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Abstract: The overall objective of the study was to establish the effect of the one shop practices in public service
delivery in Kenya. Specific objectives was to evaluate the effect of citizen participation Practices on Public Services
Delivery. The study used critical social and Stake holder theories. A census survey was carried out on all the 52
Huduma centers spread across the 47 Counties in Kenya.The component of analysis was Huduma centres while
unit of observation involved 159 senior managers in charge of the 108 services offered under the one stop shop
platform. The Response rate was 65.41% and normality test undertaken showed that the Kolmogorov-Smirnova
and Shapiro-Wilk statistics for Public service delivery was 0.396 and 0.568 thus normal in distribution. The study
used descriptive statistical method of inquiry that involved correlation and regression methodologies for
gualitative and quantitative analysis. The instruments for quantitative data collection was structured
guestionnaire anchored on Likert-type scale with reliability Cronbach alpha coefficient at 0.842 in the pilot study.
Survey was used to gather main statistics while secondary data was collected through evaluations of both
hypothetical and experiential writings. Interview guide was used specifically on a selected number of respondents
to clarify qualitative data collected through questionnaires. The quantitative data obtained was analyzed by SPSS
programme.Hypotheses was tested using regression analysis and Pearson’s Product Moment Correlation analysis.
Findings established that Citizen Participation practice has statistically significant effect on public service delivery.
These practice need to be nurtured positively for citizenry to enjoy government services with ease. Therefore, the
conclusions have enjoined the knowledge gap in the management of one stop shop concept in Kenya.
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1. INTRODUCTION
1.1 Introduction

Citizen participation inspires public commitment and a sense of proprietorship (Michaels, 2017).Michaels (2017) study
evaluates citizen participation on public commitment in four indigenous citizens’ conferences Netherlands grounded on
statistics, conversations and records. The results of the study demonstrate that public engagement seems to be more a
precondition for enriching the role of citizen participation. Study on Facebook Practices in Western European
Municipalities, demonstrates that members of the official Facebook pages are high, but public commitment is low.
Enrique, Sonia and Melinda (2014) argue that local governments should establish social media accounts to avoid citizens
frustration leads to distrust and reduces their chances in participation (Enrique et al., 2014).Forest advocacy study
highlights the core form of stakeholders' involvement in Estonian forest program and elucidates the stakeholders'
interfaces and gratification with their contribution in policy preparation and decision-making phases. The study contends
that policy progressions are mostly enabled by forestry officials whose mediation skills need enhancement (Teder &
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Kaimre, 2017). Organizations often collaborate with stakeholders to pursue shared goals and these affects the stated
organization's legitimacy through access to information (Desai, 2017).

The study by Desai (2017) recommends that partnership facilitates access to external information, and that establishments
track it when the information is required to disentangle related problems. Organizations incline to subdue the use of
collaborations to resolve problems when their legality at risk (Desai, 2017).0Organizations with the control structures pay
workers higher hourly wages, have fewer operational hours and low remuneration debts (Zhong et al, 2017). Zhong,
Wang, and Yang (2017) contend that firms with the governance structures invest human capital development and provide
staff with enhanced packages. The protagonists affirm structures that offer block holders superpower are damagingly
linked with staff wellbeing and thus need for engendering mutual values for shareholders and staff (Zhong et al, 2017).

Citizen Participation provides controls against pointless political meddling in service provision (Odhiambo & Taifa,
2009). Omolo (2012) propositions the need for Governments to offer competent and effective services within an
optimistic institutional framework to regulate the country’s developmental track. The eight core ranges for citizen
partaking are consciousness, capacity building, planning, execution, monitoring & evaluation, reaction & reporting
mechanisms, financial resource utilisation and Commitment Mediums (Omolo, 2012). The incentive framework
governing transformation comprises a range of institutions such as formal rules, standard operating procedures, legal
covenants as well as norms, customs and unwritten codes of conduct (GOK, 2012). The framework bears the population
logic for the public sector to radically change its practices, norms, and structures for the wellbeing of all as enshrined in
the Constitution (Omolo, 2012).

1.2 Local Perspective on One Stop Shop Concept

Since independence the Kenyan government has had a centralized model of public service delivery. Challenges emanating
from the centralized practices gap include; inadequate access to public services due to lack of structured framework,
Multiple entry points for single service, silo setup by public organizations occasioning replication of efforts and waste of
vital resources (Public Service Transformation Strategy, GoK, 2014). This had inevitably created a gap between the
services provided and citizen expectations. However, in 2004 the Country embraced Result Management Concept in
public service delivery under the Economic Recovery Strategy for Wealth and Employment Creation. This introduced and
redefined the National Development Strategy as Vision 2030 in the year 2006. This propelled the agitation of a
transformative new Constitution in 2010.The era under 2004-2019 experienced a melodramatic alteration in the
government service provision model. Under this period the Government introduced tenets of decentralization model as
devolution, fiscal and de-concentrating as a transition from centralized to decentralized units of governance.

The one stop shop platform was introduced by the Kenyan government in 2013 as result of Kenyan technocrats
benchmarking in countries of Brazil and China which had similar service model. The vision was to achieve a people-
centred, transparent and accountable Public Service responsive to citizens’ needs in the 47 Counties (GoK, 2013).
Huduma Centres provides Government Services at the Expediency of the citizen. It encompasses amalgamating related
services within one building, making it conceivable for service seekers to access. This means that you will be able to
get birth certificates, national identity cards, passports, registration of business names, and applications for marriage
certificates, drivers’ licenses, police abstracts and other services in one place (Huduma Kenya Secretariat,GoK, 2016).The
government was to establish one Huduma Centre in each of the 47 Counties with the current success rate as at February
2020 of 52 centres in 47 Counties, with Nairobi having five (GPO, City Square, Kibra, Makadara and Eastleigh) Huduma
centres established (Huduma Kenya Secretariat, GoK , 2017). The centres had over 3000 staff Trained on Customer
Service Excellence and deployed in all its operational. Huduma Centres have also established a two (2) Tier 3 Data
Centres in Nairobi and Nakuru, Technology Observation Centre, Security Command and Control Centre (Huduma Kenya
Secretariat,GoK, 2017).

The introduction of Huduma Centres in Kenya has enabled citizens without difficulty advance right to use quick and
reliable government services and by reducing high levels of bureaucracy (HK, 2021). Its achievement has made Kenya
win African Association for Public Administration and Management Gold Award Trophy for innovative management in
Public Administration and Management in Africa (GoK, 2021). Huduma secretariat (2019) contends that the platform has
indeed enabled suppliers in the construction manufacturing to register under the National Construction Authority as
obligated by Law in an efficient dependable way. Introduction of the platform guaranteed significant heights of
acquiescence in public service delivery thus boosting the levels on governance, transparency and accountability (Ng’aru
& Wafula, 2015).Juma (2014) posits that platform created efficiency and order in public institutions offering essential
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services to the citizens. Kenya business association (2021) argue that the platform has facilitated strategic planning
capacity building of its patron base at diverse stages. It has enabled the patron base appreciate the procedures used in
business start-ups conscious of the complex commercial surroundings (KBA, 2021).

Currently there are 52 Huduma centres with the secretariat having plans to increase more centres per county in 2020.The
first phase of Huduma digitalized and transformed services use the concept of the Integrated Service Delivery (ISD) in a
One Stop Shop. In this Phase, Huduma Centres have been serving 30,000 people daily and have collected twelve billion
Kenyan shillings (12,000,000,000/=) for the government since inception in 2013 as at December 2016 (Huduma Kenya
Secretariat, 2017).The second Phase of Huduma Kenya Programme is to inaugurate concentration in re-engineering,
computerization, integration and roll-out of digital services. The One-stop Shop service delivery programme will provide
different channels for integrated government services to the public. Huduma through “M-Huduma” podium proposition
services from the ease of mobile phones by a single dialling prefix ((Huduma Kenya Secretariat, 2016). The platform has
provided improvement of the Ease of Doing Business Index through the devolution of services like search and reservation
of business names and predictable Government service. As at January 2020, the 52 Huduma centres established were
offering over 108 different Public Services to more than 60,000 people per day. The centres had set up a Call Centre
which provides whole of Government Customer Service/ Information using a single dialling prefix. The platform has also
introduced 125,000 Cards Huduma Smart Card to the Public and is currently being aligned to the Huduma Number
Project (Huduma Kenya Secretariat, 2016). Huduma E (Online) and M (Mobile) Portal have continued to provide
transactional services like Boma Yangu registration and contribution, airtime, pay TV, Kenya Power tokens without a
customer visiting a Huduma Centre or any other service centre. Over 295 Huduma Mashinani outreaches have been held
in 45 Sub-Counties directly serving 183,253 people and averagely serving 5000 people per Mashinani. Overall Huduma
Mashinani activities have reached 1.4 million people with services at both levels of Government.

