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ABSTRACT: Service delivery gaps, influence of technology and globalization not only make State owned 

corporations in Kenya to realign their strategies with changing business trends but also to rethink on strategic 

leadership in order to remain competitive. Given that little attention has been paid by researchers in relation to the 

link technological initiatives and service delivery in public service organization, this study aimed at investigating the 

effect of strategic drivers on customer service delivery in State owned corporations in the ministry of industry, 

investment and trade in Kenya. The specific objectives that guide the study were to determine the effect of strategic 

leadership on customer service delivery of State owned corporations in the ministry of industry, investment and trade 

in Kenya. Theories that informed this study were dynamic capability theory. Cross-sectional research design was 

adopted to collect data from respondents. The target population of the study comprised 557 respondents who were 

selected from the 13 entities in the ministry of industry, investment and trade in Kenya. The unit of analysis was 

State entities while unit of observation was employees of entities in the ministry of industry, investment and trade in 

Kenya. Stratified sampling technique was used to select respondents Israel formula was used to calculate the ideal 

sample size of 371 respondents. Primary data was collected using structured questionnaires with open and closed 

ended questions. Secondary data was collected from Acts of parliament and service delivery charters on public 

service delivery and annual performance reports. Qualitative data was analyzed using content analysis method while 

Statistical Package of Social Sciences (SPSS) software version 21 was used to analyze data quantitatively. 

Descriptive, correlation and regression methods were conducted to determine the effect between variables. 

Descriptive statistics such as mean scores, standard deviations, percentages and frequencies were used to describe 

general behaviour of data. The analyzed data was presented in form of tables and figures. The results revealed that 

there existed a positive significant relationship between strategic leadership and customer service delivery. strategic 

leadership (r = .642, p < 0.011) The study concluded that despite the fact that strategic leadership had a significant 

impact on customer service delivery, the extent of adoption of strategic leadership was extremely low in the ministry 

of industry, investment and trade in Kenya. The government should review policies of recruiting employees and 

invest resources to train workers thus improved customer service delivery. 

      Keywords: Strategic Leadership and Customer Service Delivery. 

 

1. INTRODUCTION 
With increasingly intense competition, shrinking product cycles, accelerated technological 

breakthroughs, and progressively greater globalization, the business arena may best be described as being 

in a chronic state of flux, with continual variation in its external environment (Hitt  et al., 2012). Given 

such ever changing environmental conditions, a firm’s ability to change direction quickly and to 

reconfigure strategically is crucial to its success in achieving sustainable competitive advantage (Gilley 

and Rasheed, 2013). Nowadays with increasing competitive pressures and progressing globalization, 

public organizations have to exceed customer expectations via optimized strategic resources. The 

difficulty of these decisions has worsened in recent years stimulated by raised competitive pressures, the 

acceleration of technological change, and the distribution of knowledge across various organizations and 

geographic markets (Logan  et al., 2011). Logan  et al. (2011) argue that public entities in developed and 

developing countries of the world recognize service delivery is a function of strategic drivers adopted. The 

multidimensional metrics of services has continued to change from context to context making both private 
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and public entities to embrace strategic drivers such as technology, organizational structure, and employee 

competence and consumer research in order to improve service delivery.  

Like commercial entities, public organizations are embarking on enhancing service quality to 

different stakeholders due to information and knowledge of the society (Njuguna, 2014). With 

knowledgeable society, consumers have become more informed and cautious on services provided by 

public institutions at large. Inconsistencies in service delivery in public organizations not only reflect 

failure of governing regimes but also call for strategic drivers that can transform efficiency and 

effectiveness of state owned corporations or entities (Manani  et al., 2013). Alexander and Young (2011) 

argue that strategic drivers are ways to work toward pre-defined goals or to deal with unforeseen 

circumstances that develop within the organization. Business goals often require change to take place at 

some level for the business to grow and develop. Organizational issues concerning; personnel, morale and 

high turnover rates can also warrant the use of strategic drivers as ameans for improving productivity and 

work relations (Maurice, 2014). Abraham and Taylor (2013) suggest that strategic drivers can be regarded 

as initiatives used to facilitate new changes in the organization with minimal resistance from employees.  

