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DEFINITIONS OF OPERATING TERMS

State Corporation: A legal entity created by government to undertake commercial activities

on behalf of an owner government.
Public Sector: Government run organizations
Performance: Outcomes / output — a record of a person’s accomplishments.

Performance Contracting: This is a freely negotiated performance agreement between the
government and the respective Ministry, department Agency, State
Corporation, which clearly specifies the intentions, obligations and

responsibilities of the two contracting parties.

Performance Management: A process of taking systematic actions to improve organizational,
team and individual performance. It is a means of getting better
results.from the teams and individuals by understanding and
managing performance within an ‘g,greed framework of planned

goals standards and competence requiremenfs (Armstrong, 2009).
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ABSTRACT

This study was be carried out to investigate the challenges facing implementation of
performance management in Water Service Providers in the Tana water services board area.
The specific objectives of the study was: to investigate how employees’ skills influence
implementation of performance management; to investigate how corporate objectives affect
performance management process; to investigate how organizaticnal structure influence
implementation of performance management process; to find out if rewards influence the
achievement of performance targets to investigate whether organizational culture influences
the achievement of performance targets; and to determine how resource allocation affect
implementation of performance management process; . The importance of carrying out this
study was to enable the Water Service Providers to improve on the performance management
process based on the research findings, enable the Ministry of Water and Irrigation to
understand the performance management gaps experienced by the implementers’ of the
process so that the necessary mitigating measures can be undertaken. The study was based on
theories related to the area of study such as Systems Theory, Elton’s Behavioral Theory,
Skinner’s Theory of Replacement, and the Goal Theory. The independent variables of the
study were employees’ skills, corporate objectives, structure, culture, rewards and resources.
The dependent variable is the implementation of performance management. The research
design employed was both qualitative and quantitative approaches. The scope of the study
included the following Water Service providers: Nyeri Water, Embu Water, Kirinyaga Water
and Mathira water. The target fopulation was 502 employees of the four water companies.
The sample size was 50 permanent employees out of which 45 responses were received and
analyzed. Data was coliected using questionnaires and anal)ged by use of content analysis
for qualitative data and descriptive analysis for quantitative data usingsStatistical Package for
Social Science toel. From this data results of the study are presented in the form of tables, pie
charts and bar graphs. From this study it was established that employees skills, corporate
objectives, organizational structure, rewards and culture of an organization have influence in
the implementation of performance management in the water sector. Performance
management practices were embraced in the organizations studied where it was evident that
performance contract existed between the employees and the employer. Corporate objectives
impacted positively on the performance management process. Similarly established is the
fact that the structure of organization is not a barrier/obstacle to the process of performance
management. The study found that rewards for the effort of employees were adequately
rewarded, and compared favorably with those in similar organizations. Most of the
respondents were familiar with the core values of their organizations, and that negative
culture is a barrier to impiementation of performance management. The study recommends
that training and development programs should be -management supported, corporate
objectives be revised and to be in line with changing circumstances, development and
operationalization cf staff reward scheme be encouraged a new culture of achieving target
and team work be adopted.

xiii



»
CHAPTER ONE

1.0 Introduction

1.1 Background of the Study
The practice of Human Resource Management (HRM) is concerned with all aspects of

how people are employed and managed in organizations. It covers activities such as
strategic HRM, Human Capital Management, Corporate Social Responsibility,
Knowledge Management, Organization development, resourcing, Performance
Management, Learning and Development, Reward Management, Employee Relations
among others. The overall purpose of HRM is to ensure that the organization is able to
achieve success through people. It aims to increase organizational effectiveness and
capability — the capacity of an organization to achieve its goals by making the best use of
the resources available to it, Armstrong (2009). Ulyich and Lake (1990) remarked that:
‘HRM systems can be the source of organizational capabilities that allow firms to learn
and capitalize on new opportunities’. Dyer and Holder (1998) analyzed management’s
human resources goals under theﬁqeadings of contribution, composition, competence and
commitment.
#
&

Performance management is an important Human Resource Management process that
provides the basis for improving and delivering performance and is part of the reward
system in its most general sense. It is a systematic process for improving organizational
performance by developing the performance of individuals and teams. It is a means of
getting better results by understanding and managing performance within an agreed
framework of plannedhgoals, standards and competency requirements, Armstrong (2009).:
According to Weiss and Hartle (1997), performance management can be viewed as a
process that aims to establish a shared understanding about what is to be achieved and
how it is to be achi:eved, and an approach to managing ,people that increases the
probability of a agﬂieving success. It is a continuous and much wider, more
comprehensive and more natural process of management that clarifies .mutual
expectations, emphésizes the support role of managers who are expected to act as coaches

rather than judges and focuses on the future.
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The overall objective of performance management is to develop the capacity of people to
meet and exceed expectations and to achieve their full potential to the benefit of
themselves and the organization. Performance management provides the basis for self
development but most importantly, it is also about ensuring that the support and guidance
people need to develop and improve is readily available. A typical statement of
objectives from one respondent to the e- reward survey (2005) is “to support culture
change by creating a performance culture reinforcing the values of the organization with
an emphasis on the importance of these in getting a balance between “what” is delivered

and “how” it is delivered”.

Performance management is a planned process of which the primary elements are
agreement, measurement, feedback, positive reinforcement and dialogue. It is concerned
with measuring outcomes in the shape of delivered performance compared with
expectations expressed as objectives (management by objectives). It is based on the
agreement of role requirements, objectives and performance improvement and personal
development plans, Armstrong (200.9). Performance management is not just a top-down
process in which managers tell their subordinates what theyﬁthink about them, set
objectives and institute performance improvement plans. It is not sometlfing that is done
to the people. As Buchner (2007) emphasizes, performance management should be

something that is done for people and in partnership with them.

1.1.1 Tana Water Services Board.

Tana Water Services Board (TWSB) was established through the Kenya Gazette No.
1329 of 27™ February 2004. It s one of the eight (8) Water Services Board under the
Ministry of Water and Irrigation. In line with the Water Act, 2002, the TWSB has legal
responsibility of ensuring cost effective and sustainable provision of water and sanitation
in its area of jurisdiqﬁtvinn. The geographical mandate” of !TWSB extends to 15
administrative districts i] parts of Central and Eastern provinces of the country. The total
area covered by the board is 19.401km” of which approximately 40%is arid or semi —
arid area with an estimated population of 4,259,000 (year 2007 estimates), 75% - 80% of
whom live in rural areas. There are 30 water service providers who have been licensed

by the board to carry out its responsibility. (Appendix I).
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1.2 Statement of the problem

Perhaps one of the most important concepts of performance management is that it is a
continuous process that reflects normal good management practices of setting direction,
monitoring and measuring performance and taking action accordingly. Performance
management should not be imposed on managers as something “special’ they have to do.
It should instead be treated as a natural function that all good managers carryout, Child
(2006). To ensure that a performance management has to be built and maintained,
performance management has to have the active support and encouragement of top
management who must make it clear that it is regarded as a vital means of achieving
sustained organizational success. They must emphasize that performance management is
what managers are expected to do and that their performance as managers will be
measured by reference to the extent to which they do it conscientiously and well.
Importantly, the rhetoric supporting performance management must be converted into
reality by deeds as well as the words of the people who have the ultimate responsibility

for running the business, Armstrgng (2009)

Tana Water Services Board (TWSB) is a state corporation which was established through
the Kenya Gazette No. 1329 of 27" February 2004. It is gne of the eight (8) Water
Services Board under the Ministry of Water and Irrigation. In line with the Water Act,
2002, the TWSB has legal responsibility of ensuring cost effective and sustainable
provision of water and sanitation in its area of jurisdiction. (Appendix I). According to
WASREB impact report issue no. 4 (April, 2011), the well estabiished water Service
Providers have been- able to improve water coverage to 63%. However they are.
challengéd to embrace efficiency, transparency and accountability because they do not
have in place an effective mechanism for engaging stakeholders towards the attainment
of these tenets. From the analysis, some WSPs lack capacity to equitably serve the
population in their area, viability issues have also cont/inued to drag the overall water

coverage in some areas down to 39%.

The performance report (2008/09 to 2009/10) based on nine key performance indicators,
the WSPs recorded an improvement in water coverage by 1%, sanitation improved by
20%, Non — Revenue Water declined by 2%, quality of water declined by 2%, hours of
supply decreased by 1%, metering ratio improved by 1%, Revenue goflection efficiency
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improved by 1%, staff per thousand connections remained at the same level of seven staff
while operations & maintenance cost improved by 14%. However, while more people
have access to safe drinking water and sanitation than ever before, the levels of access
remain far behind the Millennium Development Goals targets of reducing by half the
number of people without access to safe and national target (as defined in the National
Water Services Strategy) of 80 % water coverage in the urban setttings by 2015. Also,
the relatively little water available for consumption is not managed efficiently sewerage
levels still remain at unacceptable levels. The report further indicates issues of non-
compliance by WSPs in adherence with the set budgetary levels, failure to reach agreed
performance targets and on- payment of licensee remuneration. It is against this
background that this study wishes to investigate the challenges facing implementation of
performance management by the water service providers in Tana Water Services Board

region and come up with findings and recommendations.

Several related studies have be(zn done. Murgo (2010) did a study on the challenges
facing Central Bank in implementation of performance Management Appraisal Systems,
Nginyo (2010) carried out a study on Employee Performapce Management Practices
among Insurance Companies, Gatere (2009) carried out a study ‘on the impact of
performance contracts on service delivery at the Teachers Service Commission in Kenya,
Mulwa (2009) did a study on the determinants of employee performance in Public Audit
Institutions, Mutua (2005) carried out a study on factors affecting performance appraisal
in Public Service Organizations in Kenya.. While the aforementioned research
outcomes are critical in many .ways, no known study to the researcher has been done on’
the challenges facing implementation of performance Management in State Corporations.

It is against this background that this study wishes to conduct a research on the same.

L4
7

1.3 Objectives of the Study
The general objectiVe of the study was to investigate challenges facing implementation of

performance management in state corporations.
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1.3.1 Specific Objectives.

The study sought to establish the following specific objectives:-

i.  To investigate how employees’ skills influence implementation of performance
management.
ii.  To find out how corporate objectives affect performance management process.
iii. To investigate how organizational structure influence implementation of
performance management process.
iv.  To find out if rewards influence the achievement of performance targets
v. To find out whether organizational culture influences the achievement of

performance targets.