1.3 Public Service Delivery.

Public service delivery is predictable to gratify a great and diverse variety of public values, such as effectiveness,
efficiency, equity, and responsiveness (Petra van den Bekerom, Joris van der Voet, &Johan Christensen, 2020) Public
service delivery progresses when public servants labour together meritoriously as teams and suggest that policymakers
ought to take action to ensure that governance transformations do not destabilize the effectiveness of existing staff. Criado
& Villodre (2020) posits that Social media acceptance by public administrations is habitually related to the preferment of
transparency, involvement and cooperation. However, less consideration has been rewarded to the application of social
media for public service delivery.

The prominence of reasonable public performance is paramount demonstrated in absenteeism: deteriorating service
delivery by public establishments generates media responsiveness, inquiry by politicians, and displeasure among citizens
(Van den Bekerom el al 2020). There may be a wide-ranging propensity among citizens to recognize public service
suppliers as performing inferior services than their private colleagues (Marvel 2015). Marvel (2015) further posits that
individual citizens tend to have deep-rooted undesirable arrogances towards public establishments as they subordinate
public sector officialdoms with disorganization, stubbornness, and other pejoratives, and these reflex associations paint
their evaluations of public sector performance.Van den Bekerom el al (2020) argues that Citizens’ discernments of the
performance of public service suppliers are a dominant apprehension for scholars and policy-makers. An emergent body
of interactive public administration investigations underscores the psychosomatic prejudices that profile the insights of
citizens. The main finding of Petra van den Bekerom, Joris van der Voet, &Johan Christensen (2020) study demonstrated
that public establishments are castigated more harshly by citizens for undesirable performance evidence than private
establishments, but this propensity is focused among citizens who have inclination for private service delivery and differs
across service areas. However, there are also substantial variances across services in how citizens gauge waning service
delivery (Van den Bekerom el al, 2020). Further undesirable rejoinders to poor performance are rigorous among the
assemblage of citizens with an inclination for private service delivery. This cluster has been reputed to pose a sharp task
for policy-makers, due to negative opinions of public services ( Hvidman, 2019).

Public service delivery cannot be deferred in COVID-19 pandemic, but could be conveyed online, depending on a digital
technology (Arnaboldi, 2020). Digital transformation dates back in 1990s, under dissimilar tags such as ‘e-government’
(Bellamy & Taylor, 1998). In 2017, the Italian government boarded upon a main strategy for digital transformation in the
public sector, enacted through guidelines and an itinerary for establishments (Digital Innovation Observatory, 2020).
COVID-19 has represented an accelerator for digital transformation in public service delivery (D10, 2020). Empirical
evidence from 100 Italian state museums, currently barred to the public provided digital service delivery as an opportunity
(Arnaboldi et. al., 2020). The COVID-19 fast tracked digital hastening as a prospect for intellectuals and experts to
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discover how governments and establishments have performed over a short period (Arnaboldi et. al., 2020). It is against
these challenges that the study seeks to establish the effect of one stop shop practices on Public Service Delivery in
Kenya.

1.4. Statement of the Problem

Citizens need accessibility to high quality, Just in Time (JIT), convenient and affordable services (GOK, 2014). Provision
of these services is conservatively initiated by citizens who jumpstart the initiation practice by assemblage and
dispensation of specific data of interest and these services from Governments( Scholta,Sscholta Mertens, Kowalkiewicz
&Becker, 2019).However, Citizens anticipate that governments will proactively initiate these services instead of
depending on requests from them (Scholta et al,2019).

This has brought the need to introduce the one stop concept model that is a centralized platform for delivering e-
government services to citizens. It involves a single point of access to electronic services and information offered by
different public authorities on an information technology platform as an enabler (Wimmer&Tambouris, 2002).The
concept provides a unified forward-facing office, where individual departments remain autonomous, and data may still be
disseminated to them after gathering to be stored in their discrete data-bases (Scholta et al, 2019). This citizen-centric
approach entails a change in the philosophy of governments from perceiving themselves as approvers to providers
(Schuppan&Kaohl, 2017).

Governments globally are progressively using Web-based business models to enhance service delivery; however, the
concept of the business model is unexplored within the context of e-government (Jansen et el, 2007). Governments at all
levels have launched electronic government projects aimed at providing electronic information and services to citizens
and businesses since late 90s but little is known about their effectiveness Torres et el (2005). Reports on integrated e-
government have been disappointing slow and have resulted in legacy challenges and under developed infrastructure to
sustain the process (Banister, 2005). Bring into line the stages within the model remains a high priority on the e-
government agenda and requires widespread transformation (Klievink et el, 2007). Bannister (2005) maintains that
localized power and territorial competitions have also affected the advancement of the one stop shop. According to UNDP
& World Bank report (2017), Singapore introduced the one stop shop model to deal with misdirected feedback or cross-
agency issues from the public effectively. This was done with the consideration that life cycle in service provision takes a
new level by understanding needs of citizens at different stages of their lives, and using a customer-centric point of view
to guide the design of services(UNDP&WB,2017).

Kenya on her part has all along embarked on a centralized model of governance in service provision to its citizenry since
independence. This has inevitably created a gap between the services provided and citizen expectations. According to
Huduma Secretariat (2014) Challenges emanating from the centralized governance practices include; inadequate access
to public services due to lack of structured framework, Multiple entry points for single service, silo setup by public
organizations occasioning replication of efforts and waste of vital resources. This is contrary to the Constitution (2010)
under Article 35 and 46 that argues that citizens as consumers of public sector goods and service should have quality and
information to gain full benefits from the goods and services (CK, 2010). However, the Centralized model of governance
transformed in 2004 when the Country embraced result-based management concept in public service delivery under the
Economic Recovery Strategy for Wealth and Employment Creation that introduced and redefined the national
development strategy as vision 2030 in the year 2006. This propelled the agitation of a transformative new constitution in
2010. The era under 2004 -2020 experienced a melodramatic alteration in the government service provision model. Under
this era the government was able to introduce tenets of decentralization model as devolution, fiscal and de-concentrating
as a transition from centralized to decentralized units of governance.

One stop shop platform was introduced by the Kenyan government through Huduma centre platform in 2013 to address to
the challenges conveyed in public service_delivery. The platform has a customer traffic of over thirty thousand (30,000)
on a day-to-day basis with fifty-two (52) centres across the 47 counties in Kenya as at December 2019 (HK, 2019). The
most significant development in the design and purpose of One Stop Shop are linked to technology (UNDP, 2017).
Governments implementing a digital one-stop shop face myriad challenges although the concept has a general impact on
reduction  of cost in public service delivery in the long run by increasing citizen satisfaction (Scholta et al, 2019).
Questions have been raised on whether one stop shop practices have effect on public service delivery. The study therefore
sought to establish the effect of one stop shop practice (identified as citizen participation on public service delivery
(effectiveness, cost containment and customer satisfaction).
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1.5 Obijective of the study
To determine the effect of citizen participation Practices on Public Services delivery in Kenya
2. THEORETICAL REVIEW

2.1 Theoretical Review

2.1.1 Critical Social Theory (The Frankfurt School, 1923-30)

The critical theory was developed early 1923 by the effort of the Frankfurt School associates, Max Horkheimer, Theodor
Adorno, Erich Fromm, Walter Benjamin, Jirgen Habermas, and Herbert Marcuse. The theory is anchored on
Instrumental, Interpretive and critical rationalities. Instrumental rationality is the regulator of human and substantial
nature, Interpretive is about understanding the language and purposive activities of individuals and groups, so as to lessen
or eradicate the inaccurate message formed by the disciplines, societal know-hows, and expert occupations (Horkheimer
et al, 1923). Critical rationality is the liberation of persons and assemblies through critical self-reflection and the creation
of new establishments, standards, principles, and objectives through ethical dissertation and decent consideration (Miller
& Dunn, 2006).McArthur (2021) sees the sights aspects of social critical theory nature, likelihoods and trials and suggests
questions of enclosure in terms of shared gratitude .He maintains that Frankfurt School critical theory is the idea that
achieve individuality through interactions. Anything in organization that prevents an individual from realizing a full social
life dents inclusion and contends that broadening involvement could achieve positive results (Mc Arthur, 2021).

Alexander (2021) argues that social theorists who seek to comprehend the contemporary encounters of fundamental
populism should re-examine the feverish perceptions of the psychoanalytic social philosopher Erich Fromm who
theorized the expressive and sociological origins of a novel ‘controlling character’ argued that societies could be sick.
Alexander (2021) contends that Fromm’s sociology was disadvantaged by an economistic Marxist attitude to the
establishments and principles of self-governing capitalist civilizations these prohibited Fromm from abstracting how
organizations like egalitarianism, discipline, and psychotherapy can offer capitals for extensive expressive convalescence
and public healing (Alexander 2021).Wagana (2017) asserts that according to Bourgeon (2007), underlying issues of
critical theory are citizen centred services, value for tax payer money and responsive public service workforce. Zangura
(2014) postulates that, dormant use of NPM theme upscale performance in the public sector. He contests that main
topographies of NPM are performance management, governance, decentralization, contracting and outsourcing.