Technology, global competition, changing consumer demand, employee diversity and lean management 

practices are driving competitive firms to adopt strategic interventions to gain competitive edge (Njuguna, 

2014).  

From strategic management literature, it is observed that despite the fact that strategic drivers 

adopted by organizations influence customer service delivery, there is no clear understanding on the link 

between strategic drivers and customer service delivery in the public sector thus pertinence of this study to 

determine the relationship between strategic drivers on customer service delivery in the ministry of 

industry, investment and trade in Kenya. Logan  et al. (2011) assert that strategic leadership is viewed as a 

competitive practice that enhances organizational service delivery. Strategic leaders are able to formulate, 

implement and evaluate strategies. Implementation of strategies not only translate to service delivery but 

also define how the leader can allocate scarce resources, mobilize or motivate workers to achieve the 

intended goals with minimal resistance. Bijuna and Sequeira (2016) assert that a strategic leader is an 

individual with long term vision who is able to influence employees to achieve a common goal with 

minimal resistance using a combination of skills, knowledge, experience and techniques. Strategic leaders 

are always on the forefront to challenge the status quo and institutionalize policies that promote customer 

interests (Mohamud  et al., 2015). 

Muogbo (2013) ascertains that strategic leadership advocates for aligning the systems, structures, 

processes and culture to address the needs of various stakeholders such as customers, competitors, 

suppliers, the government and general public in a more efficient and effective manner. Melchorita (2013) 

assert that equipping employees with appropriate knowledge and skills can enhance quality of decisions 

formulated and the ability of workers to adapt to new changes. Rigidity of workers to embrace new 

reforms in any organization is attributed to inappropriate skills or poor leadership culture that does not 

recognize human capital in any transformation (Logan  et al., 2011).  Employees with appropriate skills 

not only contribute to innovations in an organization but also represent organizational culture through the 

way they handle customers and provide solutions to problems. For any organization to gain a competitive 

edge in the marketplace, investment in human capital is not an option but a strategic intervention that 

revolutionizes customer experiences and overall organization productivity (Manani  et al., 2013). Quality 

is recognized as a strategic tool for attaining operational efficiency and improved organizational 

performance (Gowan  et al., 2010). The service industry plays an indispensable role in the economy of 

any country. Both the private and public sectors play very useful roles in the service industry.  The role of 

the public sector in the delivery of quality services is even more crucial in developing countries like 

Kenya. Mohamud  et al. (2015) define service delivery as a model or processes adopted by firms in order 

present a product or service to a customer in a manner that can exceed his or her expectation. Despite the 

fact that service quality is measured by individual consumers from different dimensions, every 

organization is striving to exceed customer expectations in order to enhance loyalty and extended product 

use (Manani  et al., 2013). 

Kotler and Keller (2012) suggest that service quality entails overall judgment of the customer 

towards a service offered by a firm and forms basis of satisfaction or dissatisfaction. The concept of 

service delivery has remained an evolving ideology due to the changing nature of consumer needs and 

wants. A number of scholars like Scott (2014) argue that service delivery in the private and public service 

sector is perceived differently. Despite the continuous debates from various scholars, majority of the 

scholars have tried to reach at a common consensus on the meaning of quality service delivery. Flavian 

and Guinaliu (2015) ascertain that quality of services in any organization or systems is determined by a 

number of factors that range from employee culture, organization policies and stakeholder involvement in 
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the service model. Kotler and Keller (2012) suggest that service quality is a multi-dimensional facet that 

comprise of psychological aspects of the consumer. They contend that organizations dedicated to service 

delivery are always keen on developing policies that enhance customer experience, develop new products 

and enhance relationships through stakeholder engagement and investment in consumer research. State 

Corporations are entities that are treated by national laws and regulations to be under the guidance of the 

government but separate and autonomous from the government. All State Corporations are regulated and 

controlled by the by the Act of parliament (Cap 446) Section 11 and 12. They receive some revenue from 

charging customers for its services; these organizations are often partially or majorly funded by the 

government.  