1.4 Research Questions
i. Do employees’ skills influence the implementation of performance management
process?
ii.  How do corporate objectives affect performance management?
iii. Does organizational structure influence implementation of performance
management process? & =

iv. Do rewards influence the achievement of performance targets?

v.  Does organizational culture influence the achievement of performance targets?

1.5  Significance of the Study.

This study will be important to the following stakeholders:

1.5.1 Water Service Providers within the Tana Water Services Board region.

The outcome of this study will act as a feedback to the Water Service Providers by way
of pointing out the wveak areas on which they need to improve on in order to deliver
7

quality service to itsscustomers and other stakeholders.

1.5.2 The Kenya Government

With the performance management being an initiative of the government, this research
study will help in identifying any gaps and provide measures to be undertaken to close
the gaps. The study will also help the government to compare the service delivery levels

before and after the introduction of performance management systemg’
5
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1.5.3 Future Researchers ‘
This study will help future researchers to work on the suggested areas that will be

identified for further research.

1.6  Limitations of the Study.

This study faced a number of limitations.

Some respondents withhold or deliberately refused to disclose information to the
researcher for fear of victimization, language barrier or did not understand the relevance
of the study. This was overcome by phrasing the questions in a straight forward manner,
an introductory letter from the university helped by indicating that the research was to be
used for learning purposes and not in any way to victimize the respondents. The working
environment in some WSPs made it challenging for some respondents to take sufficient
time to respond to questionnaires, significant amount of workload, leadership style,
individual characteristics and workplace politics interfered with the work plan designed
by the researcher. However, the researcher was given an opportunity to explain and
persuade the respondents to resp?ond fairly in this noble task. The sﬁxdy was limited to
WSPs serving in only 2 regions out of 8 regions in the republi¢ of Kenya at a given point
in time. With dynamic market environment, changes in technology and rapid responses to
consumer demands. It may be possible that some of the relevant information today may
become irrelevant only a few months or year. The researcher was limited by financial
resources during data collection. To enable the researcher to complete the research study
within reasonable time, employment of data clerks to help in collecting data were
engaged, because the area of study was wide. Over and above financing the study from®
her own pocket, the researcher sought for a financier for further support. A financial
budget was prepared. Some of the target respondents did not have the basic literacy to
enable them understand and respond to the questionnaires” appropriately. This was

overcome by engagiffg interpreters. The questionnaires were also clear and precise.

1.7  Scope of the Study.
The study covered Tana Water Services Board region and a sample of 4 water service
providers were studied drawn from 15 districts within the Board region. The Board has

a total of 30 water service providers clustered into 15 districts.
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CHAPTER TWO

2.0 Literature Review

2.1 Introduction 4

This chapter aimed at giving the history of performance Management by providing an
overview of where it has come from. The chapter identified what other authors and
researchers had done in this field. This helped to identify gaps in knowledge and create
an entry point for this study and other studies that may have been conducted. The
conceptual framework of this study was done by examining certain factors that had
possible influence on the impiementation of performance management process. It has
uncovered the connection and other relationships between different research results by
covering various related studies in this area as a means of promoting effective
performance management that can be used to address pertinent issues in the state
corporations.

®
22 Theoretical Literature Review.

There are several theories the researcher used while conduc}ing this study. These are
theories related to the area of the study. They include Systenfs Theory, Elton’s
Behavioural Theory, Skinner’s Theory of Replacement, Theory of Integration and the

Goal Theory.

2.2.1 System Theory

According to Systems theory, a system consists of various components known as
subsystems which must-function together for the system to work. The systems approach,
views organizations as'the consequences of the interaction of social and technical factors
both within the organization itself and between the organizations and the environment.
Every aspect of the organization is regarded as interreldted and interdependent. In the
1930, Chester Bamafd noted that, in addition to official structures, organizations typically
possess powerful informai systems. Within an organization there is upward and
downward communication and unofficial leaders emerge. The organization is a system
which several networks of individuals interact, and which itself interacts with wider
social and economic environment. The theory emphasises on the need for those in

control of a system to define its boundaries clearly. In a Water service provision setup,
7
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the subsystems include the management, workers, Tana Water services Board, Water
Regulatory Services Board, the ministry of water & Irrigation the customers and

community at large. If a subsystem fails, the whole system is in jeopardy.

A system also consists of input which goes through a process to give the desired output.
As an organization, a water service previder is in itself a system whose inputs from the
employees will determine the kind of output that will be produced. In performance
management, the output expected is improved performance and input will be based on
how much the employee is willing to give. The willingness will be based on how much
the employee feels he will gain since performance management involves “I give so much
so I get so much”. Another input would be the skills and knowledge the employee

possesses in order to move through the process and give the desired results.

2.2.2  Elton Mayo’s Behavioural Approach Theory

The Behavioural Approach focuses on psychological and sociological processes
(attitudes, motivation and group dynamics) that influence employee performance. While
the classical approaches focuses on the workers in these jobs with a landmark study
conducted by Harvard University led by Elton Mayo in 1957-1932$in the Hawthrone
plant of Western Electric Company (USA). The results proved that a worker’s
productivity is caused by psychological reaction, motivation and supervision. Further the
social environment of work, particularly the effect of the informal group has a decisive
influence on productivity. The study thus concluded that a worker is not simply an
economic man but -also a social man. He responds better to group pressures than to
management controls. He is motivated to work not solely by economic means but social)
needs. The employees in the water provision sector also face a similar scenario.
Performance is based on a myriad of factors that may need to E)e considered together with
the performance contact document in place. A worker in the water sector would be
highly motivated by. adequate resources allocation and rewards; this would result in a

psychological reaction which would promote his or her productivity levels.

2.2.3 Skinners theory of Replacement.
Skinner. B. F.(1974), suggests that all behaviour is caused by external sources. The

approach of the management is likely to encourage or discourags..fthe employee to
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generate results or ideas. The underlying assumptions behiﬁd this approach are that
people are to be controiled and the management task is to provide the right conditions to
encourage high performance. In support of this theory De Vies (1972), suggests
guidelines on how to use this theory as a motivating tool in order to improve performance
at the workplace. One of which is to provide the right conditions to encourage high

performance.

2.2.4 McGregory’s Theory of Integration.

McGregory (1960) emphasised on the importance of recognizing the needs of both the
organization and the individual. He also stresses on creating conditions that will
reconcile these needs so that members of the organization can work together for its
success and also share in reward. In a water sector set up it is important to note that
among other needs that an employee may have, the crucial ones include being funded
adequately and promptly, being equipped with the right skills and competencies, being
rewarded fairly and facilitated wi.th proper infrastructure in order to meet the needs of the
organization which in this case are meeting the targets of the performance management
contract. It is therefore notable that as much as an employee may have signed a
performance management contract; there are measures that management needs to be put
in place so that the performance targets can be achieved. When these measures are not

properly put in place, challenges are likely to occur and expected performance may fail to

be attained.

2.2.5 Goal Theory _ )
Goal theory as developed by Latham and Locke (1979) states that motivation an({
performance are higher when individuals are set specific goals, goals are difficult but
acceptable and when there is feedback on performance. Pax;ticipation in goal setting is
important as a means of getting agreement to the setting’of higher goals. Difficult goals
must be agreed and.?their'achievement reinforced by guidance and advice. Latham and
Locke highlights four mechanisms that connect goals to performance outcomes as
follows: first; they direct attention to priorities. Specific performance goals should
systematically be identified and set in order to direct behaviour and maintain motivation.
Second; they stimulate effort. Goais can be determined either by a superior or by

-

individuals themselves. Goals set by other people are more likely ® be accepted when
S
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there is participation. Employees’ participation in the setting of goals may lead to higher
performance. Third; they challenge people to bring their knowledge and skill to bear to
increase their chances to succeed. Complete, accurate and timely feedback and
knowledge of results is usually associated with high performance. Feedback provides a
means of checking progress on goal attainment and forms the basis for any revision of
goals. Fourth; goals should be set at a challenging level but realistic level. Difficult
goals lead to higher performance. However, if goals are set too high a level, or are
regarded as impossible to achieve, performance will suffer, especially over a long period.
The more c‘hallenging the goal, the more people will draw on their full repertoire of
skills. This underpins the emphases in performance management on setting and agreeing

objectives against which performance can be measured and managed.

Goal theory is in line with the 1960, concept of management by objectives (a process of
managing, motivating and appraising people by setting objectives or goals and measuring
performance against those objectives). But management by objectives or MBO fell into
disrepute because it was tackied bur.eaucratically without gaining the rea! support of those
involved and, importantly, withcut ensuring that managers were gvare of the significance
of the processes of agreement, reinforcement and feedback, and were skifled in practising
them. Specific quantitative goals, such as a defined level of performance, or a given
deadline for completion oi a task, will perform better than people with no set goal or only

a vague goal such a¢ * do the best you can’

The theories explained above suggest that performance targets are achieved only when
the employees have been given the right working environment as well as being equipped
with the desired skills and competencies. All these give an indication that performance
management would work best when challenges and constraints are identified and

&

possibly eliminated. Thg theoretical framework below hefice indicates the factors that
&

join together towards a high or improved performance.

2.3 Empirical Literature Review
There are a number of factors that influenced the success of performance management

process. These factors are explained below and included: Employees’ skills, resource

£
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allocation, corporate objectives, organizational structure and culture, and reward /

compensation policy.

2.3.1 Employees’ skiils

A review of research literature in (2003) supported the commonly held belief that
employee development programmes make positive contributions to organizations
performance. A highly skilled workforce can accomplish more as individual gain in
experience and knowledge. They are also easy to supervise. One method in ensuring
retention of employees is to provide opportunities to develop skills (Noe, 2008).
Inadequacy in skills would affect implementation of performance management in the
water sector. lkiara et al (2009) notes that the Kenya Civil Service training and
employment schemes are well established and capable of efficiently addressing the
national human resources requirement but it is the political elements relating to incentives
and appointment for top staff positions that usually limit the ability of these institutions to
function effectively. Competent people are those who meet their performance
expectations (Armstrong, 2009). For peoBle to perform certain tasks they have to know
(Knowledge) and be able to do (skills) what their assigned roles dictatetﬁ In a research by
Boyatzis (1982), it was established that the success of performance is influ€nced by
personal qualities, experience, behavioural characteristics and motives of the performer.
He concludes that “capacity that exists in a person, leads to behaviour that meets the job
demands within the parameters of the organizational environment and in turn the desired

results. The tasks given wiil specify the skills needed to perform.

