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ABSTRACT 

This research established the effect of organizational behavior modification on service delivery 
at the Immigration department in Nairobi, Kenya. The specific objectives included: a) to find 
out the effect of reinforcement strategies on service delivery, b) to determine the effect of 
employees' readiness on service delivery, and c) to establish how aligning objectives of 
organizational behavior modification with organization goals affect service delivery. The study 
adopted a descriptive design with a population of 695 respondents. A scientific sampling 
method was adopted and data was collected using an online questionnaire survey technique. 
The quantitative data were analyzed using descriptive and inferential statistics. Specifically, 
this study conducted a linear regression analysis to illustrate the combined effect of predictor 
variables on service delivery. The analysis established a significant positive relationship 
between employees' readiness to change and service delivery (p- value = 0.000 < 0.05) . 
Also, there exists a significant positive relationship between aligning objectives of 
organizational behavior modification with organization goal and service delivery (p -
value = 0.000 < 0.05). However, the study established an insignificant positive 
relationship between reinforcement strategies and service delivery (p - value = 0.225 > 
0.05). The implication of the findings of this study to the Immigration department is that 

behavioral changes require readiness at the individual level. Importantly, the management 
should also find a way to align the objectives of the behavior modification to organization goals 
to create a comprehensive and strategic behavioral objective that employees strive to achieve, 
directly and indirectly, to improve service delivery. The study recommends the need to 
emphasize behavior modification at an individual and organizational level as it is an area that 
directly determines the culture of group employees and the organization in generaL Regarding 
areas of fmiher research, the sh1dy recommends other studies to be unde1iaken in other 
govemment agencies . There is also a need to identify and include other dimensions of 
organizational behavior modification and detem1ine how they affect service delivery in public 
institutions in fmiher research. 

Key \Vords: Organizational behavior modification, service delivery, reinforcement theory, 

readiness for change 
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DEFINITION OF TERMS 

Organizational Behaviour Modification: 

Readiness for Change: 

Reinforcement: 

Service Delivery: 

Refers to a concept that explores the perspectives 

of organizational behavior, which leads to the 

modification of individual behavior that 

improves performance (Skinner, 1953). 

Readiness for change measures a person's 

commitment and level of self-efficacy towards 

new changes within the organization (Weiner, 

2009). 

Reinforcement refers to management techniques 

that organizations use to stimulate positive 

behavior so as employees can work better 

(Management Study Guide, 20 19). · 

Refers to how well employees in the public sector 

fulfil their customers, citizens, or enterprises' 

needs when seeking or providing relevant data 

(UNDP, 2016). 
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CHAPTER ONE 

INTRODUCTION 

The chapter describes the background of the study, statement of the problem, the purpose of 

the study, objectives of the study, research questions, ai1d justification of the study, limitation, 

and scope of the study. 

1.1 Background of the Study 

According to Ahmed (2014), organization management primarily focuses on 5Ps, namely; 

plan, process, people, possession, and profit. In these 5Ps of management, the people remain 

the most challenging in the myriads of challenges and most difficult factor to manage in the 

organization. Kempe (2012) added that today's dynamic business environment even makes it 

more demanding for organizations to redesign operation systems that focus on people. 

Organizations such as public sector organizations have a diverse mix of people (UNDP, 2011) 

which requires behavioral modification strategies for people management. 

People challenges, arising in organizations are due to undesired people behaviors which 

suggest that organizations should find ways to stimulate positive behavior (UNDP, 2011). 

Through behavior modification, management predominantly aims to provide further 

understanding, prediction, and control of people within the organization (Fisher & Gonzalez, 

2013 ). Interestingly, modification is concerned with how individuals are motivated to change 

their actions and interactions at the workplace. Organizational behavior modification is about 

alterir.g behavioral patterns through learning and other approaches, like reinforcement and 

readiness, to achieve desired results (Gajare, 2020). 

Governments across the world, are implementing infonnation and technology (IT) practices as 

part of reforms to improve service delivery in various sectors (Cunningham & Geller, 2008). 

Whether these changes and practices require a change in behavior among people working in 

government offices remains an area of interest for most scholars. This study provides additional 

knowledge and understanding of the effect of organizational behavior modification on service 

delivery in the public sector. 
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1.1.1 Organizational Behaviour Modification 

Organizational behavior remains an area of interest for both scholars and management 

practitioners (Artis, 20 12). It deals with people who are considered human capital in the 

organization. Management focuses on people to create business efficiency (Fredrick, 2014). 

Existing literature suggests that the role of people cannot be taken away, by simply investing 

in technology. Rather, organizations must find ways to motivate their employees to improve 

their skills and create a culture of belonging through reinforcement strategies that facilitate 

change. Management theories have attempted to link organizational behaviour with 

perfonnance and align it to hovv motivation can be critical in changing employee behaviour in 

the organization (Mullins, 20 I 0). 

Modification is an essential concept for managing employee behaviour. According to Gordan 

and Amutan (20 14), as cited in Management Study Guide (20 19), organizational behavior 

modification refers to "a concept that explores perspectives on organizational behavior aimed 

at improving individual behavior to improve performance." Organizational behavior 

modification, thus, can be understood from the concept of reinforcement theory (Skinner, 1953) 

as well as the organization's readiness for change theory (Weiner, 2009) . According to 

Management Study Guide (20 19), reinforcement theory details how people leam certain 

behaviors. Weiner (2009) also explained that readiness for change is organizational employees' 

shared values to implement necessary refonns. 

According to Bharijoo (2008), m:ganizational behaviour modification can be applied in several 

ways including introducing new changes to the employees, make employees understand the 

need for changes, and align employees' vision with the need for behaviour implementation. 

The goal is to develop highly productive teams, who can align the objectives of organizational 

behaviour modification with the general organization goals . The author argues that in some 

instances, organizational behaviour modification acts as a motivating factor amongst 

employees. As a result, how employees behave in the future, depends on what consequences 

their behaviour elicits in the present. This is based on the notion that the external environment 

plays a key role in an individual's behaviour. 

Like private institutions, public institutions face many challenges (Silva, 20 17) including 

employee behaviour. For many years, most government institutions have not worked as per the 

expectations of their citizens in developing countries. It has been argued that services in the 
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public sector are inaccessible with no timeliness, suggesting delays (Foster, 20 17). However, 

the effective and efficient functioning of public institutions depends on their employees. As 

governments implement various technology practices as part of reforms to improve service 

delivery (Cunningham & Geller, 2008), there is a need for further research, to illustrate the 

effects of organizational behaviour modification on service delivery. 

Existing literature from Change management experts has emphasized the importance of 

establishing organizational readiness for change and recommended various strategies for 

creating it to enhance organizations modification behaviour (Weiner, Amick and Lee, 2008). 

Consequently, (Klein and Kozlowski, 2000) posited the importance to note that organizational 

readiness for change is conceptualized from a psychological state that organizational members 

hold in common that forms the behaviors. As such, therefore, the relationship between 

readiness to change and modification of the behaviors for change is critical. Weiss, (1997) 

demonstrated that the degree of behaviour displayed positively correlated with perceptions of 

success and competence of the superiors and subordinates in the· organisation setting, that is a 

question of readiness assessment. As such, therefore, to succeed in managing modification of 

behaviors the link to assessing readiness to change is cmcial from the fact the there is a need 

to understand the three most impOiiant elements in changing behaviour that includes the 

readiness to change, barriers to change, and likelihood lapse (Cheny, 2001). 

Weiner (2009) developed readiness for change theory to establish how employees perceive the 

change implementation in the organization taking into account behavior and motivation. ln 

adopting the views ofBandura (1997), Weiner explains that employees' readiness for change 

must be viewed through their level of commitment and self-efficacy (a psychological state that 

members hold in the organization). These measures provide a clear picture of employees' 

behavior in the organization. When employees feel appreciated and involved in the 

modification process, their level of commitment tends to be high (Ellinger, Ellinger, Yang, & 

Howton, 2002). This can act as a positive reinforcement to employee behaviour, towards 

efficient performance and quality delivery. This study combines the concepts of commitment 

and self-efficacy, reinforcement theory, and readiness for change to construct a framework that 

guides the study objectives. 
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1.1.2 Service Delivery in the Public Sector 

Public sector service delivery can be defined as "any contact with public administrators where 

customers, citizens, or enterprises seek or provide data, handle issues or affairs and fulfil their 

duties," (UNDP, 20 16). Most public administrations work on the idea of delivering effective, 

predictable, reliable, and customer-friendly services. Ironically, the opposite is also true. 

Changing consumer needs continues to be a challenge for many public institutions. This is also 

with regards to the growing number of citizens seeking services in public institutions. Effective 

service delivery requires that the government understands the need to promote citizen-oriented 

administration, and also requires good administrative policies that coherently regulate and 

provide delivery to ensure access to public services (Foster, 20 17). 

Today, most institutions in both, public and private sectors, have better tools, better systems, 

effective evidence-based practices, and even in more efficient cases, better access to funding 

(UNDP, 2016). However, with all these modern developments, especially in the public service 

sector, issues arising from service delivery continue to be a challenge for many. Most 

government institutions still struggle to provide quality, accessibility, timeliness, and efficient 

service delivery to the citizens (Kempe, 2012). 1t is interesting to note that providing goods and 

service delivery in the public sector is a significant challenge. According to Wilson and 

Sonderegger (20 16), various sectors are rapidly changing. Together with institutional politics, 

the changes make it difficult for organizations to design and implement service delivety 

processes, shifting the behaviours that would otherwise result in negative results. 

The govemment of Kenya introduced a results-based management system between 2004 and 

2007 in the public sector, followed by another reform supported by UNDP in 2009 (The 

Republic of Kenya, 2013 ). Of significance to this study, is "the rapid results initiative approach 

that was launched across the ministries to help speed up services such as processing and 

issuance of passports, national identity cards and birth cettificates." All these efforts are aimed 

at ensuring that within the immigration department, the number of days citizens have to wait 

to get services reduces from 100 days to 30 days. In addition, to a potential time frame of about 

10 days to 3 days as previously indicated by the Cabinet Secretary for Ministty of Interior and 

Coordination. 

Achieving efficient service deliver; requires institutions to have time and resources to divert 

effmis towards capacity building (Salilm & Khalil, 2011). Handling essential operational 

4 



concems such as the implementation of software, case management processes, and methods 

for tracking and measuring outcomes are organizational challenges that should be addressed 

from an OB angle. Implementation of new business processes comes like a change in the 

organization and management must ensure that employees are in their right mind and are ready 

to embrace and work in the new business environment. lt is a modification stage where 

employees' behavior, as well as · OB, are altered and newly aligned to the ne\~r business 

processes. 

In Nigeria, Salihu and Khalil (20 11) provided a framework that designs effective OB Mod. The 

authors mentioned leadership qualities, managerial accountability, and decentralization of 

management resources and responsibilities. These capabilities when used effectively can act as 

a reinforcement strategy towards enhancing employee readiness to change in the local 

govemment. Khalil and Adelabu (2012) also designed a model for efficient and effective 

service delivery by governmental ministries, departments, and agencies . The authors stressed 

the need for leadership qualities that can increase e1nployee commitment and self-efficacy. 

Commitment and self-efficacy can make employees ready for change implementation. 

Additionally, there is a need for managerial accountability to provide struch1res for employee 

reinforcement. 

1.1.3 Department of Immigration- Kenya 

The Department of Immigration services is under the Ministry of Interior and Coordination of 

the National Government. It is charged with the registration of Kenyan Citizenship, Issuance 

of Passports, Travel Documents, Immigration Controls, and Foreign Nationals Management. 

The vision of this depa11ment is 'To be the lead immigration services provider in the world, by 

contributing to secmity and socio-economic development of the country, and by facilitating 

travel and regular entJy, exit, residency, and citizenship' (Department of Immigration, 20 18). 

According to the Department of Immigration website (20 18), it should take a fortnight to get a 

passport renewed or a new one approved. However, it could take longer due to various reasons 

such as mistakes during the application process, a backlog, or a delay in due diligence. The 

department has, however, continued to seek modernization of its services and is on tbe go 

changes to how it delivers service to the clients. Digitization of records, automation of all 

immigration services, and the digital e-passpm1 system have been implemented towards 

ensuring shorter turnaround times. Key to how Immigration Depaitment performs, is the office 
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of the Public Service Commission (PSC) of Kenya which is mandated by the Constitution of 

Kenya, 2010, to provide HR to all public institutions as per the citizens Charter 2009 (Muhaise, 

2015). 

The depmtment of immigration is now at the forefront of improving service delivery through 

!CT. Through thee-government system championed through the Vision 2030, application and 

execution of all immigration mandates are now conducted digitally to achieve universal access 

to ICT secured data (Imbamba & Kimile, 20 17). This indicates a certain level of readiness for 

change and implementation of reinforcement strategies meant to enhance services and offer 

effective services to the public sector (Public Service Commission, 20 17). The Depmiment 

based in Nairobi, is the main headquarters of Immigration in Kenya, making it ideal for the 

study. The digitization process of govemment has been one of the emerging issues in the 

management of public service. However, little literature exists to show the effectiveness ofOB 

Mod on service delivery in this department. 

1.2 Statement of the Problem 

According to OECD (2017) on the principle of public administration, a well-functioning public 

institution is a prerequisite for transparent management, governance, efficient, and effective 

administration for improved service delivery. It is the foundation function of the government 

to detennine its ability to provide public services which meet the needs of the citizens. 

Organizational behaviour in govemment instih1tions is an impm1ant aspect that plays a key role 

in detennining the effectiveness of the roles of various departments. Kenya has experienced 

rapid refo1ms and transfonnation in the public sector between 1993 and a hallmark in 2010, 

characterized by new constih1tional refo1ms. All, aimed at improving service delivery to the 

citizens (The Republic of Kenya, 2013). The most recent reform is introducing e-citizen, where 

people can quickly get government services through the intemet at the comfort of their 

workplaces and/or home without necessarily going to government offices. 

Moreover, several steps have been taken to streamline the organizational structure of 

government to reflect better-defined roles of ministerial and departmental functions . Also, 

downsizing of employees has been made to ensure that the current staffing effectively delivers 

govemment services (Public Service Commission, 20 17). However, to date, delivery of 

government services remains slow and is characterized by various levels of alleged corruption. 

Most public servants are either slow or perceived to be inactive (Public Service Commission, 
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20 17). It is, thus, significant to establish the level of public servants ' (employees ' ) behavior in 

the organization regarding the implementation of new reforms. 

In response to this challenge, this study proposes to determine several options for making 

organizational behaviour modification effective, in organizations aligned to a "people owned" 

process in public institutions. Meaning, people within the organization take and are in charge 

of their behaviour. Notably, the govemment can continue to issue guidelines for passport 

applications to be ready within three days from the previous 30 to 10 days' time frame . 

However, understanding employee behaviour is essential in achieving this goal. Employees 

must be able to operate efficiently and embrace new technology. Previous studies undertaken 

have looked at employee behavior in other sectors (Salihu & Khalil , 20 J I; Kurgat, Chebet, & 

Rotich, 20 15), with less focus on the Immigration depa11ment, considering recent reform 

developments . This study, therefore, seeks to establish the effects of organizational behavior 

modification on service delivery at the Immigration department in Nairobi, Kenya. 

1.3 Research Objective 

The overall objective of this study was to detennine the effect of Organisational Behaviour 

Modification on service delivery in the public sector with a pm1icular focus on the Immigration 

Department in Nairobi, Kenya. 

1.3.1 Specific Objectives 

i) To detennine the effect of reinforcement strategies on service delivery at the 

Immigration department in Nairobi, Kenya. 

ii) To establish the effect of employees' readiness to change on service delivery at the 

Immigration department in Nairobi , Kenya. 

iii) To evaluate the effect of aligning the objectives of organizational behaviour 

modification with organization goals on service delivery at the Immigration department 

in Nairobi, Kenya. 

7 



1.4 Research Questions 

The following research questions directed the study; 

i) What is the effect of reinforcement strategies on service delive1y at the Immigration 

department in Nairobi, Kenya? 

ii) Does employees' readiness to change affect serv1ce delivery at the Immigration 

department in Nairobi, Kenya? 

iii) How does aligning the objectives of organizational behaviour modification with 

organization goals affect service delivery at the Immigration department in Nairobi , 

Kenya? 

1.5 Scope of the Study 

This study sought to determine the effects of organizational behaviour modification on service 

delivery in the public sector, a case of the Immigration Department in Nairobi, Kenya. This 

study was based on two theories; Reinforcement or operant conditioning theory by Skinner 

(1953) and Weiner's (2009) theory of employees' readiness for change. The explanatory 

variables of the study therefore are; reinforcement strategies (rewards and recognition, goal 

planning, drive persistence and punishment), readiness for change (employees' level of 

commitment and self-efficacy), and the aligning objectives of organizational behaviour 

modification with organization goals (adaptability, collaboration and partnership, job 

satisfaction, and development). Quantitative data was gathered using online questionnaires 

from employees within the Immigration department in Nairobi with a target population of 695 

respondents. Scientific and probability sampling methods were used to pick the desired sample 

size of the study. 

1.6 Significance of the Study 

First, the study provides additional knowledge on OB Mod, an area considered necessary in 

the management sector. It provides researchers with additional literature information that can 

be useful in future debates regarding the relevance and effectiveness of OB Mod in the public 

sector and other sectors. 
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Second, the study is of great significance to governments at all levels ; county and national 

governments and policymakers. The study highlights the importance ofOB Mod in government 

institutions and the need for policymakers. Creating the need to draft effective policies that can 

be used and adopted by all government institutions to improve the behaviour of employees. 

Third, the study is valuable to management practitioners concemed with management practices 

in government institutions and departments . The study highlights how OB Mod practices can 

be aligned to both overall and individual employee goals, departmental goals, and institutional 

goals to provide efficient and effective service delivery to the citizens. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1lntroduction 

This chapter provides a comprehensive summary of previous studies or scholarly work on this 

research topic . The chapter further identified scholarly journals, articles, books, and other 

information sources relevant to the cunent study by first identifying a theoretical base for 

dete1mining the nature of the study. Thereafter, the chapter provides a critical empirical review. 

The chapter concludes by discussing the knowledge gap, conceptual framework, and 

operationalization of study variables . 

2.2 Theoretical Review 

A theory is a concept, an idea, and/or a beliefthat is intended to explain the concept of a study. 

A good theory must relate to the research topic in addressing the research problem. This study 

adopted two theories; reinforcement theory or the operant conditioning theory and Weiner's 

theory of organizational readiness for change. 

2.2.1 Reinforcement Theory of Motivation 

The reinforcement themy of motivation is associated with the work of Skinner (1 953). 

According to Skinner, an individual's behavior is a function of its consequences based on the 

law of effect as proposed by Thomdike (1905). Reiterating that a person's behavior with 

positive consequences tends to be repeated but those with negative consequences tend not to 

be repeated. Therefore, the reinforcement theory of motivation focuses on what happens to 

people when they take specific actions. The theory recognizes the importance of the external 

environment as a motivational factor of an individual in the organization. Changing 

organizational contexts must be addressed to have positive effects on employee behavior 

(Management Study Guide, 20 19). 

Changes in the business environment resulting from competition and globalization require 

firms to adopt new ways of doing business. These factors must be aligned to an individual's 

motivation and needs since in most cases, they define how a person reacts to their actions in 

the business (Gordan & Amutan, 2014). This follows Skinner's (1953) view that the external 
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environment of an organization must be designed effectively and positively to motivate 

employees. The reinforcement theory of motivation highlights the state of mind of each 

individual in the organization. That is to say, employees' emotions and feelings . 

Skinner (1953) further posits that the external environment of a company must be designed in 

a way that positively increases the behaviour of an individual to act and work towards an 

organization's goals. lt is a themy that explains the need to control each person's actions and 

behaviour. The management of organizations must understand that people perform better when 

motivated and the behaviour of employees directly affects organizational perfom1ance. In the 

digital and technological age, employee behaviour in innov<1tion must be addressed to improve 

performance (Redmond, 20 I 0). 

This theory is imperative for this study as the study sought to establish reinforcement strategies 

that have been adopted towards effective and efficient service delivery at the Immigration 

department in Nairobi,. Kenya. The theory highlights reinforcement strategy frameworks that 

management can effectively apply to improve employee behaviors as well as motivation. 

Management can use positive reinforcement, which implies positive feedback when an 

individual demonstrates positive and required behaviour (Management Study Guide, 2019). 

Negative reinforcement can be applied by rewarding an employee to remove undesired 

behaviors or consequences. Punishment may be used as a form of removing positive 

consequences to reduce undesired behaviour. Extinction, the absence of reinforcements, can 

also be used to exemplify desired behaviour. The implication of this theory to the study is that 

it explains in detail how an individual learns the behaviour and that motivating employees does 

not require managers to reward employees simultaneously (Management Study Guide, 20 19). 

There are various objections to reinforcement theory. First, the leaming process is based on the 

experiment of cats and not entirely on humans. Second, there is an assumption that actual 

behaviour is only influenced by environmental factors which are questionable in the eyes of 

other scholars like Chomsky. According to Chomsky, functional behavioural analysis is not an 

efficient framework to study human behaviour. That it requires knowledge of internal 

stmctures to understand how behaviour works (Villcna, 20 18). Despite the objections, this 

theory remains relevant to this study. 
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2.2.2 Organizational Readiness for Change Theory 

This theory was proposed by Weiner (2009) as a behaviour modification theory to illustrate the 

need for all levels of organizations' behaviour- individual and departmental. Werner posits 

that these two levels of behaviour need to be considered effective when modification of any 

form of change is taking place in the organization. Management needs to ensure a high level 

of readiness for change or modification of behaviour in the organization. According to Weiner 

(2009), organizational readiness refers to organizational workers' change commitment and 

change efficacy to implement organizational change or behaviour modification. 

The theory, therefore, indicates that for any change in the organization, management must 

ensure that employees or members of the organization are ready. They are both psychologically 

and behaviourally prepared to take actions (willing and able) (Weiner, Le\vis, & Linnan, 2009). 

While adopting the concept of goal setting as highlighted by Bandura ( 1997), Weiner (2009) 

constructs commitment to change to mean organizational workers share a resolve to pursue the 

course of action involved in change implementation. Just like in the business, employees must 

work together towards the main goal which is directed by the mission and vision of the 

company. 

On this note, the theory, as explained by Weiner, suggests that implementing complex 

organizational changes requires employees to resolve to work together as a team. This may 

create positive behaviour and efforts towards a successful implementation process. The goal is 

to ensure that every member's level of commitment to the change process is real rather than 

having a division in the efforts of members in the organization (Weiner, Amick, & Lee, 2008). 

It has been observed that employees can commit to implementing an organizational change or 

reform because they want (they value the change), they have to (they have little choice), or 

because they ought to (they feel obliged) (Weiner, 2009). 

Moreover, the theory of readiness to change also discusses the concept of change efficacy 

similar to collective efficacy by Bandura (1997) \vhich is very important for the current study. 

Change efficacy refers to employees' sharing beliefs in their collective capabilities to organize 

and execute a course of action involved in change implementation. Ftu1her, learning and 

coordination are important in creating a common belief. At a time when most governments 

globally are introducing reforms aimed at improving service delivery, govenunent officials 

must work towards the main goal and have shared beliefs with regards to the changes being 
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introduced. The government must also ensure that employees are psychologically and 

behaviourally ready. 

This theory is significant to this study, as it forms the study's second objective -readiness for 

change. It highlights how an individuals' commitment and the level of self-efficacy can be 

essential to the success of refonns implemented in the public sector. The theory also further, 

directs the third objective of the study -linking objectives of OB Mod to organizational goals. 

According to the theory, when the objectives of any form of reforms or behavior Mod are 

linked to the departmental or organizational goals, members can be highly motivated. This, 

thus, can result in an increased level of commitment and learning which enhances service 

delivery in the organization. 

2.3 Empirical Review 

Various studies have been undertaken to explore organizational behavior modification either 

simultaneously or separately. Though there is limited literah1re directly involving 

organizational behaviour modification and service delivery, this empirical review section 

highlights some of the available scholarly works that are significant to this study. 

2.3.1 Reinforcement Strategy and Service Delivery 

In the cmTent business environment, managers have more performance concems with regard 

to the productivity and efficiency of their employees (Noe, Hollenbeck, Gerhart, & Wright, 

20 17). This is very critical as it has overall effects on organizational performance. Amid the 

changing business environment, one strategy that organizations use to improve the motivation 

of their employees is the use of reinforcement strategies (Pesalj, Pavlov, & Micheli, 20 18) 

adapted from the reinforcement theory by Skinner ( 1953 ). Reinforcement, also known as 

learning, is a stimuli strategy used to produce desired behaviors with different occlmences and 

schedules. Reinforcements can either be positive, negative, punitive, or extrinsic. 

Several studies have been carried out to establish the relationship between the implementation 

of reinforcement strategies, pm1icularly positive reinforcement, and the productivity of 

employees (A11is, 2012). In a sn1dy in the United States of America, Wei and Yazdanifard 

(2014) found out that by applying positive reinforcement in financial and non-financial 

incentives, the efficiency and effectiveness of employees can improve. Organizations have 
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begun to collaborate with their employees to participate in implementing changes to improve 

their motivations and behaviors in the organization through reinforcement. 

Artis (20 12) researched the impact of positive reinforcement strategies on increased job 

performance of mid-career, non-supervisory individuals in the organization. The results 

revealed that positive reinforcement has minimal impact on job performance. Additionally, 

Asadullah et al., (20 18) on the effect of reinforcement and punishment on employee 

performance established that reinforcement and punishment significantly influence motivation. 

There is also a significant effect on values, decision making, tackling conflicts. and the overall 

performance of the employees in the organization. Varying variables affect reinforcement 

which in turn affects organizational performance. Managers of organizations must understand 

the pragmatic components that can lead to positive reinforcement. 

Kurgat, Chebet, and Rotich (20 15) revisited the theories oflearning to establish how behaviour 

modification as a process management technique can enhance organizational development. 

Using organizational behavioural tem1s as well as behaviour modification from existing 

journals of management, the authors argue that the complexity of the current business 

environment has imposed constantly changing behaviors v,rithin organizations, thus, employee 

behaviors need to be constantly monitored and reviewed. The authors stated that organizations 

need to continuously facilitate learning since organizational learning is one way of 

organizational behaviour modification. Leaming allows individuals to gain effective skills and 

knowledge that can be used to improve performance and service delivery in organizations. 

Moreover, for positive performance, effective organizational behaviour modification improves 

job satisfaction, acts as a motivation, and creates a culture of role sharing or togetherness in the 

organization. 

Cunningham and Geller (2008) indicated that organizational behaviour should focus on 

peoples' behaviors, analyse the behavioural causes, and then use an evidence-based 

intervention strategy to improve behaviour as a way to learn new practices. The authors 

conducted a literature review study on how the application of organizational behaviour 

management in health care organizations can result in large-scale improvements in patient 

safety. The results revealed that potential organizational behaviour management in health care 

settings should be integrated \Vithin a framework of those organizational behaviour 

management techniques with the highest possibility of enhancing paiieut safety on a large scale 

in the hospitals . 
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2.3.2 Readiness for Change and Sene Delivery 

Obiageli et al., (20 16) examined behaviour modification and employee performance in selected 

JXlint manufacturing companies in Anmnbra Stnte, Nigerin . Using n survey design with a 

sample of 123 respondents, the findings established that there was a positive significant 

associntion between employee recognition and employee commitment. Proving behaviour 

modification practices nre important factors thnt can enhance employee performnnce. 

According to Neves (2009). exlernnl factors like government regulations continue to push 

organizations towards change. As such, readiness for change continues to be a key construct 

for companies to respond quickly and successfully to change. In a study titled "readiness for 

change: contributions of employee ' s level of individunl change and turnover intentions," Neves 

(2009) used employee's affective commitment to change and self-efficacy as explanatory 

variables . The study established that high levels of commitment towards self-efficacy explain 

the readiness of employees to change. hence, improving their performance delivery of services 

in public institutions. 

Shah (20 11) studied the relationship between organizational justice and employee readiness 

for change in large public sector organizations. The author found out that employees in 

developing countries can develop their positive attitudes and behaviors for organizational 

change based on disruptive and procedural justice. Kirrane. Lennon, O'Connor, and Fu (2017) 

investigated the mediating role of psychological capital , linking perceived management 

support with employees' readiness for change. Using a sample of 120 employees based in 

public sector organizations, the results demonstrated that psychology partially mediates the 

relationship between management support and employees' readiness for change. 

Most importantly, employees' responses to change are shaped by both their psychological 

resources and their perceptions of their organizntional environment as indicated in the 

reinforcement theory by Skinner ( 1953 ). Soumyaja, Kamlanabhan, and Bhattacharyya (20 15) 

also looked into the influence of individual factors (creative behaviour and practical 

intelligence), process factors (panicipation in decision making and quality of communication), 

and context factors (trust in management and history of change) on employees' readiness for 

change to transfonnational changes with commitment as a mediating variable. The study found 

out that commitment alone was key to employees' readiness for change (Soumyaja, 

Kamlanabhan, & Bhattacharyya, 2015) . 
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According to a study by Shea et a!., (20 14 ), organizations should develop contextualized 

adequacy assessments with behaviour as a measure of change commitment and change efficacy 

that reflects organizational readiness for implementing change through behavioural 

modifications. This study was conducted in a health care setting to illustrate how organizational 

readiness implementing change using Weiner ' s theory of organizational readiness for change 

can be effective. The sh1dy involved four steps using 98 samples of university students enrolled 

in health policy and management. Inferential statistics were used for analysis after detennining 

the reliability of the measurements of change commitment and change efficacy in the concept 

of organizational behaviour modifications . 

In an elaborate literature sh1dy, Fredrick (2014) discussed how organizational behavior may 

play a critical role in the management of businesses, especially with the increased global 

challenges like increased number of female employees, corporate downsizing, the higher 

number of temporary employees/workers in the organization, and business shifts as a result of 

digitization and technology-driven results. Addressing these challenges requires modification 

or effective management of organizational behaviour. This review established that effective 

organizational behaviour should focus on how to improve productivity, reduce absenteeism 

among employees, turnover, and deviant workplace behaviour as well as increase 

organizational citizenship behaviour and job satisfaction (Fredrick, 2014). 

2.3.3 Aligning Objectives of Organizational Behaviour Modification with Organization 

Goals and Service Delivery 

Organizations have long utilized behaviour modification techniques to elicit desired 

perf01mance from their employees. Some of the objectives of organizational behaviour 

modification include job satisfaction, organizational culture, leadership, conflict resolution, 

developing a good team, and higher productivity. Bharijoo (2008) researched behaviour 

modification as an efficacious tool for shaping individual behaviour- both as productive and 

supportive to organizational goal attainment. The study found out that organizations across the 

world implement organizational behaviour modification as a strategy to not only improve 

productivity but also create a conducive learning organization. This aimed to improve job 

satisfaction among employees. 
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Besides, the study argues that organizations must align their organizational behaviour 

modification objectives with the organizational goals . This is to ensure that quality service 

delivery is achieved across the institution's level e.g. , individual, departmental units , and 

overall organization (Bharijoo, 2008). Organizational behaviour modification is concemed 

with creating a positive culture within the organization. It aims to improve the organization's 

effectiveness and commitment to employees. Ojo (2009) took culture as one of the objectives 

of organizational behaviour modification and researched the impact of corporate culture on 

employee job performance as well as organizational productivity. 

The sh1dy found that supportive culture through OB Mod improves performance and that 

organizations should cany out OB Mod occasionally to create a supportive culture (Ojo, 2009). 

Ellinger et al., (2002) also acknowledged that superior learning processes created through OB 

changes in the organization herald as a source of competitive strategy. Moreover, institutions 

that embrace OB Mod strategies, consistent with learning as a strategy, are thought to achieve 

improved efficiency and quality service delivery. 

Vigoda-Gadot and Beeri (20 11) sought to establish the power of leadership and the cost of 

organizational politics as a change-oriented organizational citizenship behaviour in public 

administrations. The authors demonstrated the usefulness of change-oriented behaviour 

modification and its contribution to public institutions using leadership behaviour, leader­

member exchange relations, and perceptions of organizational politics in public agencies, with 

a sample of 217 public officers from healthcare facilities . The findings reveal a general positive 

effect of leadership as an organizational behaviour modification on organizational citizenship 

behaviour as a parameter to high performance. 

Wilder and Austin (2009) also conducted a review of the application of organizational 

behaviour analysis in organizations. They defined organizational behaviour management as the 

application of behavioral principles to individuals and groups in business, industry, 

govemment, and human service settings. The study explored organizational behaviour 

management through the lenses of performance management, systems analysis, and behavior­

based analysis. Wilder and Austin also argued that the focus of organizational behaviour 

management should focus on organizational problems such as lack of knowledge and skills, 

occupational injuries, productivity improvement, and quality deficits . The review established 

that organizations with effective organizational behaviour management practices increase the 

productivity, technical knowledge, and skills of their employees. 
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In an EC-OECD seminar ser.ies on designing better economic development policies for regions 

and cities , Foster (2017) presented a research paper on applying behavioral insights to 

organizations. The paper explored the academic root for the behavioral management tools 

suited for use within the European Commission's regional policy context, with a view of 

establishing trends of organizational behaviour among public instihttions. Foster (20 17) argues 

that for institutions to effortlessly apply organizational behaviour management, they should 

adopt the "define-diagnose-design-test" approach of implementing and testing behavioral 

modifications. This entails carefully defining the organizational problems that need to be 

addressed followed by identifying baniers or bottlenecks that discourage the desired behaviors. 

Consequently, it leads to designing an intervention to address the challenge which may be a 

modification of the current practices. 

2.4 Knowledge Gap 

Several studies have been conducted on organizational behaviour modification and 

performance within organizations to determine the extent of recognition to employee 

commitment (Obiageli, Uzochukwu, Leo, & Angela, 20 16). Other studies have explored 

organizational behaviour modification and how it impacts the entire organization (Cunningham 

& Geller, 2008; Kurgat, Chebet, & Rotich, 2015; Foster, 2017). However, these studies 

employed a different strategy which was a literature review and not similar to other studies that 

used survey and descriptive designs such as Vigoda-Gadot and Beeri (20 11) and Obiageli et 

a!., (20 16). Also, most of these studies were not in govemment institutions except a study by 

Vigoda-Gadot and Beeri (20 11) which was undetiaken in a public health care facility . 

Therefore, the use of different methodologies and few shtdies locally that address OB Mod and 

service delivery in the public health sector amid numerous refmms by the govemment, 

validates the need for this shtdy, particularly in the immigration depmirnent in Kenya. 

Table 2.1 Knowledge Gap Table 

Reinforcement 
strategy 

• • • " •••• w~ '' '• 

. Author(s) 

(Wei & 
Yazdani fard, 

. 2014) 

: Topic & Findings 

' enhancing 
organizational 
perfonnance. 

Findings show that 

···· ···· .. ............. ... ........ ..... -·-···-·-···--·· · · ..... ... .. -... . 
: Gaps . How the study filled 

............................ ... ··········· -· ...... ......... t~~g~p ······································ ' 
: Was not carried out Aimed to determine 
· in public 

organizations in 
Kenya. 

· how a positive 
reinforcement 

. strategy can improve 
i service delive1y in 
! Kenya. 

t~~l?.~~i_tiy~ly .......... .. . .. . .......... .. ...... ..... --···---
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Readiness for 
change 

(Artis. 2012) 

(Asadullah, 
Jubdi. Islam, 
Abdullah, & 
Ahmed, 20 18) 

improves 
performance. 
Impact positive 
reinforcement 
strategies in 
increased job 
performance of 
employees 
Eilect of 
reinforcement and 
punishment on 
employee 
performance. 

Established that 
reinforcement & 
punishment 
significantly 
influence motivation, 
values & decision 
making. 

(Neves, 2009) Readiness for change 
and its contributions 
to employee's level 
of change and 
hlrnover intentions. 

Results show that a 
high level of 
commitment & self­
efficacy explains the 
readiness of 
employees in 
enhancing service 

................ ................... ........... 9~liyery ......... .. _ _ _ 
(Neves, 2009) Organizational justice 

(Kinaine, 
Lennon, 
O'Conor, & 
Fu,2017) 

(Bharijoo, 
2008) 

& Employee 
· readiness for change 

in large public sector 
organizations. 

· Findings established 
that employees in 
developing countries 
can develop positive 
attitudes based on 
disruptive and 
proce~l]J"(j! jl)_S!i~~ 
Mediating role of 
psychological capital 
linking perceived 
management support 
with employees' 
readiness for change. 

There is partially a 
mediating role of 
psychological capital . 

Examined behaviour 
mod as an efficacious 

. tool for shaping .... 
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Was conducted for 
employees and not 
the organization· s 
service delivery. 

Was not carried in 
the context of public 
organizations in 
Kenya . 

The sh1dy did not 
directly address 
organizational 
behaviour 
modification relating 
to service delivery of · 
public organizations. 

Was not conducted 
in Kenya. 

in determining how 
other factors such as 
personal attributes 
mediate the 
relationship. 

The study was 
undertaken on the 
organization through 
employees. 

Proposes to 
understand the 
challenges facing 
Kenyan public 
organizations with 
regards to service 
delivety. 

Sought to understand 
the contribution of 
readiness for change 
on service delivery in 
Kenyan public 
organizations 

Sought to explore a 
similar study in 
Kenya with a similar 
approach in public 
organizations, with 
readiness for change 
as one of the 
contributions to 
effective service 
delivery. 

Aims at determining 
how persona I 
attributes, for 
instance, mediates, 
towards quality 
service delivery. 

Focuses on 
determining 

Was not canied out 
in the context of 
public service ; . organizatio~1al 



behaviour 
moditication to 
organization 
goals 

(Ojo, 2009) 

(Ellinger. 
Ellinger, 
Yang. & 
Howton. 
2002) 

behaviour productive 
& supportive to 
organizational goal 
attainment. 

Established that 
organizational 
behaviour 
modification 
1m proves 
productivity & 
creates a conducive 
learning 
environment. 
Using culture as a 
dimension of 
organizational 
behaviour 
modification, 
examined its impact 

1 on employee job 
: performance & 
i organizational 
f productivity. 
; 

Found out that 
supportive culture 
through 
organizational 
behaviour 
modification 
improves 

; performance & 
i productivity. 

·· · · · · · ·· · r r.:~~;~;~g p1:~~~ss as 

· an organizational 
behaviour 
modification in 
enhancing 
competitive strategy. 

Reveals that the 
learning process 
improves competitive 
strategy & 

organizations in 
Kenya. 

behaviour 
modification in public 
organizations 

·-····· 

Did not include Sought to include 
other dimensions of other dimensions of 
organizationa I 
behaviour 
modification other 
than culture. 

Findings on learning 
processes alone 
cannot be 
generalized on the 
general effectiveness 
of organizational 
behaviour 
modification in an 
organization. 

org<mizational 
behaviour 
modification in 
determining service 
delivety. 

leaming processes 
• and other behavioral 
. strategies in 
• determining service 

delivery ofpublic 
organizations 

-··--····················-'·· f?~l:f()I:I~C\l~~C.: . ····················-· -··-'···················· ·········· ·· 

2.6 Conceptual Framework 

A conceptual framework of a study is a blueprint that outlines the relationship between the 

independent and dependent variables of this study. Importantly, the proposed conceptual 

framework was based on the researcher's understanding and knowledge following a critical 

review of the literature. For this study, the independent variables were reinforcement strategies, 

employees' readiness for change, and aligning objectives of organizational behaviour 

modification with organization goals. The dependent variable was service delivery, in the 
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public sector. The conceptual tl:amework of this study outlines the inter-relationship between 

variables and the independent variables as shown in figure 2.1. 

Figure 2.1 Conceptual Framework 

Reinforcement Strategies 

• Rewards 

• Punishment 

• Perfonnance Appraisals 
• Decision making 

Readiness for Change 

• Re-Training 

• Self-commitment 

• Organizational Structure 

Linking Objectives of OB 
Mod to organizational goals 

• Targets 

• Job satisfaction 

• Growth & development 
• Organizational culture 

Independent Variables 
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Service Delivery in Public 
Sector 

• Accountability. 
• Improved service delivery. 

• Antecedent strategies 

• Employee commitment 

• Aligned employee and 
organizational targets 

Dependent Variable 



2.7 Operationalization ofVariables 

This section outlines how this study defined and measured the specific objectives as they were 

used in the study. The operationalization of variables was presented in Table 2.2 of the study. 

Table 2.2 Operationalization of Variable 

Variables Definition of variables . Measurement/indicators 
. .. . .............. ·- . . . ... . ...... ,._.. .. . . . ....... ............ ..~ · · ··· 

Explains the need to control the • Rewards 

strateaies 
. b process of action and behaviour in . • Punishment 

each person. • Performance Appraisals 

• Decision making 

Employees ' readiness Workers' change commitment and • Re-Training 

: for change change efficacy to implement • Self-commitment 

organizational change or behaviour • Organizational Stmch1re 

modification . 
.... .... ...... .... .. 

! Linking objectives of OB Mod and departmental goals • Targets 

OB Mod 

organizational goals 

-··· 
Service delivery 

to that lead to improved service • Job satisfaction 

delivery. 

Degree of employee practices 111 

offering government services with 

• Growth & development 

• Organizational culture 

• Accountability. 

• Improved service 

ease. delivery. 

• Antecedent strategies 

• Employee commitment 

• Aligned employee and 

organizational targets 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter outlines the methodological approaches this study adopted in its investigation. It 

outlines the blueprint on the process through; research design, population, sampling, data 

collection methods, data collection procedures, research quality; validity and reliability, data 

analysis, and ethical issues in research. Diagnostics tests of the st11dy are also highlighted in 

this chapter. 

3.2 Research Design 

The research design refers to the blueprint of the study, the structure of the research that holds 

all the elements in the research project. It is a scheme or a plan that contains steps and processes 

followed towards; 1) gathering data, 2) type of data, 3) tool used, and 4) how data was analysed, 

among others (Creswell & Creswell, 2017). A good design for the study should be simple, 

effective, and relatable to the research problem. Within the ongoing refonns in the Ministry of 

Immigration in Kenya, this study aims to assess the current ongoing nature of day-to-day 

functions. 

Thus, a descriptive research design was the most appropriate. The advantage ofthis quantitative 

survey design over others is that it describes situations in their context such as why, how, when, 

and who, without interfering with their natural conditions (Omair, 20 15). Further, the 

advantage of the descriptive design is that it highlights critical issues in a very descriptive and 

causal manner, succinctly outlining the relationship between organizational behaviour 

modification and service delivery. The description of this relationship may lead to the 

fonnulation of an important principle to a significant and cross-cutting challenge. This allows 

all intended users of the study to understand the study findings and possibly adopt them. 
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3.3 Population and Sampling 

3.3.1 Target Population 

Mugenda and Mugenda (20 1 0) refer to the population as a totality of all individuals or objects 

that conform to a set of specifications . In this research, the population was individuals working 

in the Immigration department headquarters in Nairobi, Kenya. The study focuses on 

individuals of all races, gender, and education status among other factors . Due to lack of clarity 

regarding the accurate number of employees at the Immigration head office, this study relied 

on previous researches focusing on the Immigration department in Nairobi to establish the 

study population. For instance, a review of one study suggested that the population at the 

Immigration department could be around 695 (Mwayo, . 20 18). Though this study 

acknowledges that the circumstances could have changed, the number was adequate to make 

the study population. The eligibility criteria in this study were that the respondents had to be 

individuals working at the Immigration department head office in Nairobi . 

3.3.2 Sampling Technique and Sample Size 

The sampling technique refers to the process by which a desired sample size for the study was 

selected. It indicates the technique or methodology that the study adopts in picking a portion 

of the target population to take pmi in the study (Mugenda & Mugenda, 201 0). This study uses 

a probability sampling method. First, Yamane's (1967) sampling formula was adopted to 

estimate the sample size of the population. After that, a stratified random sampling technique 

was adopted. The advantage of having a stratified random sampling method is that it enables 

the study to classify the study participants into strata equivalents to four ( 4) units . Therefore, 

Yamane (1967) formula was: 

N 

Where: n- desired sample size; N- population of the study, e2 - is the margin of en·or at 0.05 . 

The sample size is the selected portion of the target population to participate in the sh.Jdy. The 

ideal sample size should be small enough to save on both time and monetary resources but 

large enough to minimize sampling error. Most importantly, a good sample size should have 

similar characteristics as the target population to assist in the generalization of the study 
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findings (Mugenda & Mugenda, 201 0). As a result, the sample size of the study was 254 

participants, as shown below. 

695 
n = 1 + 695(0.05 2 ) = 

254 

The sample of the study was then classified into strata of four groups . Stratified sampling gives 

each stratum an equal probability of participating in the study. From the sample size 

determined , it indicates that each stratum had a 36 .55% probability of participating in the study 

as shown in Table 3.1. 

Table 3.1 Sampling Frame & Sample Size 

.. ···········-----------·-.. ·-···-····················--·--······-······-·-.. ···----- ····-·-------·····-···-···-······---·-········-···-···-···-··· ··-······-········-·····--····-·----·----- ---- .......... ·-· ................. ··-·····----·······- .. ·· ··········· 
Strata/Group 

Heads of departments 

Immediate supervisors 

Officers other than heads of department in each unit 

Other supervisors and staff 

Total 

Source: Mwayo (2018) 

3.4 Data Collection Instruments 

Actual Probability Sample 

Population % Size 

12 36.55 4 

96 36.55 35 

410 36.55 150 

177 36.55 65 

695 254 
---------------

This study adopted a semi-structured questionnaire survey tool with closed-ended questions to 

collect primary quantitative data for answering the research questions . And so, a 5-point Likert 

scale ranging from ' strongly agree' - 5 to ' strongly disagree' - I was designed to measure 

respondents' attitudes towards various constructs related to each study objectives. Importantly, 

Like1i scale was adopted as it remains the most recommended survey tool in minimizing 

respondents' level of frustrations, thus, increasing response rate (Crowther & Lancaster, 20 12). 

Besides, this study found Likert scale to be simple to understand for participants and delivers 

reliable quantitative data that can be analyzed with relative ease. 
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The questionnaire survey tool had two parts . The first part collected information about the 

respondents' demographics ; age, education level, gender, and experience among other factors . 

The second patt collected information about OB Mod and service delivery. This study designed 

8-simple semi-structured questions (measurements) under each study variable. Respondents, 

thus, indicated their level of agreement with each question. 

3.5 Data Collection Procedure 

This study adopted an online web-based survey method. First, a questionnaire link was 

designed using Google Docs and reviewed to see the suitability in collecting accurate and 

reliable information. The predetermined questions were simple and easy to understand. The 

introduction part of the online questionnaire survey contained consent infonnation describing 

the purpose of the study, risks, and benefits involved, voluntary participation, confidentiality 

and anonymity, and the freedom to withdraw consent at any stage of this study. Also, the 

section vividly informed the respondents that this study has been approved by the NACOSTI. 

body as educational and not for any other purposes. 

The researcher then obtained approval from various heads of departments together with 

necessary information about the respondents, for instance, their names and contacts from the 

Immigration Administration. Due to inability to establish the social contacts of all employees, 

the few selected were requested to share the survey link m their various 

organization/departmental social groups. The respondents had close to two (2) months to fill 

the questionnaire. A longer period was given since the COVID-19 pandemic forced people to 

adjust to emerging new work practices and the challenges that people were facing at the 

beginning. 

3. 7 Research Quality 

In this study, research quality was conducted with a specific aim to detennine the feasibility of 

the research design- plan, strategy, or process through a pilot study (Kothari, 20 12). According 

to Doody and Doody (20 15), "a pilot study is a small-scale type of a planned study canied out 

on a small group of individuals similar to those to be involved in the main study." The objective 

was to test the final project, for instance, procedures for patticipant recruitment, content 

validity of th~ questionnaire, and usability of adopting a web-based strategy of administering 

the online questionnaire. 
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From the 30 participants purposively involved in the pilot study, the researcher established that 

the main study is feasible, with a few changes to the protocol. A few questions were redesigned 

under reinforcement strategies, readiness to change, and how to align objectives of 

organizational behavior modification with organization goals. Also, the research process was 

revised to improve clarity and ease of completion. The researcher shortened the questions 

where possible. Besides, pilot study participants were able to respond to the online survey 

within a short time. This suggested that the participants are likely to respond fast during the 

actual sn1dy. 

3. 7.1 Reliability of the Study 

Reliability refers to whether indeed the instrument is I) reliable, 2) can give similar information 

when used over and over, and 3) can be used in a similar study and give findings that can be 

used for generalization. To determine the reliability of the instrument of this study, the 

Cronbach alpha test was used. Thus, an alpha coefficient of 0. 7 and above implied that the 

instrument was reliable and can give reliable infonnation, ·while below 0. 7 implied that the 

instrument was unreliable i.e. not reliable enough to give consistent information when used 

repeatedly (Brink, VanDer Walt, & Van Rensburg, 2010). Results are shown in Table 3.2. 

Table 3.2 Reliability Results 

Variable 

Reinforcement strategy 

Employees ' readiness to change 

Aligning objectives of organizational behavior 

modification with organizational goals 

Service delivery 

Cronbach 's alpha 

coefficient 

0.701 

0.732 

0.7191 

0.796 

No. of Comment 

items 

8 Reliable 

8 Reliable 

8 Reliable 

8 Reliable 

Reliability coefficients, Table 3.2 results established that service delivery had the highest 

reliability coefficient (a= 0. 796). Employees' readiness to change recorded a reliability alpha 

coefficient value of a = 0. 732 followed closely by aligning objectives of OB Mod with 

organizational goals with an alpha coefficient value of a= 0.719. The reinforcement strategy 

recorded the least alpha coefficient value of a= 0. 701. However, the outcome shows that both 

the alpha coefficient values for ihe four variables of the study were greater than 0.7, thus, 

indicating that the study instrument can yield similar results when used over and over. 
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3.7.2 Validity of the Study 

Validity refers to the level of accuracy of the information that the instrument of data collection 

provides . It determined whether the questionnaires constructs measured what they ought to 

measure without deviating to other issues '..mrelated to this study. This study adopted both 

content and face validity (Creswell & Creswell , 20 17). The justification for use of content 

validity in this study was that it allowed the researcher to design questionnaire constructs and 

shared with an expert, supervisor in this case. The supervisor reviewed the contents of the 

questionnaire then provided feedback on possible ways to improve the questions . Moreover, 

the accuracy of the information \Vas established through face validity where the supervisor was 

asked to rate the questionnaire tool as it appears (at a face value). Two rating scales i.e., suitable 

or not suitable was designed to establish face validity . The feedback from the supervisor 

confirmed that the test was suitable for the purpose of this study. Therefore, the feedback was 

used to improve the test where possible. 

3.8 Data analysis and Presentation 

Both descriptive analysis and inferential analysis were adopted with the aid of Statistical 

Package for Social Sciences (SPSS v.22.0) to analyze the quantitative data for this study. For 

descriptive analysis, this study followed the basic analysis of the Like1t-data type procedure 

provided by Harpe (20 15). The justification for following Harpe's basic analysis is that it is 

recommended that individlial rating items with numerical response fonnats at least five 

categories (5-point scale) in length be treated as continuous data. This study uses the Arithmetic 

Mean, Mode, and Median of the frequency results to describe the participants' level of 

agreement with various constructs that form a single composite variable. 

Since individual item was not a measure of the overall stated objectives in this study, and 

drawing on Like1t's thinking as highlighted in Harpe's work, the objective(s) of interest was 

measured by the aggregated group of constructs developed under ·each variable. Thus, a 

composite mean/mode/median was established where above 3.0 indicated "agree" whereas 

below 3.0 indicated "disagree." The advantages of inclusion of aggregated data (composite 

mode, median, and mean) in this study, was that they are acceptable for ordinal, interval, and 

ratio data as the major parametric tools, which assumes data followed a nonnal distribution. 
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This study then conducted the inferential analysis usmg the aggregated rating scales 

(composite) of each variable urider investigation. Specifically, correlation established the 

hypothesised linear relationship between independent and the dependent variables . A 

regression analysis was then conducted to determine the relationship between study variables 

at a 5% level of significance. For instance, what is the extent of effect of reinforcement 

strategies, employees' readiness for change, and aligning objectives of OB Mod with 

organizational goals on service delivery? 

3.8.1 Model 

The regression model estimate was as follows: 

Where; Y = Service delivery; a = Intercept coefficient; /31 - /33 = Coefficient of dependent 

variables; X1 = Reinforcement strategies; X2 = Employees' readiness for change; X3 = 

Aligning objectives of organizational behavior modification with organization goals. 

3.8.2 Diagnostic Tests 

Before fitting the model of the study and also to ensure that data was adequate for making study 

conclusions, the researcher canied out some diagnostic tests. Such tests included normality 

tests and multicollinearity tests (Dul & Hak, 2008). 

3.8.2.1 Normality Test 

To test whether data were nonnally distributed to fit the model, a graphical method was used 

with the aid of a normal P -P plot (cumulative frequency) regression standardized residual. The 

assumption is that if the data are nom1ally distributed, the data points should be close to the 

diagonal line. And if the data points are far from the line, then we conclude that the data are 

not normally distributed (Chasemi & Zahediasl, 20 12). Therefore, as presented in Figure 3.1 

of this study under normal P -P plot of regression standardized residual, the data points are 

located close to the diagonal line. This suggests that the data is normally distributed. 
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Figure 3.1 Normal P -P Plot Regression Standardized Residual for Normality Test 

Normal P-P Plot of Regression Standardized Residual 

Dependent Variable: Service Delivery 
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3.8.2.2 Multicollinearity Test 

This test was conducted to establish whether there exists a correlation between independent 

variables in the modeL Thus, multicollinearity exists when independent variables are correlated 

and can cause problems to the model outcome. Using Variance Inflation Factors (Vlf), a VIF 

of 1 indicates no problem of coiTelation, VIF of 1 - 5 suggests moderate correlation but is not 

severe. A VIF greater than 5 presents the problem of multicollinearity (Frost, 20 17). 

The results shown in Table 3.3 of the study reveals that the VIFs indicate that the model does 

not have a severe multicollinearity problem for all the independent variables . Notice that 

reinforcement strategy, employees' readiness to change, and linking OB Mod to organizational 

goals have a VIF near I, for instance, 1.030, 1.003, and 1.033. Thus, the VIFs suggest no 

correlation between the independent variables of the sh1dy. 
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Table 3.3 l\1ulticollinearity Test Results 

Variables 

Service delivery 

Reinforcement strategy 

Employees' readiness to change 

............... ......... 

Sig. 

0.025 

0.225 

0.000 

Aligning objectives of organizational behavior 0.000 

modification with organization goals 

3.9 Ethical Considerations 

Collinearity Statistics 

Tolerance 

0 .971 

0.997 

o:968 

VIF 

1.030 

1.003 

1.033 

First, the researcher drafted the research dissemination plan and consent fom1 and applied for 

the ethical approval letter from Strathmore University Ethics and Review Board. The 

dissemination plan provided a blueprint of how interested individuals or bodies included in the 

study may benefit from the sh1dy findings including in the peer review journals. The consent 

form contained the purpose of the study. It also described the risks and benefits of the study, 

confidentiality, anonymity of the respondents, and how data collected is to be stored. It also 

provided respondents with infmmation regarding voluntary pmticipation and explained that 

they are free to withdraw their consent at any stage of the study. 

Finally, the consent form provided information details about the researcher, supervisor, and 

Strathmore University research office. The researcher politely reminded the respondents to feel 

free to use the information provided for further clarification. Once the researcher obtained the 

university ethical letter, the next stage involved applying for the National Commission for 

Science, Technology, and Innovation (NACOSTI) online research permit. The researcher 

waited for about two weeks for the letter to be ready. Upon obtaining the NACOSTI letter, the 

ethical letter from the university, and the consent form, the researcher then proceeded to the 

field to collect data. 
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CHAPTER FOUR 

DATA ANALYSIS AND PRESENTATION OF THE FINDINGS 

4.1 Introduction 

This chapter provides the analysis and interpretation of the data. The chapter presents the 

response rate followed by descriptive findings that include the respondents' demographic ;md 

results on respondents' level of agreement with statements related to each variable. Lastly, the 

chapter presents the findings on inferential analysis with a brief discussion of the established 

findings. 

4.2 Response Rate 

A total of 254 q1,1estionnaires were self-administered to the study respondents at the 

Immigration offices in Nairobi as the research site. A total of 155 questionnaires were filled 

and returned for data analysis. This represents a 61% response rate for the examination as 

shown in Figure 4.1. Mugenda and Mugenda (20 1 0) demonstrated that a 50% response rate is 

adequate, 60% is good, and above 70% is ve1y good. Thus, a 61% response rate for this 1-.:tudy 

is good for answering the study questions. Moreover, it was observed that all the questionnaires 

returned for data analysjs were filled. The researcher noted that non-response could have been 

due to refusal in which some participants declined to participate in the survey as well as non­

contact which suggests that the researcher may have failed to make direct contact with the 

participants. However, the established response was good for this study. 

f~on-returne& 

Questionn<ih·ec, 99, 

397~ 

Figure 4.1 Response Rate Results 
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4.3 Descriptive Analysis 

4.3.1 Demographic Results 

This reseai·ch project assessed the den1.0grapltic info1ntation ofthe participants such as age, 

gender, education, and level of exlJerience at the Immigration department oftices in Nairobi. 

4.3.1.1 Gender 

Regarding the gender of the 155 participants involved in the srudy, as presented in Figure 4.2, 

results suggest that more male 83 (53.4%) than female 72 (46.6%) partic1pated in the study. 

And so, there could be more males than females at the Immigration department offices. 

However, tlle difference is minimal as findings reveal. This could imply that most women have 

been able to access employment opportunities in government offices, thus, reducing the 

employment gap between men and women. It could also mean that both genders understand 

the effectiveness of OB Mod in the organization, its impmtance, and how it improves behavior 

that is necessmy to improve service delive1y. 

Figure 4.2 Gender of the Respondents 

4.3.1.2 Age 

. Male 

Female 

Additionally, the investigation examined the participants' age distribution to ensure that 

participants were evenly distributed across the organization. Outcomes presented in Figure 4.3 

tepmts that the maj01·ity ofthe study participants 52 (33.7%) were i11 the age category of26-

35 years, 4.1 (26.5%) belonged to the age group of 46-55 years while 30 (19.7%) belonged to 

the age categmy of 36-45 years. Also, participants above 55 years were 24 (15.2%) whereas 

the minority participants 8 (4.9%) were below 25 years of age. Though this result demonstrate 
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that the study captured response from diverse respondents regarding age, it is evident that most 

employees at the Immigration department are above 36 years of age. The outcome suggests 

that this age group understands the significance of aligning objectives of OB Mod with 

organization goal, thus, making employees ready for any management practices aimed to 

improve performance. 
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Figure 4.3 Age Results 
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Data presented in Figure 4.4 reports that close to half of the examination pmticipants, 78 

(50.4%), had undergraduate education level. Approximately 35 (22.7%) and 35 (22.3%) ofthe 

participauts had others and graduate education levels. Only 7 (4.6%) of the participarits 

included in the study had postgraduate education levels within the Immigration department. 
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.9 Postgraduate 7 
~ 
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Figure 4.4 Education Level Results 

The findings portray a picture of govemment offices where a majority of the workforce are 

indivi-duals with either an undergraduate level of education or other education levels such as a 
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diploma. However, the evidence presented in tllis study indicates that many participants have 

an adequate education level which signifies the increased need for knowledge search among 

employees in the modern organization. 

4.3.1.4 Experience 

This study also investigated the participants ' level of expe1ience in the organization. Figure 4.5 

results indicate that the majority 55 (35_6%) had 1-2 years of experience, 43 (28.0%) had 3-

4 years of experience, and 23 (14.8%) had an expe1ience of below one year. Besides, the report 

established iliat 22 (14.4%) respondents had 5-. 6 years of experience while 11 (7.2%) had 

above six years of experience_ Therefore, the evidence that most employees have experience 

of 1 - 2 y ears suggests the imp01tance of this study in examining OB l\llod as a strategy to 

improve individual behavior in the organization to improve service delivery. It implies that the 

management of the Immigration depai-tment is concerned with employees' behaviour in the 

organization, and as such, includes even their employees with less experience to p<nticipate 

and lmderstand the imp01tance of OB Mod implementation. 
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Figure 4.5 Experience Results 

4.3.2 Organizational Behavior Modifications 

46 

55 

40 50 60 

As highlighted in the data analysis section under the methodology chapter, the descriptive 

analysis follows tl1e basic analysis provided by Harpe to describe pl.'l.rticipants' level of 

agreement (perceptions) with various items that make a single composite variable of this stlidy. 
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4.3.2.1 Reinforcement Strategies 

Table 4.1 of this study presents the descriptive results of participants' level of agreement with 

various items that make a composite reinforcement strategy variable. The statement that "at an 

individual level, I try to achieve individual set goals on time since the goals are linked to 

departmental and organizational goals" had a mean, mode, and a median of 3. 84, 4.00, and 

4.00 respectively. Regarding punishment as a reinforcement strategy that management uses, 

the statement that "management may slow promotion processes for poor work and lack of 

effort" had a mean, mode, and a median of 3.61, 4.00, and 4.00 respectively. As suggested by 

Asadullah et al. , (20 18), punishment as a reinforcement strategy significantly results in 

employee's positive perceptions about motivation, values, decision-making, and tackling 

conflicts which result in a change in behavior in the organization. 

Table 4.1 Reinforcement Strategies Results 

- - -··--····-············-········-·····-·--···-·-····---······-···-·--·- ---·----·-····---·-·····-----·----·- ·····-··-··--··----··----·-·-···-····-····· ... ·-·-·---·--·-··-··-- ···········-·-·--···-···-·---······-·--··· 
Mean Mode Median 

There exist reward systems that acknowledge the contribution of 3.25 4.00 3.00 
an individual. 

I get a special feeling to improve my performance when I am 3.23 
recognized or praised for performing better. 

We always make plans to achieve desired goals as an organization. 

I try to achieve individual set goals on time since they are linked 

to departmental and organizational goals. 

We put in more effort as a team to accomplish various goals in the . 

organization. 

We are motivated by the need to work better, improve perfonnance 

and satisfy the citizens of this counhy. 

Management may slow· the promotion process for poor work and 

lack of effort. 

At times, employees are taken on probation to align their behavior 

organization values, and goals. 

Average Mean/Mode/Median 

3.13 
3.84 

3.05 

3.22 

3.61 

3.09 

3.30 

3.00 3.00 

4.00 3.50 
4.00 4.00 

2.00 3.00 

4.00 4 .00 

4.00 4.00 

4.00 3.00 

3.63 3.43 

Moreover, the Table 4.1 results show that the statement "there exist reward systems that 

acknowledges the contribution of an individual" had a mean, mode, and a median of 3 .25, 4.00, 

and 3.00 respectively. Accordingly, this finding links to previous research (Wei & Yazdanifard, 

2014) on the use of positive reinforcement in the form of incentive systems to improve the 

efficiency and effectiveness of employees in the organization. Obiageli, et al., (20 16) further 

revealed that the availability of systems such as recognition system is important in proving 
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behavior modification. It gives employees a positive perception, resulting in a high level of 

commitment in the organization. Generally, an established average mean, mode, and a median 

of 3.30, 3 .63, and 3.43 respectively indicates that respondents agree with reinforcement 

strategy as a teclmique to enhance behaviour change. 

4.3.2.2 Employees' Readiness to Change 

The Table 4.2 descriptive results reveal that the statement that "My value for change and new 

approaches for the business drives my will to participate in the change process" had a mean, 

mode, and a median of 3.33, 4.00, and 4.00 respectively. Additionally, the statement that "The 

level of political environment and managerial support we get make us commit to the change­

making process" had a mean, mode, and a median of 3.27, 4.00, and 3.00 respectively. The 

findings concur with the previous assertion that high levels of commitment towards self­

efficacy explain the employees' readiness to change resulting in improved performance and 

efficient service delivery (Neves, 2009). 

Table 4.2 Employees' Readiness to Change Results 

Statement 

My value for change and new approaches for business drives my 

will to participate in the change process. 

We feel involved in most decision-making regarding changes 

needed in the organization. 

We only participate in the change process when it resonates well 

with organizational core values. 

In most cases, we participate in the change process because top 

management suppmis the change. 

I participate in the change process when I know what it takes to 

implement change effectively. 

We have enough resources to implement change effectively. 

The level of political environment and managerial supp011 we get 

makes us commit to the change-making process. 

Level of learning we get and also innovation that change brings 

to the organization makes us commit to the process. 

Average Mean/Mode/Median 
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Mean Mode Median 
...... ,,. __ , ___ _______ , ____ , .. , .......... ··········-··· ··--· · ··~·~ ·~···~~~ -·--··· 

3.33 4.00 4.00 

3.19 4.00 3.00 

3.13 4.00 3.00 

3.05 2.00 3.00 

3.14 4.00 3.00 

3.16 4.00 3.00 

3.27 4.00 3.00 

3.19 3.00 3.00 

3.18 3.63 3.13 



The Table 4.2 results fmiher show that the statement that "We feel involved in decision-making 

regarding changes needed in the organization" had a mean, mode, and a median of 3.19, 4.00, 

and 3.00 respectively. The results support early findings by Soumyaja eta!., (20 15) who found 

out that process factors such as participation in decision-making and quality communication 

are essential aspects of employees' readiness to change. Thus, the established average mean of 

3.18 elaborately indicates that respondents agreed that employees' readiness to change is 

important for behavioral changes in the organization 

4.3.2.3 Aligning Objectives of Organizational Behavior Modification with Organization 

Goals 

This section presents the results on the extent to which aligning objectives of OB Mod with 

organization goals improve service delivery at Immigration offices in Nairobi. It has 

information such as adaptability, collaboration and partnership, job satisfaction, and 

development. The results presented in Table 4.3 indicate a composite mean, mode, and median 

of 3.35, 4.00, and 3.63 respectively. The results may imply that participants agree that aligning 

objectives of organizational behavior modification with organization goals results in 

adaptability, collaboration, and development in the organization leading to better service 

delivery. 

Specifically, the statement that "I can be able to perfmm various roles since modification 

provides the opportunity to leam other roles in the organization" had a mean, mode, and a 

median of 3.49, 4.00, and 4.00 respectively. The findings are in agreement with Bharijoo's 

(2008) results that organizations implement behavior modification practices as a strategy to not 

only improve productivity but also to create a conducive learning organization to improve job 

satisfaction among employees. Similarly, the statement thai "I have been able to adjust my 

priorities to better meet changing organizational goals" a mean, mode, and a median of 3.47, 

4.00, and 4.00 respectively (Table 4.3 ). This finding supports Wilder and Austin's (2009) 

outcome that organizations with effective behavior modification practices or objectives 

increase their productivity, technical knowledge, and skills of their employees in adapting to 

changing behavior in the modem organization. 
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Table 4.3 Aligning Objectives of Organizatiom1l Behaviour Modification with 

Organization Goals 

············- ··-·-----······~----------·--·-· ······-···········-·--·-····-----·····-·- -----············· ··························-·········-·······----· .... ··········-··········--··-· 

Statement Mean Mode Median 
.. ··············-··--····---····-·-·········------···-·····-··········--··-········----············--·-·········--·-···-- ······-········ ····-·· ................ . ........ ···---------------------·"·-·--·········-···· ····-· ·········-··-······-···--·- ·······. ···- ················-···-············----·-··-----······-··· ·········-·-······· 

It has enabled me to work more effectively in changing 3.36 4.00 4.00 

environment through leaming and training. 

1 have been able to adjust my priorities to better meet changing 3.47 4.00 4.00 
organizational goals . 

It has improved my skills on how to work and collaborate better 3.39 4.00 4.00 

with others to accomplish goals and objectives . 

It has enabled me to understand how divisions and departments 3.20 4.00 3.00 

can work better together. 

Am currently enjoying my new roles since my attitude is now 3.25 4.00 3.00 
positive in the organization. 

I can be able to perfonn various roles since modification provided 3.49 4.00 4.00 
the opportunity to learn other roles in the organization. 

The modification process has given me a sense of growth as I have 3.40 4.00 4.00 
acquired communications skills. 

I can solve consumer needs on time as a result of my enhanced 3.22 4.00 3.00 
level of innovation. 

Average Mean/Mode/Median 3.35 4.00 3.63 

4.3.2.4 Service Delivery 

This examination assessed participants' level of agreement with multiple service delive1y 

constructs at the Immigration department in Nairobi offices, and how they think the 

organization is progressing amid changes in most govemment offices. As reported in the 

frequency Table 4.4, the statement that "We have been able to exceed the expectations of our 

customers/citizens in the things that matter most" had a mean, mode, and a median of 3.66, 

4.00, and 4.00 respectively. Likewise, the statement that "Having positive behavior has 

increased our level of competence towards serving citizens" had a mean, mode, and a median 

of 3.50, 4.00, and 4.00 respectively. The results are in agreement with Foster (2017) who 

narrated that effective service delivery in government offices requires the govemment to 

promote citizen-oriented administration and good policies through the implementation of 

behavioral changes to improve access to public. 
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Table 4.4 Service Delivery Results 

Statement 
···--··--·-·-·-·····--···-···-···············- ·····--····--···················-···--·······-··············-···· ·····-···························-- ............... ......... ······ ······· ···---- ·----------

Having positive behavior has increased our level of competence 
towards serving citizens_ 

We have been responsible for educating the citizens on the 
government process when they seek services . 

The level of accessibility of services has improved as a result of a 
high level of changes in the organization. 

We have made an extra effort in providing friendly services to the 
people_ 

We have been able to exceed the expectations of our 
customers/citizens in the things that matter most. 

We have been able to align ourselves with the new changes to offer 
quality and timely services. 

Communication skills have improved and we have been able to 
monitor and solve customer/citizen complaints on time. 

we study best practiCes that systematically help in innovative ideas 
aimed at meeting customer demands 

Average Mean 

4.4 Inferential Analysis 

··· ····· .... ............................. .. ...... , .. ,_, __ ·· •···· 

Mean Mode 
...... ...... .............. . ................................ , ... _ 

3.50 4.00 

3.28 4.00 

3.42 4.00 

3.39 4.00 

3.66 4.00 

3.36 4.00 

3.39 4.00 

3.42 4.00 

3.43 4.00 

........ ......... 

Median .. ........... ..... 

4 .00 

4 .00 

4 .00 

4.00 

4.00 

4 .00 

4.00 

4.00 

4 .00 

This section provides the necessary information to answer the specific research questions as 

outlined in chapter one of this study 

4.4.1 Correlation Analysis 

Table 4.5 smnmarizes the strength of the linear relationship between this study variables 

(independent and dependent variables). Findings reports an inverse correlation between 

reinforcement strategies and service delivery (r = -0.018, p > 0.05). This finding supported 

earlier results that positive reinforcement has minimal impact on job performance (Artis, 20 12). 

However, these current findings differ with Asadullah, et aL, (20 18) whose study established 

that reinforcement and punishment significantly influence motivation, values, decision­

making, managing conflict, and overall performance of employees. 

In examining the correlation between employees' readiness for change and service delivery, 

this examination reports a moderate significant linear correlation between the two variables of 

the study (r = 0.310, p < 0.05) (Table 4.5). The results concur with Neves' (2009) study on 
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readiness for change and its contributions to employees' level of change and turnover 

intentions. Neves indicated that readiness for change brings commitment and self-efficacy 

among employees resulting in improved service delivery. Moreover, the current results agree 

with Kirrane, et al., (2017) that readiness for change through psychological capital improves 

employees' perception and attitudes in the organization leading to the desire for change. 

Third, the study examined the correlation between aligning objectives of organizational 

behavior modification with organization goals and service delivery. The reported outcome 

demonstrates a significant solid conelation between the two variables of the study (r = 

0.4-76, p < 0.05). Thus, there is a positive conelation between aligning objectives ofOB Mod 

with organizational goals and service delive1y in the organization (Table 4.5). The finding 

agrees with earlier outcomes that OB Mod, when aligned with organizational goals, brings a 

supportive culture that improves performance and productivity (Ojo, 2009), and creates a 

conducive learning environment that enhances performance in the organization (Bharijoo, 

2008). 

Table 4.5 Correlation Analysis 

Variables 

l -Service delivery Pearson con-elation 

Sig. (2-tailed) 

N 

2- Reinforcement strategies Pearson correlation 

Sig. (2-tailed) 

N 

3- Employees' readiness for change Pearson correlation 

Sig. (2-tailed) 

N 

4 - Aligning objectives of organizational Person correlation 

behavior modification with organization Sig. (2-tailed) 

goals N 

**Conelation is significant at the 0.0 I and 0.05 level (2-tailed) 
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2 3 4 

155 

-0.018 

0.770 

155 155 

0.31 0** -0.04 

0.000 0.946 

155 155 155 

0.476** -0.171** 0.055 

0.000 

!55 

0.005 

155 

0.369 

155 155 



4.4.2 Regression Analysis 

The following section provides a comprehensive regression output including the summary 

model, analysis of variance (ANOV A), and the regression coefficient which explains the 

effects of independent variables on the dependent variable of this examination. 

4.4.2.1 Model Summary 

Table 4.6 points out the model summary findings. lt demonstrates the extent to which changes 

in independent variables (reinforcement strategies , employees ' readiness to change, and 

aligning objectives of OB Mod with organization goals) cause changes in the dependent 

variable (service delivery) of this examination. The outcome presents an R which signifies the 

coiTelation coefficient and shows the strength of the linear relationship between the 

independent and dependent variables ofthis examination. That is to say, an R of0.558 shows 

Table 4.6 Model Summary Findings 

Model R R Square Adjusted R 

Square 
-----------------------·-----------·---

0.311 0.303 

Std. Error of the 

Estimate 

0 .3077 
····· ····~·-- ----·-·· .. ···-···· .. .. .. .. .... _, _______ ··- ····-·------... ---·- .. ··-··---.. -- .............. ................................. _, ___ ,,, .......... ......................................................... ...................... , _ , ______________ , __ ........... .. .. .................. ........... . 

a. Predictors: (Constant), Reinforcement Strategies, Employees' Readiness to Change, Linking objectives of 08 

Mod to organizational goals 

a significant positive relationship between this examination variables. The reported R Square 

(R2) of 0.311 suggests that 31.1% of changes in service delivery at Immigration department 

offices in Nairobi are a result of changes in reinforcement strategies, employees' readiness to 

change, and aligning objectives of OB Mod with organization goals. Meaning, 68.9% of other 

variances in service delivery are a result of other predictor variables not included in this 

examination. 

4.4.2.2 Analysis of Variance (AN OVA) 

ANOV A information available in Table 4. 7 validate how well the model fits this examination 

in illustrating the combined effect of organizational behavior modification strategies on service 

delivery at Immigration department offices in Nairobi. From the findings, the study establishes 

a p-value ofO.OOO < 0.05 level of significance. Suggesting that the data was perfect for making 
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the conclusions of this study. An F statistic of 39.155 represent the ratio of Mean Square 

Regression to the Mean Square Residual. At O.OOOb level of significance, the F statistics 

illustrate that variances in service delivery at the Immigration department are caused by 

changes in organizational behavior modification strategies. 

Table 4.7 ANOVA Findings 

Model 

Regression 

Residual 

Total 

Sum of Squares 

11.125 

24.625 

35.750 

a. Dependent Variable: Service Delivery 

df Mean Square 

3 

260 

263 

3.708 

0.095 

F Sig. 

39 .155 O.OOOb 

b. Predictors : (Constant), Reinforcement Strategies, Employees' Readiness to Change, Linking objectives of OB 

Mod to organizational goals 

4.4.2.3 Regression Coefficients 

Table 4.8 illustrates the results from linear regression analysis carried out to demonstrate the 

effect of independent variables on the dependent variable of the examination. The {3 

coefficients describe the extent of the effect of independent variables on the dependent variable. 

The discussion of results is presented according to study objectives. 

First, the investigation assessed the effect of reinforcement strategies on service delive1y. 

Based on the regression coefficient results in Table 4.8, the examination recorded an 

insignificant positive effect of reinforcement strategies on service delivery in the 

organization ({3 = 0.056, p = 0.225 > 0.05). That is to say, there exists a positive effect, 

however, the effect is insignificant. The finding differs from previous results that the use of the 

"define-diagnose-design-test" as a reinforcement strategy to identify bottlenecks that 

discourage desired behaviors among employees is important to improve performance (Foster, 

2017). Additionally, the cunent examination findings are not in agreement with Wilder and 

Austin's (2009) outcome that organizations with effective OB reinforcement strategies increase 

their productivity and employees' skills and knowledge resulting in quality performance. 

Subsequently, previous studies established significant positive effects of reinforcement 

strategies on job performance (Aiijs, 2012) and motivation, values, and decision-making 

(Asadullah, Juhdi, Islam, Abdullah, & Ahmed, 2018). 
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Table 4.8 Regression Coefficient Findings 

Coefficients 
-------------·-···---···--·-·· ········-- ····························-·-······---·-·-·····-··-··-- ····· ·············-·· ·······-·-··· ···········-·······-·----------···-······-····-·· 

Unstandardized Coeffici ents Standardized Coeffic ients 
-······-·····-··----·····--·-·· ... . ·············· ··············--··-····--·-·--·--······· ·····- ......... ·····- .... ----·--········- ·······--·--·-········---... ·········-····-·········--··· ······• 

I (Constnnt) 

Reinforcement strategies 

Employees ' readiness to change 

Aligning objectives of 

organizational behavior modification 

with organization goals 
.......... ........... ....................................... ........................ ................................................ 

a . Dependent Variable: Service Delivery 

B Std . Error Beta Sig . 
..... .. ...................... .. ....... , ________ _____ , ······ ·········--·······--.. -· ····························-···-·· .... ..... .,,, ____ ,,, ...... . 

..... ... .. ......... .. ...................... .. ......... .... ............ 

0.692 0.306 2.256 0 .025 

0.05 6 0.046 0.063 1.215 0 .225 

0.351 0.064 0.284 5.512 0 .000 

0.428 0.048 0.471 9.005 0.000 

The second objective of this investigation examined the effect of employee 's readiness for 

change on service delivery at the Immigration department. Table 4.8 results shows that there 

exists a significant positive effect of employees' readiness for change and service 

delivery ([J = 0.351, p = 0.000 < 0.05) . The study findings support previous research by 

Neves (2009) whose study on readiness for change showed that employees' readiness for 

change contributes to a high level of commitment and self-efficacy in the organization. As a 

result, Neves concluded that employees' readiness to change enhances service delivery and 

performance. 