State corporations are financially semi-autonomous bodies created by enabling laws called edicts or 

government flats in the absence of edicts. State corporations are created in some cases because their 

business cannot be efficiently carried out by governments and are also unsuitable or unattractive to private 

sector (Nyaboke, 2016). State Corporations focus on improving efficiency in the management and 

utilization of resources entrusted to them with a view to deliver services in a cost effective manner. It is 

emphasized that State corporations should not enter into commitments or initiate new programmers, 

projects or activities in excess of funds allocated to them under the national budgetary provisions or funds 

available to them from other sources including internally generated revenues. Currently, there are 14 State 

owned corporation in the ministry of industry, investment and trade in Kenya. Despite the effort of State 

of this corporation to provide service to Kenyan citizens, it is noted by Kenya National Bureau of 

Statistics that to a larger extent, majority (63%) of the population in Kenya is dissatisfied with services 

provided by State entities. Inconsistencies in service delivery are largely attributed to nepotism, 

favourism, and corruption, rigidity to reforms and lack or trainings among workers. 

 

1.1. Research Problem  
Inconsistencies in service delivery among State corporation in developing countries and more 

specifically in Kenya has not only contributed to slow economic growth but also lack of confidence from 

Kenyan citizens to public services provided by State entities. Kenyan citizens being the immediate service 

consumers have continued to express their levels of dissatisfaction with services provided in multiple 

State corporations in Kenya (Transparency International Report, 2014). According to a survey conducted 

by Muogbo (2013), it was revealed that majority (71%) of the Kenyan citizens were more confident to 

seek services from private entities compared to that of public entities due differences of service quality.  

Manani  et al. (2013) Acknowledge that service delivery in public sector organizations is beset with a lot 

of challenges due inappropriate mechanism and leadership goodwill to embrace strategic practices to 

solve service gaps.   Numerous studies which have been conducted locally have revealed contradictory 

findings concerning the link between strategic drivers and service delivery in the public service sector. 

Globally, a study by Normans and Jeffkins (2016) in the United States of America revealed that there was 

a positive significant relationship between technology and service delivery in public hospitals. The 

research gaps were acknowledged by the current study seeking to establish the relationship between 

strategic drivers and service delivery of State corporations in the ministry of industry, investment and 

trade in Kenya.  

Thomsons and Rick (2014) revealed a difference in service quality between private and public 

universities in Finland. The gaps are acknowledged by the current study focusing to establish the in the 

ministry of industry, investment and trade in Kenya. Another study conducted by Rickson and Harvey 

(2013) in Australia indicated that service delivery in public institutions of learning was associated with 

strategic initiatives of leaders though there exist a difference of service quality between students in public 

and private universities. Regionally, a study conducted by Rhumbi and Ghadhi (2017) on the relationship 

between strategic management policies and service quality in public and private hospitals in India 

revealed a difference in service quality. However, the study did not examine the effect of the consolidated 

variables of the current study on service delivery in State corporations. Mopeni  et al. (2014) conducted a 

study on the relationship between Strategic management and organizational service delivery and revealed 

a positive correlation between the relationship. However, the current study sought to fill the gap by 

establishing the integrated framework of strategic leadership on service delivery in State corporations in 

Kenya. Mohamud  et al. (2015) established a relationship between strategic management and 

organizational performance among manufacturing firms in Somalia. The research gaps were 

acknowledged by the current study seeking measure service delivery using metrics of service gap model.  

Locally, Nyaboke (2016) sought to establish the relationship between procurement planning 

practices and service delivery of State corporations and concluded that there exists a relationship between 



Noble International Journal of Business and Management Research 

 
112 

procurement plans and service delivery. However, the study did not focus on strategic drivers as the 

dependent variables. (Mueni (2014)) revealed a positive significant relationship between quality and 

performance of higher institutions of learning in Kenya. However, the study did not focus on strategic 

drivers and service delivery in State corporations in Kenya. A study by Njuguna (2014) identified a 

moderate relationship between service quality and corporate coherence and a survey by Bijuna and 

Sequeira (2016) revealed a relationship between employee training and service delivery in State 

corporations. Research gaps of the local studies were acknowledged by the current study seeking to 

examine the direct relationship between variables. From the findings of empirical studies conducted by # 

(Rhumbi and Ghadhi, 2017) Normans and Jeffkins (2016); Nyaboke (2016)’ Mohamud  et al. 