Guest (1997), comments that expectanCy theory proposes that high performance at the
individual level depends on high motivation plus the necessary skills and abilities and an
appropriate role and understanding of that role. He suggests that ‘it is a short step to
specify the human resources management practices that encodrage’ high skills and
abilities’ and argues that hurfan resource practices can improve company performance
by: increasing employees’ skills and abilities, promoting positive attitudes that result in a

committed and motivated workforce and providing expanded responsibilities that allow

employees to make full use of skills and abilities.
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The concept of competency is essentially about performance. Mansfield (1999) defines
competence as ‘an underlying characteristic of a person that results in effective or
superior performance’. Rankin (2004) describes competencies as “definition of skills and
behaviour that the organizations expect their staff to practice in their work’. He further
explains that competences represent the language of performance. They can articulate
both the expected outcomes from an individual’s effort and the manner in which these
activities are carried out. Because everyone in the organization can learn to speak this
language, competences provide a common, universally understood means of describing
expected performance in many different contexts. Competency is a capacity that exists in
a person that leads to behaviour that meets the job demands within the parameters of the
organizational environment and that, in turn, brings desired results. There are three types
of competences namely: behaviour, technical and NVQs and SNVs. Behavioural
competences define behaviour expectations, i.e. the type of behaviour required to deliver
results under such headings as team working, communication, leadership, and decision
making. They are sometimes kmown as ‘soft skills’ and are usually set out in a
competency framework, McClelland (1973). McClelland further recommended that the
use criterion-referenced assignment or validation is the proces§ of an13lysi11g the key
aspects of behaviour that differentiates effective and less performance. Boyatziz (1982)
made a distinction between threshold competences, which are basic competences
required to do a job, and performance competences which differentiate high and low
performance. Technical competences define what people do (knowledge and skills) to
carry out their role effectively. They are related to either generic roles (groups off similar
roles), or to individual roles (rolé-specific competences). Competent people at work are
those who meet their performance expectations, Woodruffe (1990). The concept of
competence was conceived in UK as a fundamental part of the process of developing
standards for NVQ / SN}’Q. These specify minimum stan’dard; for the achievement of
set tasks and activitiesixpressed in ways that can be observed and assessed with a view
to certification. An element of competence in NVQ language is a description of
something that people in given work areas should be able to do. They are assessed on

being competent or not yet competent, Armstrong (2009).
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2.3.2 Organizational Objectives

According to Armstrong (2009), Objectives or goals describe something that has to be
accomplished. Objectives setting that result in an agreement on what the role holder has
to achieve is an important part of the performance management process of defining and
managing expectations and forms the point of reference for performance reviews.
Armstrong further points out the following types of objectives: on-going role or work
objectives; all roles have built-in objectives that may be expressed as key result areas in a
role profile. Targets; these define the quantifiable results to be attained as measured in
such terms as output, income, sales, levels of service delivery and cost reduction.
Tasks/projects; objectives can be set for the completion of tasks or projects by a specified
date or to achieve an interim result. Behavioural; behavioural expectations are often set
out generally in competency framework. Competency framework may deal with areas of
behaviour aspirations contained in value statements into more specific examples of
desirable and undesirable behaviour, which can help in planning and reviewing
performance. Sababu (2007) hasecategorized objectives as long range or short range in
nature. Long-range objectives specify the results that are desired in pursuing the
organization’s mission, and normally extend more than Sne fingncial year of the
organization. Short-range objectives are performance targets normally of up to one
financial year duration that are used by the management to achieve the organization’s

long range-range objectives.

The objectives of any organization are to promote business in an economically sound
manner and to increase business net profit, exposure and ensuring its continuity (Johnson,”
2009). The top ten things a person need to know about objectives are; they should be set
in each organization, they should be reviewed by each employee in the organization, they
help the organization to perform to its full potential, they serve as yardsticks for how well
an organization is dé’i;g, they must be clear, achievable, relevant, measurable and time
framed (Gamble et al, 2009). The role of corporate function is increasing productivity,
social welfare and accountability of managers and directors. ~ Measurement in
performance is an important concept in performance management. It is the basis for
providing and generating feedback, it identifies whether things are going well to provide

the foundation for building further success, and it indicates where thigg&are not going on
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well, so that corrective action can be taken. Measuring performance is relatively easy for

those who are responsible for achieving quantified targets, Armstrong (2009).

Management by Objectives (MBO) is a system which attempts to improve the
performance of the company and motivate, assess and train its employees by integrating
their personal goals with the objectives of the company. The employee agrees with the
manager what his performance objectives should be over a set period. The objectives are
ideally expressed quantitatively and are taken from key result areas of the job, i.e. tasks
which if done well will cause the whole job to be done well. At the end of the period the
employee and manager review jointly the achievement or non-achievement of the
objectives. MBO is intended to encourage participation and increase job satisfaction by
giving the employees a sense of achievement and involvement with a sense of their work.
The manager can appraise the employee by referring to specific performances rather than
by making subjective judgements. Training needs may also emerge during the discussion
at the beginning and end of the review period. Employees are forced to think hard about
their roles and objectives about why tasks are neces.sary and how best to get things done.
Targets are clarified and the crucial element in each job identified. Supervisors and
subordinates are obliged to communicate with each other, and there 1§ forced
coordination of activities between various levels of management, departments and short-

term goals, Graham and Bennett (1998).

2.3.3 Organizational Structure

In order to achieve its goals and objectives the work of an organization has to be divided
among its members. Some structure is necessary to make possible the effective
performance of key activities and to support the efforts of staff. Structure provides the
framework of an organization and its pattern of management. It is by means of structure
that the purpose and work of the organization is carried out, Mullins (2006). According
to Drucker (1999), it is the correct dé@éign of structure which is of most significance in
determining organizational performance. He further urges that, good organization
structure does not by itseif produce good performance, but a poor organization structure
makes good performance impossible, no matter how good the individual managers may
be. To improve organizational structure will therefore always improve performance. The

importance of good structure is also emphasized by Child (1988) that the allocation of
14
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responsibilities, the- grouping of functions, decision making, coordination, control and
reward are all fundamental requirements for the continued operation of an organization.
The quality of an organization’s structure will affect how well these requirements are
met. , Child defines an organization structure as consisting of all tangible and regularly
occurring features which help to shape their member’s behavior. Structures incorporate a
network of roles and relationships and are in the process of ensuring that collective effort

is explicitly organized to achieve specified goals.

Structure is the pattern of relationships among positions in the organization and among
members of the organization. Structure makes possible the application of the process of
management and creates a framework of order and command through which the activities
of the organization can be planned, organized, directed and controlled. The structure
defines tasks and responsibilities, work roles and responsibilities, and channels of
communication. Mullins (2006).The system of breaking down the totality of a firm’s
work into units and for allocating these units to people and departments constitutes the
organizational structure of the .enterprise. A structure defines the framework within
which activities occur.  This formal arrangement of roles and relationships of
departments, sections and concerned individuals is directeditoward§' meeting the goals
and accomplishing the mission of the organization. Strategic management is based on the
belief that organizations should continually monitor their internal and external events and
trends so that timely changes can be made as needed. The rate and magnitude of changes
that affect organizations are increasing dramatically. To survive, ali organizations must
be capable of identifying and adapting to change that can arise due to need for survival;
pressure on resources, customer expectations, prescribed norms, pursuit of relevance and
desire for efficiency, Sababu (2007).According to the research findings of Koike (2002)
and Darrah (1996) on impact of organization structure on learning they identified four
areas within the strwCture that are very crucial for an organization to survive and gain
competitive advantage. These are; an organization must distribute knowledge and
information e.g. in team briefings, it must give an opportunity to practice to all its
employees by delegating authority and developing new skills. The organization should

also support training and giving rewards for learning. Organizations should also actively
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adapt to the environment. The organizations whose structures are not fitted to the

environment will not perform well and will eventually fail.

Urwick’s (1952) emphasis on the logical design of organization structure rather than the
development around the personalities of its members is typical of the classic approach to
organization and management. Despite this narrow view, more recent writers have drawn
similar conclusions as to the consequences of badly designed structure. For example,
there are a number of problems which so often mark the struggling organization and
which even at the best of times are dangers that have to be looked for. These are: first,
low motivation and morale which may result from apparently inconsistent and arbitrary
decisions, insufficient delegation of decision making, lack of clarity in job definition and
assessment of performance, competing pressures from different parts of the organization
and managers and supervisors overloaded through procedures inadequate support
systems. Second, late and inappropriate decisions which may result from lack of
relevant, timely information to the right people, poor coordination of decision-makers, in
different units, overloading of decisiontmakers due to insufficient delegation, and
inadequate procedures for evaluation of past decisions. Third, cor;ﬂict and lack of
coordination which may result from conflicting goals and people working” at cross
purposes because of lack of clarity on objectives and priorities, failure to bring people
together into teams or through lack of liaison and breakdown between planning and
actual operational work. Fourth, poor response to new opportunities and external change
which may result from failure to establish specialist jobs concerned with forecasting
environmental change, failure to give adequate attention to innovation and planning of
change as main management activities, inadequate coordination between identification of
market changes and research into possible technological solutions. Fifth, rising which
may result from a long hierarchy of authority with a high proportion of senior positions,
an excess of administrative wérk at the expense of productive work, and the presence of

some or all of the other organizational problems, Child (1988).