Miller & Dunn (2006) posits that the philosophy stresses unrestricted and exposed society to have maximum contribution
in the public domain. Given the power of purposive-rational deed in today's civilizations, treatise in the public circle has
been more closely restrained to instrumental rationality. Uncluttered dialogue about the normative programme of society
eliminates the type of communication that critical philosophers trust is essential to liberate the individual (Miller & Dunn
(2006). Obongo (2015) contends that Critical Theory Proponent under new public management such as Hood (1993) was
centrally concerned with seven doctrine components. The first doctrine is hands on professional experience and has more
emphasis on professional manager in public sector. Second doctrine is on setting explicit standards and measures of
performance. According to Hood (1993), the third doctrine is on shifting focus from inputs to output. This doctrine
creates the basis of result-based management concept as a tool of public sector reforms. It is against this concept that
business process re-engineering in the public sector was introduced. This has brought in the need to improve the
technological infrastructure to improve government networking concept with its stakeholders (Obongo (2015).

The fourth doctrine involves disaggregation of units known as agency. This doctrine has entailed movement in more
specialized multipurpose bureaucracies as eluded by Hughes (2008). Huduma centres secretariat is an example of public
service organization that provide the one stop shop services to the stakeholders. The fifth doctrine alludes to cost
reduction through privatization and encouraged competition and public private partnership (Tambulasi, 2009). Obongo
(2015) argues that the doctrine calls on prudent use of resources with less cost. The sixth doctrine encourage the use of
private sector style management practices in the public service organizations, under this concept, Oshorne & Gaebler
(1992) philosophy of entrepreneurial management is entrenched in public sector to enhance performance on people and
systems(Obongo,2015).The seventh doctrine according to Hood(1991), involve contracts and public tendering procedures.
Under this doctrine, rivalry and completion are the keys to lower costs and better standards. Pierre & Painter (2010),
maintain that competitive relationship among suppliers deliver value for money.
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Obongo (2015) postulate that Polit (1998) considers NPM as an ideology than a theory. In addition, NPM maintains a
separation between policy making and service delivery, a practice mainly undertaken in the private sector (Obongo,
2015). Wallis and Zhao (2017) Study on ‘E-Government Development and Government Effectiveness asserts that
amalgamation of improvement, unrestricted and adaptive contributions by bureaucrats can lead to the formation of public
service give-aways at the third level. The study proponents assert that ‘Post-New Public Management’ reorganizations
and extraordinary adaptive leadership are obligatory to move countries to the fourth level where bureaucrats are trusted to
act across the array of unique roles prerequisite to endorse e-Government.Miller & Dunn (2006) scuffles with the spirit of
critical social theory by recognizing the contributions of other proponents of New Public Management such as Osborne
and Gaebler (1992) who identified ten principles that represent an operational definition of NPM which identifies the
mechanism used to make communal decisions, where the government provides citizens with a mechanism to solve
problems and act collectively. According to Osborne and Gaebler_(1992) the process relies on replacing bureaucratic
systems with entrepreneurial ones.

The model is premised on Steering the vessel rather than row and endowing societies, rather than only provide amenities.
It also encourages competition rather than domination and advocates for a task driven rather than role driven groups. In
resource management the principle embraces fund consequences rather than inputs that meet the needs of customer rather
than the bureaucracy (Osborne & Gaebler, 1992. The proponents posit that it is prudent for public entities to distillate on
earning resources and not just expenditure but capitalize in deterrence of hitches rather than treatment. The philosophy
opts for decentralize expert as a foundation of resolving glitches at the market place than generating public programmes
(Osborne & Gaebler, 1992).0bongo (2015) contends that what Hood (1991) and Osborne & Gaebler (1992) had as
concepts of NPM are necessary for reinventing and changing the role of government for better services. Plastrik, (2000)
assumes that under New Public Management elements for a successful organization include purpose, results, Customer,
Control and Culture. It is important to create clarity of purpose that allows the organization to focus on the key items that
will achieve its ends. Connect result to the actions of establishments, persons, and enclaves so that those engagements
have meaning and impact on the Client. Focus on the client in order to distinguish the purpose of public Service is the
delivery of a public good. It is necessary to shift control form the top or centre in order to endow individuals,
Establishments and societies to address public glitches (Obongo, 2015). This theory supports the variables on
transformative leadership and citizen participation practices as the philosophies advanced link up on leadership styles
adopted by organization in influencing productivity among group dynamics in organizations that provide public service
goods (Obongo, 2015).

2.1.2 Stakeholder Theory (Edward Freeman, 1984)

The theory was developed by Edward Freemanin 1984 and addresses morals and values in management of
organizations.Stake holder represent assemblage exaggerated attainment of the organization’s intentions. The theory
postulates that the drive of the organization is to generate stakeholder’s value by transforming their risks into goods and
services (Greenwood & Freeman (2015). Stakeholder theory invented from four key theoretical grounds: sociology,
economics, politics, and morals (Wagner et el, 2011). The theory advocates for the need of a framework that is responsive
to the concerns of managers who were being confronted with unprecedented levels of environmental turbulence and
change (Goossens, 2011).The theory suggests that every organization should pay attention to the interests of persons
affected by association plan. The theory was advanced by freeman (1984) and seeks to alter corporate ethos from being
engrossed exclusively on turnover to being absorbed on creating value for the various stakeholders (Hickman & Akdere,
2017). The philosophy pursues to comprehend on how managers can discourse stakeholders’ entitlements to progress
corporate value (Olsen, 2016).

Freeman (1984) suggests questions for stake holder mapping where current and potential stakeholders are to be identified.
The idea is to assess how their individual interests and rights affect organizations. This is to enable organization critically
evaluate current strategy adopted with environmental variable consideration. The theory argues that views of different
stakeholders should be taken into account in order to a have a reformed business enabling environment through a
dialogue. This approach improves decision-making process by crafting dogmatic support and plummeting opposition to
policy proposals, through incorporation of stakeholder concerns (Beer et al, 2000). Corporate governance instruments
undertakes to gratify the plea of stakeholders and implement approaches that attracts stakeholders (Neckebrouck,
Meuleman, & Manigart, 2018).Stakeholders quandary resources to establishments, neither the resource-based new
stakeholder and assessment is not comprehensive devoid of the former McGahan (2021).The theory helped the researcher
carry out the study by identifying specific Stakeholder that impact on public service delivery. It helped the researcher
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identify how citizen’s expectation as stakeholders is influenced by timeliness, infrastructure and turnover at Huduma
centre platform. Under the study the researcher interrogated individual interests and rights that affect the operational of
Huduma centres grounded on the gap under the study.

2.2 Conceptual Framework

A Concept signifies numerous interconnected philosophies thus making a conceptual framework to be perceived as a
system of linked notions (Jabareen2009). It offers a process of theorization for building thoughts based on grounded
theory technique with emphasis on understanding instead of prediction (Jabareen2009). Concept is different from a
theory since it does not need to be discussed to be understood (Kamau, 2019). According to Kothari (2003), a variable is a
concept, which can take on qualities of quantitative values. The conceptual framework draws its tenets from the literature
review to make a conceptual distinction amongst the variables.The study used both independent and dependent variables
in identifying the linkages amongst the variables. Independent variable is anything that takes into account the one that
influences the dependent variables positively or negatively (Ngechu 2010). In this study the dependent variable is public
services delivery which addresses issues on effectiveness, cost containment and customer satisfaction

Citizen Participation Public Service Delivery

Practices e Effectiveness

* Policy decisions e Cost Containment

e Customer turnover
e Feedback

e  Customer satisfaction

Independent variable Dependent Variable
Figure 1: Conceptual Framework
2.3 Literature Review

Epistemology is perceived to be the philosophy of knowledge while methodology is the practice of knowing knowledge.
The empirical review is based on both positivism and interprets philosophies. The study deliberates on preceding studies
that are significant in probing the association between one stop shop practices and Public service delivery grounded on the
identified variables. It aids the researcher pronounce why the study matters (Wagana, 2017).Kamau (2019) postulates that
it helps the researcher discover the preceding empirical studies relating to the influence of the predictor variables for the
study.

