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Abstract

The public service plays a significant role in development of a nation. It also promotes a socio-economic and political
atmosphere for any country to grow. In many developing countries provision of quality services and products are key in their
development agenda. However, the success or failure of any organization is attributable to its work force which is deemed key
in provision of employee in-service training aimed at achieving the set standards required. The study aimed to assess the
influence of employee in-service training on service delivery. The specific objectives were; to assess the effect of on- job
employee training on service delivery, and to establish the effect of off- job employee training on service delivery. The study
used the New Public Management (NPM) theory and the Cognitive Learning Theories. Descriptive research design was
adopted for this study. The target population comprised of all employees of the departments including department of Water,
Public works and roads, administration, finance and economics, education, health, Youth, Sports and Culture, Trade and
Industry, Agriculture and natural resources and the county assembly making a total of 241 carrying out administrative
functions, The target population was stratified according to ministries and arrived at a sample of 150 using the Slovin (2000)
formula. The data in this study was collected using questionnaires and an interview guide for department directors. Interview
guide was analyzed qualitatively while questionnaires were analyzed quantitatively. The study found that the level of service
delivery was unsatisfactory. It was concluded that the challenges, including lack of equal opportunity to all staff to undertake
training, absence of formulated internal training policy rely on the national government’s public service training policy which
does not cater for its specific needs, lack of stakeholders involvement and as a result, trainings are rare and do not meet their
training needs. The study recommended that the County Government should provide equal opportunity in training with well
training policy. The county government should work as County Government and not to rely on the National Government.
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1. Introduction

The current global trends of employee in service training exposes general reluctance in the public service, because of an
assumption that employees hired under a merit system are assumed to be competent and qualified in their specific tasks. Despite
in-service training being a key indicator in work performance, many employees in various organizations in the United States still
lack sufficient training skills and knowledge in their work place to enable them cope with the challenges related to efficiency in
delivery of services to clients.

This is contrary to the national provisions that demand quality services and training to all Americans employees because they
are fundamental to the government’s overall strategy for social economic development In-service training assumed to be
achieving socio-economic progress that is a hallmark of a democratic society. The commitment of an employee towards the goals
and aspirations of an employer are dependent on how the employees are managed and developed (Cyril, 2012). American Society
for training and Development ASTD (2013), a typical investment in training increases productivity by an average of 17%, reduces
employee turnover, and makes companies more profitable. This can be further explained by Myrna (2009), who wrote that
employee training is an important tool of managing people so as to control the attrition as it helps to motivate employees to
achieve both their professional and personal goals, increase job satisfaction level (Keen 2014).

In Nigeria, Chinelo (2013) found out that, frequent training of employees increased understanding of their job because the
objectives of those trainings were to influence the workers’ overall performance. This is linked to the fact that training makes sure
employees perform their tasks in order to satisfy customer Chinelo (2013). Similarly, Mpofu (2016) in the study of the role of
training on service delivery by employees in selected municipalities in South Africa, observed that training in all its form
including in service training is an important aspect of service delivery in organizations. The study validate the fact that provision
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of essential services by government entities such as local and county governments has in most cases been below expectation
especially in most African Countries.

In Kenya, employees and their leaders are engaged in in-service training events and their work constantly pegged on the
contribution of trained administration, organizational goals are effectively and duly achieved (Racino 2015). The County
Governments in Kenya have budget directors, human resources, all administrators, finance officers and other employees. It’s upon
this that the public service proposes the need to be equipped with an optimum number of staff with relevant skills, knowledge and
attitude in tandem with the competency framework, with a view to promote a value based public service (Elnaga and Imran,
2013).

2. Research Problem

Employee’s in-service training is very critical in their service delivery. Training improves workers’ competence and enhances
their ability to provide better services therefore constant growth and development of organizations. In contrary, studies showed
that service delivery in the public sector does not conform to the expectation of the public in terms of service delivery. The
Commission for Administrative Justice (2013) report on public service delivery by public servants exemplifies this scenario.