Organizations vary in their complexity, but it is necessary to divide the overall
management task into avariety of activities, to allocate these activities to the different
parts of the organization and to establish means of controlling, coordinating and

T
integrating them. The structure of an organization consists of units, functionsgtdivisions,
1
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departments and formally constituted work teams into which activities related to
particular processes, projects, products, markets, customers, geographical areas or
professional discipiines are grouped together. The structure indicates who is accountable
for directing, coordinating, and carrying out these activities and defines management
hierarchies (the chain of command) thus spelling out, broadly, who is responsible to
whom for what at each level in the organisation, Armstrong (2009). n accordance with
the principle of equifinality (Doty er al, 1993), there are a number of equally effective
forms of structure. The type of structure adopted is often contingent on the
circumstances of the organization. The basic types of organizational structure are: first,
the line and staff; the line and staff organization was the type favoured by the classical
theorists based on a military model. The line hierarchy in the structure consists of
functions and managers who are directly concerned in achieving the primary purpose of
the organization, for example, manufacturing and selling or directing the organization as
whole. Staff in functions such as finance provides services to the line to enable them to
get on well. Second, divisionalize® ; the process of divisionalizing as first described by
Sloan (1967) on the basis of his experience in running General Motors involves
structuring the organization into separate divisions each c‘%ncemeg with discrete
manufacturing, sales, distribution or service functions, or with serving a particular
market. Third, decentralised ; some organizations decentralize most of their activities
and retain a skeleton headquarters staff to deal with financial control matters, strategic
planning, legal issues and sometimes human resources issues especially those concerned
with senior management on an across the group or international basis ( recruitment,
development and remuneration).” Fourth, matrix; a matrix organization consists of a
functional structure of a number of different disciplines and a project structure consisting
of project team drawn from the disciplines. Thus an employeepcan be a member of a
discipline and of a proj;@ team and so have two reporting relationships. Fifth, flexible;
flexible organizations ﬁiay conform broadly to the Mintzgerg (1983b) category of an
adhocracy in the sense that they are capable of quick adapting to new demands-and
operate fluidly. They may be organised as core-periphery organization or along the lines
of Hand’s (1981) shamrock organization, which consists of three elements: the core

workers, professionals, technicians and mangers; contractual fridge- contract workers;

.

e

and the flexible labour force consisting of temporary staff. £
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2.3.4 Rewards and Compensation

Financial rewards comprise all rewards that have a monetary value and add up to total
remuneration (basic pay, pay contingent on performance, contribution, competency or
skill, pay related t()»sérvice, financial recognition schemes, and benefits such as pension,
sick pay and health insurance). Non-financial rewards are those that focus on the needs
people have to varying degrees for recognition, achievement, responsibility, autonomy,
influence and personal growth. They apply incorporate the notion of relational rewards,
which are the intangible rewards concerned with the work environment (quality of
working life, the work itself, work-file balance), recognition, performance management
and learning development. Non-financial rewards can be extrinsic, such as praise or
recognition, or intrinsic, arising from the work itself associated with job challenge and
interest and feelings that the work is worthwhile, Armstrong (2009). The meta-analysis
study conducted by Decier et af (1999) focused on the overall effects of rewards on
intrinsic motivation for tasks of high interests only, on the grounds that in low interest
tasks there was little or no intrinsic mativation to undermine. The results of the study
.indicate that for high interest tasks, rewards had significant negative effects on what the
researchers called ‘free-choice measures’, which included the time spént on tl‘l'e task after

the reward was removed.

Reward makes an overall positive impact on performance when it contributes to the
development of a high performance culture, one which all values, norms, and HR
practices of an organization combine to create a climate in which the achievement of high
levels of performance is a way of life. Such a culture can be manifested in a high-
performance work systeir.  Within the high performance culture and work system,
reward impacts on individual and orgzznizational performance by: focusing attention on
the values of organization io:r high pesformance and the behaviot/lrs required to achieve it;
ensuring that performance s@(bec‘tations are defined and understood; providing the means
to encourage and recognize high performance; enhancing engagement and promoting
positive discretionary effort; pursuing talented people to join and stay with the
organization. Extrinsic rewards can be used as motivators to improve performance and
they can also convey the message that performance is important and help to focus on

specific aspects of perforrnance that need to be improved, Armstrong (2009).. It can be
&
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urged that it is not job satisfaction that produces high performance but high performance
that produces job satisfaction, and that a satisfied worker is not necessarily a productive
worker and a high producer is not necessarily a satisfied worker. People are motivated to
achieve these goals through improved performance. They may be even more satisfied if
they are then rewarded by extrinsic recognition or an intrinsic sense of achievement. It
can also be urged that some people may be completely satisfied with their job and will
not be inspired to work harder or better. They may find other ways to satisfy their needs,

Vroom (1964).

2.3.5 Organizational Culture

Organizational or Corporate Culture is the pattern of values, norms, beliefs, attitudes and
assumptions that may not have been articulated but shape the ways in which people in
organizations behave and things gef done. Values refer to what is believed to be most
important about how people and organizations behave. Norms are the unwritten rules of
behaviour Armstrong, (2009). According to Eldridge and Crombie (1974), the culture of
an organization refers to the unique conﬂg.uration of norms, values, beliefs and way of
behaving that characterize the manner in which groups and individual%combine to get
things done. Culture is a system of informal rules that spells out h(;W’ peopfe are to
behave most of the time, Deal and Kennedy (1982). A pattern of basic assumptions;
invented, discovered or developed by a given group as it leans to cope with problems of
external adaptation and internal integration that has worked well enough to be considered
valid and therefore, to be taught to new members as the correct way to perceive, think
and feel in relation to these problems, Scheim (1985). The significance of culture
according to Furnham and Gumter (1993) represents the “social glue’ and generates a ‘we
feeling’, thus counteracting processes of differentiations that are unavoidable part of
organizational life. Organizational culture offers a shared system 9f meanings which is
the basis for communications#and mutual understanding. If these functions are not
fulfilled in a satisfactory way, culture may significantly reduce the efficiency of an
organization. There are many attempts to classify or categorize organizational culture as
the basis of cultures in organizations and for taking action to supp-ort or change them.
Most of these classifications are expressed in four dimensions. Based on Handy (1981)

culture can be categorized into the four as follows: - first; Power Culture which ;@»l‘ges the

By
&

19



®
metaphor of a web. Control / power emanate from the center, very political and
entrepreneurial, resource power and personal power predominate. This culture serves the
figurehead and the leader and is frequently found in small entrepreneurial organizations
and relies on trust, empathy and personal communications for effectiveness. It is political
organization with decisions taken largely on the balance of influence. Second; Role
Culture which takes the metaphor of the Greek Temple. Work is controlled by
procedures and rules and the role, or job description, is more important than the person
who fulfills it. Power is associated with positions not people. This culture serves the
cause of structure. Third; Task Culture which take the metaphor of a net; the focus is on
completing the job. The aimi is to bring together the right people and utilizes the unifying
power of the group. Influence is based more on expert power than in position or personal
power. The culture is adaptable and teamwork important. Fourth; Person Culture which
takes the metaphor of a cluster or galaxy; a loosely collection of individuals usually
professionals sharing common facilities but pursuing own goals separately. Power is not
really an issue, since members are experts sn their own right. The organizations exist

onlx to serve and assist the individuals in it.

&
A high performance cuiture is one in which people are aware of the need to perfofin well

and behave accordingly in order to meet or exceed expectations. Such a culture embraces
a number of interrelated processes that together make an impact on the performance of
the organization through its people in such areas as productivity, quality, levels of
customer service, growth profits, and ultimately in profit-making firms, the delivery of
increased shareholder value. Ih the more heavily service and knowledge- based
economy, employees have become the most important determinant of organizational
success. The following characteristics of a high-performance culture were defined by
Lloyds (2003): people know what is expected of them — they are clgar about their goals
and accountabilities; they havesSkills and competences to achieve their goals; high
performance is recognized rewarded and accordingly; people feel that their job is worth
doing, and that there is a strong fit between the job and their capabilities; managers act as
supportive leaders and coaches, providing regular feedback, performance review and

development; a pool of talent ensures a continuous supply of high performance in key
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roles; and there is a climate of rust and team work, aimed at delivering a distinctive

service to the customer.

Conceptual Framework

Employees’ skills

A 4

Implementation of Performance
Management

Indicators:

Corporate objectives

A\

® water coverage

* sanitation coverage

Organization structure

* Metering ratio

= Revenue collection

= (perations & maintenance

Rewards

COS%

&
—7 » Quality of water.

= Hours of supply.

Organizational Culture

= Reduction in non-revenue

water.

\ 4

Independent Variables
Figure 1

Source: (Researcher, 2012)

Dependent Variable

The above illustration of conceptual framework indicates that the researcher perceives

performance managenient as dependent on what the employer has put in terms of

employees skills and competences, Corporate Objectives, Organizational Structure,

Organizational Culture, Allocation of Organizational resources and Rewardss It
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perceives ability to meet the requirements of the performance management as a direct
result of the measures the management has put in place. It also perceives that if
challenges are reduced on the employee then expected performance will most likely be

attained.

%
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CHAPTER THREE
3.0 Research Methodology

3d Introduction
This chapter was concerned with the methodology that the researcher used in the study.

It gave the systematic research procedures that were going to be used in the collection
and analysis of data and was divided into six sections namely: research design, target

population, sampling strategy, data collection, and data analysis and data presentation.

3.2 Research design

This study adopted a descriptive survey design as the most appropriate design to measure
the perception of respondents. “The descriptive survey design had the advantage of
allowing the researcher to collect information from a large population. The information
obtained from the samplé can then be easily generalized to the entire population,

(Kiplunger, 2000).

3.3 Target Population ®

The target Wpopulation for this study consisted of 50 permanent employees drawn from 4
Water Service Providers in Tana Water Services Board area cutting across fronithe top,
management to the operative level. Two (2) WSPs represented the Central region and the
others two (2) represented the Eastern region. The Board area covers the Central and
Eastern Provinces and has a total of 30 Water Service Providers. The choice of the target
WSPs was based on the highest number of permanent employees because some of the
WSPs have a very small number of permanent employees. The 4 WSPs have a total

population of 502 permanent employees.

3.4 Sampling Strategy

According to Gay. L (1992), a researcher selects a sample due to various limitations that
may not allow researching the whole pepulation. This study applied randon: sampling as
the best form of sampling as it allowed all members of the population to have an equal
and unbiased chance of appearing in the sample. The study used a sample population of

10% of the total population from every target WSP.
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Table 1: Sampling Table

Water Service Provider Total Percentage of | Number  of
population | sample sample
population population
Nyeri water and sewerage | 210 10 21

company limited(Central).

Embu water and sewerage | 102 10 10

company ltd(Eastern).

Mathira water and sanitation | 72 10 7

company limited(Central).

Kirinyaga water and sanitation | 118 10 12

company limited(Eastern).

TOTAL 502 50

Source: (research, 2012)

3.5, Data Collection tools

Data was collected using questionnaires. The questionnaire had both épen and close
ended questions. The questionnaires were administered using drop and pick tec?mique.
The drop and pick method makes it possible to collect data that would be difficult to get
when using other methods of data collection, Borg and Ball (2003). Questionnaires were
easy to administer and gave the respondent sufficient time to arrive at a well thought

response and were free from the researcher’s bias.

