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ABSTRACT 

Achieving and maintaining customer-perceived service quality is regarded as essential strategy 

for the successful provision of overall customer satisfaction and customer retention in today 's 

competitive environment. The measurement of perceived service quality is commonplace in 

service industries today as it is considered fundamental for the long term survival of service 

providers. 

The objective of this study was to determine the perception of the private legal practitioners in 

Nairobi on the quality of service offered by the Kenyan Judiciary. To achieve this objective the 

study examined the dimensions of perceived service quality included in the SERVQUAL model. 

A sample of a 100 private legal practitioners was chosen through convenience sampling. The 

data was collected through semi structured questionnaires which were self administered through 

drop and pick method. Questionnaires were sent to 100 respondents and responses were received 

from 90 private legal Practitioners. The data collected was analy ed using percentages and 

mean . Tables were used for analy i . 

Analysis of the data showed that the expected cr ice qual it on all th t.! dimt.! nsions of scr i ·c 

quality is relatively high amongst the re ·pondents. I here an: man_ si milarit i ·s and some 

differences in the perspectives of stakeholder about the important'C und sen icc c pectations in 

the judiciary. verall , reliability of . en·ice i the mo t imp rtant or the s ·rvi.' ra ·t )r ·. 

mphasis on service quality re p nds to current demand for mcrc.1s ·d ac ·mmtabilit and th • 

promised services, dependably and c uratcly. Hm ~.::\ ~.:r th~.: ~.:n 1 ·c quaht\ h:tcrminunts , hich 

were deem d mo t import nt b ' th pri ' t~.: k rq Mkd to han.: ·1 high 

s rvice gap. Then.: \'>~;;re ap in II 
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order to handle the increasing workload reliably. The judiciary needs to have a public relation 

department to address complaints and give feedback to its users. 

The major limitations of the study were that the study was restricted to the private legal 

practitioners in Nairobi. Further, it considered the courts in general whereas everal categories of 

the courts, High court, Court of Appeal and Subordinate courts would have been considered 

separately. 

To overcome the limitations, further research may be done based on the perception of private 

legal practitioners in other regions in Kenya. Further the services offered by the Judiciary may be 

divided according to the various levels of courts, Court of Appeal, High Court and Subordinate 

Courts. 



1.1 Background 

CHAPTER ONE 

INTRODUCTION 

Organizations are open systems operating in a turbulent environment (Johnson and Scholes, 

2002). According to Kotler (2003), change is inevitable and yesterday's determinants of 

success can be today 's and tomorrow's determinants of failure. Therefore, organizations must 

respond appropriately to the changes in their environment in order to survive and to achieve 

their strategic objectives (Arnold & Nicholas, 1996).As Charles and Gareth ( 1998) noted, 

changes may be technological , political, legal, social, economic and political. These changes 

affect all the organizations, public, private, non- governmental and not- for -profit 

organizations alike. Some of the responses adopted by the organizations to these changes 

include restructuring, innovation, re-engineering and continuous service quality improvement 

strategies. The Government in Kenya has undertaken some responses to the changes in its 

environment which include the 1998 retrenchment programme in the public sector, 

privatization of public in titution , introducti n f perf rmancc c ntra ting nnd th 

enactment of legislation such as the Public ffice rs ~ thi s t 200 uimctl nt th • 

achievement of proper management of public re ources and in reused l! f!icien 111 · ~ rvi ~ 

delivery. 

Globalization and its forces have led to in rea ed • warene.· ~md mad· ustomer ' to put 

pressure fo r better alue product pmcnt l)f scr ic • 

t nsum ·r. of the 

services and product . om otht: t dcnl with 

service d , I \\ ith b th. 

er i c or b th it lt h tnt.~n ·c .I tt I 

II\ 

·nt I ur m n lh 
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measurement of perceived service quality is commonplace in service industries today since it 

is fundamental for the long term survival of service providers. The government is also in the 

service sector. As Kotler (2003) notes, the government sector with its courts, employment 

services, hospitals, police and military services, is in the service business. The judiciary i an 

arm of the government mandated with the administration of justice and like any other 

institution; it operates in a turbulent environment. The social, political and economic 

environment changes with time. The Judiciary is expected to progressively develop its 

services to sufficiently respond effectively and timely to these changes. Several complaints 

leveled at the judiciary include issues relating to costs and access to justice, quality of 

decisions and conduct of judicial offices. Obviously if these significant public concerns 

(legitimate or perceived) are not addressed , then there is likely to be widespread serious 

erosion of public confidence and respect for law and order, which would necessarily impact 

negatively on social, political and economic stability, development and u tainability. 