Kisii County Government allocated huge amount of money for training sessions to service delivery, however it appears that
training sessions on service delivery has not been felt much. The feedback received differs from the one expected. Thus it’s not
clear that training translated to good service delivery. Therefore, the study intended to examine the influence of employee’s in-
service training on service delivery in Kisii County Government.

3. Objectives of the Study

The study was guided by the following specific objectives:
i. To assess the effect of on- job employee training on service delivery in Kisii County.
ii. To establish the effect off- job employee training on service delivery Kisii County.

4. Review of Literature
4.1 Theoretical Framework

The general principles of the cognitive theory were developed by Jean Piaget, who was a Swiss biologist. The theory broadly
explains thinking and differing mental processes and how they are influenced by internal and external factors in order to produce
learning in individuals. In this theory, learning is the acquisition or reorganization of the cognitive structures through which
human beings process and store information (Good and Brophy, 1990).

Theory assumed that the way in which people learn to recognize and define problems and experiment to provide solutions.
This theory brings up the concept that individuals have different needs and concerns at different times, and that they have
subjective interpretations in different contexts enhancing acquisition of varied skills and knowledge while training is only one of
the ways for carrying out learning in organizations (McLead, 2012).

This theory is limited that it only explains the importance of knowledge acquisition, and indicates its benefits to organizations
and community as a whole. Training in all its forms as postulated by the cognitive theory is critical to the acquisition of
knowledge skills; attitudes and behavior of employees to enable them deliver better services. The study presumes that with
effective training, all trained employee are able to effectively deliver services to customers. Once complete, the study findings will
be compared with this theory to find our any differences and convergence in order to make a conclusion (Marozzi and Mario
2015).

This theory was argued by Smith (2014) who assumed that New Public Management (NPM) is an approach on public

service organizations running that is used in government and public service institutions and agencies, at both national and county
levels. This theory is hence vital and evident in the nature and quality of services delivered.

4.2 Conceptual Framework

A conceptual framework was developed to provide a linkage between in-service training and effective service delivery as
shown below:
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In-service Training 7'y Effective Service Delivery

e On-job Training
e Off-job Training

Independent Variables Intervening Variable Dependent Variable
Figure 1 Conceptual Framework
4.3 Discussion of Variables
4.3.1 Service Delivery

Davis (2014) observed that service delivery as an arrangement of periodical performance of supplying public needs. The
primary goal of any country is to achieve a sustainable improvement on standards of services that are aimed at facilitating quality
life to their citizens. In Kenya for instance, public service board, plays a vital role in effective delivery on public services that are
key in running the state and its economy.

Wanyoike (2015) alludes that service delivery to the people is the deliberate obligatory decision by the elected or appointed
officials to serve or deliver goods and services to people. Performance of any given organization or government is rated by the
nature and level of service delivery to its customers or clients of service. There are four ways of giving services to the public, this
includes; Direct service delivery which entails one on one contact that revolves around a service or product that the intended user
benefits or access directly in which he pays on the spot. It’s a transaction between a citizen and a member of government staff.
Indirect service delivery is anchored in the rules and regulations set. It does not only affect the intended user but other interests
too. Well-kept information record enhanced service delivery in this case. Individual service delivery is anchored on services that
affect an individual with a unique character from the other public and collective service delivery is aimed at a group or
community. Concerned authority may exercise the service collectively to all people or hire a company to perform on behalf.

Angahar (2013) noted that the delivery of services and goods at local government level is aimed at moving the standards of
living of the people to the next level, this is supported by Bolatito and lbrahim (2014) who alludes that provision of basic
amenities and social infrastructures for the people at the grass root is a key factor for an existence of a government.

4.3.2 On-the-job Training Methods

Human Resource experts including Bennet, Keith and Chris (2008) define on job training as an approach where learning is
undertaken on a normal work routine using actual tools, equipment, documents or materials that trainees use during their normal
work routines. This method is meant to provide employees with task-specific knowledge and skills in work area. During on job
training, tasks are regularly scheduled by either an expert or a senior personnel or supervisor at the workplace. This kind of
training is often; problem oriented and aims to underscore the skills in comparison to the job related challenge. In the Public
service sector, some of the commonly used approaches include coaching, mentoring, job rotation and apprenticeship among
others. Job rotation for instance is done to enhance and equip employees on tasks within an organization. Consequently,
employees are assigned duty in different departments for pre-arranged periods of time. To assess, the effectiveness of these
methods of training, supervisors assess earned work experiences and use it to determine their final job placement. On the other
hand, coaching is a method where the trainer acts as a coach to guide the trainee in learning more skills other than the ones he
already knows. In addition, apprenticeship methodology occurs when an employee is appointed as an apprentice and learns from
the senior employee to whom he is attached. It’s often for mechanics, carpenters and plumbers as asserted by Towett (2015).

Scholars such as Ngari (2015) explicitly underscore the role of in-service training in an evaluation of the influence of in-
service training on employee performance on service delivery in the judiciary’s lower courts in Nairobi County. The study
attempted to assess its influence on judiciary staff service delivery in the Kenyan Courts. To arrive at its findings, the study used
descriptive research design and administered its questionnaire to a sample of 85 judiciary officials. The study confirmed that in-
service training greatly influenced employee performance in the lower courts in Nairobi County. The study also showed a
significant increase in job satisfaction and morale for work among the trained employees.
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Jagero et al., (2012) also carried out a study to find out the relationship between on the job training and employee performance
in DHL and FedEx courier companies in Tanzania. The study objectives were to examine the existing on the job training
programs and asses the employee’s performance in the courier companies. Correlation survey method was used and
questionnaires were used as research instruments. The sample population of 150 employees was used and respondents randomly
selected. The study found that different on the job programs were undertaken by the employees of the companies which was done
according to the employee need assessment or as a result of the dynamic nature of the company operation. The study extensively
found out that performance depends on the training received thus there exists a positive bond between on the job training and
employee performance in the two companies.

In this reviews, its vivid that on the job training influences employee performance. The reviewed studies focused on
performance of organizations while this study focused on The Kisii County Government which is among the 47 devolved units in
Kenya whose core purpose is to give services to the public. This study further differed from the reviewed studies as it sought to
assess the effects of employee in service training on service delivery as opposed to performance in Kisii County Government.

4.3.3 Off-the-Job Training and Service Delivery

These are training programs designed and conducted at a place away from the normal work place of employees. The aim of
this training program is to provide essential skills for work performance away from the traditional working environment, Saleemi
(1997). To be effective, (Hansson, 2008) alludes that the learners are provided with study materials and allowed to have full
concentration on learning new skills, knowledge, and behavior without distractions of any kind. This form of training can be short
term or long term, short term including conferences, seminars, and workshops. Long term, on the other hand, includes studying as
either part time, distant learning or full time as a student in a college or university. The core purpose of this is to bond the
employees to each other and makes employees understand each other’s behavior and how they can relate to each other. During the
training, employees discuss themselves, their feelings and group processes Gobbler et al., (2006).

The off job training results in empowered employee, improved employee interpersonal relations, and morale of work. All this
are relevant to employees of Kisii County Government and the entire nation. Off the job training enhances employees to apply the
gained knowledge and skills acquired during training to normal job. Off the job training is an expensive form of training since it
happens away from job and with requires a lot of financial resources to be undertaken. The kind of training to take place in off the
job training depends on the budget, numbers of staff to be trained, the level of training to be undertaken, and the time available for
training. This training enables the training organization to impart their objectives to strategic targets to ensure employees achieve
them.

Hansson (2008) indicates that the off-the job training methods includes lectures, conferences, workshops, seminars, sensitivity
workshops and simulations exercises which often expensive and require a completely different set up away from the real
workplace. However, this training is customized to cater for aspects such as purpose of training, training budget, number of
trainees, level of trainees, nature of the job for which training has to be imparted and the time available. The nature of this training
method leads to long term success of organizations by aligning training programs to the strategic goals of the firms as observed by
Ankita (2012).

A plethora of studies have been carried out on the role of off the Job training on employee’s service delivery. Hogarh (2012)
for instance, on the effect of training on staff performance conducted in the Sic insurance company limited in Ghana, focusing on
effectiveness of training programs and the challenges of such training programs using descriptive research design. The study
established preference of employees to off the job training method as opposed to other alternative methods of training owing to its
convenience to learners. He also observed that this method enhances acquisition of skills. On the other hand, the study by Ngari
(2015) on the role of In-service training on the performance of judiciary staff within Nairobi County conducted using descriptive
research design by targeting Court Assistants, Court Administrators, Accountants, ICT officers and Human Resource Officers and
well as Court Magistrate analyzed data using descriptive statistical tools observed that in-service training affects employee
performance. In particular, the study discovered that the off-job training is critical in the transfers’ knowledge on actual job
activities, increase interaction of employees, contribute to employee retention, and boost morale and customers satisfaction.

4.3.4 Challenges Facing In-service Training

Many companies in the word use millions of shillings in training their staff in a view of upgrading their skills (Chris 2010).
Kandel and Hawkins (1992) argued that “stimuli that produces long-term memory for sensitization and classical conditioning lead
to an increase in the number of pre-synaptic terminals.” They concluded that “our brains are constantly changing anatomically as
we learn”.

Most managements of organization view training as a cost not an investment hence develop a negative odd towards enhancing
their employees to training. Most organizations like County Governments, find it difficult to conduct a viable need assessment,
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and when the need is recognized, time and money is committed to programs that are often in-appropriate, haphazard and premised
on a faulty diagnosis of the county governments’ training needs. Sometimes, deployment of staff is without strict regard to the
skill and profession hence leading to less efficiency. Effective training cannot be achieved without the implication of management
in the setting up of training objectives and follow-up at regular intervals on aims and achievements of the trainees. Disengaging
employees can cause a big challenge to the workforce productivity which can be costly to the company. Keeping employees
engaged to their jobs means keeping them comfortable in their positions. Happy and engaged employees are likely to have
personal stake in the company progress, which leads to high productivity Charlotte (2017).

Employee training has faced a lot of challenges within and outside organizations. Onyango (2015) noted that service delivery
in Kisumu County was challenged by political manipulations, corruption, lack of accountability and transparency, inadequate
citizen participation, lack of a proper human resource strategy, poor planning, monitoring and evaluation. Similarly, Makanyenze,
Kwandayi and Ikobe (2013) notes that in Kajiado county, service delivery was very poor and was affected by lack of employee
capacity and skills by personnel to provide the required services to the public Organizations are facing increased competition due
to globalization, changes in technology, political, economic and social environments Kiprop & Yego (2014).This motivates these
organizations to train their employees as one of the ways to prepare them to adjust to enhanced competitive environment. This
competition has not only been brought about by improvements in neither technology, nor a combination of factors of production
but increased efforts towards development of organizational human resources, Nassazi (2013). It is therefore mandatory for all
organizations to enhance the job performance of the employees and certainly implement in-service training and development as
one of the major steps that most companies need to achieve. This therefore calls for managers to ensure an adequate supply of
staff that is technically and socially competent and capable of career development into specialist departments or management
positions Afshan (2012).

5. Research Methodology

This study adopted a descriptive research design which involved collection of both quantitative and qualitative data to address
a research problem. Descriptive research design refers to a body of techniques for collecting data and obtaining responses from
individuals to a set of prepared questions Kothari (2006). The research design enabled this study to obtain information on how
employee in-service training relates to service delivery in the public service.

The study targeted all employees of the County Government carrying out administrative functions drawn from all county
government departments including of Water, Public works, administration, finance, education, health, Youth, Sports and Culture,
Trade and Industry and Agriculture and the County assembly making a total of 241 employees in its Kisii town which serves as
the headquarter of Kisii County who are skilled, semi-skilled and non-skilled, Kisii County Human Resource Data (2018). To
effectively sample, the study stratified the target population according to ministries and arrived at a sample using the Slovin
(2000) formula. The Slovin’s formula at 95 per cent confidence level was used to determine the sample size of 150.

The study adopted both primary and secondary sources to collect data. Questionnaires were used to collect primary data in this
study from the sampled population. Closed ended questionnaire designed to elicit responses of general information on in-service
training and service delivery in Kisii County was used.

The study adopted the questionnaire approach because it enabled the researcher collect information from a large sample, and
its ability to capture non-observable data such as perceptions, experiences and feelings of respondents. The researcher
administered the questionnaire to all members of staff from all the departments using a drop and pick method as seen in Table3.2
above. In addition, questionnaires gave respondents more time to give their thoughts and opinion. It was unbiased and less time
consuming to administer. The questionnaire was divided into two sections. The initial section covered the background variables
meant to acquire background information about respondents. The other section covered the questions relating to research
objectives namely; Nature of in-service training programs, efficacy of available training programs and challenges facing the
available training programs.

Quantitative data collected from the respondents was cleaned and coded according to various variables and organized for
computer analysis using SPSS. Quantitative data was analyzed using frequency distribution, descriptive statistics such measures
of central tendency. To draw an inference on the data, correlation analysis was used to determine the relationship between the
independent and dependent variables, the study used significance level (a) 0.05, where p< 0.05 was considered statistically
significant. Qualitative data derived from open-ended questions and interviews was cleaned, coded to generate categories and
themes based on the research questions and presented as continuous prose statements.

6. Research Findings and Discussion

6.1 Form of On-Job and Off-job Trainings Attended
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The results show that the County had preference to the job rotation as a method of on Job training at 60.3 per cent response
rate which was followed by Coaching at 26.7 per cent while apprenticeship was least preferred method of training at 6.03 per cent
response rate. The interviewed directors/heads of department stated as follows: The County has majorly practiced ob job training,
since it is the cheapest and most convenient way of training. They further noted that the county has been majorly using job
rotation and coaching methods.

The findings of the study demonstrate that most respondents agree to a great extent (57.7 per cent) that on job training
influences the service delivery of the respondents in the county. 29.3 per cent agree to some extent that on job training improves
their service delivery while only 1.72 per cent does not know its effect on service delivery. Jagero (2012) confirms that on Job
training indeed improves the performance and service delivery of trainees. On the job method has been our most preferred method
since it is cheaper and convenient. It has been giving us direct impact on our service delivery. They too alluded that the training is
continuous unlike off job which happens once over time.

The results showed that the county had engaged most of its employees on lectures at a percentage response of 37.06, followed
by conferences and seminars at 29.31 and 27.58 per cent respectively. Incidences where the county engaged it employees of
simulation were rear at 6.03 per cent. preference to the job rotation as a method of on Job training at 60.3 per cent response rate
which was followed by coaching at 26.7 per cent while apprenticeship was least preferred method of training at 6.03 per cent
response rate. Directors in the interviews stated as follows offer off the job training in a quarterly basis following a need
assessment of staff more so those in senior managerial positions.

6.2 The Level of Service Delivery

The study sought to establish the level of service delivery in the county. To determine this, the study obtained the responses
from the respondents on their perceived levels of excellence in service delivery. The data was obtained in the form of percentages
where below 10 per cent was perceived to be the lowest while 100 per cent highest level of excellence.

The study findings show that a majority of the respondent’s equivalent to 38 per cent believe that the level of service delivery
falls between 20 per cent and 40 per cent. This is followed by 24 per cent of the respondents who felt that the level of service
delivery fall between 40 and 60 per cent. Only 7 per cent of the respondents believe that the level of service delivery is either
below 10 per cent or above 80 per cent. The human resource directors agreed that; the directors agreed that there exist minimal
levels of complaints on service delivery especially from clients served in the ministries of Health and Public works. Despite this,
they observed that the county government commits to improve service delivery.

The findings of this study therefore points to a level of unimpressive service delivery by the county staff irrespective of the
commitment to resolving the service delivery bottlenecks.
6.3 Relationship between In-service Training and Employee Performance

Correlations it can be seen that the correlation coefficient (r) equals 0.77, indicating a strong relationship between on job
training and in service training which is similar to our findings at probability of p < 0.001 which indicates that the coefficient is
significantly different from 0. It can be concluded that there is evidence that in service training has a direct relationship with the

ability of employee to deliver services (r = 0.77, p<0.001).

