dependent variable). 

Table 4.13: ANOVAa 

Model Sum of 

Squares 

df Mean 

Square 

F Sig. 

1 Regression 47.306 4 11.826 31.451 0.000b 

Residual 42.491 113 .376   

Total 89.797 117    

a. Dependent Variable: Performance 

b. Predictors: (Constant), Communication capabilities, Accounting Capabilities, Human 

Resource Management Capabilities, Data management Capabilities 

Source : Research data (2021) 

The ANOVA results indicated the statistical significance of the regression model is P 

(sig.) = 0.001, whichz isz lessz thanz 0.05.z Thisz meantz that,z thez regressionz modelz statisticallyz 
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significantlyz predictedz thez outcomez variablez (i.e.,z itz isz az goodz fitz forz thez data).z Thisz 

impliedz thatz thez regressionz modelz predictsz thez dependentz variablez significantlyz well.  

4.9.4 Regression Coefficients 

The regression coefficients results provided information that showed how the predictors 

informs the dependent variable, as well as determine whether the predictors contributed 

statistically significantly to the model.  

Table 4.14: Regression Coefficientsa 

Model Unstandardized 

Coefficients 

Standardize

d 

Coefficients 

t 

 

Sig. 

B Std. Error Beta 

(Constant) 1.037 0.283  3.665 0.000 

Communication 

capabilities 

0.352 0.099 0.580 3.544 0.001 

Accounting Capabilities 0.195 0.055 0.323 3.529 0.001 

Human Resource 

Management Capabilities 

0.734 0.097 0.793 7.554 0.000 

Data management 

Capabilities 
0.387 0.105 0.472 3.701 0.000 

Source : Research data (2021) 

The findings in Table 4.14 showed that there was a positive and statistically significant 

relationship between communication capabilities and performance of TSC as shown by 

the value of beta "B" which is 0.352 and the corresponding significant value (sig) is 

0.001 (which is less than 0.05). This meant that a unit increase in communication 

capabilities would lead to an increase in performance of TSC. These findings are in 

agreement with those of Nana and Odu (2018) who showed that information and 

communication technologies such a electronic mail, teleconferencing and telecommuting 

had a positivezeffectz on servicez delivery, and subsequently organizationq performance. 



74 
 

The study also showed that there was a positive and statistically significant relationship 

between accounting capabilities and performance of TSC (B = 0.195, p = 0.001 <0.05). 

This implied that accounting capabilities significantly and positively influenced 

performance of TSC. These findings are in agreement with those of Domfeh, Kusi, 

Nyarkun and Hunsaker (2018) who found out that accounting system had a statisticallyz 

significantz andz positivez correlationzwith performance. 

In addition, the findings showed that there was a positive and statistically significant 

relationship between performance of TSC and human resource management capabilities 

(B = 0.734, p = 0.000<0.05). These findings are in agreement with those of Holm (2011) 

and Ogohi (2019) who revealed that HRMIS had anz impactz onz recruitmentz process 

and organizational performance. 

The findings also showed that data management capabilities (B = 0.387, p = 0.000<0.05) 

had a postitive and significant influence on performance of TSC. These findings are in 

line with those of Young-Harry et al. (2018)  and Khresat (2015) who also found a 

positiveq significantq relationshipq betweenq managementq informationq systemq and 

organizationalq performance.  

On overall, the findings showed that all the four predictors/variables (communication 

capabilities, accounting capabilities, human resource management capabilities, data 

management capabilities) had a postitive and significant influence on performance of 

TSC.  
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CHAPTER FIVE 

SUMMARY, CONCLUSIONS AND RECCOMENDATIONS 

5.1 Introduction 

Thisz chapterz presentsz az summaryz ofz thez findingsz asz guidedz byz thez studyz objective,z 

conclusionz andz suggestsz policyz recommendationsz thatz canz bez adopted.z z Atz thez endz ofz 

thisz chapter,z thez researcherz alsoz suggestsz areasz forz furtherz study. 

5.2 Summary of Findings  

The first objective of the study was to examine the influence of communication 

capabilities on performance of TSC. From the findings the regression results showed that 

there is a positive and statistically significant relationship between communication 

capabilities (B= 0.352, p= 0.001) and performance of TSC. The correlation analysis 

results show a moderate, positive and significant relationship between communication 

capabilities and performance of TSC. The findings also showed that the respondents 

agreed that use of electronic mails in communication had enhanced speedy delivery of 

information to clients; and that use of short messeging system (bulk SMS) in 

communication had enhanced speedy delivery of information to teachers and other 

stakeholders. The respondents also agreed that use of video conferencing in 

communication had facilitated timely feedback and responses; and that use of video 

conferencing in communication had broken down on distance and therefore meetings 

were done remotely. Moreover, the respondents agreed that use of electronic mails in 

communication had promoted reliable and safe delivery of messages. On overall, 

majority of the respondents revealed that communication capabilities influence 

performance of TSC to a great extent.  
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The section objective sought to establish the effect of accounting capabilities on 

performance of TSC. The regression results showed that there is a positive and 

statistically significant relationship between accounting capabilities (B = 0.195, p = 

0.001) and performance of TSC. The correlation analysis results also showed a moderate, 

positive and significant relationship between accounting capabilities and performance of 

TSC. The findings show that the respondents agreed that the Intergrated Personnel 

Payroll and Database (IPPD) facilitated easy access to payslip online by teachers; that the 

IPPD had enhanced efficiency in report generation for quick decision making; and also 

agreed that the IPPD had promoted accuracy and reliability. In addition, the respondents 

agreed that IPPD had enhanced efficiency in third party deductions; that IPPD facilitated 

efficient disbursement of salaries; and also agreed that automation of payroll process had 

enhanced accountability and integrity in TSC. On overall, the respondents reported that 

use of accounting information systems influence performance of TSC to a great extent.   

The third objective of the study was to determine the influence of human resource 

management capabilities on performance of TSC. The correlation analysis results show a 

moderate, positive and significant relationship between HRM capabilities and 

performance of TSC while regression results also revealed that there is a positive and 

statistically significant relationship between HRM capabilities (B = 0.734, p = 0.000)  

and performance of TSC. The findings further indicated that the respondents agreed that 

HRMIS had promoted accountability through audit trails; and that HRMIS facilitated 

quick decision making due to efficient and reliable real time reports. The respondents 

also agreed that teachers and prospective employees can access information on vacant 

positions online; that HRMIS had enhanced teachers’ recruitment through online 
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application; and also agreed that HRMIS had enhanced teachers’ transfer through online 

application. The respondents were however neutral on whether HRMIS had enhanced 

accessibility and availability to information on teacher’s record through data capturing; 

and on whether HRMIS had simplified supervision and increased work out put. On 

overall, it was found out that use of information systems in human resource management 

influence performance of TSC to a great extent.  

The fourth objective of the study was to evaluate the influence of data management 

capabilities on performance of TSC. From the findings, pearson correlation results 

showed a moderate, positive and significant relationship between data management 

capabilities and performance of TSC. The regression results also revealed that data 

management capabilities has a positive and statistically significant relationship (B = 

0.734, p = 0.000) with performance of TSC. The respondents agreed that Electronic Data 

Management System (EDMS) provided a centralized, single source of data/information 

hence ensuring availability and easy sharing of data. The respondents were however 

neutral on whether use of EDMS in TSC had enabled digitization of records, eliminating 

manual document maintenance; and on whether EDMS had promoted conducive working 

environment to the employees through decongestion of office by dusty files in the work 

station. In addition, the respondents were neutral on whether EDMS had reduced paper 

work on internally generated process; and on whether automation of electronic digital file 

had enhanced accountability and integrity in  TSC through audit trails. Moreover, the 

respondents were neutral on whether EDMS had cut down on storage cost since the files 

are digitally stored; and on whether use of EDMS in TSC had enabled many users to 

access/work on a digital file at the same time hence reducing the backlog effectively and 
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efficiently. On overall, most of the respondents revealed that use of electronic data 

management system influence performance of TSC to a moderate extent.  

5.3 Conclusion 

The study concluded that communication capabilities had a positive and significant 

influence performance of TSC to a great extent. The use of electronic mails and bulk 

SMS in communication enhanced speedy delivery of information internally and 

externally. Use of video conferencing in communication had facilitated timely feedback 

and responses. These communication capabilities influenced performance of TSC in 

terms of speedy delivery of information and efficiency.   

The study concluded that accounting capabilities had a positive and significant influence 

on performance of TSC. The implementation of the Intergrated Personnel Payroll and 

Database (IPPD) system in TSC facilitated easy access to payslip online by teachers and 

facilitated efficient disbursement of salaries. The system also enhanced efficiency in third 

party deductions and enhanced accuracy, reliability accountability and integrity in TSC, 

hence improved organizational performance.  

It can also be concluded that human resource management capabilities has a positive and 

significant influence on performance of TSC. TSC had adopted a Human Resource 

Management Information System where teachers and prospective employees can access 

information on vacant positions online; and which facilitated recruitment through online 

application, as well as teachers’ transfer through online application. This promoted 

accountability through audit trails and facilitated quick decision making due to efficient 

and reliable online reports, hence improved performance.  
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The study also shows that concluded data management capabilities have a positive and 

significant association with performance of TSC. The use of EDMS in TSC provideds a 

centralized, single source of data/information hence ensuring availability and easy 

sharing of data. The data management also eliminated manual documentation which 

reduced on costs of operations. The system also reduced backlog of work and enhanced 

efficiency hence improved organization performance.   

5.4 Recommendations 

The study recommends that TSC should continually adopt and implement management 

information systems in service delivery. It has been established that adoption of MIS in 

executing various activities in the organization, such as in communication, accounting, 

human resource and data management, enhances efficiency, availability and quick 

decsion making. It also enhances accountability and reliability.  

The study encourages the organization’s top management should continually support the 

adoption and implementation of MIS through budget allocation and also make an 

effective contribution to system initiation all the way to implementation. In addition, 

proper orientation should be conducted in order to ensure that the staff at all levels have 

proper and adequate knowledge to use of MIS effectively, and facilitate effective service 

delivery and dissemination of information for better decision making process  in the 

institution. Change management should be carried out before a new system is introduced 

to avoid user resistance. 

The organization had not fully automated its process, while some systems like EDMS 

was not very adequately implemented. Inz thisz regard,z thez studyz recommendsz thatz thez topz 
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managementz shouldz ensurez there is increased automation of process, in order to achieve 

the benefits. In the adoption of the MIS, the management should consider or take into 

account any human factors, organizational factors, technological factors and 

environmental factors that could hinder effective adoption and implementation of the 

systems. 

5.5 Suggestion for Further Study 

It was established that the independent variables accounted for 51% of the variation of 

the depdent variable, hence 49% wasz explainedz byz otherz factorsz thatz werez notz partz ofz thez 

study. The future study should explore on other variables other than the ones included in 

this study.  

In addition, a similar study should also be conducted in other public institutions which 

are also automating their services, for comparison of results.  
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APPENDICES 

Appendix I: Letter of Introduction 

                                      Mary Waithera Wanyoike                                                                       

Kenyatta University 

Dear Respondent, 

 

RE: DATA COLLECTION  

Iz amz az studentz atz Kenyattaz Universityz pursuingz az Masterz Degreez in Businessz 

Administrationz (Managementz Information Systemz option). Asz partz of the 

requirementz forz thez awardz ofz thez Mastersz Degree,z Iz amz conductingz an 

academicz researchz study, entitled;z‘Management Information Systems Capabilities and 

Performance of Teacher Service Commission of Kenya. Youz havez beenz chosenz toz 

participatez inz thez study.z Youz arez thereforez kindlyz requestedz toz participatez inz 

thez researchz studyz byz answeringz thez questionsz providedz forz you.z   

Thez informationz youz providez willz bez treated confidential andz atz noz timez willz 

yourz personalz informationz bez divulged.  

Thanksz inz advance.  

 

Mary Waithera Wanyoike 
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Appendix II: Questionnaire  

Tick in the spaces provided or write on the space provided.  

Section A: Demographic Information  

1. Indicate your gender 

 Male       [   ]  Female     [   ] 

2. Kindly indicate your age? 

25 years and below        [   ]       26- 30 years                 [   ] 

31-35 years                      [   ] 36-40 years        [   ] 

41-45 years            [   ]  46-50 years        [   ] 

51-55 years            [   ] 59- 60 years                   [   ] 

60 years and above          [   ] 

3. Indicate your designation/position in TSC.................................................................... 

4. Forq  howq  longq  haveq  youq  workedq  inq  TSC?  

5 years and below        [   ]               6-10 Years   [   ]  

11-15 Years               [   ]  16-20 Years          [   ]       

21 years and above      [   ] 

Section B: Communication Capabilities and Performance 

5. Toz whatz extentz doz youz agreez withz thez followingz statementsz onz communication 

capabilities inz TSC?z Usez az scalez ofz 1z toz 5z wherez 1z isz z stronglyz disagree,z 2z isz disagree,z 3z z 

isz Neutral,z 4z isz agreez andz 5z isz Stronglyz agree 
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Communication Capabilities 1 2 3 4 5 

Use of electronic Mails in communication has enhanced speedy 

delivery of information to clients.  