Moreover, readiness to change as a strategy of OB Mod facilitates continuous leaming among 

employees which allows them to gain effective skills and knowledge that can be used to 

improve performance and service delivery (Kurgat, Chebet, & Rotich, 20 15). Besides, the 

study fm1her agreed with Fredrick (20 14) that OB Mod focuses on organizational citizenship 

which explains individuals' readiness for change within the organization leading to job 

satisfaction and improved perfonnance. 

The third objective of the study aimed to establish the effect of linking objectives of OB Mod 

to organizational goals on service delivery . Results rep011ed in Table 4 .8 of the regression 

coefficient results provided a positive coefficient value and a lower p-value. As such, the 

findings recorded that there exists a significant positive effect of linking objectives ofOB Mod 

to organizational goals on service delivery at the Immigration department ({3 = 0.428, p = 
0.000 < 0.05) . Therefore, there is a strong relationship between aligning objectives of OB 
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Mod with organizational goals and service delivery . This finding concurs aligned with 

organization goals increases productivity, technical knowledge, and skills as well as other 

quality improvements (Wilder & Austin, 2009). Additionally, there is a need to integrate 

potential OB Mod within the fi·amework of the organization management techniques and 

practices or culture to enhance customer safety and improved service delivery (Cunningham & 

Geller, 2008). Objectives of OB Mod when linked to organizational practices like culture, 

learning process, and a conducive environment improves productivity, performance, and a high 

level of service delivery to the clients (Ellinger, Ellinger, Yang, & Howton, 2002; Bharijoo, 

2008 ; Ojo, 2009). 

In summary, the overall equation model of the examination is as follows; 

y = 0.692 + 0.056X1 + 0.351X2 + 0.428X3 

As shown in the examination equation model, X,, X2, and X3 represent reinforcement 

strategies, employees' readiness to change, and objectives ofOB Mod respectively. The results 

therein suggest that when all factors such as reinforcement strategies, employees' readiness to 

change, and aligning objectives of OB Mod with organization goals are held constant or 

equated to zero, service delivery at the Immigration department is 0.692. However, positive 

changes such as the implementation of reinforcement strategies, employees' readiness to 

change, and aligning objectives ofOB Mod with organization goals would result in an increase 

in positive effects on service delivery by 0.056, 0.351 , and 0.428 respectively. It is, thus, 

apparent that only employees' readiness to change and linking objectives of OB Mod to 

organizational goals are significant at a 5% significant level as they both have a significant and 

strong positive effect on service delivery. 
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CHAPTER FIVE 

DISCUSSION, CONCLUSION, AND RECOMMENDATIONS 

5.1 Introduction 

This is the final chapter of this study. The first section contributes to an overall comprehensive 

discussion of the study findings and interpretation as presented in the previous chapter, chapter 

four of the study. The second section provides extensive conclusions of the study findings and 

discussions . Specifically, the conclusions of the study cover contribution to knowledge and 

policy recommendations of the study findings. Subsequent to this are the recommendations of 

the study outcome followed by areas of further research. The chapter concludes by discussing 

· the limitations of the research. 

5.2 Discussion 

Both theories and empirical results contribute to the understanding of the interplay between 

behavior modification practices and service-related practices in the organization. This research 

also contributes to the understanding of the question of how organizational behavior 

modification affects service delivery in public institutions. The survey results suggest that 

service delivery in public institutions is favoured when the management can instill behavior 

modification practices on their employees. Other factors favouring better service delivery are 

reinforcement strategies which comprise positive and negative reinforcement strategies, 

punishment, and extinction. Additionally, the results indicated that readiness shows the level 

of commitment and self-efficacy of employees towards better service delive1y. Finally, the 

likelihood of better performance is also linked to aligning the objectives of organizational 

behavior modification with the organization goals. When these objectives are aligned, 

employees can see the bigger picture and create a vision that emphasizes better service delivery. 

The use of reinforcement and readiness for change theories in this study, therefore, helps to 

understand how employees' behavior can be modified in the organization to achieve desired 

behavior, leading to better service delivery. 

Behaviors are ingrained in eve1y individual and organization and this smdy reports some 

insights to understand this organizational behavior and how modification of employees' 

behavior in the organization results in service deiivery. The objective of this shldy Vl:as to 
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determine the etiect of organizational behavior modification (organizational behavior 

modification) on service delivery at the Immigration department through the three research 

questions as follows : 

1. What is the effect of reinforcement strategies on service delivery? 

2. What is the effect of employees' readiness to change on service delivery? 

3. Does linking objectives of organizational behavior modification to organizational goals 

affect service delive1y? 

Research Question 1, identified words and phrases like negative and positive punishment, 

rewards and recognition, goal planning, and drive persistence that reflected the reinforcement 

strategies applied by the management to modify behavior. Research Question 2 included 

phrases like commitment and self-efficacy that reflected employees' readiness to changes in 

the organization. Finally, Research Question 3 demonstrated how linking organizational 

behavior modification objectives to the general goals of the organization would result in 

adaptability, collaboration and partnership, job satisfaction, and the development of employees 

in the organization. The goal was to establish how these aspects described in each research 

question of the study affect service delivery in the public sector. 

Based on the summmy of the research questions and the indicators highlighted herein, the 

discussion section of this study gives a comprehensive discussion of the rep01ied findings of 

the study in relation to both the research questions and the existing knowledge (literature 

review). It is an opportunity that demonstrates how the findings of this study reflect, differs 

from, or extends the available knowledge and understanding of organizational behavior 

modification and how it affects service delivery in the public sector. The discussion of the sh1dy 

findings, thus, follows the study questions. 

5.2.1 ·what is the effect of Reinforcement Strategies on Service Delivery? 

In this inquiry, reinforcement was used synonymously with words or phrases like punishment 

(positive and negative), rewards and recognition, goal planning, and drive persistence. The 

objective vvas to demonstrate how the management uses this technique (reinforcement) to 

modify employee's behavior towards efficient service delivery. As reported in the study, the 

results revealed that there exists an insignificant positive effect of reinforcement strategies on 

service delivery at the Immigration department. This finding could imply that either there is a 

47 



lack of or inadequate reinforcement strategies such as positive punishment that the 

management uses to elicit positive behavior. Also, there could be inadequate reward and 

recognition systems which acknowledge the contribution of individuals in the organization. 

The findings of this study agree and disagree with some of the existing knowledge on the effect 

of reinforcement strategy on service delivery and job performance. For instance, this study 

disagrees with Asadullah et al., (20 18) who studied the effect of reinforcement and punishment 

as organizational behavior modification strategies on employee perfmmance. According to the 

finding of these authors, reinforcement and punishment significantly affects employees' 

performance. That is to say, the strategy changes an individual's behavior; values, decision­

making, and provides the ability to manage conflict in the organization. The study also 

disagreed with Wei and Yazdanifard (2014) who demonstrated a significant positive impact of 

positive reinforcement on employee effectiveness in the organization. As such, the different 

findings could be due to the context under which the current study was done. 

However, the findings of this study concur with other existing knowledge that found 

reinforcement strategy to be insignificant in modifying the behavior of employees in the 

organization. Thus, little impact on the general perfmmance and service delivery. The study is 

in line with the findings of A1iis (20 12) whose study also showed minimal use of positive 

reinforcement strategies as a modification technique on employees' job perfmmance. 

According to A1iis, most organizations have an inadequate application of positive 

reinforcement as an organizational behavior modification technique. However, it remains 

unknown whether the cost is the challenge or the implementation phase. Broadly, the finding 

of this study together with Artis' view are in agreement with Noel et al. , (20 17) findings that 

in the cunent business environment, organizations have more performance concems with 

regards to reinforcement strategy to make employees perfmm better. 

What the outcome of these studies fails to inform the readers is whether contemporary 

organizations have command and control and self-regulatory approaches that employees follow 

to elicit positive behavior. As cited in Wei and Yazdanifard (2014), the command and control 

approach is where an organization enforces rules or laws through financial and non-financial 

incentives to promote positive or discourage bad behavior to improve service delivery. Self­

regulation on the other hand focuses on an individual's intrinsic motivations. It is the desire of 

a person to use his or her judgment to follow already set mles in the organization. As such, the 

insignificance of reinforcement strategy on service delivery as established in the current study 
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suggest that concerning drive persistence as a self-regulatory approach , employees do not put 

in more effmi as a team to accomplish goals. Also, there could be no clear framework for 

punishment in case of poor service delivery to the citizens. 

5.2.2 What is the effect of Employees' Readiness to Change on Service Delivery 

The second objective of this research determined the effect of employees ' readiness to change 

on service delivery. Readiness to change measured an individual ' s commitment and level of 

self-efficacy towards new changes in the organization. From the regression analysis perfo1med, 

findings reported a significant positive effect of employees ' readiness to change on service 

delivery. That is to say, there is a high level of commitment and self-efficacy among employees 

when it comes to change. What the outcome of this study means is that commitment and self­

efficacy demonstrate employees ' readiness as a behavior modification strategy that is aimed to 

elicit positive behavior towards better service delivery in the organization. 

The outcome of the study suggests that employees value change and new approaches to 

business operations and strategies. The study supports existing knowledge on the effectiveness 

of employees' readiness to change as a behavior modification strategy aimed towards achieving 

high performance in the organization. For example, the study finding is in agreement with Shea 

. et al., (2014) who pointed out that organizations have developed contexh1alized adequacy 

assessments with behavior as a measure of change commitment and efficacy. These measures 

reflect an individual's readiness for change implementation through modification. Availability 

of readiness to change, therefore, indicates the extent of employees' behavior towards 

organizational changes - be it the need to improve service delivery or change the business 

model. 

Additionally, this study finding exhibits a high level of conducive work environment and 

managerial support as detenninants of employees' commitment to change in the organization. 

As repmted in Neves' (2009) study, there is an agreement that factors like regulations and 

goodwill within the top individuals in the organization pushes employees to develop effective 

behavioral attitudes that maximize commitment level. In the end, it leads to better work 

perfonnance and ultimately leading to better service delivery. The findings imply that the 

suppmi like learning that employees get from the organization creates some sense of good 

feeling. This not only enhances their level of commitment but also makes them develop value 

through self-efficacy that drives service delivery in the organization. 
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This study also confirms Shah's (2011) and Soumyaja, eta!., (2015) outcome. Shah pointed 

out that internal factors in the organization like organizational justice can have a big impact on 

an individual's readiness to change. This, as the author postulated, can significantly enhance 

service delivery. Moreover, the study concurs with Kirrane et a!., (20 17) whose study on 

managerial suppmi linked psychological suppmi as a management practice mediates 
,. 

employees ' readiness to change and service delivery in the organization. Connecting this 

assertion to the outcome of this study, the implication is that psychological support makes 

employees feel appreciated and involved. According to Soumyaja et al , employees can develop 

commitment as a result of trust, communication, and psychological support they receive from 

their leaders. According to the authors , this ultimately results in better performance. 

5.2.3 Does Aligning Objectives of Organizational Behavior Modification with 

Organization Goals affect Service Delivery? 

The final objective of the examination sought to find out whether aligning objectives of 

organizational behavior modification to the general goals of the organization affect service 

delivery. According to the study findings, there is a strong significant positive effect of aligning 

objectives of organizational behavior modification with organization goals on service delivery. 

As the study found out, aligning behavior modification objectives with various goals of the 

organization b1ings adaptability at an individual, departmental, and organizational level. 

Moreover, it also emphasizes the benefits of collaboration and partnership among individuals 

or departments to improve services. The implication of this study outcome also is that aligning 

objectives of organizational behavior modification with organization goals may lead to 

development- as a growth process for employees to acquire the right behavior for successf11l 

service delivery. 

The results of this sh1dy support a previous study by Kurgat et al., (20 15) who stressed 

modification as a process ofbehavior management method to enhance development. According 

to the authors, behavioral changes need to be monitored and reviewed in order to promote and 

link behavioral development at personal and organizational levels. This can be achieved 

through leaming facilitation. The finding of the current study, therefore, may suggest that there 

is learning at the Immigration department. This as the results suggest, may have allowed 

individuals to gain effective skills. Also, learning may have provided employees with the right 

behavioral attitude that encourages essential knowledge necessary to improve service delivery 

to the citizens. 
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Besides, just as the available knowledge suggests, the current finding implies that aligning 

objectives of organization behavior modification with organization goals enables individuals 

to adjust their priorities to better meet the changing consumer demand through enhanced 

service delivery. According to Bharijoo (2008), organizations that manage to connect their 

behavior modification practices to the long and short term goals of the organization can develop 

an efficacious behavioral tool that shapes employees' behavior. The author also added that 

aligning objectives of behavior modification with organization goals through behavioral 

training assist employees to develop adaptability at the individual, department, and 

organizational levels. The result is that employees can work more efficiently to provide better 

services to the people. 

Subsequently, the study agrees with Foster (20 17) who postulated that organizations need to 

effortlessly apply behavior modification and adopt the "define-diagnose-design test" approach. 

In this approach, Foster points out that it involves carefully defining the problems that need to 

be addressed followed by identification ofbottlenecks that act as a detenence. It then leads to 

developing an intervention that results in adaptability in the organization. The essence of this 

approach as linked to the cunent study, is that it gives the management to define behavioral 

needs, challenges, and the interventions to develop to address the established behavioral 

problems. This behavior modification process as indicated by Wilder and Austin (2009), when 

aligned with organization goals, can assist employees to develop technical skills, positive 

culture, and job satisfaction leading to better services. 

5.3 Conclusions 

Service delivery in the public sector have continued to change a·s a result of changes in the 

global dynamics and consumer dt!mands. As a result, most government agencies in both 

developed and emerging economies have embarked on implementing various strategies to 

enhance service delivery. Whereas most studies focused on changed management strategy and 

implemeutation of information technology, the current examination focused on establishing 

how the implementation of OB Mod can affect service delivery in the public sector. In the 

context of this study, behavior modification is very imp01tant as it shapes the perception and 

attih1de of employees, thus, creating the behavior for accepting and participating in any change 

processes. From the sh1dy findings and discussion, the following conclusious are drawn. 
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First, the study concludes that even though reinforcement strategies such as punishment have 

earlier been found to be effective in improving the motivation and performance of employees 

in the organization, there is little evidence to suggest that it is very effective in enhancing 

service delivery in the public sector for Immigration department functions. As such, there is a 

need fo'r management at the Immigration department to redesign their reinforcement strategies. 

The reinforcement strategy should focus on goal planning (aligning individual or groi1p set 

goals and departmental goals to organizational goals), drive-persistence (putting more 

emphasis on working as a team), and recognizing employees to assist them to develop positive 

behavior aimed to improve service delivery in the public sector. 

Regarding the second objective of the study, the study concludes that improved service delivery 

is highly dependent on the effectiveness of employees' readiness to change in the organization. 

Just as the examination found out, employees who are ready to change have a positive attitude 

characterized by a high level of commitment and self-efficacy. This kind of behavior is 

important for the successful implementation of behavior modification strategies in public sector 

organizations. It makes employees feel the need to engage and value change processes as it 

resonates well with organizational core values . The management of the Immigration 

department, therefore, should provide more emphasis on their employees' readiness to change 

as findings demonstrate a significant positive effect of employees' readiness to change on 

service delivery in the organization. 

Lastly, the study examined how aligning objectives ofOB Mod with organization goals affects 

service delivery. In conclusion, the examiner reported that aligning objectives ofOB Mod with 

organization goals provide more prominence on the need for collaboration, involvement, and 

adaptability of employees in the organization. These practices not only enhance employees' 

positive perception but also creates a good organizational culture that supports service delive1y 

at the Immigration department. The examination further concludes that there is a need for 

management to first align objectives of OB Mod with organization goals as it provides room 

for development and a sense of growth among employees leading to expected behavior within 

the organization. 
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5.3.1 Contribution to body of Knowledge 

This examination elaborates the concept of organizational behavior modification and service 

delivery in the public sector in a different outlook. Studies on organizational development in 

the public sector have mostly focused on strategy implementation and infom1ation technology 

to explain service delivery. However, in this examination, the investigator has attempted to 

swing the attention to behavior modification from employees' perspectives in the organization. 

Moreover, this study chose the Immigration department as one of the public organizations that 

have been able to adopt and implement the use of technology in providing services to the 

people. Thus, the need to understand the employees' behavior regarding these changes aimed 

to improve service delivery. 

Accordingly, adopting emerging management strategies or practices m public sector 

organizations calls for a review of behavior modifications in these organizations. This is 

because across emerging economies and some developed nations, most government employees 

have been accused of being resistant to change and lacking integrity issues to adapt to new 

behaviors of delivering services to the people. This project, therefore, accentuates the necessity 

to develop and design an all-inclusive OB Mod policy framework that is particularly aimed at 

improving the perception and attitude of employees at both levels of the government to enhance 

service delivery. The results of this project provide relevancy for public and private 

management expe1is to design an effective behavior modification program. The framework is 

aimed to assist govemment employees to develop positive behavior to improve service 

delivery. 

5.3.2 Policy Implications 

The findings presented in this project are relevant for policy in Kenya's public sector as well 

as other private organizations where service delivery is at the core of the business. Specifically, 

the fiodings of this project call for the development of public policy management and 

implementation of OB Mod in the public sector. In the public sector as well as private sector 

organizations in Kenya, the present analysis supports the recommendations that management 

experts and policymakers should acknowledge the emerging issues in the management 

practices across organizations and their significant implications on the behavior of employees. 
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Besides, this descriptive research points to the necessity for evidence on implementation and 

effects on service delivery, and a more systematic understanding of the usefl.1lness of a well­

developed OB Mod framework from employees' perspectives. Reinforcement strategies, 

employees' readiness to change, and aligning objectives of OB Mod with organization goals 

are not only important at the national government level but also at the county govemment 

agencies level. 

5.4 Recommendations 

Following an extensive literature review, discussions , and conclusions of the study, the 

following recommendations are made in line with the significance of the study. 

5.4.1 Government 

Unlike private organizations, government agencies are faced with numerous challenges that 

affect service delive1y across various levels. This project recommends human resources (HR) 

experts in the government to develop OB Mod policies that are aimed to improve the behavior 

of their employees. The objective should be to align the behavior of employees with the 

agencies' objectives to improve results. Good OB Mod policy frameworks are, therefore, 

necessary at both the national and county govemment level. 

Moreover, the study recommends that there is a need for an effective OB Mod implementation 

framework that describes the role of employees and management in implementing change 

practices in a public organization to improve service delivery. 

5.4.2 Management Practitioners 

This study recommends the need to provide more emphasis on behavior modification as an 

area that requires the most attention in the management of public service employees. As such, 

management experts in the public sector should come up with designed policies that focus on 

probation as a strategy to implement OB Modification. The goal is to ensure that employees' 

behavior relates to the public management requirements. 
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5.5 Areas of Further Research 

This examination focused on employees at the Immigration department, Nairobi offices. 

Whereas the findings of this examination are significant for developing an effective OB Mod 

framework for service delivery in the public sector, there is a need for a similar study to be 

undertaken in other agencies in the government. Additionally, there is a need to undertake 

another study on other dimensions of OB Mod strategies on service delivery in government 

institutions and private organizations or sectors. Moreover, a comparison examination is also 

necessary to underline the behavior differences in the public sector and private sector 

employees and how their behavior Mod affects service deliveJy in their respective 

organizations. 

5.6 Limitations of the Research 

Though this examination importantly contributes to the development of knowledge in the 

management and organizational behavior areas, it has some drawbacks. First, the examination 

focused only on one govenunent agency, Immigration department offices in Nairobi. 

Subsequently, this process could be regarded as a constraint on the generalizability of the study 

findings. However, as the whole of government agency management systems follows certain 

frameworks, issued by established management experts, most public organizations operate 

similarly throughout the two levels of the government. Further, a study involving a sample of 

government agencies across the two levels of the government is needed to confinn whether 08 

Mod affects service delivery in all government agencies. This technique would further provide 

researchers with a wider understanding of the OB Mod conc~pts for the theoretical 

development of management interventions in enhancing service delivery. 

Second, the target participants for this examination were limited to individuals working at 

Immigration offices in Nairobi. Thus, the conclusion regarding OB Mod and its effect on 

service delivery is related only to this group of participants. The examination was not intended 

to generalize the effects ofOB Mod implementation on service delivery across all government 

agencies in Kenya. Further research is, therefore, needed to develop a totality kind of model 

that includes a range of OB Mod dimensions. 
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APPENDICES 

Appendix 1: Data Collection Instrument (Questionnaire) 

This study seeks to establish how the effects of organizational behaviour modification on 

services delivery in the public sector; a case of the Department of Immigration. The purpose 

of information given will be used to build more knowledge regarding the need for 

implementation of organizational behaviour modification, and how employees' behaviour 

enhances service delivery in the public sector. All the information given SHALL be strictly 

used for academic purposes only, and also for building policy recommendations. You are 

therefore kindly requested to participate in the study, by giving accurate information where 

possible. Thanks in advance. 

SECTION A: GENERAL INFORMATION 

I . Name (optional) ........ : ... . . . ... .. ... .. ... . ....... . 

2. Gender 

Male 

Female 

3. Age 

Below 25 years 

26-35 years 

36-45 years 

46-55 years 

Above 55 years 

4. Education 

Postgraduate 

Graduate 

Undergraduate 

Others 

( 

( 

( 

( 

( 

( 

( 

( 

( 

( 

( 

) 

) 

) 

) 

) 

) 

) 

) 

) 

) 

) 
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5. Organization depm1ment/unit 

Information technology ( ) 

Procuretnent ( ) 

Finance and accounting ) 

Human Resources ( ) 

Administration & Others ) 

6. Please indicate your level of experience ... . . . ... . . .. .. ......... .. . . . . . 

SECTION B: ORGANIZATIONAL BEHAVIOUR MODIFICATION 

7. Reinforcement strategies. Reinforcement refers to techniques that management use to 

stimulate positive behaviour so as employees can work better. Kindly, indicate your level of 

agreement or disagreement regarding these statements under reinforcement strategies on a scale 

of 1 - 5 where 5 is strong agree, 4 is agree, 3 is neutral, 2 is disagree and 1 is strongly disagree. 

Indicator 

1. Reward and Recognition 
a) There exist reward systems which acknowledges the contribution of 

an individual 

b) I get a special feeling to improve my perfonnance when I am 
recognized or praised for perfonning better. 

2. Goal planning 
c) We always make plans so as to achieve desired goals as an 

organization 

d) I try to achieve individual set goals on time, since they are linked to 

departmental and organizational goals 
3. Drive-persistence 

e) We put in more effort as a team to accomplish various goals in the 

organization 

f) We are motivated by the need to work better, improve perfonnance 

and satisfy citizens ofthis country 

4. Punishment 

g) Management may slow promotion process for poor work and lack of 
effm1 

h) At times, employees are taken on probation so as to align their 

behaviour organization values and goals. 
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8. Employees' readiness to change. Readiness to change measures a person 's commitment 

and level of self-efficacy /(nvards new changes in the organization. Kindly, indicate your level 

of agreement or disagreement regarding these statements under reinforcement strategies on a 

scale of 1 - 5 where 5 is strong agree, 4 is agree, 3 is neutral, 2 is disagree and I is strongly 

disagree. 

Indicator I 2 3 4 5 
1. Commitment 

a) My value for change and new approaches for business, drives my will 

to participate in change process 

b) We feel involved in most decision-making regarding changes needed 

in the organization 

c) We only participate in change process when it resonates well with 

organizational core values 

d) In most cases, we participate 111 change process because top 

management supports the change 

2. Self-efficacy 
a) I participate in change process when I know what it takes to implement 

change effectively 

b) We have enough resources to implement change effectively 

c) Level of political environment and managerial suppm1 we get makes 

us commit to change making process 

d) Level of leaming we get and also innovation that change brings to the 

organization makes us commit to the process 

9. Objectives of organizational behaviour modification. Seek to determine 1vhether 

objectives ofmod!fication are linked to organization goals towards improved service de/ive1y. 

Kindly, indicate your level of agreement or disagreement regarding these statements under 

reinforcement strategies on a scale of 1 - 5 where 5 is strong agree, 4 is agree, 3 is neutral, 2 is 

disagree and I is strongly disagree. 

Indicator I 2 3 4 5 
1. Adaptability 

a) It has enabled me to work more effectively in changing environment 

I through learning and training 

b) I have been able to adjust my priorities to better meet changing 

organization goals 

2. Collaboration & p2rtnership 

c) It has improved my skills on how to \Vork and collaborate better with 

others to accomplish goals and objectives 
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d) It has enabled me to understand how divisions and depmtments can 

work better together 

3. Job satisfaction 

e) Am currently enjoying my new roles since my attitude is now positive 

in the organization 

f) 1 can be able to perform various roles since modification provided the 

opportunity to learn other roles in the organization 

4. Development 

g) Modification process has given me a sense of growth as I have acquire 

communications skill 

h) I am able to solve consumer needs on time as a result of my enhanced 

level of innovation 

SECTION C: SERVICE DELIVERY 

I 0. Service delivery. Refers to ho-vv vvell employees in the public sector fu{fil customers, 

citizens or ente1prises' needs when seeking or providing relevant data. Kindly, indicate your 

level of agreement or disagreement regarding these statements under reinforcement strategies 

on a scale of 1 - 5 where 5 is strong agree, 4 is agree, 3 is neutral, 2 is disagree and I is strongly 

disagree. 

Indicator 1 2 3 4 5 
a) Having positive behaviour have increased our level of competence 

towards serving citizens 
b) We have been responsible in educating the citizens on government 

I process when they seek for services 
c) The level of accessibility of services have improved as a result of high 

level of changes in the organization 
d) We have made an extra effort in providing friendly services to the 

people 
e) We have been able to exceed expectations of our customers/citizens in 

the things that matter most 
f) We have been able to align ourselves with the new changes so as to 

offer quality and timely services 
g) Communication skills have improved and we have been able to 

monitor and solve customer/citizen complaints on time 
h) we study best practices that systematically help in innovative ideas 

aimed at meeting customer demands 

Thank you for your pmticipation 
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Appendix 2: Research Timeline 

Activities Timeline in months 

Aug - Oct - Jan - Apr- Jul . 

Sept Dec · Mar i 2020 

2019 2019 2020 

. Topic formulation XX 

• Research concept XX 

XX 

XX XX 

....... -····~········ 

analysis 

dissertation draft 

of 

............................. ........ .... .. .. .......................... .. ..................... ........ .. ........... · ....... .. . ....... .... .... .. 

for 
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Aug -

Dec 2020 

Jan 

Jun 

2021 

XX 

XX 

XX 

XX 

XX 

XX 
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