Table 1 Correlation Co-efficient Analysis

Measure of coefficient On job Training Off the job
correlation training
On job Training Pearson’s correlation 1 0.77
Sig. (2 tailed)
N 100 0.001
Off the job training Pearson’s correlation 0.77 1
Sig. (2 tailed)
N 0.01 100

In relation to the results, there was a relationship between in service training and individual employee service delivery. The
findings are that many of the respondents attribute service delivery to in service training. This infers that training indeed promotes
efficiency by reducing of time of service to clients, minimal customer complaint and compliance to service charter. Concerning
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efficiency of service delivery in-service training promotes adherence to established budget, minimized cost of service and
enhances innovation of service delivery to their clients. Most previous studies provide evidence that there is a strong positive
relationship between human resource management practices and organizational service delivery and performance, Guest (1997)
mentions training and development programs as one of the vital human resource management practice which positively affects
workers knowledge, skills and their capability and service delivery. Farooq (2011) also established that there is a positive
correlation (r=.233) between training and employee performance. In the same way, Armstrong (2003) alludes to the fact that most
organizations including the county governments place a keen interest of high levels of performance through people.

When asked on whether the county government involves staff and other stakeholders in designing training policy and
programs, the respondents disagreed with a mean response of 2.17 that the county involves all players in designing training
policies or determination of participants for training. Similarly, the respondents pointed out that training are offered rarely and
that the county does not provide equal opportunity across all members of staff for training. In the contrary, the respondents
observed that the county was committed to resolve the training challenges with a mean response of 3.84 and that the structure of
the in-service training offered by the county equipped the staff to resolve customer complaints. Dutton (2000) in a study of
professional training and development for teachers by the Italian government observes that most in-service training courses
offered by the public entities including the county governments have short-term action, fragmented initiatives, poorply planned,
low influence, no evidence of impact, missing relationswith staff training requirement. This fact is underscored by absence of
regular training, lack of stake holder involvement including the county staff and skewed training favoring the male employees
compared to the female county staff.

The interviewed directors found that In-service training in the county Government has faced some challenges ranging from
Frequency of training, resources for training and lack of goodwill for training. They acknowledged of less funding for training.
They remained committed towards addressing the challenges.

7. Conclusions and Recommendations
7.1 Conclusions

The study concluded that the level of service delivery at the county was unsatisfactory and attributable to a number of
challenges including lack of equal opportunity to all staff to undertake training, actually trainings conducted were skewed,
absence of formulated internal training policy and relies on the national government’s public service training policy which does
not cater for its specific needs, lack of stakeholders involvement and as a result, trainings are rare and do not meet their training
needs, hence training needs assessment should be conducted for all employees to create a superior workforce by focussing in the
areas of weakness and developing them through relevant courses as per the need identified for training.

In respect to budgetary allocations which is commonly seen as a challenge to effective delivery of service, the study observed
that meager resources are allocated for training per employee further hindering ability of employees to deliver quality service. The
county government should increase the allocations so as to cater for all employee training needs. On efficiency, the county should
provide relevant training to reduce staff turnover, lower maintenance cost by reducing equipment breakdowns and results in fewer
customers complains. Lastly, the county should come up with a clear monitoring and evaluation tool to subject the employees to
accountability towards service delivery. While design training programs, organizations should bear in mind that training is a
stimulant that workers require to improve their service delivery and capabilities which consequently increases organizational
productivity.

7.2 Recommendations

To effectively manage in-service training, the study recommends formulation of a clear internal training policy that focuses on
the needs of the stakeholders and provides equal opportunity for either gender. Equally, the study recommends a post training
impact assessment of the achievement of the training.

The study focused on effects of employee in-service training on service delivery in Kisii County Government and exposed
gaps on best practices in enhancing competitiveness and quality standard on service delivery. Counties being a recent system of
governance, this study recommend further studies in other counties. Similarly, the study recommends another study on other
factors affecting service delivery.
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