2.3.1 Citizen participation

Citizen Involvement offers controls against pointless political meddling and disrespect for competence and meritocracy in
the public sector management (Odhiambo & Taifa, 2009). Study on ‘Behavioural Theory of Social Performance’ by
Nason, Bacq & Gras (2017) exposed that firms exploit orientation points to appraise financial performance and monitor
planned conduct. The study contends that firms should pursue to discuss a common social performance position point
with stakeholders who are recognized with the organization and are apprehensive about social performance.
Acknowledged stakeholders provide passionate opinion when there are major inconsistencies between their prospects and
the firm's real social performance (Nason, et al, (2017).Shareholder and Stakeholder Orientation study by Bottenberg,
Tuschke & Flickinger (2016), argue that notwithstanding the introduction of shareholder-oriented practices, German
corporate governance system is considered to be a prototype. Bottenberg et al (2016) uphold that Critics of the system
assert that robust responsibilities to stakeholder interests are inadequacy for global competition for German firms.
Bottenberg et al, (2016) highlighted selective gains of a stakeholder-oriented system, including the vibrant incorporation
of stakeholder understanding, augmented obligation for strategic decisions, while at the same time admit latent problems
from stakeholder value system.

The theory espouses a focused perspective and pursues to comprehend how managers address stakeholders’ entitlements
to advance the firm’s capability to create value (Olsen, 2016). Olsen (2016) progresses a political stakeholder philosophy
by intertwining the political economy, stakeholder principle, and legality writings. Political patron demonstrates state
policies influence on stakeholder validity (Olsen, 2016). Discovering insights of stakeholders in the Swedish style
industry’ acknowledged momentous inconsistency of conservative stakeholder model and the views of bureaucrats
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(Rahbek et al, 2016). Rahbek, Pedersen, Lauesen & Kourula (2016) study contend that inconsistency may well be
entrenched in technology rather than philosophy as the stakeholder prototypical is reserved by inertia dimension nature,
which apprehends neither the distinctions of the stakeholder literature nor the undercurrents of the firm’s stakeholder
space. Introduction of dimensions to the conservative stakeholder prototype delivers a better-off graphical depiction of a
firm’s stakeholder space (Rahbek et al, 2016). Golob, Verk, Thomsen, Ellerup-Nielsen, Elving & Podnar (2017) Study on
stakeholder participation argues that there exist considerable controversies over the role of stakeholder participation in the
management of marine protected areas (Golob et al, 2017).

The study claims that stakeholder participation critics argue that it is problematic to influence compromise between
stakeholders for management of marine protected areas (Golob et al, 2017).The study concluded an experimental
approach of adaptive co-management could be adopted to determine what kind of stakeholder participation works best in
the absence consensus on stakeholder participation (Golob et al, 2017). Abandoned Stakeholders study argues that most
discussions with exploration contributors in emerging countries have rotated around the ethical principle of independence
and the legal canon of informed accord (O’Neill 2002). Chang (2016) proposes the need for the discussion to expand into
the domain of business ethics where opinions address to stakeholders is shared.

Ho:: There is no significant relationship between citizen participation Practice and Public Service Delivery in Kenya
2.3.2 Public Service Delivery

Public organizations provide wide-ranging services than private organization as they serve the population. private
companies on the other hand have option of selecting their markets and services (Perterson et al, 2017).According to
Perterson, Hjelmar and Vrangbaek (2017) study of contracting out of public service hypothesize that gauging the effect of
contracting depend on costs, features, market and the institutional policy. Strategic decision-making philosophies propose
that organizations that combine rational and incremental strategy styles are likely to accomplish better results than those
that stress on a single style (Andrews et al, 2017).Das et al (2017) study postulates that Partnerships with non-state actors
purpose to enhance the value of service delivery remain progressively common with the current world development
policy landscape. Lewis(2016) study scrutinizes the impact of local government expenditure on service delivery in
Indonesia argues that less corrupt districts had the positive impact spending on services however access is mitigated
with dependence on intergovernmental transfers.

Study on administration on bureaucrats and public service of the Nigerian civil service argues the management practices
under which bureaucrats operate on relates to the magnitude of public services provided (Rasul & Rogger, 2016). The
study argues that increasing bureaucrat’s independence is absolutely linked with completion rates. Study of local
government propagation in Indonesia posits that, splitting local government in smaller units gets services closer to the
population (Lewis, 2017). The study offers evidence to suggest that the poor infrastructure is driven by the comparatively
corruptible nature of the sector and the comparatively delicate governance environments. Study of local governance
related to corruption with public service quality in Vietnam contends nurturing accountability to citizens and non-state
sectors and advancement of genuine participation is critical for the future anti-corruption agenda (Nguyen et al, 2017).
Study in the UK explores the dialogue about innovation in public services and posits that it is flawed and lacks all-
inclusive understanding of the nature of innovation and its characteristic policy and managerial challenges (Osborne,
2011). Boyne et al (2005) study on public management reform posits that Innovation has become a foundation of many
government programmes .The study observed that innovation acceptance in local authorities was achieved in dispersed
populations, limited number of services, and aforementioned experience pioneering management reform.

2.4 Critique of Existing Literature Relevant to the Study

According to Stephen Goldsmith and Wyatt Cmar (2019) One-stop represented a major breakthrough, but one that's now
badly outdated and advocates for no stop concept. Goldsmith & Cmar (2019) compares a study done by Queensland
University of Technology in Australia and the University of Mlnster in Germany which explored the concept and posited
that “Where a one-stop shop reduces the number of forms by integrating the front end, "a no-stop shop omits information
exchange from the citizen to the government altogether in the course of service delivery and its subsequent operational
execution.” Goldsmith & Cmar (2019) posits, past hundred years ago, government regulatory reform created the need for
multiple forms and reviews. Today, with the achievability of no-stop, no-form governance, we have the opportunity to
deliver public services efficiently while reducing red tape and frustration.

Scholta, Mertens, Kowalkiewicz and Becker (2017), study on, putting one-stop-shops into practice: A systematic review
of the drivers of government service integration, argue that One-stop-shops are not a recent discovery, but they are
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currently widely held as governments try to address grievances about disintegration in public service delivery. One-stop-
shops often struggle with numerous implementation glitches. Scholta et al (2017), contend that One-stop-shops reforms
are frequently encouraged as win-win solutions, allegedly delivering seamless service at lower price. Such possibilities
are appealing to political decision makers, but typically devalue the intricacies, costs and risks of the model. When the
time comes for implementation, managers often struggle with unrealistic political and citizen expectations, turf conflicts,
inadequate resources, and predicaments relating to the need for administrative specialization (Scholta et al, 2017).The
researchers claim that One-stop-shops model tends to be more successful where the goal of seamless service is pursued
gradually, with sufficient resources, and where implementers discourse trade-offs between incorporation and specialty.
This creates the challenge of financial sustainability by governments adopting the model (Sharma, Metri, Dwivedi,
& Rana, 2021).

Narrative behind leadership and governance theories may be idealistic and not pragmatic in a practical environment (Bass
&Steidlmeier (1999); Toader, & Howe, 2021) Transformative leaders may in most cases not possess all the four
components in equal proportion as human nature may dictate (Komalasari 2021).The concept may be abused by
benevolent dictators who may possess some of the attributes associated with the leadership styles. It is imperative to take
cognizance that transformational leadership possibly will remain prejudiced with negative environmental adaptation. The
leading complications of Information Technology in the Kenya Government are: physical nature in organization of
information systems, sluggish application and Manual filing system that delays service thus provide occasion for
corruption to flourish. This has been worsened by stand-alone Information Technology systems and multiplicity of
equipment which causes grave upkeep hitches (GOK, 2005).Public presumes government answerable to resources usage,
which is conservatively outlined in terms of practical orderliness (Francesco &Alford 2016). Critics of stakeholder
approach argue that the process is incapable of guiding necessary improvement in corporate government (Jafarli, 2021).
Challenges include the overall performance of an establishment answerable to stakeholders and investors, enunciating
smart public policy and reconsidering the fundamentals of ethical theory (Freeman, 2017).

2.5Research Gaps

The Kenyan government has an agency that tracks performance of public service organizations but has no legal
framework that makes it mandatory for evaluation of programs. The Constitution (2010) under Article 35 and 46
reinforces the need for public sector transformation, by stating that the citizens as consumers of public sector goods and
service should have quality and information to enjoy the benefits derived (GOK, CK, 2010).Constitution basically holds
the government accountable to the citizenry on almost the entire service provision experience. Unfortunately this has not
been fully actualized dues to lack of structured, efficient, effective and citizen focus framework in public service delivery
points among public organizations. Public services have been brought closer to the people through the one stop shops
practices however much needs to be done to address gaps created under the platform in relation to public service delivery.
Citizen participation practice has achieved an enviable important role in private and public sector thus the analysis of the
above literature confirms generally, a significant positive link between the variables identified and services provided by
public organizations. However, there appears to be a gap due to inadequate empirical studies on the effect of Citizen
Participation practice on public service delivery in the Kenyan scenario. The study therefore seeks to establish the effect
of Citizen Participation practice on public service delivery.