>

3.6  Data Analysis

Data collected was checked for errors, unfilled questions and inconsistencies in response
or outright contradiction of known facts. It was checked for extremes such as conscious
response to agree or disagree. #ata was coded based on the naturelof the scales used to
enable the researcher carry out statistical analysis. (Kothari, 2009). Qualitative data was

analyzed by use of content analysis while qualitative data used descriptive analysis.
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3.7 Data Presentation

The data obtained from the questionnaires was compared and interpreted. The data was
then analyzed using the statistical package for social sciences (SPSS) which assisted in

drawing tables, pie charts, graphs, frequencies and percentages.
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CHAPTER FOUR

DATA ANALYSIS , INTERPRETATION AND PRESENTATION.

4.1 Introduction
In this chapter, the resuits obtained from the respondents is tabulated, summarized and

analysed statistically. The study focused on the major challenges facing implementation
of performance management in water service providers under the Tana Water Services

Board. The analysis is presented under two sub-headings of quantitative and qualitative

4.2 Response Rate
The study established that out of 50 questionnaires administered, 45 were returned duly

completed and 5 weie not received back. This constituted 90% response rate which was

considered good encugh to continue with the work of processing the data.

4.3 Demographic information

®
4.3.1 Gender of the Respondents

The study sought to esizblish the gender balance of the respondents to know the

composition of the sample in terms of gender. .

Table 4.1 Gender

Gender Frequency Percentage
Males ) 31 69
Females : 14 31
Total 45 ) 100

Source :( Researcher; 2012)

From the table above, 69% of the respondents were males while the rest were females.

This indicates that studied organizations employed more males than females.
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GENDER

Females

Fig. 4.1 Gender of the Respondents

4.3.2 Length of service.

Source :( Researcher, 2012)

The study sought to establish the‘length of service of the respondents to know the

composition of the sample in terms years of service

Table 4.2 length of service

&
Years of service Frequency Percentage
Less than 2 years 4 9
2-5 years 6 13
6-10 years 14 31
11-15 years 10 23
15 years and aboveﬂp 11 24
Total 45 100

Source :( Researcher, 2012)
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From the table above, 9% of the respondents had worked for less than 2 years, 13%, 31%,
23%, and 24% had worked for 2-5 year, 6-10 years,11-15 years and 15years and above
respectfully. Thus majority of the respondents had worked for the period between 6-10

years.

LENGTH OF SERVICE

less than2 years
B 2- 5 years

O 6-10years

[J11- 15 years

@ more tha 15 years

Figure 4.2 Length of service Source :( Research%r, 20123

Table 4.3.3 level of education
The study sought to establish the level of education of the respondents to know the

composition of the sample in terms of education

Level of Education Py Frequency Percentage
Certificate - 22 49
Diploma 4 9
High diploma e 2 ’ 4
Bachelor’s degree ; 8 18
Post graduate Diploma - 4
Master’s Degree __ 4 9
&F
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PHD 0 0
Qualification not mentioned 3 7
above

Total 45 100

Source :( Researcher, 2012)

From the table above, 49% of the respondents were certificate holders, 9%, 4%, and 18%

possessed diploma, higher diploma and bachelor’s degrees respectfully, 4% and 9% were

holders of post graduate diploma and Master’s degrees respectfully, the study established

that no respondent possessed PHD qualification while 7% did not possess any of the

qualification mentioned. Thus the highest level of education according to the study

findings was certificate level at 49%.

LEVEL OF EDUCATI

§ ertificate

H diploma

level of education

U higher diploma

U bachelor's degree

- | M post graduate
diploma

master's degree

~

B PHD

Tl analificatinn nnt

Figure 4.3 level of education

Source :( Researcher, 2012)
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4.4 Employees skifls
4.4.1 Existence of Performance Agreement with Employees
The first step was to establish from the respondents whether a performarce management

agreement existed between the employer and the employees.

Table 4.4 A performance Management exist between Employer and Employees
Comment , Frequency Percentage

Yes 45 100

No comment 0 0

No 0 0

Total 45 100

Source :( Researcher. 2012) °

From the data above, it was evident that all the respondents indicated that a performance
#
agreement was in operaiion. Thus all the respondents agreed that there existed

performance management between Employer and employees.

4.4.2 Sensitization on Performance Management Practices
It was considered appropriate to find out the extent to which sensitization was undertaken

to the employees on the subject of performance management . The outcome of this aspect

-

was shown below:- -

Table 4.5 Adequate Sensitization on Performance Management was done

Comment ) Frequency I Percentage
/

Strongly agree 18 40

Agree 13 29

uncertain i 2 4

30




Disagree _ 7 16
Strongly Disagree . 5 11
Total ' 15 100

Source :( Researcher, 2012)

From the table above, 40% and 29% of the respondents strongly agreed and agreed,
respectively, that adequate sensitization was done to the employees. However, 4% were
uncertain, 16% disagreed and 11% strongly disagreed. Thus, majority of the respondents

strongly agreed that sensitization of performance management was done.

SENSITISATION ON PERFORMANCE

l £ Strongly agree i
|® Agree - |
‘ \
?
|

‘ B uncertain

| O Disagree

|

| ™ Strongly Disagree |
&

®

Figure 4.4 Sensitization on Performance Source :( Researcher, 2012)

4.4.3 Gains from Sensitization to Employees
The study sought to find out the opinion of the respondents in terms of benefits derived
from sensitization exercise which was aimed at enhancing achievement of set targets for

the employees.

Table 4.6 Sensitization assisted Employees to achieve their Targets.

P ' 4
Comment s : Frequency Percentage
Strongly agree 21 47
Agree | 16 36
uncertain 1 2
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Disagree 5 11
Strongly Disagree 2 4
Total 45 100

Source :( Researcher, 2012)

From the table above, 47% of the respondents strongly agreed that sensitization exercise
assisted them to achieve their agreed targets. Another 36% agreed although 2% were
undecided. It was noted that 11% disagreed and 4% strongly disagreed. Thus the study
established that majority of the respondents achieved their targets due to sanitization of

performance management_.

EMPLOYEES TARGETS

YACE

B Strongly agree

B Agree
uncertain
O Disagree &
@ Strongly Disagree ’ L
COMMENT
Fig. 4.5 Employees Targets Source :( Researcher, 2012)

4.4.4 Aspect of Discussion and Signing of Performance Targets.
Performance management entails reaching on initial agreement of what is to be achieved -
and by when. The aspect of employee’s discussion with the immediate superior and
consequently signing an agreement was examined. The responses were summarized as

shown below:- ’
7~

p-
Table 4.7 Targets were discussed and Signed at the Initial Stage

Comment Frequency Percentage

Strongly agree 38 84

o,
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Agree 3 I
uncertain 0 0
Disagree 2 4
Strongly Disagree 0 0
Total 45 100

Source :( Researcher, 2012) |

From the data above, 84% of all the respondents indicated that targets were discussed
which was followed by signing to mark the beginning of the agreement. Similarly, 11%
agreed but 4% disagreed. Thus the study established that the targets were discussed and

signed at the initial stage.

SIGNING OF PERFORMANCE

#

*
| @ Strongly agrg T
@ Agree 4
& uncertain ‘
B Disagree ‘
| @ Strongly Disagree |

Fig. 4.6 Sigring of Performance Targets Source :( Researcher, 2012)

4.4.5 Continuity ot the Performance Management Process

The study examined the aspect of continuity of the performance measurement between
&

the employees and employers. This meant to find out whether achievement of targets

meant the end of the exercise in terms of service delivery.




Table 4.8 The Performance Veasurement was viewed as a Continuous Process

Comment Frequency Percentage
Strongly agree 19 42
Agree 13 29
uncertain 2 4
Disagree 7 16
Strongly Disagree 4 8
Total ‘ 45 100

Source :( Researcher, 2012)

From the table above, 42% and 29% of the respondents strongly agreed and agreed,
respectively, that performance m;asurement was a continuous process in the institutions
studied. However, 4% were uncertain, 16% disagreed and 8% strongly disagreed. Thus
the majority of respondents strongly agreed that the performance Teasurement is a

continuous process.

PERFORMANCE MEASUREMENT

‘-trongly agree i
| E3 Agree \
| B8 uncertain
[Z! Disagree
| =3 Strongly Dlsagree\

4

Figure 4.7 Performance Measurement Source :( Researcher, 2012)
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4.5 Corporate objectives
4.5.1 Clarity of Corporate Objectives among the Respondents
Objectives are meant to guide the direction, efforts and resources of the organizations.
The corporate objectives are the desired end results of an enterprise. The study sought to

establish the extent to which the objectives were clear to the respondents.

Table 4.9 The Corporate Objectives are clear to the Staff

Comment Frequency Percentage
Strongly agree ‘ 23 51
Agree 11 24
uncertain 1 2
Disagree 6 13
®

Strongly Disagree - 8
Total 45 o 100

Source :( Researcher, 2012)

From the study above, 51% and 24% of the respondents strongly agreed and agreed,
respectively, that the objectives were clear to the parties involved. However, 2% were
undecided, 13% disagreed and 8% strongly disagreed. Thus, majority of the respondents

are in agreement that they clearly understood the corporate objectives.
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CORPORATE OBJECTIVES

\E Strongly agree o
[3 Agree

%539/0 uncertain ‘
|3 Disagree !
!l! Strongly Disagree§

Fig. 4.8 Corporate Objectives Source :( Researcher, 2012)

4.5.2 [Extent of Employees Involvement in Objective Formulation
It was important to examine the extent to which employees were involved in formulation

of the corporate objectives. The results were as shown below:-

Table 4.10 Staff Members were involved in Objectives Formulation

Gender e Frequency Percentage
Strongly agree 3 " 7

-
Agree 7 16
uncertain 1 2
Disagree 21 47
Strongly Disagree . i . 13 29
Total | 45 100
Source :( Researcher, 2012) | -

7~
»

o
From the data presented above, 7% and 16% strongly agreed and agreed, respectively,
that staff members were involved in objective formulation. It was observed that 2% were
undecided, 47% disagreed and 29% strongly disagreed. Thus the study established that

most of the staff were not involved fully in objectives formulation.

o,
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OBJECTIVE FORMULATION

VP

™ Strongly agree

1 Agree

uncertain

O Disagree

- Strongly Disagree

COMMENT

Fig. 4.9 Employees Objective Formulation Source :( Researcher, 2012)

4.5.3 Extent oi Achieving Objectives Set
Achieving desired objectives is of paramount importance in all organizations. This study
examined the extent to which the objectives were achieved, in the opinion of the

respondents.

Table 4.11 The Set Corperate Objectives were achieved during the Year

®
Sjomment Frequency Percentage
Strongly agree 27 “ 60 &
Agree 10 22
uncertain | 2
Disagree SR B -+ 8
Strongly Disagree - . 3 6
Total - 45 100

Source :( Researcher, 2012) &~

From the table above, 60% of the respondents strongly agreed that the corporate
objectives were achieved. This was also agreed by another 22% although 2% were
uncertain. However, 8% disagreed and 6% strongly disagreed. Thus, majority of the

respondents strongly agreed that the set objectives were achieved during the year.

_nslS
&
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OBJECTIVES ACHIEVED

M Strongly agree ‘

/| Agre= |
i,
| uncertain |

Disagree

m Strongly
__Disagree |

Fig. 4.10 Corporate Objectives achieved Source :( Researcher, 2012)

4.6 Organization structure

4.6.1 Aspect of being Conversant with Organization Structure
The organization structure usually determines the way information, authority and
feedback flows within an organization. It depicts the layers and work stations in an

organization and forms a piatform for employee’s network.

Table 4.12 Are you Conversant with the Organization Structure

Comment i }requency ' Percentage

Very Conversant 8 o 18,

Conversant 13 29
Moderately 5 33

Less Conversant 5 i1

No idea | 4 8

Total l 45 100

i .

Source :( Researcher, 2()1%)»

From the table above, 18% of the respondents were very conversant with their
organizations structure, 29% were conversant, 33% were mocderately conversant, 11%
less conversant and 8% had no idea at all. Thus, the study reveaied that, most of the staff

familiar with their organizational structure.
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CONVERSANT WITH ORGANISATION
STRUCTURE

YACE

= Very Conversant
Bl Conversant
Moderately

B Less Conversant
®m No idea

COMMENT

Fig. 4.11 Organization Structure Conversant Source :( Researcher, 2012)

4.6.2 Being Conversant with Own Job Description
A job description is issued to an employee outlining the details of the assigned tasks and
responsibilities. It also indicates the reporting structure including the scope of the

employees work.

Table 4.13 1 am Conversant with Own Job Description

®
Comment Frequency Percentage
#

Very Conversant 33 73 =
Conversant ‘ 9 20
Moderately 0 0

Less Conversant ‘ 0 0

No idea 3 6
Total : : 45 100

Source :( Researchér, 2012) "

From the data above, 73% of the respondents were very conversant with their own job
description, 20% were conversant but 6% had no idea of their job description. Thus the
study established that majority of the respondents are very conversant with their own job

description. -

39




JOB CONVERSANT
6%

m Very Conversant
O Conversant

00 Moderately

| ess Conversant |
=1 No idea '

Fig. 4.12 Job Conversant Description Source :( Researcher, 2012)

4.6.3 Organization structure affects my performance target
This study sought to establish how organizational structure affects performance targets.

Table: 4.14 effects of organization structure on performance targets

Comment Frequency Percentage
Strongly agree 20 44
Agree ®15 34
ur:certain i 7 # 16

&
Disagree 2 4
Strongly Disagree 1 2
Total ; 45 100
Source :( Researcher, 2012) | .

From the data above 44%, 34%, 16% strongly agreed, agree and uncertain respectfully,
while 4% and 2% disagreed and strongly disagreed respectfully. Thus majority of
respondents strongly agreed _that the structure of their orggmization affect their

achievements of performance targets.

40




extent to which organisation structure affects my
performance targeis

strongly agree
B agree

O uncertain

Odisagree

B strongly disagree

ccmment

Figure 4.13 performance targets Source :( Researcher, 2012)

4.6.4 Communication Flow within Organization
The study sought to find out how the flow of communication was at the work place.
Communication is the lifeblood of every organization and hence the need to examine its

status.

Table 4.15 Communication in my Organization is a Two —way Process.

®

Comment | Frequency Percentage
* |

] £l - &
Strongly agree ' 9 20 #
Agree | 13 29
uncertain o | 2 4
Disagree ‘ 14 31
Strongly Disagree 7 16
Total 45 100

Source :( Researcher, 2012)

From the above figures, 20% and 29% of the respondents strongly agreed and agreed,
respectively, that communication in their organizations was a two way process. It was
observed that 4% were uncertain, 31% disagreed and 16% strongly disagreed. Thus

majority of respondents disagreed that communication is a two way process in their

T
532G

Y

organizations.

s
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COMMUNICATION FLOW

B Strongly agree
B Agree
B uncertain
& Disagree
31% )
Strongly Disagree
®
‘Fig 4.14 Communicaticn Fiow Source :( Researc;)er, 2012)
i
Table 4.16 organization structure implementation
Comment ! Frequency Percentage
Very great extent 18 40
Great extent | 10 22
Moderate extent | 9 2
Less extent 6 . 14
Not at all 4 g 4
Total o 45 100

Source :( Researcher, 2012)
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The above data shows that 40%, 22%,20%, 14% and4% indicated that the implementation
of performance management process by organization structure was to very great extent,
great extent, moderate extent, less extent and not at all respectfully. Thus the study
established that organizational structure affected the implementation of performance

management process to a very great extent.

extent to which organization structure affect
implimentation of performance management
process

Overy geat extent
[ great extent

O moderate extent
Oless extent

E not at all

. : ® ‘
Figure 4.15 organization structure implementation. Source :( Researcher, 2012)

4.7 Rewarding

4.7.1 Rewarding Achievements of Targets
The study sought to find out if the respondents considered themselves as adequately

rewarded after achieving the agreed performance targets.

Table 4.17 My contributions are adequately Rewarded

-

Comment : Frequency Percentage
Strongly agree 7 15
Agree 12 ’27
uncertain 3 7
Disagree 14 31
Strongly Disagree 9 20
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Total 45 100

Source :( Researcher, 2012)

From the data above, 15% of the respondents strongly agreed that staff efforts were
adequately rewarded after achieving the set targets. Another 27% agreed although 7%
were uncertain. However, 31% and 20% disagreed and strongly disagreed, respectively.

Thus majority of the respondents disagreed that their contributions are rewarded.

REWARDING

m Strongly agree

Y APCE

el Agree

B uncertain
i -
= Disagree

= Strongly
Disagree

€ OVMIMENT

#
Fig. 4.16 Rewarding Achievements Targets Source :( Researther, 2012)

4.7.2 Motivation after performance review meetings
The study sought to find out if the respondents considered themselves motivated after

performance review meetings.

Table: 4.18 I feel motivated after performance review meetings

Comment Frequency Percentage
Strongly agree 4 ) 9
Agree e 25 : 56
uncertain 8 18
Disagree 6 13
Strongly Disagree 2 4

ﬂ*‘"
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Total 45 100

Source :( Researcher, 2012)

From the above table, 9% and 56% strongly agreed and agreed respectifully.18%,13%
and 4% were uncertain ,disagreed and strongly disagreed respectfully. Thus majority of

the respondents felt motivated.

| FEEL MOTIVATED

strongly agree
B agree
O uncertain

O disagree

B strongly disagree

Fig. 4.17 Motivation , Source :( Researcher, 20]225

4.7.3 Benefit Package for Employees
The benefits package influences the level of loyalty and job satisfaction among many
employees. The option of the respondents was sought in reference to what was offered in

other similar organizations.

Table 4.19  Benefit Package in my Organization is Preferable

Comment Frequency Percentage
Strongly agree 20 . 44

&
Agree 14 31
uncertain ' 2 4
Disagree 6 13
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Strongly Disagree

|
|

Total | 45 100
|

Source :( Researcher, 2012}

From the table above, 44% and 31% strongly agreed and agreed. resgectively, that benefit
package in their organization was better compared to other similar organizations.
However, 4% were uncertain, 3% disagreed and 6% strongly disagreed. Thus, majority
of the respondents strongly agreed that their benefit package compared well to those of

similar organizations.

EVMIPLOYEES BENEFITS

6%

| 3 Strongly agree

!El Agree

i— uncertain

| B3 Disagree

| em Strongly Disagree |

%

Fig 4.18 Benefit Package Source :( Researcher, 2012) #

4.7.4 Reward upor performance target
The study sought to find out if the respondents considered themselves rewarded upon

meeting performance targets.

Table: 4.20 performance reward

Comment Frequency Percentage
Strongly agree | s 6 f3
Agree 23 51
uncertain 8 18
Disagree 7 16

<4
A
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Strongly Disagree ] 2

Total \ 45 100

Source :( Researcher, 2012)

From the table above, 13% and 51% strongly agreed and agreed, respectively, that they
felt rewarded after performance targets. However, 18% were uncertain, 16% disagreed

and 2% strongly disagreed. Thus majority of the respondents agreed they felt rewarded.

Rewarded after performance target

strongly agree
Bagree
O uncertain

Odisagree

B strongly disagree

Fi“g 4.19 Reward L Source :( Researcher, 2012)

4.7.5 Aspect of Embracing Performance Related Pay
Performance management systems pegs rewarded for employees efforts and services to
the amount of pay. By extension, extra or above average performance is rewarded while

below average performance is reprimanded.

Table 421  Performance Related Pay is Embraced in our Organisation

Comment Frequency Percentage

Very likely 10 . 22
ke

Somewhat 13 29

No comment | 2 4

Unlikely | 14 31

47




Very unlikely - 6 13

Total 45 100

Source :( Researcher, 2012)

From the table above, 22% of the respondents were very likely in support of performance
related pay, 29% somewhat supported, 4% never commented, 31% were unlikely in
support while 13% were very unlikely to support performance related pay. thus, majority

of respondents did not support performance related pay.

PERFORMANCE RELATED PAY

13%

22%

! 3 Very likely

| &8 Somewhat ;
=® No comment‘
& Unlikely

| & Very unlikely
#

Figure 4.20 Performance related Pay Source :( Researcher, 2012)

4.8 Organizational culture

4.8.1 Familiarity with the Core Values
The study sought to establish the extent to which the respondents were familiar with the

core values of their organization.

Table 4.22  Are vou familiar with the Core Values

Comment Frequency Percentage
Yes 29 64
Partially 8 18

&F
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No 3 18

Total 45 100

Source :( Researcher, 2012)

From the table above, 64% of the respondents indicated that they were familiar with the
core values of their organization, 18% were partially aware while 18% were not at all.