(2015); Mopeni  et al. (2014); Manani  et al. (2013); Thomsons and Rick (2014) it was observed that most 

of these studies examined variables of this current study partially or in isolation thus conceptual gaps to be 

addressed by the current study. Further, some studies conducted were confined to different countries and 

sectors thus contextual gaps to be addressed by the current study. Moreover, some studies used different 

research designs, sampling designs and data analysis techniques which resulted to inconsistent research 

findings thus methodological gaps to be addressed by the current study. Therefore, it was on this 

background this study sought to investigate effect of strategic leadership on customer service delivery in 

the ministry of industry, investment and trade in Kenya. 

 

1.2. Research Objective 
To determine the effect of strategic leadership on customer service delivery in the ministry of 

industry, investment and trade in Kenya. 

 

1.3. Research Hypothesis 
H01 There was no significant relationship between strategic leadership and customer service 

delivery o in the ministry of industry, investment and trade in Kenya. 

 

2. LITERATURE REVIEW 

2.1. Dynamic Capabilities Theory 

The dynamic-capabilities theory was established by Teece  et al. (1997) and is an advancement of 

resource-based theory of the firm. It examines how firms integrate, build, and reconfigure their internal 

and external firm-specific competencies into new competencies that match their turbulent environment. 

The theory assumes that firms with greater dynamic capabilities will outperform firms with smaller 

dynamic capabilities. The aim of the theory is to understand how firms use dynamic capabilities to create 

and sustain a competitive advantage over other firms by responding to and creating environmental 

changes. Hitt  et al. (2012) argue that capabilities are a collection of high-level, learned, patterned, 

repetitious behaviors that an organization can perform better relative to its competition. The aim of the 

theory is to understand how firms are called zero-level capabilities, as they refer to how an organization 

earns a living by continuing to sell the same product, on the same scale, to the same customers. Dynamic 

capabilities are called first-order capabilities because they refer to intentionally changing the product, the 

production process, the scale, or the markets served by a firm. The resource base of an organization 

includes its physical, human, and organizational assets. Dynamic capabilities are learned and stable 

patterns of behavior through which a firm systematically generates and modifies its way of doing things, 

so that it can become more effective (Scott, 2014). 

Yusufu (2013) suggests that an organization has dynamic capabilities when it can integrate, build, 

and reconfigure its internal and external firm-specific capabilities in response to its changing environment. 

Whereas organizational capabilities have to do with efficient exploitation of existing resources, dynamic 

capabilities refer to efficient exploration and implementation of new opportunities. A firm has a capability 

if it has some minimal ability to perform a task, regardless of whether or not that task is performed well or 

poorly. However, on average, firms have to use their capabilities in order to sustain their ability to use 

them Nor  et al. (2010). A dynamic capability is the capacity of an organization to purposefully create, 

extend, and modify its resource base. The theory was applicable in the current study because it sheds light 

on the ideology that State entities can enhance service delivery through embracing strategic leadership 

that advocates for service quality as a function of employee empowerment and institutionalization of 

strategies formulated. To enhance service delivery, leaders should ensure that the vision and mission 

reflects service deliver charter policies. Further, participatory leadership style, delegation, promotion and 

trainings are all aspects that can enhance service delivery. 
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3. EMPIRICAL REVIEW 

3.1. Strategic Leadership and Customer Service Delivery 
Martindale (2011) established that strategic leadership entails the ability of leaders to 

institutionalize and conceptualize the formulated vision, mission, objectives and strategies.  Strategic 

leader’s eyes are always on the horizon, not just on the near at hand. A strategic leader influences the 

organization by aligning the systems, culture, and organizational structure to ensure consistency with the 

strategy. Influencing employees to voluntarily make decisions that enhance the organization is the most 

important part of strategic leadership. However, the study was limited to the single variable of the study 

but did not establish the relationship between strategic leadership and service delivery in State 

Corporation in Kenya. Okibo and Agili (2015) revealed that there exists a positive correlation between 

strategic leadership and strategy implementation. The philosophy behind the practice of leadership is to 

use strategy in every act of decision making. A more thoughtful management approach can lead to greater 

success in the workplace if many factors are considered before action is implemented. However, the study 

was confined to strategy implementation and sought to establish the link between leadership and strategy 

implementation in selected public universities though not in State owned corporations.  