3. METHODOLOGY
3.1 Introduction

This chapter presents information of how the study was undertaken. This chapter discusses exploration philosophy in
relation to other design and Methodologies used. It describes the proposed study sites or sources of data and reasons for
their selection. The objective of this chapter is to show how the sample was selected, the procedures that was engaged in
arriving at the samples and the tools engaged in data collection. It comprises of the following; research philosophy, target
population, sample and sampling frame, data collection instrument, procedures, pilot testing validity and reliability and
analysis

3.2 Research Philosophy

The study adopted Positivists which works on the assumption that reality is stable and experiential. The philosophy
espouses a vibrant quantitative methodology to probing occurrences and involves operationalizing concepts to be sedate
from enormous samples (Munjuri, 2013). Positivism is be based on realities and not perceptions; thus knowledge is
grounded on explanations and trials based on prevailing theory (Wagana 2017).
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3.2.1 Research Design

The study adopted descriptive design that is focused on both qualitative and quantitative designs. This method focused on
research questions that have realistic background considerations, multi-level perspectives, and cultural influences; using
varied methods, giving pre-eminence to the significance of the research problem and question, and appreciating both
objective and subjective knowledge (Morgan, 2007). Combination of quantitative and qualitative data maximizes the
strengths and minimizes the weaknesses of each type of data. A descriptive study involves description of phenomena or
characteristics associated with a subject population. Questions are identified, sequenced and precisely asked of each
participant.

3.3 Target Population

Target population denotes to the all-inclusive group of individuals or items to which researchers are interested in
generalizing the inferences (Trochim, 2006). Population includes to the entire group of individuals or items the researcher
intends to study (Sekeran, 2010). The study involved a census of all 52 Huduma centers spread across the 47 counties in
Kenya. Unit of observation was 159 Senior Managers for the respective services offered at one stop shop platform.

3.4 Data Collection Instrument

The main data research tool was questionnaire as it provides a relatively simple and straight forward approach to the
study. Provision was provided to guide respondents answer the questionnaire appropriately. The intention was to upsurge
the reply proportion for statistical significance. They included an informed consent by asking the respondents to willingly
fill the questionnaires; respect for anonymity and confidentiality by non-disclosure of their names, and respect for privacy
by non-disclosure of private information except that which was necessary for this research. Questionnaires are regarded as
effective data collection instrument that allow respondents to give much of their opinions pertaining to the research
problem (Dempson, 2003).

3.5 Data Collection Procedure

A letter was obtained from the University Administration that enabled the researcher apply for a permit from the National
Commission for Science, Technology and Innovations (NACOSTI) which was granted. The researcher also obtained an
authorization letter from Huduma Centre Administration to carry out the study in all the centers spread across the 47
Counties. The data was collected by research assistants who administered questionnaires accompanied by a cover letter
explaining the objectives of the study. The target respondents completed the questionnaires on a drop and Pick later basis
where the tentative collection date was agreed. How. The study also administered questionnaire via email.

3.6 Pilot Testing

Pilot testing is a small-scale trial, where researchers take test and observe the procedure involved (Trochim, 2006)). In this
study, piloting was done in Nairobi and Kajiado counties respectively. The study involved 16 managers representing 10%
of study sample selected purposively from Nairobi and Kajiado counties. The main purpose of pilot testing was to identify
potential errors and mistakes that may influence the outcome of the study negatively. It also provided an opportunity for
experiential learning that enabled the researcher avoid wasting resources in particular instruments that were counter-
productive. The main objective of questionnaire in research is to obtain relevant information in most reliable and valid
manner. Thus, the accuracy and consistency of questionnaire forms an important facet of research procedure identified as
validity and reliability (Hamed 2016).

3.6.1 Reliability of Instruments

Reliability of the questionnaire tested through responses provided by the pilot study. Reliability measures how accurately
the data obtained in the study represents a given variable or principle in the study (Mugenda & Mugenda, 2008). The
study used internal consistency under the assumption of multiple items. Internal consistency technique required a solitary
administration of a unique, quantitative estimate of internal uniformity of a scale.

3.6.2 Validity of Instruments

Validity is the accuracy and reasonable influence based on the consequence. Validity can be determined statistically by
subject experts and reference to literature (Toni &Tonchia, 2001). According to Decrop (2004), merging data sources and
methods triangulation unlocks means for additional dependable elucidations. The study engaged construct validity by
establishing a derived assumption used in the study and compare its consistency correlation with the other variables
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identified in the conceptual frame work. Under construct validity, questions were organized around the specific objectives
of the study. Content validity was employed to enable the study measure the degree to which data collected using a
particular tool represents a specific domain of pointers or content of particular thought. This was attained by discussions
with academic scholars who assisted in the development and improvements of the questionnaire.

3.7 Data Analysis and Presentation

The study examined all the questionnaires for completeness and consistency and then categorized all the items before
coding. Data preparation was done on the completed questionnaires by editing, coding, and cleaning the data. Data
collected was analysed using both descriptive and statistics. The study used descriptive statistics to scrutinize the features
exhibited by the population. It enabled the researcher to meaningfully describe a distribution of scores using statistics on
variables in the study and the scale of measurement. Inferential statistics entailed combined correlation analysis that
determined the strength and direction of the association between variables. It also involves multivariate analysis that
attempted to determine whether the variables when put together predict the dependent variable. Analysis of variance was
also tested to know whether the model was good or not good enough, in other words, this was to explain whether the
factors affected public service delivery. To draw the conclusion on hypotheses, -coefficient was analysed to know the
individual effect of the independent variable on public service delivery. The analysed data was presented in form of
frequency tables, percentages, and graphs based on research objectives.

3.7.1: Statistical Modelling

Statistical modelling is a mathematically-formalized technique used to estimate what engenders data to enable prediction.
Statistical models imply independent and dependent variables. The public service delivery variable is the predictor. As a
rule of thumb, the dependent variable is represented on the Y axis in modelling charts. Independent variables, are used to
predict the dependent variable(s). In this study the independent variable is Citizen Participation practice. The study used
Statistical model outlined below:

X’ (independent) while ‘Y’ (dependent)

Y=0a+pX;+e

Y = Public Service Delivery

By, = Regression coefficients of the independent variable (Citizen Participation practice)
X= Citizen Participation

€ = the error term

o = Constant

3.7.2: Hypothesis Testing

The study tested the null hypothesis (Hg) provided against alternative (H,). Hypothesis formula was used as the sample
mean was larger than 30.The study significance level (0.05) was used. The null hypothesis was verified by ANOVA
grounded on the postulation of sample similarity variance disseminated at 95% confidence interval. The study qualified
the researcher to accept or reject the null hypothesis.

Table 3.1: Hypotheses Test Table

Hypotheses statement Hypotheses test Decision rate

Hy There is no significant relation | Coefficient correlation & Anova | Reject Hy p-value <0.05
between  Citizen  participation | F-test Do not reject Hp> 0.05
practice and public service delivery

in Kenya

4., RESEARCH FINDINGS AND DISCUSSION
4.1 Introduction

This chapter presents data analysis and interpretation of the study with regard to the effect of one stop shop practises on
public service delivery in Kenya. Empirical results of the study include preliminary findings of the sample and data
collected from descriptive statistics. Data analysis focuses on testing the study hypothesis. Interpretation of the
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significance of these findings is based on data analysis presented and shows how the model developed from the literature
review is supported by data analysis. Triangulation was applied in the analysis of data using both quantitative and
qualitative methods with a view to enhancing the validity and reliability of the results.

4.2 Response rate

The total population for the study was 159 senior Managers across the Huduma centres in the 47 counties in Kenya.
Questionnaire issued was 159 with 104 returns (65.41%) while 55 were not returned (34.59%). Mugenda and Mugenda
(2003) posit that a 50% response rate is acceptable for analysis and reporting. Wagana (2017) study on the effect of
Governance Decentralization on Service Delivery in County Governments in Kenya had a response rate of 81.4%, was
found to be adequate and good for analysis and generalization of the results.

Table 4.1: Response rate

Responses No. Percentage
Questionnaires issued 159 100
Returns 104 65.41

Not returned 55 34.59

4.3 Pilot Test Results

A pilot study was conducted to establish whether the research instrument was valid and reliable for data collection. It
helps the researcher in testing the feasibility of the study techniques and perfecting the questionnaire concepts and
wording. Pretesting was carried out before data collection, in order to; find out if the wordings were clear and easy to be
interpreted by the respondents.

4.3.1: Reliability and Validity of Research instrument

The instruments for quantitative data collection was structured, questionnaire anchored on Likert-type scale with
reliability Cronbach alpha coefficient at .788 in the pilot study. The results indicated that citizen participation had alpha
value greater than 0.7. The range of the coefficients was between good and excellent which infers a high level of internal
consistency of the data collection tool (Munjuri, 2013). This demonstrated that the questionnaire instrument used was
reliable.