The judiciary in Kenya fall under the ovcrnancc, Ju tiec, Law and rdcr ector ( JL ) 

wherein the government in 2003 intr due d ref! rms in order t impr c cffi iency in scrvi 

delivery as a re pon e to the change in the en ir nment. I he qualit) of thl! judi ·iur 's 

crvice is paramount and it mu t continually endea or t satisf · its usl!rs/consurnl!rs. Its 

main u ers are the private legal practitioner (at o kno" n as d' o ·atcs or ml!mbcrs or the 

bar) who daily plead the cau es of their client in the court ( ' hi uri 200 ). lhe arc subjects 

of the court systems and their exp elation and per cption. on the quality of sen i es offered 

by the judiciary are e entia! in the developm nt of it l:r\ kl: llt. lit) st ,ltl: 'il:s. 

I. 1.1 Th on pt of P r pti n 

Ace rding to L n i i' in .nl kthin• tnl:.min, 

fmrn 
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Kibera & Waruingi (1988) summarize perception as the process, which attributes meaning to 

incoming stimuli through the human senses. Therefore, it constitutes of two factors, the 

stimuli and the individual factors. Knowledge of the perceptual process is essential since the 

manner in which users of a product or service interpret the information i affected by their 

cognitive understandings that they have established in their minds. Further, Perception is 

important especially to marketers since it involves the constitution of the u ers' feeling 

about particular stimuli and helps in developing strategies towards meeting that which the 

users perceive as important (Njoroge, 2003). 

1.1.2 Service Quality 

According to Thomas (1978), a service is any act or performance that one party can offer to 

another that is essentially intangible and does not result in the ownership of anything. Its 

production may or may not be tied to a physical product. Zeithamal et a! ( 1990) define 

service quality as a measure of how well the ervice level matches cu tomer expectation . An 

organization mu t be consi tent in delivering qualit) er icc in conformity with the 

turbulence of it internal and external environment. As prcng and Ma k y ( 1996) noted, the 

quality of a ·crvicc is of ·ignificant and tratcgic concern, an important indi t\tor or 
customer's satisfaction. 

onsequently, the user/consumer of the product or ·ervi e i. an important consideration in 

the achievement of the organization· obje tivc . Ru t nd Zahorik ( 1996) l bscr cd, "lhc 

ustomer ha all the votes". Tom Peter nd u tin 19 :) uphdd th, t, there 1s a role for 

marketing, trategy formulation nd th like but ultim, td) . it II boils dm n to perceived, 

appreciated and con i tently deli\ red ln~r • smgl ·, it is 

rc o •nil'ed th t even th 1'\ i · qu lit .. 

quality d li\ 

1.1. 

r udt i I 

ll Ill 

n l ulin uti 



and the Law making arm, the Legislature. It is tasked with administration and delivery of 

justice for the state by way of adjudication and resolution of criminal and civil disputes that 

occur nationally, as well as, those involving international parties and litigants. It therefore 

plays a pivotal role in the promotion and maintenance of the law which directly affect soc ial 

and economic development and sustainability, good governance and security (Kuloba, 1997). 

It must therefore be developed sufficiently to respond to the marked social, political and 

economic changes in its environment and to deliver quality service. 

The origin ofthe Judiciary in Kenya stems from the colonial masters who imposed upon their 

colonies the need for judicial institutions (Ghai and Me Auslan, 1970). Kenya adopted the 

Common law system from the British masters after its independence in 1963. The 

Constitution was adopted in 1964 and provides for the separation of the powers of the 

executive, legislative and judicial branches of government. Chapter IV of the Constitution 

entitled "The Judicature", sets out the court structure. The Judicature Act (chapter 7, Laws of 

Kenya) and the Magi trate ourts Act (chapter 10, Law of Kenya) further elaborate on the 

tructure. The pre iding officer f the different court arc judicial authoriti and ar 

designated as Justices, Judges, magi tratc or Kadhi . (collectivel kn ' n as the Ben ·h) . Th 

ourt of Appeal is the highe t-Jevel court followed b the lligh ourt nnd the M·1gistrut · ·' 

courts. 

The ourt of Appeal has juri diction to hear appeaL from th High ourt. 'liP lligh ourt has 

unlimited original juri diction in ci\il, crimin I nd tll'r m. tter , n \\ell us po\\crs or 
con titutional interpretation and juri di tion t he r pp~. I. trt m sut ordinah: ourts. Th 

magi tratc ourt "cr n: t d th~: urts . I h~.: d~: id on th 

majority of legal di put "K. 1ht turt ' h~:, r 

rn. ttcr m. tti.l 't , dhor 'c tW 

inherit 

It 



Commission (JSC) headed by the Chief Justice who is appointed by the president. Security of 

tenure is constitutionally guaranteed for the judges of the Court of Appeal and the lligh 

Court. 