Thus it is clear that majority of the employees are familiar with core values of their

organization.
CORE VALUES
18%

::; Eashotos ———

@%ﬁ%@@% B Yes \

e T ) :

] : sf‘,e&ﬁj* e &3 Pamallyj

18% ¥ = I’fo i

e

Fig. 4.21 Familiar with Core Values Source :( Researcher, 2012)

4.8.2 Impact of Culture on Implementation of Performance management.
It was considered prudent to establish the extent to which organizational culture affected
implementation of performance management. The outcomes from the respondents were

as shown below: P
7

Table 4.23  The Orggnization’s Culture Impacts on Implementation

Comment Frequency Percentage
Strongly agree 21 60
Agree 11 24

49
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uncertain 2 4
Disagree | 3 7
Strongly Disagree 2 4
Total 45 100

Source :( Researcher, 2012)

From the above data, 60% strongly agreed that organization’s culture impacted on the
performance management while 24% agreed. Although 4% were uncertain. On the other
hand, 7% disagreed and 4% strongly disagreed. Thus, majority of employees strongly

agreed that organization culture impacted on performance management.

ORGANISATION CULTURE

Strongly agree T
£ Agree

O uncertain &

@A Disagree @
® Strongly Disagree |

YPCE

Fig. 4.22 The Organizations Culture Source :( Researcher, 2012)

4.8.3 Effect of Negative organizational culture on performance management.

Table 4.24 Extent tc which negativé organizational culture affects performance
management

Comment Frequency Percentage
Very great extent P 35 78 :
Great extent 6 13
Moderate extent 4 9

Less extent ' 0 0
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Not at all 0 - 0

Total 45 100

Source :( Researcher, 2012)

From the above data, 78% said that negative organisation’s culture affected performance
management at a very great extent while 13% said it was to great extent. 9% said was at
moderate extent. Thus, the study established that negative organizational culture greatly

affects performance management.

effects of negative organizational culture

Llvery great extent
[ great extent

] modergte extent
Oless extent
Enotatall

Fig. 4.23 Negative culture on performance management.Source :( Researcher, 2012)

4.8.4 Balancing Between Work and Private Life
The workload of the staff- may impact negatively on the private or domestic life of the
engaged employee. Some form of balance is necessary to support both sides of

employee’s life. This aspect was examined.

Table 4.25  There is no Problem}Balancing Work with Private Life -

F 4
Comment Frequency Percentage
Strongly agree 16 35
Agree 13 29
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uncertain 4 9
Disagree 7 15
Strongly Disagree 5 11
Total 45 100

Source :( Researcher, 2012)

From the data above, 35% and 29% of the respondents strongly agreed and agreed
respectively, that they had no problem balancing work life and private life in their day to
day affairs. However, 9% were uncertain, 15% disagreed and 11% strongly disagreed.
Thus majority of respondents strongly agreed that there was no problem balancing work

with private life.

WORK LIFE AND PRIVATE LIFE

R

N Agree

8 uncertain

[ Disagree ;
|0 Strongly Disagree |

£ Strongly agree ’!

Fig. 4.24 Balancing Work life and Private Life Source :( Researcher, 2012)

4.9  Interpreting the Research Models

The study examined the major challenges facing implementation of performance
management in water service providers under Tana Water Services Board. For the
purpose of this study, the implementation process of this study, thfe implementation
process was measured by the?;uccess rate where 100% was deemed to be the maximum.
Implementation process can be measured at different levels ranging from 0% to 100%.

The SPSS software was used.

The success rate was measured using the equation model below:-

)

Y =a+BiX;+ BaXo+ B3X5 + PuXy + BsXs +e
: 52




Where v = success rate of implementation

a = Constant factor

B1 B2 B3 Pa and Bs =computed coefficients for each of the five independent

variables.
X, = Number of skills with the staff.
X, = Number of Corporate objectives.
X3 =Number of reporting levels in organisation.
X4 =Amount of rewards in Ksh. Value.

Xs =Number of identifiable cultural diversity in an organisation.

Using the ANOVA (Analysis Of Variance), the p-Value (rho) value) was found to be

1.68945E — 3 i.e 0.0016894. This figure is too small, even lower than the 5% significance

&
level i.e 0.05. This means that there is sufficient evidence to show that the model is useful

and valid. This is because the computed p —value was 0.0016894 which is lower than the

p-standard value of 0.05 (i.e 5% significance level which is the same as 95% confidence

level)

4.9.1 Strength of Relationship between the two Variables

The study tested the strength and direction of relationship between the independent

variables and dependent variable. An output table was generated by the SPSS as follows.

-

Table 4.26  Regression Model p
'y‘”
Model R R-Square Adjusted R-Square Std Error
1 .847 17 801 .625

Source :( Researcher, 2012)

&
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From the table above, R indicates that there is 84.7% positive relationship between all the
independent variables and the dependent variable. The R- Square shows that 71.7% of
variations in the dependent variable can be explained by the independent variables.
Hence the five conceptualized independent variables accounted 71.7% of the results

(success rates of implementation) of the dependent variable.

4.9.2 Testing the Degree of Relatedness of Independent Variables

A test on the extent to which each independent variable influenced each other was
undertaken. This was tested using a correlation model where any high figure, above
0.4000, indicated some form of dependency on another independent variable. The output

table generated was as shown below:-



Table 4.27

Correlation Model

Employees " Corporate Organisation Rewards Organisation
Objectives Structure Culture
Skills
Employees Pearson Correlation 1 a
Skills Sig. (2 tailed)
N 45
__ \,
Corporate Pearson Correlation 2642 1
Objectives Sig. (2 tailed) . .000
e
N 45 45
Organisation  Pearson Correlation 2174 2987 1
Structure Sig. (2 tailed) .000 .000 @
N 45 45 45
A Y
5 i,
%Rewards Pearson Correlation .03125 2712 3016
S, &
t;“::a
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Sig. (2 tailed) .000 .000 .000

N 45 45 45 45
Organisation  Pearson Correlation 0.2287 2801 2198 2530 1
Culture Sig. (2 tailed) .000 .000 .000 .000

N 45 45 45 45 45
Source :( Researcher, 2012)

A
Correlation is significant at the 0.01 level (99% - 2 tailed
b £ Y
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From the table above, ail the independent variables were correla’®d to each other. The
Pearson correlation index shows the degree of relation e.g, 0.2642 meaning that corporate
objectives influences 26.4% on the actor of employees skills in relation to successful
implementation of performance management practices in the studied organisations. A
number of 1 in the table shows a perfect correlation when each variable is subjected to
itself in the model. The N indicates the number respondents covered in the study. It is
worth noting that all the indices were below 0.4000 meaning that correlation between

each variable was low and acceptable.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS

5.0 Introduction
This chapter lights a summary of major findings based on the specific objectives of the
study. This is followed by conclusions drawn from the findings while at the end of the

chapter is a section with recommendations generated by the researcher.

5.1 Summary of Major Findings

On the aspect of the employee’s skills, the study found that majority had the necessary
skills and experience to perform their duties. Having that in mind, the performance
management practices were embraced in the organisations studied where it was evident
that a contract existed between the employees and the employef. Besides, sensitization
and performance management principl® were done to provide a stable and familiar
practice across the board. The study further established that such sensitization was
appreciated and the emp!oyées gained. Before signing the performanfé contract between
various levels of‘staff, discussions were held and the targets were agreed upon mutually
by both parties. in general, the employees possessed the relevant and necessary skills and

competencies to be engaged in the process of performance management.

The study examined how corporate objectives influenced performance management
practices across the studied organizations. The study found that the respondents had in
their minds the objectives of their organizations and more importantly, they were
involved in the process of formulating them. Majority of the staff indicated that the
objectives were achievable within the stipulated timeframe. It was also established from
the study that generally imp.ké}r‘nentation of the corporate objectives impacted positively
on the performance management process in their organizations. Majority of the
respondents indicated that they were familiar with their organisation’s objectives and
were working tewards achieving their agreed targets. The study went further to examine
the knowledge, influence and impact of organisation structure on the performance

management practices. The study found that majority of the respondents were gohversant
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(familiar) with the fowest fevels. 1t was also found that almost all the respondents were
conversant with their job description and were performing the assigned duties. In regard
to the aspect of how crganisation’s structure affected the achievement of performance
targets, the studv found that the structure facilitated implementation of the performance
management system. This implementation of the performance management system. This
implied that the structure was not a barrier or obstacle to the process of performance
management. The communication system was found to be smooth and was two way

process.

Rewards for the efforts of the employees were examined in relation to its influence on the
process of performance management. The study found that their contributions and efforts
were adequately rewarded. This was reinforced by the fact that a significant proportion
of the respondents indicated that they felt well motivated especially after performance
review meetings. According tc majority of those studied. The benefits package compared
favourable with these in similar organisations. Above all, the respondents pointed out that
the management rewarded empio.yees upon meeting agreed perfermance targets. Almost
all of the staff embraced the concept and practices of the performance management in the

£

studied organizations. e

Organisations generally have their own created or inherited culture. The study found that
majority of the respondents held the view that organisation cuiture affected (somehow
negatively) successful implementation of performance contract principles. This supports
the theory that cometi}ing new in most cases encounters resistance among those affected
by its implications. It was also evident that most of the respondenis were familiar with the
core values of the organisation. However, the study never went further to ask them which
values they knew and which they practiced to the letter. In terms of ability to balance
between work and private life, the study found that majBrity agreed it was not a
challenge. 4

5.2 Conclusions

The study, which examined the major challenges facing implementation of performance
management, derived some conclusions based on the objectives of the research. The

study concluded that majority of the respondents had the basic skills and competencies to
}{“
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undertake their tasks adequately. More importantly was that -performance agreement
between the employer-and the employees were entered into because both were aware that
they possessed what it v takes to. successfully implement the agreement. The study
concludes that ‘management sensitized the staff which was appreciated and in turn
facilited them to achieve their performance targets. Another conclusion drawn was that
discussions were held between the supervisor and the employees at the beginning to lay a
level playing ground for all the parties. Performance management practices were
embraced by majority as a continuous process and as a way of achieving organizational

goals at a faster rate.

In terms of how corporate objectives affect the performance management process, the
study concludes that the objectivés guided and channeled employees efforts to achieve
agreed performance targets. Majority of the respondents had clear corporate objectives in
their minds, the sfudy concluded. It was also established that majority of the respondents
felt that they were inyolvéd well in the process of formulating the said objectives. To
over half of the respondehts, the agreed performance targets were achievable and in a big
way, these objectvives‘impacted poéitively on the entire performahce management process
in the studied 01‘ganiZati6ns. Anofher related conclusion relates to the fact thet majongty of

the respondents were familiar with all the stated objectives of their organizations.