Table 4.2: Reliability Test

Variable Cronbach's Cronbach's Alpha Based No. Item Remarks
Alpha on Standardized Items

Citizen participation practice .788 791 9 Accepted

Total Average .788 791 9

4.3.2: Factor Analysis on One Stop Shop Practices

The study used factor analysis to group together variables that had something in common. Oloo, (2019) maintains that
factor analysis is key in research to test for construct validity and show variability among observed variables and checks
for any correlated variables so as to minimize redundancy in data. The study used Commonality analysis to partition
variance into subcomponents explained by each predictor (Lewis-Beck et al 2004). It offers a technique of determining
the variance accounted by independent variables that remain interrelated (Nimon et al, 2008). The study used Kaiser-
Meyer-Olkin (KMO) Statistics to verify data suitable for factor analysis. A rule of thumb that is commonly used is that a
low KMO between 0-0.4 shows that the data is not appropriate for analysis while KMO values between 0.5 and 1 show
that the data is appropriate (Oloo, 2019). The results indicate that, Business Process Reengineering Variable under the
study had commonality rate above 0.4 which agrees with Kamau, (2019) that any value 0.40 or above is acceptable for
factor loading purpose. According to the Kaiser rule, the study retained one extracted factor as outline on the table below;

Table 4.3: Factor Analysis

Factor Eigen Value Remarks
Citizen participation practice 2.027 Accepted
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4.4: Background Information

The section describes background of the study population based on the data collected and analyzed. Every respondent
who participated in the study were asked to indicate their gender, age level of education, years of service; all these were
under demographical information. The findings were summarized below:

4.4.1 Gender Distributions

The responses was dominated by female at 67.7% as compared to male at 42.3%.This implies that Huduma centres across
the Kenyan counties is dominated by female managers thus may be influenced by the feminist philosophies in the
implementation of programmes towards public service delivery. This clearly indicates that the one stop shop platform
leadership engages female staff that would be capable of adopting to the changes that public service environment in
Kenya presents in transformation of public service delivery.

Table 4.4: Gender Distributions

Gender Respondents Percentage
Male 44 42.3
Female 70 67.7

4.4.2 Age Bracket

Majority of the respondents (55.8%) were of age 46-55 years, (32.7%) 25-45 while 11.5% were 55-60. The results show
that majority of respondents were mature and had a high level of competency and leadership potential which enhances the
reliability and relevance of information collected. Public service delivery is premised on a workforce which has requisite
competencies in leadership, management, technical and core areas. In a rapidly changing Public service environment,
there are significant concerns about the need to ensure organizational sustainability, flexibility and responsiveness in
service delivery to the citizenry. Experienced staff servants have been leaving the Service without having a young
generation to mentor to take after them. This has been compounded by lack of appropriate knowledge management
strategy in the Public Service to harness and share useful knowledge in retiring staff acquired through experiential
learning in the process of doing business in government. This has created a succession management challenge that has
negatively affected service delivery.

Table 4.5: Age distribution

Age Frequency Percent
25-45 34 32.7
46-55 58 55.8
55-60 12 11.5
Total 104 100

4.4.3 Years of Service at the platform

The respondents indicated their years of service at the platform as these was important in probing the validity and
reliability of data collected from a given population under investigation. Majority of the respondents had worked at the
platform since inception in 2013 and had above 3yrs. These findings indicated that majority of the respondents
understood how one stop shop concept operates at Huduma center. Creating a platform for experienced staff facilitate
knowledge sharing and learning across the one stop shop platform across the 47 counties. However, lack of appropriate
platforms for knowledge sharing and transfer by the respondents has resulted in loss of critical and highly specialized
skills needed in provision of service to citizens at the platform.

Table 4.6: Years of Service at One Stop Shop (Huduma Centre)

Service time Frequency Percent
0-2yrs 26 25.0
Above 3yrs 78 75.0
Total 104 100.0
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4.4.4 Education

These findings indicate that majority of staff is highly literate. 8.7% of the respondents have post graduate education,
64.4% had undergraduate qualifications while 26.9% had diploma and college certificate qualification. It can be
concluded that respondents understood and conceptualized the questionnaires administered. This improves the reliability
of the information given by the respondents. Knowledge is the best attribute that any organization needs to possess in
order to fulfill its main objective. It is evident that managing knowledge can be a doubting task which requires
competences of the parties involved. Having personnel with the required competence will ensure that the generated
knowledge does not go to waste but is either shared or preserved. However, there is scarcity of knowledge capture and
management skills in public service institutions in Kenya. Consequently, there are few institutions practicing appropriate
knowledge capture and management in Kenya as evidenced by the few reported studies. Most knowledge capture and
management studies are conducted in developed nations where this is mainstreamed.

Table 4.7: Education

Level of Education Frequency Percent
Diploma and college certificate 28 26.9
Undergraduate Degree 67 64.4
Postgraduate Degree 9 8.7
Total 104 100

4.5 Descriptive Analysis
4.5.1 Citizen Participation Practices

Citizen participation elicited mixed response on its link in public service delivery as highlighted under its sub variables
namely citizen involvement in policy decisions, consumer feedback mechanism, and number of customers visiting the
platform. Citizen involvement in policy decisions link and public service delivery had 81% of respondent in negative
affirmation or not sure that there exist a positive correlation, this was also realised with consumer feedback mechanism
sub variable which had 23% respondents who disagreed, 20 % not sure and 57 % agreed. However most of the
respondents at 94% agreed that public service delivery at Huduma centre had a link with the number of customer visiting
the platform. Customer preference on giving suggestions using suggestion box had 87% in agreement while majority
agreed that customer feedback strategy is in place. Majority of the respondent agreed that customers face hurdles in
mitigating their rights while accessing to the one stop shop platform. Staff training on their right question elicited mixed
responses with 56% disagreed while 44% agreed. Link between consumer and service provided had a positive response of
54% with 46% giving negative responses.

Respondents under interview guided questions posited that there are institutions that deal with public complaints for
example the Ombudsman office and the Ethics and Anti-Corruption Commission are represented in the Huduma Centres.
These Institutions monitor the activities at all Huduma Centres on Corruption and maladministration. Respondent claimed
in their respective responses that citizens could seek redress on issues with these institutions at the Huduma Centre. They
also alluded to the fact that one of the vital components of the Huduma Kenya Programme is getting feedback from the
customers and immediately acting on any complaints. The responses support Odhiambo & Taifa, (2009) argument that
Citizen Involvement offers controls against pointless political meddling and disrespect for competence and meritocracy in
the public sector management

Consequently, platform has put in place the Huduma Kenya Customer Feedback Strategy; the strategy emphasis
immediate action on the issues raised and feedback to the complainant on actions taken, as described below: Centre
Managers at the Centres are the first stop on all issues raised by customers; Institutions that deal with public complaints
for example the Ombudsman office, the Ethics and Anti-Corruption Commission are represented in the Centres and
Citizens can immediately seek redress on any issue and the Use of the social media to engage citizens on service
delivery distinctly. All this sentiments provided by respondents give a clear impression that citizen participation is key to
the management of public service delivery under the Huduma platform. Nason, et al, (2017, contends that acknowledged
stakeholders provide passionate opinion when there are major inconsistencies between their prospects and the firm's real
social performance.

Respondents identified issues raised by the public as heightened expectation for efficient service delivery due to
introduction of new approaches to reforms in the public service. This has resulted to expected demand for information on
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efficient service delivery as per the provisions of Article 35 of the Constitution of Kenya 2010. Respondents suggested
continual provision of information, education and communication dissemination to citizenry as ideal method of citizen
participation. However they cited the importance of timely planning to allow for the creation of critical path analysis and
contingency measures. Respondents also felt the need to harmonize planning in the set-up of the different Huduma Centre
elements that will ensure smooth transitions of ICT Infrastructure, Branding, Staff Deployment and ways adopted in
citizen participation.

One of the vital components of the Huduma Kenya Programme is getting feedback from the customers and immediately
acting on complaints. There exist Huduma Kenya Customer Feedback Strategy which emphasizes on immediate action on
the issues raised and feedback to the complainant on actions taken. There was need to improve the project management
process to ensure effective management in the set-up of Huduma Centres. This has been achieved as claimed by
respondents by designating Record Manager responsible for documentation who in return update the extent of citizen
participation involvement at a given time.

Electronically customer feedback mechanism has been put in place to collect consumer experiences after receiving
services at the platform. Given the lean nature of the Huduma Kenya Secretariat, all staff has been trained and have the
competencies and skills to familiarize themselves with all aspects/ elements of project management: Refurbishment,
Branding and ICT as this has enabled them provide a single point of reference on the different elements being
implemented. However respondents felt the need to implement a full-fledged centralized and integrated data Centre
solution that consolidates virtual desktops, Queue management, Security and IT Service Management for efficient
operations of the ICT systems in Huduma Centre. This if well managed will ensure that Mechanism are in place to
Provide quality feedback in Public Service Delivery under Huduma Centres across the Country.