Waititu (2016) noted that there exists a relationship between strategy implementation and 

performance of commercial banks in Nairobi County-Kenya. The study established that leadership 

commitment to the strategic direction of an organization is of paramount importance and therefore top 

management must not spare any effort to persuade, inspire, motivate and encourage employees in order to 

generate valuable ideas for effective strategy implementation. The study points out those effective leaders’ 

implement change through articulating the vision, fostering acceptance of group goals, providing 

individualized support and intellectual stimulation and clarifying performance expectations. Strategic 

leaders re-think the situation rather than going through with a change. They make proactive rather than 

reactive measures. However, it was observed that study was limited to different variables such as 

communication systems, organization structure and culture though failed to focus on the combined 

variables of the current study of State corporations in the ministry of industry, investment and trade in 

Kenya. 

Ombui and Mwende (2014) assert that success of any change initiative lies in the understanding of 

that change by visionary leaders. Change in any form, irrespective of how minor, will usually face 

opposition of some kind. Clearly when the decision to change is made, the change initiators will need to 

have a vision as to why it is required. Unless these visions are shared with the employees concerned, total 

acceptance is unlikely. To overcome this, change initiators can merge the change processes that include 

the ‘wants’ of employees as well as that of the organization.  However, it was noted that the results of the 

study were limited to Cooperative banks of Kenya though not in the State owned corporations in Kenya. 

Melchorita (2013) posits that strategic leadership was one of the strategic moves of attaining 

organizational excellence. The ability of managers to have unique qualities to influence employees will 

result to improved organizational productivity in the changing business environment. Using a combination 

of management styles like democratic, bureaucratic, free style, management by objectives and 

management by walking around will facilitate organizational performance. However, it was noted that the 

study adopted that mixed research designs and factor analysis which did not test the strength of the 

relationship between variables thus forming the basis of the current study.  

Ombui and Mwende (2014) concur that strategic leaders have a role to play in organizations that 

have a long term intended dream. However, it was noted that the study adopted cross-sectional research 

design, adopted a sample size that was too large and non-probability sampling design was inaccurate, 

multiple tools of data collection such as interview guide and questionnaire were used. Martindale (2011) 

found out that strategic leadership involves the ability to anticipate, envision, and maintain flexibility and 

to empower others to create strategic change as necessary. Strategic leadership is widely described as one 

of the key drivers of effective strategy implementation. However, a lack of leadership, and specifically 

strategic leadership by the top management of the organization, has been identified as one of the major 

barriers to effective strategy implementation. 

 

4. RESEARCH METHODOLOGY 
The study adopted a cross-section research design to establish the influence of strategic drivers and 

service delivery in the ministry of industry, investment and trade in Kenya. The target population of this 

study consisted of 557 respondents of 13 State owned corporation in the ministry of industry, investment 

and trade in Kenya as shown.  The unit of analysis was State owned Corporation in the ministry of 

industry, investment and trade in Kenya while Unit of observation was employees of State owned 
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Corporations in the ministry of industry, investment and trade in Kenya.  Stratified sampling procedure 

was adopted select respondents the respondents of the study were categorized into two groups or stratum 

which included middle level managers and lower level employees. The respondents of the study included 

directors, departmental managers, and trade and development officers. The sample size of the study was 

371 respondents. Questionnaires were the main instruments of data collection based on the fact that they 

provide an opportunity to collect data systematically and analyze it for strategic decision making. Further, 

secondary data was obtained from Acts of parliament, Service charters and Vision 2013 of Kenya. 

 

5. DATA ANALYSIS  
Once the data is collected, the questionnaires were edited for accuracy, consistency and 

completeness. However, before final analysis was performed, data was cleaned to eliminate discrepancies 

and thereafter, classified on the basis of similarity and then tabulated. The responses were coded into 

numerical form to facilitate statistical analysis. Qualitative data collected from published content was 

analyzed using content analysis method where key themes were reviewed and deductive arguments were 

made based on the objectives of the study. Further, quantitative data was analyzed using Statistical 

Package for Social Sciences (SPSS version 21) based on the items of the questionnaires. In particular 

mean scores, standard deviations, percentages and frequency distribution were used to summarize the 

responses and to show the magnitude of similarities and differences. Multiple regression method was 

adopted to determine the statistical relationship between variables. Regression method was conducted at 

95% confidence level and 5% significance level. Results were presented in form of tables. The linear 

regression model that was adopted was of the form; Y= βо+β1X1 + ε, where; Y represents Service 

Delivery in State owned corporations.  β1 to β3 represents regression coefficients, X1 are regression 

coefficients, ε is the error term that represents other factors not included in the model. Before conducting 

regression analysis, normality, linearity, homogeneity and multicollinearity tests were conducted and all 

met the statistical assumptions as recommended by Crowther and Lancaster (2012). A sample size of 371 

respondents was selected from a total population 557 respondents. A total number of 371 questionnaires 

were administered to respondents but only 301 questionnaires were received from the field, 43 were 

inappropriately filled while 27 were not returned after administration. A total of 301 questionnaires were 

used in the analysis and this represented 81 % response rate which was above 50% as recommended by 

Fisher (2010). 

 

6. DATA RESULTS  
Table 4.1. Strategic Leadership 

Statements  Mean SD 

Leaders have innovative ideas of making the corporation competitive 2.89 .544 

Leaders motivates employees for a job well done 2.77 .487 

Leaders have resource management skills 2.68 .421 

Leaders  benchmarks the corporation activities to that of competitive 

enterprises  

2.51 .374 

Leaders encourage employees to advance their studies to improve service 

delivery 

2.44 .343 

Leaders have future plans of corporation competitiveness 2.37 .296 

Leaders of my corporation understand the vison and mission 2.26 .264 

Leaders have the capability to implement new policies 2.11 .621 

Leaders of my corporation understand the changing business environment  2.07 .574 

Leaders have institutionalized customer care culture 2.01 .342 

Aggregate Mean Score 2.411 0.426 

Source: Primary Data 

 

Table 4.1 shows the pertinent results provided by respondents after being asked to indicate the 

extent to which they agreed strategic leadership influenced customer service delivery in the ministry of 

industry, investment and trade in Kenya. As depicted in Table 4.1, the study revealed that the mean score 

for the 10 statements was less than the 2.00 which meant that most of the employees disagreed with the 

statement while the rest either agreed or were neutral. The aggregate mean of 2.41 indicated that the 

extent to which the ministry of industry, investment and trade in Kenya embraced strategic leadership was 

extremely low. Inability of leaders to neither innovate nor motivate workers was issues which contributed 

to deteriorating performance of the ministry. Further, inability of the ministry to benchmark, develop 

plans, and scan the business environment and failure to embrace customer care culture were issues that 
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affected performance of the ministry. These findings imply that the ministry of industry, investment and 

trade in Kenya was unable to embrace strategic leadership skills due inability of leaders to articulate 

future plans, develop new products, benchmark with competitive organizations and inability to manage 

change effectively. Further inability of leaders to create an enabling environment for employee career 

advancement and motivate had a negative impact on performance of the ministry. These findings are 

consistent with that of Gowan  et al. (2010), Hitt  et al. (2012), Normans and Jeffkins (2016) and Kemboi 

(2016) who concur that strategic leadership is considered to be a function of customer service delivery 

despite variation of management styles adopted by leaders to influence employees towards organizational 

goals.  

 

Table 4.2. Correlations Analysis 

Variable  Pearson 

Statistics  

1 Strategic 

Leadership 

Customer Service Delivery 

 Sample size 143   

Strategic 

Leadership 

Pearson Correlation  .136**   

Significance (2-tailed)  0.010   

Sample size 143   

Sample size 143   

Customer 

Service Delivery 

Pearson Correlation  0.032 .642** 1 

Significance (2-tailed)  0.000 0.011 143 

Sample size 143 143  

**Correlation is significant at the 0.01 level (2-tailed). 

*Correlation is significant at the 0.05 level (2-tailed). 

Source: Primary Data 

 

As shown in Table 4.2, Pearson’s product correlation analysis was used to assess the relationship 

between the predictor variable strategic leadership) on the dependent variable (customer service delivery 

in the ministry of industry, investment and trade in Kenya).As shown in Table 4.2, the results indicate that 

there is positive significant relationship between (strategic leadership) on the dependent variable 

(customer service delivery). Strategic leadership (r = .642, p < 0.011) at the 0.05 level in a two tailed test. 

This result implies that there exists a strong positive relationship between strategic leadership and 

customer service delivery in the ministry of industry, investment and trade in Kenya. 

 

Testing of Hypotheses 1 

H02: There was no significant relationship between strategic leadership and customer service 

delivery in the ministry of industry, investment and trade in Kenya. 

 
Table 4.3. Regression Results of Strategic Leadership and Customer Service Delivery. 

(a)The Goodness of Fit Test 

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

1 .376 .131 .116 .05795 

(b) The Overall Significance 

Model     Sum of Squares df     Mean Square     F-value Sig.(p-value) 

1 Regression .019 1 .019      5.591       .024 

Residual .114 34 .003   

Total .133 35    

(c) The Composite Score Test 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t-value 

Sig 

(p-value) B Std. Error Beta 

1 (Constant) .554 .071  7.864 .000 

Strategic Leadership .221 .093 .276 2.382 .014 

Predictor: (Constant). Strategic Leadership 

Dependent Variable: Customer Service Delivery 

Source: Primary Data 
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The results in Table 4.3 depicts that the relationship between strategic leadership and customer 

service delivery is statistically significant. It explained 13.1 % of variation (  =.131). The standardized 

regression coefficient (β) value of the computed score of strategic leadership and retention was .276 with 

a t-test of 2.382 and significance level of p-value=. 014. The null hypothesis was rejected at 95% 

confidence level and the study concluded that strategic leadership had a statistical significant effect on 

customer service delivery in the ministry of industry, investment and trade in Kenya. 

 

7. SUMMARY, CONCLUSION AND RECOMMENDATIONS 
The study established that there exists a significant positive relationship between strategic 

leadership and customer service delivery in the ministry of industry, investment and trade in Kenya. 

However, the study pointed out that despite the fact that strategic leadership had a positive influence on 

customer service delivery. To a larger extent strategic leadership practices such as delegation, timely 

feedback, participatory management, and institutionalization of change and adoption of contingency plans 

were not embraced by the ministry of industry, investment and trade in Kenya. Based on the findings of 

this study, it can be concluded that despite the fact that strategic leadership had a positive influence on 

customer service delivery, to a larger extent, the ministry of industry, investment and trade in Kenya did 

not embrace strategic leadership such as delegation, participator leadership, and institutionalization of 

change and democratic style of management. It was noted that customer service gaps in the ministry of 

industry, investment and trade in Kenya were attributed to inability of the management to embrace 

appropriate technology, train workers and recruit competent managers or leaders. 

For effective customer service delivery in the ministry of industry, investment and trade in Kenya. 

This study recommends that leaders to establish policies that promote delegation, participatory leadership 

and two-way communication approaches in the system. Top leaders should not only create maximum 

awareness among workers when introducing new changes but also establish models that will measure 

results of change more effectively and efficiently. Leaders should seek to empower workers in terms of 

skills and knowledge to minimize change resistance but also facilitate the urgency of the change in the 

system. This study established that of the ministry of industry, investment and trade in Kenya was 

underperforming due to challenges of training, delegating duties and lack of good will from top leadership 

to promote the knowledge and skills of workers. Therefore, this study recommends that the government 

should allocate adequate financial resources to train employees in diverse areas of management thus 

enhanced performance of the corporation. The government should establish policies that encourage 

workers to further their studies and promote workers based on competence and performance but not on 

political affiliation.  
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