The structure of an organisation outlines how authority, communication and networks
flow across various members at all levels. The study concluded that almost all members
of staff were familiar wit'ﬁ their 0rgani23tions structure. This was supported further where
most of them indicated that they were conversant with their job descriptions. More than
half of the respondents indicateg,that an organisation structure of.a given enterprise
directly affects. the achie\'fement"s of agreed performance targets. In terms of whether
communication was considered as a two way process, the study concluded that this was
so far all the studied: establishments. Hence communication was smooth and was not

considered as a challenge to the process of performance management.
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All employees regard rewards as one of the most important gains they can enjoy in their

working life. Majority of the respondents strongly agreed that their contributions were
adequately rewarded by the management. On the aspect of being motivated, majority felt
that the management, after evaluation and performance meetings, generously motivated
and appreciated the staff. The study also concluded that the benefits package was in line
with what was offered in other similar organisations. Hence the staff was not badly off on
this aspect. The study further concluded that the staff felt that they were adequately
rewarded upon achie?ing the agreed performance targets. On the issue of the extent to
which performance management principles were embraced across the board, the study
concludes that most the respondents were in agreement that the practices were received

well and consequently embraced as a way of working.

Organisation culture was examined where it was concluded that it affected the process of
implementing performance management practices in the studied organizations. To start
with, the study concludes that most of the respondents were familiar with the core values
of their organizations. The introduction of the performance management was somehow
impacted negatively by the prevailing culture of the organizations.  Hence majority
indicated that the process was negatively impacted but later streamlined &ver tim;. After
all, it is common for new practices to encounter some form of resistance before itis fully
embraced. Majority of the respondents, the study further concludes, had no problem in
achieving a comfortable balance between their work and their private life. This is an

indication that the workload is manageable and less stressful to many, the study revealed.

5.3 Recommendatios L' .

On the basis of the findings and conclusions drawn from the study, a number of
recommendations have been developed. It is of paramount importance to encourage and
support employees to enhance their employable skills through 12urther training. The
management should developﬁ{;orkable staff training and development programs to

support such initiate.

In regard to the existing corporate objectives, it is recommended that they should be
revised and improved in line with changing circumstances. Employees and key

stakeholders should be engaged in the formulation of revised objectives which meets the

g
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SMART characteristics i.e specific, measurable, achievable, realistic and time-bound

objectives.

On the other hand, it is recommended that the management should develop and
operationalise a staff reward scheme to encourage them to quickly embrace the
performance management culture. Some additional budgetary allocation can be
considered to promote a climate of healthy competition among the staff. In the long run,

more attention should be on non — monetary rewards as opposed to financial rewards.

In the area of organisation culture, it is important for the management to recognise and
appreciate that changing exercise. The implementation of performance management
practices was unpopular to elderly members of staff and hence the need to adjust slowly
giving rooms for flexibility. A new culture of achieving targets and working as teams

should be encouraged.

The work environment is critical to most members of staff everywhere. The management
should be at the cenire stage in enhancin® consistently the working conditions at the
workplace. Annual work environment surveys should be undertaken to give

recommendations to the management. &

5.4 Areas for Further research
The researcher considers the following as possible areas which other researchers and

scholars should consider pursuing.

i Impact of setting performing targets on employees job satisfaction.

ii. A correlation study between performances of firms under performance
management scheme with those without annual performance targets.

iii. Analysis of factors influencing achievements of all set performance targets in

-

organisations. J ’
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APPENDIX I: WATER SERVICE PROVIDERS WITHIN TANA WATER
SERVICES BCARD AREA

District No of | Name of WSP
WSPs
1 Nyeri Central | 1. Nyeri Water and Sewerage and Company
2. Tetu Aberdare Water Company.
2 Nyeri south 1 Othaya Mukurwe-ini.
3 Nyeri North L Kieni East Water Company
2. Kieni West Water Company
4 Mathira L Mathira water and Sanitation company limited.
central
5 Embu 1. Embu water and sanitation com Itd
| 2 JVgandori Nginda Water company
3. Kyeni Water Company
4. Ngagaka Water Company
6 Kirinyaga I. Kabale Water Company N
s Kamumwe Water Company
3. Kirinyaga Water Company
4. Ngariama Water Comapany
3. Raimu Rwambiti Water Company.
6. - | Rukanga Water Company
7 Tharaka I. Kathita Gatunga Water Company
8 Imenti North L. Ruiri Water Comapany.
9 Meru Central , | 1. Imentha Water Company ‘
10 Meru East “ | Meru Water Company
11 Mbere 1, Embe Water Company
12 Meru South I Nthi Water Company
2. Murigi Water Coampay
3 Muthambi 4k Water Company
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-
Tharaka Water Company

13. inter District L
14. Meru North 1 Turu Water Company
15 Murang’a l. Murang’a Water Company
North 2 Kahuti Water Company
3. Gatamathi Water Company
-+ Maragua Water Company
TOTAL 30

Source: (Researcher, 2012)

..
N
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APPENDIX 1I: LETTER OF INTRODUCTION TO RESPONDENYS
RE: REQUEST TO CONDUCT RESEARCH.

[ am a student of Kenyatta University (KU) pursuing an MBA degree in Human Resource
Management. | am carrying out a research on the challenges facing the implementation of
Performance contracting in State Corporations. [ will be required to administer

questionnaires for the purpose of data collection.

[ assure you that the information collected will be treated with utmost confidence and will
be used only for research purpose. 1 kindly request you to allow me to your institution

and facilitate response to the questions.
Yours faithfully,
JOYCE MUNIRA,

KENYATTA UNIVERSITY, NYERI CAMPUS.
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APPENDIX I1i: QUESTIONNAIRE

Name

Provider
Department

Designation

of the

SECTION A: DEMOGRAPHIC INFORMATION

D

2)

3)

Gender:

Male

Female

How long have you served in this Organization?

Less than 2 years

2 -5 years ¢
6 — 10 years
11— 15 years

15 yearé and above

What is your highest fevel of education?
Certificate

Diploma

Higher Diploma

Bachelor’s degree .~

Post Graduate Diploma

Master’s Degree

PHD

#1

"
Water
)
()
&3
()
()
()
()
()
()
()
()
()
()
()

Service



Qualification not mentioned above ()

SECTION B: MAIN ISSUES

A)

This section seeks to collect data to aid the researcher in answering the research
questions. it covers the areas: employees’ skills, corporate objectives,

organizational structure, culture and rewards.
EMPLOYEE SKILLS

This part is aimed at establishing how the employees’ skills and competences

influence the implementation of performance management process

Using a scale of i — 5, where 1 = Strongly Agree, 2 = Agree, 3 = Uncertain, 4 =
Disagree and 5 = Strongly Disagree, kindly tick the appropriate response to the

statements below:

STATEMENT ® 1 2 3 4 5
4 | There exists a performance management =
agreement between my employer and ’

employees.

5 | My employer has sensitized/ trained me on the

subject of performance Management.

6 | The sensitization / training has assisted me in

achieving my performance targets.

7 |1 discuss my performance targets with my
supervisor and siggfthe performance contract
at the beginning of every performance

management period.

8 | Performance measurement between me and my

supervisor is a continuous process.
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B) CORPQORATE OBJECTIVES

This section seeks to investigate how corporate objectives affect the performance

Management process.

Using a scale of 1 — 5, where 1 = Very Great Extent, 2 = Great Extent, 3 =
Moderate Extent, 4 = Less Extent and 5 = Not at all, kindly tick the appropriate

response to the statements below:

STATEMENT ' 1 2 3 4 5

9 | To what extent are the corporate objectives

clear to you?

10 | To what extent are you involved in the process

of formulating these objectives?

11 | To what extent are the objectives achievable?

12 | To what extent do you agree that corporate
objectives  impact on the performance

management process?

13 | To what extent are you familiar with the

objectives of your organization?

-

C) ORGANIZATIONAL STRUCTURE

The aim of this part is to find out how the structure of an organization can affect
the implementation of performance management process.

VVVVV
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Using a scale of 1 — 5, where 1 = very Conversang, 2 = Conversant, 3 =
Moderately Conversant 4 = Less Conversant, 5 = No Idea, kindly tick the

appropriate response to the statements below:

: STATEMENT 1 2 3 4 5

14 | Are you conversant with the structure of your

organization?

15 | I am conversant with my job description.

16 | I am conversant with the extent to which my

organization structure affects my achievement

of performance contract.

|
|

17)  Commusication in my Organization is a two way process

Strongly Agree ()
®
Agree ()
Uncertain () *
&
Disagree ()
Strengly Disagree ()

18)  To what extent does the organizational structure affect the implementation of

performance management process?

Very great extent ()
Great extent () .
e ’
Moderate extent ()
Less extent ()
Not at al! ()
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23)

D) REWARDS.

This part of the questionnaire seeks to find out the extent to which rewards and

compensation affect the achievement of performance targets.

Using a scale of 1 — 5, where 1 = Strongly Agree, 2 = Agree, 3 = Uncertain, 4 =
Disagree and 5 = Strongly Disagree, kindly tick the extent to which you agree

with the statements below:

STATEMENT 1 2 3 4 5

19 | My contribution to the achievement of

performance targets is a adequately rewarded

20 | I feel motivated after performance review

meetings
®

21 | The benefits.package compares well with those

in similar organizations #

22 |1 am often rewarded upon meeting my

performance targets

How likely would you embrace performance related pay?

Very likely . ()
Somewhat unlikely ()
Neither likely nor unlikefy (’ )
Somewhat Jike]y . » )
Very unlikely = - ()

E) ORGANIZATIONAL CULTURE
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27)

The aim of this part ‘s to find out how the culture of an organ#ation can affect the

process of implementing performance management.

Using a scale of 1 — 5, where | = Very Great Extent, 2 = Great Extent, 3 =

Moderate Extent, 4 = Less Extent and 5 = Not at all, kindly tick the appropriate

response to the statements below:

STATEMENT

24

To what extent are you familiar with the core

values of your organization

25

To what extent does your organizational
culture affect the implementation of the

performance contract

26

To what extent is a negative organizational

culture bv employees likely to aff€t the

{ implementation of performance management

4

[ have no problem in achieving a balance between my work and my private life

Strongly Agree

Agree

Uncertain

Disagree

Strongly Disagree

#

Thank you very much for your participation.
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