Table 4.8: Descriptive Statistics (4)

Citizen Participation Strongly | Disagree | Notsure | Agree | Strongly
disagree Agree

Public service delivery at Huduma centres depends on | 30 14 38 9 9

citizen involvement in policy decisions

Public service delivery at Huduma depends on consumer | 9 14 20 48 9

feedback mechanism in place

Public service delivery at Huduma has influenced the | 1 1 1 81 18

number of customers visiting the platform

Customer prefer giving opinion through suggestion box | 6 6 1 86 1
Customer feedback strategy is in place 1 3 1 94 1
Customers face hurdles in mitigating their rights 9 3 3 52 33
Staff trained on consumer rights

47 6 3 42 2
Link between consumer and service provided

3 42 1 48 6

Policy decisions was cited by the respondents as having fair link in public services delivery (mean=2.538, standard
deviation= 1.245),however consumer feedback mechanism had moderate impact (mean=3.336, standard deviation=
1.128),number of customer traffic was also cited as having an impact in the overall service delivery (mean=3.153,
standard deviation= 1.163), key in public service delivery (mean=4.183, standard deviation=.388)quality services was
directly related to public service delivery (mean=3.182, standard deviation= 1.370).

Table 4.9: Mean and Standard Deviation (4)

Mean Std. Deviation N
Policy decisions 2.5385 1.24575 104
Consumer feedback mechanism 3.3365 1.12871 104
Number of customer traffic 4.1827 .38829 104
Quality services to consumers 3.1827 1.37074 104
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4.6: Diagnostic tests or test of Assumptions
4.6.1: Multicollinearity Test

Multicollinearity test was tested using Variance Inflation Factor (VIF), which was calculated using SPSS. A VIF for all
the independent and dependent variable less than 3 (VIF < 3) point out no Multicollinearity while a VIF of more than 10
(VIF > 10) specifies a problem of Multicollinearity. The correlation coefficient was used to analyse the multi-collinearity
of the collected data. As per the rule of thumb, correlation coefficients of more than 0.9 will indicate substantial multi-
collinearity. Based on the coefficient output-collinearity obtained VIF value of 1 meaning that the VIF value obtained is
between # 1 to 10, it can be concluded that there is no Multicollinearity symptoms.

Table 4.10: Multicollinearity

F-TEST
Predictor Tolerance Sig VIF
Citizen participation Practice 1 1

4.6.2: Normality Test

Overall normality tests shows that the Kolmogorov-Smirnova and Shapiro-Wilk statistics for Public service delivery was
0.396 and 0.568, the associated p-value was 0.000 and 0.000 for Kolmogorov-Smirnov and Shapiro-Wilk statistics. The
tests fails to reject the hypothesis of normality when the p-value is greater than or equal to 0.05 (Shapiro & Wilk, 1965).
The study therefore concluded that the public service delivery variable is normal in distribution and hence subsequent
analysis could be carried out.

Table 4.11: Normality of the Dependent Variable (Public Service Delivery)

Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Public service delivery | .396 104 .000 .568 104 .000

Table shows that the Kolmogorov-Smirnova and Shapiro-Wilk statistics for effective/BP was .224 and .867 respectively.
The associated p-value was 0.000 and 0.000 for Kolmogorov-Smirnov and Shapiro-Wilk statistics. Since the p-values for
both tests were greater than the significance level (0.05), the effective sub variable for public service delivery (dependent)
data is normal. The study therefore concluded that the effective sub variable for public service variable is normal in
distribution and hence subsequent analysis could be carried out.

4.6.3: Linearity Test for the Independent variables

The study dependent variable is public service delivery with sub variables that include effective, satisfaction and cost
containment.

Effective Service Dependent on Citizen Participation

The dependent variable (effective/public service delivery) show a near normal plot indicating that the data is suitable for
one way ANOVA. This conforms to normality assumption.

EffectiveiCP

Frequency

s0

EffectivelCP

Figure 2: Effective Service Dependent on Citizen Participation
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Satisfaction Dependent on Citizen Participation

The dependent variable (satisfaction/public service delivery) show a near normal plot indicating that the data is suitable
for one way ANOVA. This conforms to normality assumption.
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Figure 3: Satisfaction Dependent on Citizen Participation

Cost Containment Dependent on Citizen Participation

The dependent variable (Cost /Public service delivery) show a near normal plot indicating that the data is suitable for one
way ANOVA. This conforms to normality assumption.
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Figure 4: Cost Containment Dependent on Citizen Participation

4.7 Inferential Statistics

Inferential statistic deal with inferences about population based on the results obtained from the sample. The more
representative sample is, the more generalizable the result will be to the population. Hypothesis testing techniques are
used to generalize from the sample to the population (Mugenda and Mugenda, 2003). Below are some of the inferential

inferences made: -
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4.7.1: Correlations Analysis for Independent Variables

The study used Pearson correlation coefficient used for testing relationship between the independent and the dependent
variables. Correlation denotes degree to which a linear predictive relationship exists between variables as measured by
coefficient (Cooper & Schindler, 2006). Coefficient accepts the fact that linear relationship or correlation exist two
variables causally related (Wagana, 2017). Correlation coefficients between independent variable citizen participation and
dependent variable (public service delivery) was tabulated to identify strengths and course of associations. A correlation
coefficient (r) has direction and strength features. Direction of association is indicated by how risto 1. r = +1 it means
there is perfect positive correlation between the variables. r = -1 it means there is perfect negative correlation.

Table 4.12: Pearson Correlation Analysis (1)

Coefficient Strong Moderate Weak Very Weak
+Value 05 tol1.0 0.31t00.49 0.1to 0.29 0t0 0.9
-Value -1.0--0.05 -0.49t0-0.3 -.0.29t0-.0.1 -0.09to 0

Correlation of Variables

Public service delivery coefficient correlation with citizen participation (.528) .Predictor variable had a positive
coefficient correlation. The output indicates that the strength of association between the variable is strong (r =.528), and
that the correlation coefficient is strongly significantly different from zero (P >0.001).

Correlation of citizen participation Practice Variable

Public service delivery coefficient correlation with citizen participation Practice (.528) Predictor variables had a positive
coefficient correlation. The output indicates that the strength of association between the variables is strong (r =.528) and
that the correlation coefficient is strongly significantly different from zero (P >0.001).

4.7.2: Regression Analysis/ ANOVA/ B-Coefficients

Regression was used to predict the value of dependent variable based on the predictors variable (independent).In this
study the dependent variable is public service delivery (cost containment, effective and customer satisfaction variable)
while predictor (independent) include citizen participation Practice. Inferential statistics was carried out by ANOVA
Tests.

Effective Service and Customer Feedback (Citizen Participation)

There is high correlation between the predictor citizen participation (consumer feedback (.932).The proportion of variance
in customer feedback is by citizen participation (r-square.870) predictor. The adjusted r-square estimates the population R
square for our model and thus gives a more realistic indication of its predictive power to be at (.868). This implies that the
customer feedback has higher certainty in influencing effective service (dependent variable).

Table 4.13: Model Summary

Model R R Adjusted R| Std. Error Change Statistics Durbin-
Square | Square (éf : the R Square F Change|dfl |df2 | Sig. F Watson
stimate
Change Change
1 .932% |.870 .868 49998 .870 679.616 |1 |102 |.000 .360

a. Predictors: (Constant), consumer feedback

Dependent Variable: effective service

The ANOVA analysis has indicated that the F-value of 169.887 under regression is larger than the critical value. Critical
value represents the sum that must be realized to validate statistical significance. If the critical value is achieved, then the
null hypothesis is rejected. The rule of the thumb stipulates that if the test statistics is much larger than the critical value,
we reject the null hypothesis.in this case we conclude that there is statistically significant difference among the population
means. This implies that there exist a significant relationship between the dependent variable (effective service) and
consumer feedback) independent/predictor variable.
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Table 4.14: ANOVA

Model Sum of Squares | df Mean Square F Sig.
1 | Regression 169.887 1 169.887 679.616 .000°
Residual 25.497 102 .250
Total 195.385 103

a. Dependent Variable: effective service(public service delivery
b. Predictors: (Constant), consumer feedback

The b coefficients tell us how many units’ of customer feedback increases for a single unit increase of the predictor-
citizen participation (customer feedback). In comparing the relative strengths of the predictor b coefficients negative at -
.719; customer feedback (.620) strength is associated with customer satisfaction. Based on the coefficient output-
collinearity obtained VIF value of 1 meaning that the VIF value obtained is between 1 to 10, it can be concluded that
there is no Multicollinearity symptoms.

Table 4.15: Coefficients

95.0%
Unstandardized Standardized Confidence Collinearity
Coefficients Coefficients Interval for B Statistics
Std. Lower | Upper
Model B Error Beta t Sig. |Bound |Bound |Tolerance |VIF
1 (Constant) -.719 154 -4.682 |.000 |-1.024 |-.415
consumer feedback 1.138 |.044 932 26.069 |.000 |1.051 |[1.224 |1.000 1.000
mechanism
a. Dependent Variable: customer feedback/citizen participation

Customer Satisfaction and Policy Decisions

There is high correlation between the predictor citizen participation (policy decisions =.458).the proportion of variance in
process by customer satisfaction (r-square.210) predictor. The adjusted r-square estimates the population R square for our
model and thus gives a more realistic indication of its predictive power to be at .202.this implies that the policy decisions
has higher certainty in influencing customer satisfaction (dependent variable).

Table 4.16: Model Summary

Model |R R Square| Adjusted R|Std. Error Change Statistics Durbin-
Square of  thgR Square F Change [dfi |df2 |Sig.  F Watson
Estimate | Change Change
1 458% |.210 202 .84220 210 27.055 |1 102 |.000 117
Predictors: (Constant), policy decisions
Dependent Variable: customer satisfaction is influenced by citizen participation

The ANOVA analysis has indicated that the F-value of 27.055 under regression is larger than the critical value. Critical
value represents the sum that must be realized to validate statistical significance. If the critical value is achieved, then the
null hypothesis is rejected. The rule of the thumb stipulates that if the test statistics is much larger than the critical value,
we reject the null hypothesis.in this case we conclude that there is statistically significant difference among the population
means. This implies that there exist a significant relationship between the dependent variable (customer satisfaction) and
policy decision independent/predictor variable

Table 4.17: ANOVA

Model Sum of Squares |df Mean Square |F Sig.
1 Regression 19.190 1 19.190 27.055 .000
Residual 72.348 102 709
Total 91.538 103

Dependent Variable: customer satisfaction is influenced by citizen participation

Predictors: (Constant), policy decisions
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Table 4.18: Coefficients

Coefficients
Unstandardized Standardized 95.0% Confidence| Collinearity
Coefficients Coefficients Interval for B Statistics
Lower | Upper
Model B Std. Error | Beta t Sig. |[Bound |Bound |Tolerance |VIF
1 | (Constant) 3.774 ].188 20.056 |.000 |3.401 [4.148
policy decisions|.346 |.067 458 5201 |.000 |.214 479 1.000 1.000
Dependent Variable: customer satisfaction is influenced by citizen participation

The b coefficients tell us how many units’ of cost containment increases for a single unit increase of the predictor-
financial resources (budget cycle). In comparing the relative strengths of the predictor b coefficients positive at 3.774;
policy decisions (0.346) strength is associated with. Under this analysis b coefficient is statistically significant as the p-
value of the predictor (.000) has value of less than 0.05.Based on the coefficient output-collinearity obtained VIF value of
1 meaning that the VIF value obtained is between 1 to 10, it can be concluded that there is no Multicollinearity
symptoms. Based on the coefficient output-collinearity obtained VIF value of 1 meaning that the VIF value obtained is
between 1 to 10, it can be concluded that there is no Multicollinearity symptoms.

4.8 Tests of the Hypotheses

This study sought to establish the effect of citizen participation practices on Public Service Delivery in Kenya. The tests
were carried out using regression analysis and correlation analysis. The tests were done at 5% significance level (a
=0.05). The evaluation focused on the hypotheses derived from the objectives of the study. The null hypothesis was tested
by ANOVA based on the assumption of the homogeneity of the variance of the sample that is normally distributed at 95%
confidence interval. The level of significance is the statistical standard that is specified for the purpose rejecting the null
hypothesis (Namusonge, 2010). According to Sawilowsky (2002), ANOVA is useful in assessing whether the
independent variables affect dependent variables differently. The F statistic tends to be greater when the null hypothesis
of independence is not true. The P-value is crucial in ascertaining the probability that the null hypothesis is true. P-values
of less than 0.005 indicate that the F statistic is high and that the null hypothesis of independence needs to be rejected
since it is not true (Sawilowsky, 2002). Descriptive statistics was used to describe the basic features of the data in the
study. These provided summaries of the sample and the measures of data obtained from quantitative analysis used by the
researcher.

The objective informed hypothesis : There is no significant relationship between citizen participation Practices and Public
Service Delivery in Kenya .This hypothesis was tested by regressing Public Service Delivery on citizen participation
guided by the equation Y= p0+p4X where X4 represented citizen participation and Y Public Service Delivery Practices.
The study concluded that there exist a significant relationship public service variables (effective, cost containment and
customer satisfaction) with citizen participation variables (policy decision, consumer feedback and consumer traffic) P-
values were less than 0.005 with higher F statistics .According to Sawilowski (2002) null hypothesis needs to be rejected
when P-value is less than 0.005 as this indicates that the F value is high. In this case the study rejects the null hypothesis.

Table 4.19: Citizen Participation Sub Variables

Hypotheses statement F-values P-values Decision
Policy decision 27.055 .000 Rejected
Consumer feedback 679.610 .000 Rejected
Consumer traffic 277.123 .000 Rejected
Average 327.929 .000 Rejected

4.9: Discussion of the Findings

The objective of this study was to determine the effect of citizen participation Practice on Public Services Delivery in
Kenya. This objective informed hypothesis : There is no significant relationship between citizen participation Practice and
Public Service Delivery in Kenya .This hypothesis was tested by regressing Public Service Delivery on citizen
participation Practice guided by the equation Y= B0+pX where X represented citizen participation Practice and Y Public
Service Delivery Practices. The study concluded that there exist a significant relationship public service variables with
citizen participation variables had P-values (.000) less than 0.005 with higher F statistics (327.929). In this case the
study rejects the null hypothesis. The findings had high mean and standard deviation scores as most of the respondents
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agreed that public service delivery at Huduma centre had a link with the number of customer visiting the platform.
Effectiveness of Citizen Participation Mechanism in providing quality feedback acknowledges that stakeholders provide
passionate opinion when there are major inconsistencies between their prospects and the firm's real social performance
(Nason, et al, (2017). This supports Michaels (2017) argument that Citizen Participation inspires public commitment and
a sense of proprietorship. The findings correspond to the stake holder theory that postulates that the drive of the
organization is to generate stakeholder’s value by transforming their risks into goods and services (Greenwood &
Freeman (2015). Factors that affected the establishment of One Stop Shop in Kenya conforms to the UNDP &World
Bank (2017) report that stipules that defining the underlying policy problem that one--stop shops are expected to solve
and contends that governments should use participatory action research to understand what citizens needed. Challenges
affecting Huduma Centre Leadership Strategies in Kenya corresponds with the stake holder theory that calls for the need
to understand the underlying factors affecting stakeholder’s opinion in decision making process. Locke (1984), Goal
theory plays a role in determining behaviour as it focuses on participation to accomplish intentions. Freeman (1984)
suggests questions for stake holder mapping where current and potential stakeholders are to be identified is equally
adopted by the study in situation where respondents posited that there are institutions that deal with public complaints

5. CONCLUSIONS
5.1 Conclusions

The study has presented descriptive, inferential analysis and discussion of the findings. The descriptive findings have
been discussed with variables being measured using Likert type of questions and mean scores and standard deviation
demonstrating the extent of adoption of practices linked to identified variables. Qualitative data obtained from the
interview guide was corroborated into the descriptive analysis. The hypotheses were tested using correlation and
regression analysis. Grounded on the results hypotheses were established. The elucidations have been prepared using
statistical knowledge and the existing frame of hypothetical and experiential literature. The study rejected the null
hypothesis and established that public service delivery is affected by citizen participation. The study further provide
revelation to critical leadership and Governance issues that impact on the effect of one stop shop prototype in public
service delivery in policy and citizen participation forum: On the policy level, the study has a revelation to critical public
service reforms, and active citizen participation issues that affect the country’ level of preparedness for the one stop shop
model. Sustainability of the programme requires the government to identify appropriate operating models to choose from:
free access to services; subsidized services; or service fees for partial or full cost recovery. Here, the upfront costs of the
physical infrastructure (computer, buildings), software, and institutional features should be considered. The study enable
policy and technocrats comprehend the truths of service conveyance through the use of citizen service centers such as One
Stop Shop outlets in Kenya. On citizen participation the study views Customer feedback as a powerful mechanism that
can be applied to measure the success or failure of the concept, however if not continually Monitored, Evaluated and
improved could negate on the gains achieved by the concept on service delivery standards and meeting public
expectations (PWC, 2012). These practices need to be natured positively for citizenry to enjoy government services with
ease. According to Sirendi & Taveter (2016) government should design services with recipient in mind. Therefore, the
conclusions have enjoined the knowledge gap in the management of one stop shop concept in Kenya.
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