     

Use of electronic Mails in communication has promoted reliable and 

safe delivery of messegs. 

     

Use of Short messeging system (bulk SMS) in communication has 

enhanced speedy delivery of information to teachers and other 

stakeholders. 

     

Use of video conferencing in communication has facilitated timely 

feedback and responses.  

     

Use of video conferencing in communication has broken down on 

distance and therefore meetings are done remotely. 

     

Use of target communication has improved communication in the 

organization which enhances decision making process. 

     

Use of TSC website has enhanced access to online services, adverts 

and information sharing through forms and downloads. 

     

 

6. Which other communication systems have been put in place by TSC? 

……………….... ………………………………………………………………............... 

………………………...................................................................................................... 

.………………………………………………………………………………………… 

7. To what extent does communication capabilities influence performance of TSC? 

Very great extent     [   ]       Great extent     [   ]       Moderate extent    [   ]    

 Small extent            [   ]        Not at all          [   ]     

Section C: Accounting Capabilities and Performance  

8. To what extent do you agree with statements on use accounting information systems 

by TSC to deliver the following services? Usez az scalez ofz 1z toz 5z wherez 1z isz stronglyz 

disagree,z 2z isz disagree,z 3z isz Neutral,z 4z isz agreez andz 5z isz Stronglyz agree 
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Statements 1 2 3 4 5 

Intergrated Personnel Payroll and Database (IPPD) facilitates efficient 

disbursement of salaries.  

     

Automation of payroll process has enhanced accountability and 

integrity in  TSC. 

     

The IPPD has enhanced efficiency in third party deductions.      

Intergrated Personnel Payroll and Database (IPPD) facilitates easy 

access to payslip online by teachers.  

     

The accounting systems put in place have enhanced quick 

access/retrieval  of salary records, incase of any dispute. 

     

The accounting systems in place have reduced the work load and 

reduced manually maintained files in the organization. 

     

The IPPD has promoted accuracy and reliability      

The IPPD has enhanced efficiency in report generation for quick 

decision making. 

     

 

9. To what extent does use of accounting information systems influence performance of 

TSC? 

Very great extent     [   ]       Great extent     [   ]       Moderate extent    [   ]    

 Small extent            [   ]        Not at all          [   ]      

Section D: (Human Resource Management Information System (HRMIS) 

Capabilities and Performance  

10. Toz whatz z extentz z doz z youz z agreez z withz z statementsz z usez ofz informationz systemsz inz 

humanz resourcez managementz inz TSC?z Usez az scalez ofz 1z toz 5z wherez 1z isz stronglyz 

disagree,z 2z isz disagree,z 3z isz Neutral,z 4z isz agreez andz 5z isz Stronglyz agree 

Statements 1 2 3 4 5 

HRMIS has enhanced teachers’ recruitment through online application.       

Teachers and prospective employees can access information on vacant 

positions online. 

     

HRMIS has enhanced teachers’ transfer through online application.       

HRMIS facilitates quick decision making due to efficient and reliable 

online reports. 

     

HRMIS facilitates quick processing of pension for teachers.      

HRMIS has enhanced accessibility and availability to information on      
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teacher’s record through data capturing. 

HRMIS has promoted accountability through audit trails.      

HRMIS has simplified supervision hence increased work out put.      

 

11. To what extent does the use of information systems in human resource management 

influence performance of TSC? 

Very great extent     [   ]       Great extent     [   ]       Moderate extent    [   ]    

Small extent            [   ]        Not at all          [   ]      

Section E: Data Management Capabilities and Performance 

12. Toz whatz extentz doz youz z agreez z withz z thez z followingz z statementsz onz dataz z managementz 

capabilitiesz inz TSC?z Usez az z scalez z ofz 1-5z wherez 1z isz z stronglyz z disagree,z 2z isz z disagree,z 3z 

isz z Neutral,z 4z isz agreez z andz z 5z isz z Stronglyz z agree 

Statements 1 2 3 4 5 

Electronic Data Management System (EDMS) provides a centralized, 

single source of data/information hence ensuring availability and easy 

sharing of data. 

     

Use of EDMS in TSC has enabled many users to access/work on a 

digital file at the same time hence reducing the backlog effectively and 

efficiently. 

     

EDMS has promoted conducive working environment to the employees 

through decongestion of office by dusty files in the work station. 

     

Use of EDMS in TSC has enabled gathering of data from multiple 

online systems through integration. 

     

Use of EDMS in TSC has helped analyze the information and data 

reports to aid in management decision-making.  

     

Use of EDMS in TSC has enabled digitization of records, eliminating 

manual document maintenance.  

     

Centralizing of data in databases enhances availability of data for quick 

decion making in the organization. 

     

Automation of electronic digital file has enhanced accountability and 

integrity in  TSC through audit trails. 

     

EDMS has reduced paper work on internally generated process      

EDMS has cut down on storage cost since the files are digitally stored      
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13. To what extent does the use of electronic data management system influence 

performance of TSC? 

Very great extent     [   ]       Great extent     [   ]       Moderate extent    [   ]    

Small extent            [   ]        Not at all          [   ]     

Section F: Performance of TSC 

14. To what extent oes use of management information systems in service delivery in 

TSC enhanced the following performance aspects? Use a scale of 1 to 5 where 1 is very 

great extent, 2 is great extent, 3 is moderate extent, 4 is small extent  and 5 is not at all 

Statements on Performance Measures 1 2 3 4 5 

Use of management information systems has lowered the cost of service 

delivery (efficiency) 

     

MIS adopted has reduced time taken to perform a task/ activities in TSC 

(efficiency) 

     

Use of MIS has enhaced delivery of quality services to the satisfaction 

of teachers (effectiveness). 

     

Use of MIS has produced the desired results in deliver of services by 

TSC (effectiveness). 

     

MIS capabilities have improved the quality of services delivered by 

TSC.  

     

  

15. How else does use of MIS in TSC affect performance of the institution? 

……………………………………………........................................................................... 

………………………………………………………………………………………………

……………………………………………………………………………………………… 

16. Which areas has the institution not automated or adopted MIS and why?  

…………………………….………………………………………………………………

……………………………………………………………………………………………… 

THANK YOU  
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Appendix III: Approval of Research From Kenyatta University 

 



95 
 

Appendix IV: Research Authorization From Kenyatta University 

 



96 
 

Appendix V: TSC Permit 

TEACHERS SERVICE COMMISSION 
Telephone: Nairobi      TSC HOUSE  
020-2892000/         
        KILIMANJARO ROAD 

0722-208552       UPPER HILL 

Website:http://www.tsc.go.     PRIVATE BAG 

keEmail: info@tsc.go.ke     NAIROBI, KENYA 

When replying please quote 

Ref.No: 

 13 th August, 2021 

TSC/RDC/R.A/8/VOL.1/11 

 

Mary Waithera Wanyoike 
Kenyatta University 

P.O. Box 43844, 00100 

NAIROBI KENYA 

RE: REQUEST TO COLLECT DATA 

 

Your request to collect data to inform your research on: "Management Information 

Systems Capabilities and Performance of Teachers Service Commission of Kenya" 

has been granted. 

You are advised to proceed to all service areas for assistance for assistance. 

On completion of the exercise, you are expected to submit one hard copy and a soft copy 

in pdf of the research report to our office. 

 

MORRIS GITAU 

FOR: SECRETARY 

TEACHERS SERVICE COMMISSION 

mailto:info@tsc.go.ke
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Appendix VI: NACOSTI Research Permit 

 

  

NATIONAL COMMISSION FOR  
SCIENCE,TECHNOLOGY & INNOVATION 

Ref No:   350608 Date of Issue:  04 /August/ 2021 

RESEARCH LICENSE 

This is to Certify that Ms.. Mary Waithera Wanyoike of  Kenyatta University, has been licensed to conduct research in Nairobi on  
the topic: MANAGEMENT INFORMATION SYSTEMS CAPABILITIES AND PERFORMANCE OF TEACHER SERVICE  
COMMISSION OF KENYA for the period ending : 04/August/2022. 

License No:  NACOSTI/P/21/12100 

  

350608 

Applicant Identification Number Director General 
NATIONAL COMMISSION FOR  

SCIENCE,TECHNOLOGY &  
INNOVATION 

NOTE: This is a computer generated License. To verify the authenticity of this document,  
Scan the QR Code using QR scanner application. 

Verification QR Code 

  