The judiciary like other institutions operates in a turbulent environment. Consequently, there 

may be public disquiet in a country concerning inadequate judicial performance and 

competence particularly with reference to lengthy delays, costs and access to justice, quality 

of decisions, and conduct of judicial officers. This contributes to erosion of public confidence 

and respect for law and order (Kuloba, 1997). Courts are entrusted with many duties and 

responsibilities that affect those involved with the judicial system, including litigants, jurors, 

advocates, witnesses, criminal justice agencies, social service agencies, and members of the 

public. They should therefore be open and accessible. Location, physical structure, 

procedures, and the responsiveness of personnel affect their ervice quality thus courts must 

eliminate unnecessary barriers to their services. uch barrier can be geographic, economic, 

and procedural. They can be cau ed by deficiencie in competence and the knowledge of 

individuals participating in court proceeding . Additionally, p )Ch logical barriers an be 

created by mystcriou , remote, undul)' complicated. and intimidating ourt proccdur s 

l he Kenyan Judiciary is currently going though a phase characteri1ed b) rapid changes and 

increased sophisticated litigant . legal profe , ional with great c."pcctution..,, complicated 

disputes, and demands fo r better ervice by th gro" in • number of p •rsons seeking the 

ervices of the judiciary. A recent re earch by the lntcmation, I ommi. ion or Jurists (ICJ) 

Kenya hapter reveals that th judi iary h bc~.:n tcriz~.:d b) inctti ten . bac k. logs 

and generally ha been en to doth~.: thin \ hi hit t Jtt)tc t the countr • a lainst su ·h 

a corruption. (I J n:p rt, 2 

er ice th Judi i tl)' mu t 

h 

'It 1 hi c, m int in I 

int~.:n 1.: It l b •in • tnr qual1t 
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1.1.4 The Private Legal Practitioners 

Private legal practitioners are lawyers who are licensed by the state to advise clients in legal 

matters and represent them in courts of law and other legal agencies (and in other forms of 

dispute resolution).They are collectively known as the members of the "bar" and may be 

considered as the consumers, users and customers of the Judiciary (the bench). Lawyer have 

many names in different countries-including "advocate", "attorney", "barrister", 

"counselor", "civil law notary" and "solicitor."(Wikipendia, the free Encyclopedia). 

The process of admininstration of justice is an economic service dispenced through the courts 

of law which perform the service of dispute resolution backed by the power of the state and 

the private legal practitioners who perform the services of advocacy and decisionmaking in 

many dispute resolution and prevention process.The private legal practitioners are the main 

link between the judiciary and the public. They stand to gain or lose from the success or 

failure of the judicial organ. They plan and organize their busines es on the ba is of the 

operations of the judiciary. Their clientele and their retention arc determined by th out put 

on theca e pre entcd before the c urt . A judici r) that o fer qual it . r i c is th r lor ~ th 

foundation of a prolific legal career.lhcy have a c mprchcn ivc ' pcricn 'C with th ·ourt 

system and under tand it fully to be able to a e · it· pcrfi rmanct:. Thcrcfi r • in uss •ssin' th • 

ervice quality in the Judiciary, it is essential to inve tigate "hat c mn tes s n i · quulit in 

the minds ofthe private legal practitioner . 

In Kenya the private legal practioner hav vertim 

system and have demanded.among oth r 

improved recording of court pr 

(2003) noted that court h 

bidder. 'I h rt: h, 

' I hi i in tum 

th 

thi 

lh 

mplaincd or ·l d slim tiona! ju tic > 

rt: . tnt ·run no I th judicinr , 

1di\ t!J ot jud '~.:nu.:nts. "'hiuru 

~.: to th hi )he-..t 
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1.2 Research problem 

Administration of justice is a service provided by a public institution, the Judiciary. The 

judiciary exists to promote personal safety and rights, allocate burdens and benefit , define 

standards of fairness and fair play in society, settle disputes and maintain ocial cohe ion and 

harmony in the society. Therefore, the value of the judiciary and the quality of it ervice in 

the society are pivotal in fostering good governance and shaping up economic activity 

(Kuloba, 1997). 

Kuloba further observes that judicial settlement of disputes is an alternative to anarchy and 

therefore a means of maintaining social equilibrium. As other organizations, the Judiciary 

faces several limitations and challenges in ensuring effective rule in the implementation of 

justice. A study done on the Kenyan Judiciary and reported by Deya (2004) confirms that the 

Kenyan Judiciary has for a long time been characterized by corruption, inefficiencies, delays 

in cases and general laxity in the justice delivery proces . onsequently, the overnment 

through the JL re form ha undertaken ome reform in the Kenyan Judiciary. ome of 

the reform s include the Radical ' urger) of ' orrupt Judicial olliccrs in 2003 , nd th , 

establishment of special court · to deal with corrupti n and fa mil) matt rs, cmplo m ·nt or 
more judicial officer and acqui ·ition of more court faci lities all aimed at impro ing scr ic · 

quality in the judiciary. 

erv ice Quality is dependant on the cu tomcr/u r/con umcrs nd thdr 1 cr ·cption or the 

service (Rust et al , 1996). De eloping a y tern to id~.:ntit. th~.: pcru.:i\cd qu.1ht of' services is 

thu crucial to developing etk the nd hk\ in • sust.1in.1bk ' l)tnpct1ti c 

on its 

unle 

t:tcrmitk the p 1 cptton l)l tb users 

th 
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In Kenya much has been studied in the area of service quality. Ndegwa (1996), Masinde 

(1986), