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ABSTRACT

Service quality has been recognized as a mgor ingredient in the success of organizations
hence how they manage their service operations would eventually determine how they
performs in terms of efficiency. With good quality services offered to the customers the
organizations will have satisfied the customer needs hence thiswill eventually translate to
improved consumption of the products offered thus improved revenues would mean that
processes are efficient. The general rise in globa trade has meant that there is a lot of
border movement hence the need of efficient clearance processes is seen as instrumental
to the success of this. With no known study that has tried to look at the correlation of the
quality of services offered at the border points of Malaba and Busia to the performance of
the processes which is efficiency this study was seen relevant to help in finding out this.
The study analyzed the services offered and tried to establish their relationship to the
efficiency of the processes in terms of the volumes processed and the time used in the
processes. The study used a case study and primary and secondary data was collected
where by questionnaires were used to collect primary data and the contents were
analyzed qualitatively and inferences were drawn to deduce the outcomes. The outcomes
were regresses to establish whether there exists a correlation between the variables that
were established. The findings gave an insight of the relationships of the quality of
services to the performance of the processes at the border points. It shows that
improvement in the quality of services in terms of the delivery processes helped to
improve the performances in terms of the processes efficiency. Though some challenges
were realized in terms of the implementation of the processes which could have affected
the way some consumers perceive the services, it was concluded that with proper
stakeholder involvement in developing the services the success rate can be improved.
Hence the recommendations were that there should be constant improvement of the
services by constantly analyzing the needs in the environment and also fully involve
stakeholders in the processes of developing the services. Therefore generaly it was
concluded that quality of service has a positive relationship to the processes efficiency.
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CHAPTER ONE: INTRODUCTION

1.1 Background of the study
Quality in all sectors has been recognized for a long time as an essential ingredient to

business survival. Thus how organizations manages the perception and the expectation of
customers will matters. Ultimately the assessment of quality of service, expectation and
the needs of the customers will guide on the quality design strategies in service provision.
Organizations have adapted the process of quality service provision to mitigate on the
challenge of competition hence have an advantage (Warraich, K., Warraich, I. & Asif,
2014). The quality of service has mainly been measured through getting customers
feedbacks on their expectation and perception of services rendered by the organizations
(Fisk, Brown & Bitner, 1994 as cited by Pitt, 1997). The persistence in the growth of
international trade due to globalization has led to increase movements of goods across the
border hence increase usage of the border services for the clearance purpose of both the

goods and services and the human movement.

On the other hand efficiency of process greatly depend with the execution of the services
which in turnisa determinant of how well the services were offered, this could be in
relation to the overall system or a component of the system. Thus to ensure efficiency in
a process there is need of analyzing the whole value process cycle and eliminated the

process that do not add value to the system.

This study was based on three basic theories that tries to guide on the relationship of
quality of service and the process efficiency. This were the theory of disconfirmation,
which analyses the response a customer gives as a result of the level of satisfaction
obtained (Oliver, 1997). The equity theory, ague on the proportionality of once input to
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the rewards or expectation. The theories of rationality, effectiveness, efficiency and

control which was advance to define organizational structures.

Over the past decade there has been substantial increase in activities at the Kenya-
Uganda borders which is served by the two border points of Busia and Malaba Mainly
due to increased global trade and aso due to the regional cooperation that has ensured the

enabling environment for movement.

1.1.1Pr ocess efficiency

Process efficiency is the measure of output per unit of input in the business processes, it’s
the amount of time, labor and expenses consumed by a process. There are four main
types of process efficiency namely, overall efficiency which is generally the overal
outputs divided by the overall inputs, throughput efficiency is the output of a process or a
machine for a unit of time, labor productivity which is the output for an hour worked,

resource efficiency is the measure for any resource consumed by a process.

Organizations have been chalenged by the intense competitions coupled by continuous
changes in business environment, hence this make them to adapt new ways of operations
that help them build capacity and make them more flexible to meet customer demands.
Thus implementation of process improvement measures in business come in hand to

enhance this (Prachi, 2007).

By implementing business process reforms (BPR) techniques, it’s possible to reduce cost,
time and human resource hence improvement in efficiency and effectiveness (zaheer,
Mushtag, & Ishag, 2008). Companies that create favorable environment for their
employees for work and growth in terms of training them ultimately emerges successful

(Sameer, & Ralph, 2004).



When customers are satisfied organizations will ultimately experience a positive
progress thus business |eaders appreciate that when customers are satisfied their revenues

would probably experience a positive trgjectory.

Efficient processes in the case of one stop border post (OSBP) leads to reduction in the
lengthy clearance process hence save time, reduction in massive paper works and
eliminate duplication of work experienced in the two stop border post thus saves on the

cost of operation as well as doing business ( east African, 2018).

In the case of Canada-U.S border post, there is an appreciation by the eastern border
transport codlition (EBTC) that efficient border processes has ensured improved trade
with the Canada-U.S being the biggest trading block in 2003 between two nations with a

total of about $ 500 billion in trade (ebtc-whitepaper, 2014).

In the modern systems, a robust and efficient quality processes will involve technological
use hence reduces on the manual operations (Snee, 1993). Thus the usage of information
technology (IT) has been instrumental in the improvement of efficiency in business

processes (Davenport, 1993; Sethl and King, 2003; Venkatraman, 1994).

1.1.2 Service quality

The analysis of service quality involves assessing the delivery of service against the
expectation of the customers, hence a service that is friendly and efficient to the
customers is considered good. This basically means comparing perceived expectations
(E) of aservice against perceived performance (P), which give rise to SQ= P-E. (Oliver,
1981) in his conceptualization of satisfaction of customers, he noted that it’s a feeling
within the individual either pleasure or disappointment which they get from comparing

the performance of the product or service to their expectation. This generally are two
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conceptual analysis of satisfactions namely transaction specific and cumulative
satisfaction (Boulding & William, 1993). Transaction specific satisfaction is the anaysis
of a specific service offered to a customer in terms of its delivery i.e. the experience and
reaction (Cronin and Taylor, 1992; Boshoff and Gray, 2004), the cumulative satisfaction
account to the general analysis of the experience realized on the overall services expected

(Johnson, Anderson and Fornell, 1995).

A business will meet or exceed the expectation of the customers if it offers high quality
of service and still remain competitive. Many researchers have had different definition of
quality of service, Bitner, Booms and Mohr (1994) definesit as the overall impression by
a customer on the organizations service inferiority or superiority. Improvement of quality
of services can be archived by ensuring that the operational processes are streamlined and
develop measures of identifying and solving problems in the systems and developing

measures to analyses performance and customer’s satisfaction.

The five common dimension used to commonly measure quality of service are namely
how tangibility is the service, reliability of the service, level of responsiveness, assurance
level and empathy it offers (service performance.com, 2018). This dimensions are
important to the customers at differing levels hence the service providers need to
understand and known which dimension is to the heart of the customers they intend to
serve. In the border clearance process the customers are mainly concerned on how
effective and faster they can get the services offered hence the need of a more reliable

and responsive system to deliver to them an effective service.

Generadly when there is improvement in the design of service it will help in the

realization of higher level of service quality, therefore the change in the design of service



can be done through designing how the service is delivered and how it appears, the

environment and improving how it interact with the actual customers, Stewart (2014).

Therefore to be satisfied that the business is improving in terms of conformance in
service quality, there is need to guaranteeing having standard measures of assessing the
processes and alowing for customers feedback. Generally with the improvement of
processes control hence efficiency in the process management there will be improved
service delivery hence quality services which will be appreciated by the customers,

Ballantyne, Christopher and Payne (1994).

1.1.3 Busiaand Malaba border posts

Busia and Malaba border points are both situated in Busia County of the Kenya side of
the border which is the main link between Kenya and Uganda and also they are the main
routes that join to the other main eastern Africa nations of Rwanda, Burundi, South

Sudan and eastern Democratic republic of Congo.

There are five gazetted border points between Kenya and Uganda namely Busia, Malaba,
Lokitanyaa, Lwakhakha and Suam. Of this the most commonly used points are the Busia
and Malaba border points which are recording thriving activities in terms of trade and

human movements across, Daily monitor (2018).

The Kenya-Uganda trade, for a long time known for lengthy procedures, expensive
processes, a lot of paperwork and middlemen, has changed considerably. The one stop
border post (OSBP) has now allowed customs and other border control agencies from the
two countries to sit under one roof, this ensure that they collect revenue with ease and
hence facilitate trade. With this simplified and faster systems they have managed to

reduce smuggling due to the fact that there is no longer incentive to use illegal channels
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and with the reduced time for clearance there is improved business by trading more

volume within a specified time, Daily monitor (2018).

The most common border clearance services offered by these agencies are, the customs
clearance for goods and services by the revenue authorities, the peoples clearance by the
immigration department, health department to monitor standards in terms of diseases in
human, plants and animals, this is achieved by the national bureau of standard, drugs
control authorities, quarantine inspection services etc. there is also security services

offered by the state on the users of the borders to ensure safety, East African (2018).

All this services are effectively consolidated by trying to improve efficiency through
development of various systems to automate them or make them faster or user friendly.
Some of the systems used are Direct Traders Input (DTI)/automated systems for customs
data (ASYCUDA), integrated customs management system (ICMS) etc. Kenya has been
implementing the use of ICMS to replace the SIMBA system which is obsolete while
Uganda has been trying out the ASY CUDA system to be used in facilitating a faster

clearance processes, Daily Monitor (2018).

According to (Daily Monitor, 2018) the Uganda revenue authority said that the Busia
joint border post which was constructed to the tune of $ 11.7 million was expected to lead
improve revenue collection by boosting of the economic growth. The OSBP is expected
to shorten the clearance time to about two hours from the previous three days, thisis to
ensure the volume of export passing through the border is increased. Based on trade mark
east Africa (TMEA) independent time and traffic survey, it was found that the total

weekly traffic count on the Kenya side of the border is 3324 vehicles and 1784 on the



Uganda side. The Busia border was found to be handling the largest number of informal

trade across the border in EAC.

The OSBP launched in 2012 through the one stop border post bill 2012 and funded by
World Bank and (TMEA) has improved service delivery by ssmplifying the process, this
process ensured that one only need to deal with the border agencies of the destination
country by completing the whole process through visiting only two desks. This saw
upgrade of system to make them online hence reducing a lot of paper works and

eliminating middlemen.

The OSBP is meant to ensure effective mechanisms on border control are in place hence
trade will be boosted by increasing efficiency of service delivery, the construction of the
post includes immigration center, police station, custom booths, clearance block, animal

house, dog kernels, gate house and a furnace for burning waste.

According to (crown agents, 2010) the Busia border post has been blamed for delays
consequently resulting to congestion at the port of Mombasa. These delays have in the
past lead to strikes and go slows by transporters and clearing agents. With this trackers
and traders were forced to bribe their ways to be able to jump queues or facilitate faster
clearance of their goods. This delays at the border posts and with lack of means to settle
disputes hindered the opening up of the East Africa, even after the launch of East Africa

community market (EAC).

In other border posts, the case of Kenya-Ethiopian border post at Moyale has been aimed
at improving trade and promote peace between the two nations by the establishment of
efficient border services which will improve service delivery processes (capital business,

2017).



According to Regional initiative in support of vulnerable (agro-) pastoralist in the horn of
Africa(RISPA) report of IGAD field assessment, it was found that informal livestock
trade that exist between the Kenya and Somali border is the largest live animal export
movement in the world hence it has been shown to cost the two nations |osses in revenue.
Hence with the border services which are efficient this trade can be tapped to the benefit
of the two nations in terms of revenue and improved trade volumes. Thus IGAD with its
policy dialogue is working on prioritizing border facilitation which will eventually
improve the livelihood of the pastoral communities living across the border, (IGAD field

assessment report).

1.2 Resear ch problem

Studies conducted in the field of service quality and operational efficiency to try and give
the significance of this factors/ parameters in the way some organizations perform their
operational works, (Samyak, 2013) in measuring the efficiency of service deivery
process in hospitality industry, found that the efficiency of service delivery depends on
several factors like, service speed, service visibility, service attentiveness and courtesy &
friendliness. Thus the study conclude that the gaps which sometimes exists should be
rectified by measuring efficiency in process delivery using the listed factors hence the say

“ do it right the first time”.

Larson (1998) on’’ Customer First: using process improvement to improve service
quality and efficiency” in the framework of a library project when process improvement
in the improving of work tasks and systems(processes) there was improved productivity,

reduced costs and increased customer satisfaction.



Lee, Wilson, Vaencia, Parra, Van Schok, Soberano, Olson & Salee (2013) on the state of
the border report; a comprehensive analysis of the U.S- Mexico border , quite a number
of factors come to play in the significance of border clearance. In that despite improved
quality of services at the border, still the environmental challenges like security issues
and quality of life across the two nations affects how people use the borders hence with
the huge populations along the boundaries still there is increased rate of smuggling of

people and goods.

Sokolova (2017) on the challenges with features of customs clearance at the Russian-
Finnish border found that the update and usage of technology affects time of clearance by
reducing the time and make the process more efficient though there was a realization that

still more factors could still delay the process like the port services which may be slow.

Lu (2015) in her qualitative research analysis of service quality and customer satisfaction:
on the implications for luxury hotels, where she tried to understand whether managers of
hotels and customers both groups have the same anaysis of service quality and
satisfaction and whether there is a variation between the service offered by luxury hotels
and the way customers actually experience them. Her findings was that there exists no
disconnect though the two group understand in different language on description of
service quality, luxury and satisfaction. While guest analyzed the level of satisfaction in
terms of value received for the prices managers evaluated in terms of services provided.

Hence close relationship of service quality and satisfaction.

Global trade has increased tremendously in the past few years which in effect has an
impact on the movement of goods across the borders. Regional integration arrangements

(RIASs) composes of larger percentage of trade systems in the world, thus Africa and east



Africa is not an exception to this phenomenon, with estimates showing that more than
half of the total world trade occurs through regiona blocs/agreements (Sangeeta, Kato,
Nicolas, 2009). Hence this has led to pressure on the partner states to develop systems on
how to facilitate this process so as to ensure that it’s seamless and efficient to support

growth.

With the signing of the East Africa community common market (the common market
protocol, CMP) there has been improvement in economic growth and development due to
the achievement of goods moving freely with ease, free movement of person, labor
movement, the right of establishment, the right of residence, free services movement and
the free capital movement (Kamau & Wanyama,2017). This ensures that there is need of

efficiency in the processes that will deliver this activities on atimely manner.

Though CMP may have led to liberalized trade and investment policies, they may not do
alot in facilitating flows of services across the boundary and actually increase the proper
works and processes needed for bilateral trade (Zuckerman, 1995). The transportation
literature reorganize the importance of dependable borders and possible border cost
impacts on trader’s logistics systems (Heavor, 1992). This fact explain the importance of
developing system which will support the established policies in ensuring that the

intended goals are achieved.

The study is significant because whereas some studies have been conducted in the fields
of service quality and process efficiency, little or no specific study have been done to try
and determine the correlation of service quality and process efficiency at immigration

points, hence the researcher has concluded the need to conduct the study to determine the

10



relationship of this on the performance at the posts which could help in influencing future

policy decisions.

1.3 Objectives of the study

The objectives of this study were,

I.  To determine the relationship of the quality of service offered at the border posts
to the efficiency of the clearance process in terms of the volumes of goods.
1.  To analyze the relationship of the quality of service in immigration point to the

efficiency of clearing the people across the border.

1.4 Value of the study

The study offer useful insight to the policy makers like the government and the
intergovernmental agencies in charge of regional cooperation’s like EAC in formulation
of the right policies which will in effect ensure proper implementing of procedures that
can be helpful in delivering a progressive border services across the two nations and aso
help them to identify the potential challenges that may be realized in the implementations

of some of this processes.

The findings of the study forms a future reference to researchers, scholars and students
who might desire to carry out research on similar interrelated field. It will also support
scholars and researchers in additional extent of research identification on other correlated
studies through emphasizing interconnected matters requiring further studies and reading
the empirical literature to launch research areas. The theoretical information on the
service quality and efficiency of services will also be useful for those who would like to get

informed on matters service delivery standards and implementation at different levels.
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The value of this study is to the various managers who are tasked with managing this
process or systems as it provides useful information’s and recommendations to assist
them in making more informed management decisions leading to good service delivery
and efficiency, and it also offers them a pool of knowledge on how to handle related

cases.

To the users of border services the study gives them an opportunity to share information
of what they may feel would be of importance in contributing to the improvement of the
quality of services to be offered, how well implementation could be conducted and the

benefits that both could get from the system.
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CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

The study reviewed the literature in line with the objective to be achieved, of which first
we looked at the theoretical frame work applicable in this case pertaining to the service
quality and process efficiency. We then analyzed process efficiency and service quality in
context to the study, empirical review of the process from other areas that have done the

same and finally we analyzed the conceptual frame work.

2.2 Theoretical Framework

This present a review of the various theories that explain the relationship of quality of
service to the efficiency of the processes on which it’s rendered. The theories that explain
this are, disconfirmation theory, equity theory and theories of rationality, effectiveness,

efficiency and control.

2.2.1 Disconfirmation Theory

The expectancy disconfirmation theory argue that consumer’s judgment on satisfaction is
based on the evaluation of the product/services. Mattila & O’Neill, (2003) argue that
disconfirmation theory is among the most popular satisfaction theories, which explains
that satisfaction is related to the size and direction of the disconfirmation experience that
occurs as a result of varying the service performance against expectations. Basicaly,
satisfaction is the outcome of direct experiences with products or services, and it occurs
by comparing perceptions against a standard (e.g. expectations). This is an indicator that

the satisfaction which is driven by the quality of service is a contributor to the efficiency

13



of the processes in that consumers would always appreciate and use the service that they

are satisfied with its outcome.

Another way performance can help in explaining satisfaction is through comparing
relationship between two opposite sides that implies difference between positive and
negative perceptions. Expectation disconfirmation theory (EDT) has been traditionally
been used to develop maor marketing changes by studying customer satisfaction

behaviors (Tse, Nicosia, & Wilton, 1990)

In the case of service quality at the border clearance process, the lack of satisfaction on
the processes may be the main cause of slow processes hence the changes in the systems
and mode of service delivery could have improved the efficiency of delivery. (Mattila et
al., 2003) in the research analyzed that the delivery of the service has proved to be
significant than the outcome since dissatisfaction to a service will occur when what a

customer perceive is not meet in the expected product or service.

2.2.2 Equity Theory

This theory argue that what a man expect as a reward should be equivalent to the level of
his input. The concept suggest that in the analysis, the ratio of output to input should be
constant to all people consuming the same service or participating in the same course of
action. Thus satisfaction will be believed to have occurred if the customers appreciate

that hisinput to output is equal to that of the fellow participant.

When people realized positive inequities they may experience dissatisfaction from a

judgmental perspective, thus making them feel uncomfortable with the outcome when it
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deviate from an equitable position. But from a hedonic perspective people will tend to be

comfortable with outcomes which favors them (Liu & Brockner, 2015).

Equity theory state that “people will want to maintain their psychological balance by
striving to achieve a state of equity and fairness” (Adams, 1965) therefore when they
realize that an imbalance may exist they will try and bring back the balance to avoid

mental discomfort.

In the relationship of a group behavior in equity can be brought about by ensuring equity
in resource distribution among members while at interpersonal relationship perspective
each person will struggle to maximize his or her outcome (where Outcome= Reward-
Cost). According to (Adams, 1965) a fedling of injustice will lead to dissatisfaction,
anger, and guilt. Equity has been found to have moderate effect on customer satisfaction

and communication behaviors of customers after purchase.

In appreciating that the processes of border services involves human contact, the delivery
of services may have been affected by several factors of which some of them being
biasness in service delivery. Hence the need to create equity in service delivery my
involve changes in the mode of delivery to reduce these contacts by development of more

transparent systems with little human contacts.

The concept of equity in service delivery is described by the mare fact that in service
delivery fairnessin delivery of services will improve the level of satisfaction on the users
of the service hence improve the performance of the service in process delivery. In the
context of clearance services Initialy there was a number of middlemen involved in the

clearance process hence the delays may have been occasioned by inexperience and
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corruption in the process of clearance as some middlemen lacked the expertise to do the

job faster while other customers lacked the finances to facilitate their faster processes.

The improvement of service delivery processes and services in general can be argued to
lead to improvement in efficiency since all the customers are given an equal opportunity
to be served by a standard system that would not be bias and also increase efficiency by

eliminating inexperience by having a standard speed of the delivery process.

2.2.3 Theories of Rationality, Effectiveness, Efficiency and Control

In the concept of theories on rationality, efficiency, effectiveness and control in
organizations it gives a clam of how organizations works and their effects on the
individual behavior. With the most prevalent organizations having bureaucratic

structures, thus this are maintained by officials and systems.

Rationality involves making decisions based on the content of the problems, taking into
consideration the aternatives and the preferences and also the careful selections of the
criteria’s which fits the contexts. In public administration organizations the presence of
several decisions makers ensure more rational decisions and value which leads to

competition (Androniceanu, 2005).

Since organizations comprises of individuas from different backgrounds and cultures
who come together in the same work environment, their success in achieving their goal
will be determined by the organization structures, thus with proper structures they have
good chances of success. Hence rationality, effectiveness, efficiency and control are

related to the structure of the organization.
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Rationality is how individuals in an organizations behave thus their behaviors is affected
by the organization structures. The organization effectiveness is the ability of the
organization in achieving the desired goa while efficiency is the extent to which
resources are minimized and output maximized in order to achieve the goa. The
consistency of individual rationality, efficiency and effectiveness of an organization is

determined by the control systems developed in the organization.

The systems of control are built into organizational structure to influence individual
rationality, ensure consistency is maintained and enhance the efficiency and effectiveness

of an organization (Taylor, 1970).

Severa studies since the 1950s have had a focus on the understanding of the concept of
effectiveness in organization (Jean, 2003). Thus organization performance/ effectiveness
hugely reflects a construct perspective in which the focus is on the definition of the
concept in terms of assessment and conceptualizing (Goodman, Penning and associates,

1977).

Zeithaml, Berry & Parasuraman (1988) stated that effectiveness of the process control
influence positively the quality of service, thus the general process control of the work
flow and utilization of capacity resource in order to meet performance standards will
ensure continuous improvement of service delivery and upgrade of quality of service
provided to the customers. Due to pressure of globalization, increase competitiveness and
the volatility in the business environment, organizations come up with innovative ways of
value additions in their service provisions to improve the quality of service and make

them more efficient in terms of operations.
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2.3 Service Quality

Service quality measurements can be both subjective and objective processes, in the
subjective model the service quality is measured using the SERVQUAL model while in
the objective model it can be through primary process where customers’ episodes are
used to measure while secondary procedures with quantifiable factors like the number of

customer complaints or goods returned are used to measure.

The assessment of customer include expectation and perception across the five

SERVQUAL dimensions, the providers of the services need to work on all the five but

Need to emphasize them in order of importance. The providers of the services can use

this guides to determine specific customer needs by asking questions around them.

service quality was based on disconfirmation model (Gronroos, 1984), that put persieved
service against expected service hence the modern anaysis of determining the gaps
between persieved service and expected service as sdvanced by (parasuraman, et a.,

1985) is critical in analysing service quality.
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Figure 2.1: The service quality gap theory

The figure shows the gaps to be measured in the analysis of the service quality, this are,

Gap 1. The variation existing between consumerm expectation and the perceptions of

management on the customers expectations.

Gap 2: The variation between the management perception of consumer’s expectation and

the specifications of service provided.

Gap 3: The variation between service quality specificati

Gap 4. The variation between service provided and communication in the external

environment to the customers.

Gap 5: The variation between the expectation of customers and their perception of the

service. This gap will relay on the other four gaps associated with service quality delivery

on market side. Gap5= (gap 1, gap2, gap3, gap4).
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Thus with this gaps analysis in the provision of services still reserch has shown that the
use of persived service on the performance in mind known as SERVPERF would still be
effectively used in measuring service in a public organisation just as per (cronin and
Taylor, 1992) who still measured performance based on RATER mode of
reliability,assurancetangible, empathy and responsiveness. Hence the need of

understanding the gaps in the design of developing a proper service delivery system.

2.4 Process Efficiency

Process efficiency in organization is seen as a way of aligning processes inorder to
eliminate weadt, this systems are inessence carried out in several principles applicable to
different organisation like lean manufacturing, six sigma and kaizen, all this analyzes the

weastage levels and try to controll to improve the performance or efficiency.

Process efficiency in organisations set up can be measured through the use of total time
of processing, utilization of resources per unit of total output, non value added cost,
nonvalue added time, cost of quality e.t.c. the total process efficiency measure provide a
single indicator that measures the level to which a process performs relates to its full

potentials.

The Total Process Efficiency (TPE) is used as a measure of key performance indicator
(KPI) that drives continous efforts of improvement.

TPE=Utilization/Reliability

Utilization=Scheduled Hours/Total Available Hours,

where utilization is the measure of the process workload, based on 24hrg/ 7days a week
availability. The factors that hinders utilization are downtime due to

closure,holidays,weekends etc.
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Reliability=(Uptime)(Dependability)( First Pass Yield)

Uptime=(Actua run time)/(Schedule run time), the uptime losses can be caused by
unplanned breakdown, support related downtime, change overs and time for setting ups.
Dependability=(Actual run rate)/(Design run rate), dependability is affected by unplanned
equipment stopage which is not planned, when production speed is adjusted and jam on
the production line of of materials and products.

First pass yield=(Goods outputs first)/(Total input), fpy can be affected by scrap,rework,
losses in yield in the process, quality rejects, material losses.

In measuring total process efficiency the organisation is ably to align its processes and
ensure efficient operation, hence a driving force when prioritizing improvement
opportunities.

2.5 Service Quality and Process Efficiency

The ability of an organization to perform will be determined by its cost cutting measures
by streamlining the data management processes and improving its communication
processes, hence this can determine the difference in improvement of the incremental
cost in different processes and improved financial performance in the enterprise in
general thus decides the best in class practices. (Ahire and Dreyfus, 2000), reported that

process management will positively affect the performance of organizations

Benner and Tushman (2003) argued that effective management process practices stabilize
organizational process and establish an environment focused on searching for easy
opportunities to gain efficiency. To this there are environmental variables that need to be

included in analyzing the effect of process management on the efficiency.
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To be efficient organizations need to be quick and effective in producing products or
services with little waste, therefore gain in efficiency occurs by consistently producing
products which meet specifications by identification of areas causing defects and
variations and eliminating (Juran, 1992). Process improvement ideas also come from
incremental learning as the employees become more proficient in their tasks more and

more ideas are generated on how to change the processes and make them more efficient.

The service quality on the other hand has been reestablished to be principally defined by
the servqua model which has 5 main component. In each of them the consumer

anticipation and what they perceive on the final outcome determine their measure.

Though the model has had criticism because of its poor validity and reliability, Syed
(1998) argued that despite the enthusiasm in pursuing a research utilizing this model,
there were still need of using empirical framework while (Rowley,1976) raised an issue
about the ability of an instrument that neither being reliable nor unreliable. The model is

still widely been recommended for measuring service quality.

With this assessment the interrelation of process efficiency to the service quality in an
organization has a significant contribution on the performance of an organization as per
studies done to determine whether they are tangled together or are different components.
Thus the researcher in this case is out to analyses the relationship that exist in the process
efficiency and the service quality in regards to the performance in the immigration
control points.

2.6 Empirical Review

The review was based on studies which had been conducted in various organi zations and

institutions on service quality and process efficiency. According to (Antreas, 1997) on the
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quality of services and synergies in operating efficiency for management control in the
provison of financial services. Evidence from the Greek bank branches, where he
analyzed and found that bank branches operations are characterized by the efforts made
by managements to pursue the banks corporate objectives.

Sokolova (2017) on immigration services intimated the four customs clearance
components of revenue collection, regulatory compliance, trade facilitation and security
of which she stated that the success of how this activities are carried out will determine
the efficiency of the border services.

According to Abdirahman (2016) on quality of service practices and satisfaction of
customers in Nairobi’s taxi companies the researcher found that based on the servqua
model the customers were found to be uncertain of the reliability of the service but
agreed on the essence of providing individua attention. They strongly agree on empathy
and assurance by the taxis companies to build confidence on their customers. With
general summary agreeing on the existence of relationship between quality of service and
customer satisfaction.

Nabila (2016) exploring the dimensions of mobile banking service quality: implication
for the banking sector, she found that customer being critical of quality such alternative
financial delivery services providers hence the need of finding the underlying factors and
service quality that can influence the behaviors of the customers.

Asya (2013) on service quality and customer satisfaction. Found that since customer
attitudes helps to drive their loyalty to a product or service, there is need to manage
loyalty by satisfying them rather than directly emphasizing the importance of producing

actionabl e outcomes.
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2.7 Conceptual Framework

In this study, the framework comprises of service quality as the independent variable
which in essence is made up of the services offered at the immigration posts including the
OSBP, vehicle and human flow management, the management of the waiting bay, service
delivery processes and the staffs who are expected to carry out the work. This services
are expected to provide alevel of satisfaction to be able to create alevel of efficiency in
the process which will be the dependent variable. The factors determining the efficiency
of the processes include level of clearance by volume of both the goods and the people

and clearance time.

Independent variable Dependent variable
SERVICE QUALITY

gg‘set one stop border PROCESS EFFICIENCY
Automation of services. - Clearance output in
Training and volume of goods.
devel opment. > Clearancetime.
The queue - The number of
management: Flow of persons cleared.
both people and goods

Figure 1.2: conceptual model
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction

This chapter represent the research methodology on the process efficiency and service
quality at immigration points with the main am of establishing the correlation of the
process efficiency and quality of service. It will therefore presents the research design,

selection of the case, data collection and data analysis to help come up with findings.

3.2 Resear ch Design

The study adopted a descriptive approach to determine the relationship that exist among
the variables that had been identified during the literature review: service quality
parameters to contribute to satisfaction and then determine the outcome of the whole
process which is the efficiency of the process. The research was conducted through a case
study since the focus was on two organization and not a cross section of all immigration
points. A case study is an in-depth investigation of an individual, institution or

phenomenon, thus thiswill help in in-depth analysis of the factors under the study.

Since the study hopes to analyze the relationship of the process efficiency and service
quality, the case will help to determine the level of satisfaction with the services offered
and hence analyze the outcome over a stated time of occurrences to establish the

correlation.
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3.3 Selection of the Case

The study was conducted at the Busia and Maaba border posts. The targeted population
were the clearing agents and the people using the borders who involves businesspeople
and individuals who pass through. There was also the involvement of the border
management personnel’s who helped in giving insight on the processes and services
offered and the data collection, this was conducted through purposive sampling where
respondent among the management personnel were selected as stated by (Oso and Onen,
2005), purposive sampling starts with a purpose in mind and hence the sample is selected

to include people of interest while excluding one not interested.

3.4 Data Collection

Primary and secondary data was used in this study. The primary data was gathered in a
way of survey by use of self-administered questionnaire on the respondents who were
believed to be using the border services. The respondents comprised the travelers, the
business men, the clearing agents, truck and bus drivers and the borders officers. Surveys
was appropriate in getting first hand popul ace data with users who can read and compose
freely. Therefore every respondent got similar arrangement of inquiries in the very same
way. The researcher was mindful of the respondent confidentiality hence they were made

aware of the reasons for the exploration.

Secondary data was gathered from the economic surveys of 2016 and 2018 where
extracts on the trade between Kenya and African countries was used mainly the trade
between Kenya and Uganda, Rwanda, Burundi, D.R. Congo and South Sudan. And also
on the departing visitors from Kenya through Uganda which were believed to be the data

affecting the two border points.
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3.5 Data Analysis

The data collected using interview guides which was qualitative in nature was analyzed
conceptually, Bogdan and Bilken (1982) the process of analyzing data qualitative
involved organization of the data to develop it into manageable contents, synthesizing it
and identifying the pattern to determine what was important and what need to be learned,

hence make conclusion on what to tell people.

The analysis of the quality of service was done to determine whether they give
satisfaction which would create the right level of efficiency to the processes in a
comparative manner over different periods of applications. Multiple regression statistics
was employed to establish a relationship which is statistically significant between the
quality of service and the efficiency of the processes at the immigration points at Malaba

and Busia posts on the regression model.

Y = BO+B1X1+B2X2+pB3X3+[34X4+6

Where;

Y = Process efficiency (Time taken and Volume cleared of goods and people)

X1=0SBP

X2 =Training & Development

X3 = Automation of services

X4 = Queue management of goods and people

BO, B1, B2, B3, B4, are the coefficient of the variables

0 isthe error term.
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Tables were used to represent the data diagrammatically and descriptive data was

provided in form of exploratory notes. Analysis was done with assistance of statistical

packages or methods to analyze the data.

3.6 Observation Schedule

The survey was conducted in five days targeting various groups using the border posts at

different time as indicated by the schedule to capture the general view.

Table 3.1;: Observation scheduletable

Population surveyed Day 1 Day 2 Day 3 Day 4 Day 5
Peopl e crossing the border on 7am to 12noonto | 3pmto6pm | 7pmto | Samto
foot 1lam 2pm 11pm 6am
People crossing using public 4am to 10 amto 3pmto6pm | 1lpmto | 7amto
meansi.e. Buses 6am 1lam midnight | 8am
People crossing using private 6am to 10amto 12 | 3pmto6pm | 7pmto | Midnight
meansi.e. cars 8am noon 9pm to 2am
Truck drivers, Busdrivers and 5am to 8am to 1lamto 3pmto | 7pmto
business men 7am 10am 2pm 6pm midnight
Clearing agents and border Agents Immigration | Quality Revenue | Health
officers officers standards officers | officers

officers




CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND
DISCUSSIONS
4.1: Introduction

This chapter presents analysis and finding of the study. The correlation of quality of
service to the process efficiency in relation to the services offered at the border points of
Busia and Malaba. Analysis was done by way of questionnaire as the research
instruments which was administered to the respondents who are the border service users
and the data relating to the border clearance activities. The design of the questioner was

in line with the objectives of the study.

4.2: General Information

The study targeted a population of about 105 respondent to be interviewed using the
guestionnaire, 95 respondents filled in and returned the questioner contributing to about
90%. This was a commendable response as stated by various researchers (Mugenda and
Mugenda, 2003 and Kothari, 2004) who rated a response rate of above 70% very good.
This was made possible by the support accorded by the border security team and
managements who showed their willingness to support the course and assisted in

distribution of the questionnaire.

The survey was conducted as a way of case study and hence two border points were
selected for the study, this was in recognition of the active nature of the two border posts
and the realization that they are actively used for both goods clearance and clearance of
people making them one of the most active border posts in Kenya. With the success of

administration of the questionnaire being as follows,
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4.2.1: Gender Distribution

Table4.1: Gender distribution

Border Points %

Gender | Busia | Malaba | Total percentage

Mae 35 25 60 63.2

Female | 18 17 35 36.8

Source: Survey data (2018)

This shows afair distribution of the questionnaire between the genders.
4.2.2: Age Distribution of Respondents

Age of Respondents
50

40

30

20
. I I II
0 . I =

20-29 yrs 30-39 yrs 40-49 yrs Above 50yrs

Population

Age brackets
H Border points Busia B Border points Malaba ® Border points Total & Border points Percentage(%)

Source: survey (2018)
Figure 4.1: Demographic distribution of respondents

This was an indication of the fact that most of the border users were the active
populations who are involved in the day to day activities hence represent true picture of

the border users.

30



4.2.3: Frequency of use of Border services

Frequency of border use

51%

= Below 5 Times = 5-10 Times = 10-20 Times Above 20 Times

Source: survey (2018)
Figure4.2: Thefrequency chart

This was a clear indication that these border users majority of them had clear
understanding and experience of the border services due to their continuous use of the

border services.

4.2.4: Duration of use of Border services

100 Chart on duration of border Usage
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The years of use

Responce Rate

o

o

W Respondent Usage B % of usage

Source: Survey (2018)

Figure 4.3: Duration of service usage
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This shows that most of the respondents experienced changes which were happening at
the border points which have occurred since the revival of the EAC and the
operationalization of the OSBP. This is due to the fact that most of them utilized the

services between this periods from 2000 and 2015.

4.3 The Service Quality Response
These gives the summary of the response to the different service quality questions
presented to respondents in the questionnaires, with the breakdown on the independent

variables as follows.

4.3.1 Significance of the OSBP

The respondents were asked whether they have used both the OSBP and the old system
of the two stop border post (TSBP) and give a comparison of both the two systems on
their level of satisfaction by rating them on a scale of 1-4 from worst, bad, good and very
good. With 85 respondents responding to this question meaning they have used both
systems, amean of 2.48 and a standard deviation of 1.191 was obtained.

With those who said OSBP was worst being 29.5%, bad 9.5%, good 28.4% and very
good 22.1%. We can say that a slight majority either considers it good or very good
hence in acceptance of the fact that they are satisfied with the service. This can be
attributed to the satisfaction of services due to improvement of the general systems of
service delivery in an ingtitution as stated by Filardo (2005) on what is continuous

improvement where satisfaction to improved services was quoted as the main factor.
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4.3.2 Valueof Training

On this the respondents were asked whether they have gone through a training processin
relation to their jobs at the border points, of which the question was targeting the clearing
agents and the border officers who are responsible for offering the services. To enhance
the relevance of the question to the study, the period when the training was conducted
was aso inquired in comparison between training done before 2012 and done after 2012.
A total of 35 respondents responded to this question with the question inquiring whether
it was not helpful, helpful and very helpful on a scale of 1-3 respectively. The findings
was a mean of 2.4 and a standard deviation of 0.736, which showed majority agreeing
that it was helpful and that they had obtained their relevant training after 2012.

With about 54.3% of the respondent accepting that training was very helpful and 31.4%
agreeing that it’s helpful we can also accept the significance of the service to the user as
having a positive impact on their level of satisfaction. According to Mantey (2012)
satisfaction by the service providers from the training they received lead to improved
service delivery and subsequently customer satisfaction. Also as found by Cheng Fan Fah
& Cheng Seow Voon (2016) that there is a relation between customer satisfaction and
employee training where successful training Programme has a relation to improved
satisfaction levels among empl oyees.

4.3.3 Significance of automation

The respondents were then asked whether they have used both the old manual processes
and the improved automated systems of clearance of goods and people. They were
required to give a detailed comparison on their level of satisfaction between the two

systems on how they fedl the system is working for them. A total of 69 respondents
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responded to this question, with some describing it as slow, others were average on the
service while others saying it was faster. This was then scaled on ascale of 1-3 from slow
to faster.

System automation having been accepted as being faster at 60.9% of the respondents with
a mean of 2.26 and a standard deviation of 0.949 we can say that the majority of the
respondents considers the service to have a significant level of satisfaction to them.
According to Emma (2017) automation helps in improvement of response time,
resolution time and system update hence enabling customers to be satisfied through quick

service delivery processes.

4.3.4 Value of Queue use

On the value of the queue, the respondents were asked to compare the queue between the
old system and the OSBP system in terms of its significance to the flow of the clearance
processes whether it was very slow, slow, average, fast and very fast on a scale of 1-5.

A total of 85 respondents responded to this question with a mean of 3.07 and a standard
deviation of 1.361, The fact that the improvement of the service in the queue usage for
both the clearance of people and goods was considered either fast at 43.5% and very fast
at 10.6% of the respondents it can be generally concluded that the respondents considers
it to have a positive impact to their satisfaction level. Munirat (2015), found that queue
management helped in delivering customer satisfaction through ensuring procedural
customer service and eliminating unfair practices with Thande (2014), agreeing that most
customers accepted that scheduling and queuing helped to save them time money and

ensure consistency and security in the way they conducted their duties.
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4.4: The Process Efficiency

The process efficiency was analyzed on the level of outputs which was realized by the
respondents in the two set of conditions of one stop border post services and the old two
stop border posts in terms of time of clearance and volumes processed of goods and
people.

4.4.1: Clearance Time

The clearance time was analyzed by the respondents required to compare the amount of
time they took to procure services between the two systems, this question was comparing
their experience when they used to use the TSBP or the old system and the current new
system of OSBP in terms of time consumed at the process. A total of 85 respondents
responded to this question were they were asked to rate the speed from below 10 minutes,
10-20 minutes, 20-30minutes, 30min-1hrs and above 1lhrs on a scale of 1-5. A mean of
2.99 and a standard deviation of 1.585 in relation to the service at the OSBP was obtained
and mean of 3.16 and standard deviation of 1.254 in relation to TSBP.

The analysis of the clearance time shows a mixed reaction on the speed of clearance with
majority feeling that the two systems takes probably less than 30 minutes to clear.

Speed of clearance at Speed of clearance at

OSBP TSBP
N valid 85 83
Missing 10 12
Mean 2.99 3.16
Std. Deviation 1.585 1.254
Skewness .093 153
Std. Error of Skewness .261 .264
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When we analyze on the time brackets individualy, it can be seen that where us 23.5%
feel that OSBP takes less than 10 min only 8.4% feel the same of TSBP, whereas 25.9%
feel OSBP takes between 10-20min only 22.9% feel the same of TSBP. This gives to
about 49.4% feeling that OSBP takes less than 20min and 31.3% feeling the same for
TSBP. Alternatively 50.6% cumulatively feels that OSBP takes more than 30 minutes
whereas 68. 6% cumulatively feels the same. This shows that mgjority of the respondents
were skewed towards the feeling that the OSBP has improved the clearance time by
shortening it, Hence we can say that generally the feeling among the respondent was that
the OSBP is dlightly faster compared to the TSBP in terms of the speed of clearance.
Therefore we can agree that customer satisfaction has to some extent been achieved from
this feeling according to (Anderson & Sohal, 1999).

4.4.2: Clearance output in Volume of Goods

On this data was sourced to help and give the trends of the goods that have been procured
through this systems to help and analyze if there is correlation in terms of the changesin
volumes processed in relations to changes in activities. The data sourced was of goods
processed to countries like Uganda, Rwanda, South Sudan, D.R. Congo and Burundi
which are seen mainly to use the two border points as their points of exits of goods from

Kenya.

According to data extract on the volume of exports and import through Uganda from the

economic survey 2016 by the Kenya national bureau of statistics as shown by the table;
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Table4.4:Tradewith African countries, 2013-2017

Countries TOTAL EXPORTS (000)

2013 2014 2015 2016 2017
Uganda 65,361,907 | 60,782,664 | 68,573,904 | 62,163,383 | 61,814,032
Rwanda 13,499,695 | 14,440,844 | 17,949,831 | 17,499,630 | 17,124,028
Burundi 5598,956 | 7,849,463 |6,594,983 | 7,242,223 | 7,381,994
Congo, D.R | 18,436,875 | 21,052,099 | 20,673,353 | 20,035,483 | 18,879,330
South Sudan | 16,680,368 | 19,822,572 | 17,065,487 | 16,326,135 | 16,752,051
TOTAL 119,577,801 | 123,947,642 | 130,857,558 | 123,266,854 | 121,951,435
Percentage | 19.3 20.0 21.1 19.9 19.7
Countries IMPORTS (000)

2013 2014 2015 2016 2017
Uganda 16,085,806 | 17,549,421 | 22,283,692 | 19,275,753 | 42,041,347
Rwanda 1,005,755 715,591 789,704 774,593 1,683,596
Burundi 52,577 29,446 223,663 68,353 59,481
Congo, D.R | 561,648 259,805 127,763 208,300 504,619
South Sudan | 21,304 1,210,699 8,709 6,200 25,204
TOTAL 17,727,090 | 19,764,962 | 23,433,531 | 20,333,199 | 44,314,247
Percentage | 14.1 15.7 18.7 16.2 353

Source: Kenya National Bureau of Statistics/Kenya Revenue Authority

Economic survey 2018(Extract)

From the data it can be seen that there is some dlight improvement in the volume of
goods cleared, with a consistent increase of export from 19.3% to 20% and 21.1% from
2013 to 2015, While import moved from 14.1% to 15.7% and 18.7% in the same period.
Though this may not be an indication of the effect of service changes at the border

services, it can be a contributing factor towards the same. Thus this can help in

37



supporting the idea that service delivery is significant to customer satisfaction as stated
by Alexander P. et a., 2014.

4.4.3: Clearance Volumein terms of the Persons cleared

The clearance of person’s data was obtained to help and analyze the trends in the changes
in the number of persons who use the borders during this periods when effective changes
were believed to have occurred to establish if there is any significant changes in the

numbers of people cleared.

The data is also an extract of the economic survey 2016/2018 by the Kenya nationa
bureau of statistics on the immigration data at the Kenya Ugandan border points in

millions (*000).

Table 4.5:Departing visitors by country of residence and purpose of visit, 2015-
2017

Holiday
Country of Residence 2013 2014 2015 2016 2017
Uganda 36.1 34.7 37.5 39.3 39.9
Business
Country of Residence 2013 2014 2015 2016 2017
Uganda 94 7.1 94 9.6 9.8
Transit
Country of Residence 2013 2014 2015 2016 2017
Uganda 4.0 3.9 3.0 4.0 6.1
Total
Country of Residence 2013 2014 2015 2016 2017
Uganda 49.5 45.7 49.8 53.0 55.8

Extract of Economic survey 2016/18
By Kenya National Bureau of statistics

38



From the extract there can be seen a general improvement in the number of persons being
cleared to Uganda over the five years of the survey. This shows a positive improvement
in numbers over the periods which is considered to be the time when the changes were
effected. Despite the fact that this improvement cannot be fully attributed to the changes
in the service delivery at the border post, it may have been one of the contributing factor,
as stated by Jayaraman M., et a. (2010) a business that caters for its customer needs will
ensure repeated business and referrals due to the loyalty created.

4.5. Regression Analysis

The regression analysis was conducted on the variables to determine the correlations of
the independent variable which is the OSBP, significance of training and development,
automation of services and the management of queues which are the services offered
against the efficiency of the process which is the dependent variable determined by

clearance time, volume of goods and persons cleared.

Independent variable against Clearancetime

Model Summary

Change Statistics
Mod R Adjusted Std. Error of theR Square Sigg F
d R Square R Square Estimate Change F Change df1 df2 Change
1 .800% .639 584 1.005 .639 11521 4 26 .000

a. Predictors. (Constant), Vaue of queue use, Value of training, Significance of automation,
Significance of OSBP
b. Dependent Variable: Speed of clearance
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ANOVA?

Sum of Mean
Model Squares df Square F Sig.
1 Regression 46.566 4 11.642 11.521 .00QP
Residual 26.273 26 1.010
Total 72.839 30

a. Dependent Variable: Speed of clearance
b. Predictors. (Constant), Value of queue use, Vaue of training,
Significance of automation, Significance of OSBP

Coefficients
Unstandardized Standardized 95.0% Confidence
Coefficients Coefficients Interval for B
Std. Lower  Upper
Model B Error Beta t Sig. Bound Bound
1 (Constant) 6.687 831 8.050 .000 4979 8.394
Significance of -377 349 -312 -1.083 .289 -1.094 .339
OSBP
Vaueof training -.620 330 -.269 -1.878 .072 -1.298 .059
Significance of -.494 331 -.297 -1.491 .148 -1.174 .187
auto.
Vaue of queue use -.096 306 -.085 -314 756 -.726 534

a. Dependent Variable: Speed of clearance

With Pearson’s coefficient of 0.8, a coefficient of determinant of 0.639 and an adjusted R
square of 0.584 there is a significant correlation between the independent variables and
the dependent variable of clearance time. This in effect means that about 63.9% of the
variable correlate to the dependent variable and only 36.1% don’t show significant
correlation.

Despite this individually the independent variables don’t show correlation to the

dependent variable in that they have negative effect to variable as shown, the significance
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of the OSBP having -0.377, Value of training having -0.620, Significance of automation
having -0.494 and value of queue use having -0.096. This in effect means for the
variables to have a significant correlation they have to be considered all together. This
was conducted at asignificance level of 95%.

Thus we can conclude that there is a relationship between OSBP, Automation of services,
Training and development and Queue management to the process efficiency as can be
expressed by the equation,

Y =6.687+(-0.377X 1)+(-0.620X 2)+(-0.494X 3)+(-0.096X4) where X1 is OSBP, X2 is
training significance, X3 is the significance of automation and X4 is the Queue
management on the dependent variable Y which is the clearance time.

The analysis means that the clearance time improvement (for shorter clearance time)
there is need to consider the improvement of the services which involves the
establishment of the OSBP, the automation of the services used in border clearance, the
proper management of the queue system to make flow of both people and goods smooth
and proper training of the service providers at the border post.

Therefore for significance effect on the improvement that will bring some level of
satisfaction to the users of the service at the border, there is need to ensure that all this
improvements are done concurrently so as to have an effect on customer satisfaction
which in effect would create efficiency in the system through checking the level of
service delivery as stated by (Ebrahimpour, 2007).

Though it’s important to improve service delivery by improving the service quality it
would not have meaningful impact to the users of the service if the improvement were to

be done on a piecemeal basis, rather should be wholesomely implemented in all areas.
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CHAPTER FIVE: SUMMARY, CONCLUSION AND
RECOMMENDATION
5.1: Introduction

This chapter presents the study in a summary with the conclusion and recommendations
deduced in this research study. It gives the answer to the research questions through the
conclusion and the recommendations deduced on the objectives of the research which
was to anayze the quality of service and process efficiency at the immigration points by
looking at the correlation of the quality of services offered to the process efficiency in
terms of the clearance time and volumes cleared of both goods and people.

5.2: Summary of the findings

In the research study a sizable population was used which is believed to have given
adequate findings for proper conclusion on the effects of the variables, this is explained
by the over 90% response rate which is quite significant for a recommended population
as per (Mugenda and Mugenda, 2003). The sample of the population also contain at |east
athird of the population of both gender which can be considered balanced by a number of
standards. The fact that the variability of the choice of the testing time was considered in
arange of a period of over 30 years also enable the respondents to give a clear view of
the changes they experienced in the deferent time periods due to the fact that quite a
number of activities happened between the two nations and at the border points that could
have affected the outcome.

The population of the respondents consisted of different groups of people who are users
of border services, and who helped to bring a varied view of the feelings of the effects of
the quality of service to the efficiency of the processes. The groups includes the travelers

and the pedestrians crossing the borders, the businessmen clearing goods and services,
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the drivers involved in the transport business across, the clearing agents and the officers
who were performing various functions at the border in terms of service delivery by the
state agencies. Of al this groups we obtained varied response which depicted their
feelings of the effects of the variables studied with some of them mostly appreciating
while others having mixed feeling to others who were dissatisfied depending on the
services they sought.

On the One Stop Border Point (OSBP) service, despite magjority of the respondent
agreeing that it had a positive significant, some of the respondent who were mainly
clearing agents and the drivers had some level of dissatisfaction due to the fact that they
felt that the new system had simplified the processes and was putting them out of
business. This can be seen from the 43.5% of the respondents who felt the system was
either bad or worse hence dissatisfied. Hence this brings the need of total stockholders
involvements in the bringing about the changes even if they seems obviously positive.

On the effect of training of the staffs and the agents involved in the processes, it was
generaly agreed by the respondents that it had a positive impact on the performance with
over 85% of them accepting that it was either helpful or very helpful. This shows the
importance of considering employees as an asset hence help them develop in their career
by constantly training them as established by (Anjard, 1998). These aso helps the
organization to be able to tackle the challenges which are continuously developing in the
environment by continuously analyzing the environment and develop systems that have
positive impact to the organizations growth as stated by (Wind & Mahgjan, 1997).

The system automation which was also considered to have brought a positive impact to

the users of the border services at 60.9% acceptance rate was also considered not fast by
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some users at 24% who saw the challenges experienced in the system with the network of
the systems service providers as the main factor they consider to causes the delays. This
in effect brought the concept of managing customer expectation by ensuring stockholders
are fully involved in the processes for them to fully appreciate the service.

Just as the general system was appreciated due to physica and system changes
experienced, management of the queue was equally considered to have positive impact at
a dightly below average acceptance of 48.4% with 33.7% citing it not to have positive
impact while the rest felt it was average. This was due to the fact that although other
border user felt that the flow were moving faster, the clearing agents and the drivers still
felt the effects of the slow systems from the automated clearance processes had an impact
on how the queue was moving hence their appreciation was only on the structura
construction of the parking yard but not on the speed of the movement. Hence the need to
ensure customer satisfaction by understanding their needs as stated by (Anderson et d,
1994).

With the improved systems which lead to improved quality of services the border
services experienced improved efficiency in delivery of services as described by the
respondents on how they feel the processes is serving them and on the generd
implication felt on the usage of the border services. Though the respondents were mainly
responding on the efficiency of the processes in terms of the time they spend to procure
the service in comparison to what happened earlier, there was aso a significant trend on
the improved volumes of goods and persons which were being procured by the systems

which can also be attributed to have been partly contributed by the changes experienced.
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This can be noted by the over 44% of the respondents who felt that the improved system
was taking shorter time to procure services as compared to the old system.

5.3: Conclusions

The study shows that quality of service has a positive impact on the process efficiency in
that when the improvement of services is done in away that it encompasses al the needs
of the customers and the involvement of all the stakeholders in the sector is done, it most
probably will have a positive impact in the organizations performances especialy on its
efficiency on how it delivers the outcomes.

Thus the border management which is a multiagency managed organization with Kenya
Revenue Authority (KRA) being the lead agency, involves other agency like immigration
department, Health department, Kenya Bureau of Standards (KEBS), Nationd
Environmental Management Authority (NEMA), National Security, and many more other
department have to work together to develop services which will improve the delivery
processes so as to be able to satisfy the needs of their customers.

The study has significance contributions on the way border management can be
conducted in that it gives significant insights on the importance of stakeholder’s
involvements especially in policy issues. The need to always appreciate the users’ needs
in developing a service for them to be able to satisfy them.

It also brings out the complexity of the border management which involves the
multiagency structure with various issues to be considered in developing system in
addition to the cultural complexity of the users of the service who are a diverse

popul ation whose needs must be meet by the services.
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The implication of structural establishment of the border services and management also
brings out the appreciation of the theories of rationality, efficiency, effectiveness and
control in the management of the systems.

5.4: Recommendations

The study makes recommendation on the importance of the management always being
abreast of the facts in the environment by constantly scanning the environment to realize
the trends and make necessary improvements which will ensure that service delivery is
always not affected hence maintain an efficient system. There is aso need to ensure that
whenever changes are made there is thorough need of analyzing their impact on the
systems to ensure that service improvement made always has a positive impact on the
operational efficiency of the system.

The need to constantly involve all the stakeholders in the systems whenever organizations
are making changes to the systems, as this will help create a level of appreciation of the

changes hence its successful implementation without others feeling left out.

5.5: Limitation of the study

Although the study was successful, there were some limitations which were experienced
in the course of the study. This were the time and financial resource constrains which
limited the study to only the two border points and could not allow us to extend the study
to all the other border points to establish the general implication of the factors analyzed.
Lack of précised and adequate data on the specific volumes cleared through the specific
border points also meant that we could not get the clear picture of the performance
especially on the volumes cleared since most of the information’s kept at the border

points are confidential and could not be released to be broken down and analyzed.
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5.6: Suggestionsfor further studies

The objective of the study was to determine service quality and process efficiency at the
immigration points, hence focused on only the two immigration points. Thus there is
need to extend the study to other sectors or even other immigration points to determine if
thereis still arelationship between the two.

The study can also be extended by analyzing the relationship of service quality to other
parameters to determine whether there is more relationships of service quality to other

factors of the organizations operations.
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APPENDICES

Appendix |: Introduction letter

The Manager

Malaba and Busia immigration points
P.o.Box

Busia

Dear Sir/ Madam,

RE: REQUEST FOR RESEARCH.

| am Oloo Felix Ochieng a post graduate student at the University of Nairobi undertaking
research in the topic; “QUALITY OF SERVICE AND PROCESS EFFICIENCY AT
IMMIGRATION POINTS: A CASE OF BUSIA AND MALABA BORDER
POSTS”.

With this | would like to request for your assistance in obtaining the relevant information
that would assist me in this study at the earliest convenience. | would also like to request
for your permission in conducting interviews in the organization pertaining the above.

Therefore | would like to appreciate in advance for your assistance and guarantee that the
information provided would be treated confidentially and only used for research purpose.

Thanks.

Yourssincerely,

Oloo Felix Ochieng.
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Appendix I1: Questionnaire

SECTION A: GENERAL INFORMATION
BORDER POST: BUSIA MALABA

1. Gender: Male ( )
Female (

p—

2. Age : 20-29yrs ( )

30-39yrs  ( )
40-49yrs  ( )
Above 50yrs ( )

3. How many times have you use the border services for either clearing goods or
personal clearance?

Below 5 times ( )
510 10 times ( )
10to 20 times ( )
Above20 times ( )

4. Have you use the border services between the following periods?

1980 and 1990 ( )
1990 and 2000 ( )
2000 and 2010 ( )
2010 and 2015 ( )
2015 to date ( ) tick all the boxes that are applicable to you.

5. Describe briefly what services have you use in the border.

54



SECTION B: SERVICE RESPONSE.

1. What changesin services have you noticed at the border point? Briefly describe.

2. If you have noticed changes in the delivery of services, between which time did
you noticed the changes.
1980t0 1990 (
1990t0 2000 (
2000to0 2010 (
2010t0 2015 (
2015todate  (

S N N N N

3. Have you used both one stop border post and the old clearance process before?
Yes () No ( )

4. If yeshow would you compare them?
Old system cworst( )bad( )good( )verygood( )

One stop border post : worst( )bad( )good( )verygood( )

5. On average how long were you taking to do clearancein,

Old system :below 10min( ) 10to20min( ) 20to30min( )

30to lhrs( ) Above lhrs( )
One stop border post: below 10min( ) 10to20min( ) 20to30min( )
30tolhrs( ) Above lhrs( )

6. How would you compare the flow of que in both systems?
Old system cverysow ( )dow( )average( )fast( ) veryfast( )
One stop border post: very slow () slow () average( )fast( )veryfast( )
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. Have you use the automated system of clearance and the manual system?
Yes( )No( )

. If yeshow do they compare? Describe briefly.

. Do you think there has been changes in the parking yard for the vehicles?
Yes( )JNo.( )

. If yeswhat changes have you realized?

11.

12.

13.

14.

15.

Are you a staff/agent at the border?
Yes( ) No.( )

If yes have you undergone training on how to handle you job of recent?
Yes( ) No.( )

When was the training done?
Before 2012 ( ) After 2012 ( )

How would you gauge the significance of the training to your job?
Not helpful  ( )

Helpful ( )

Very helpful  ( )

What do you think should be improved in the process of clearance?

. In general how would you rank border servicesin scale for both the old and new
system (osbp)?
Before 2015 : Bad ( ) Better ( ) Good ( ) Best ( )

After 2015 to date : Bad ( ) Better ( ) Good ( ) Best ( )
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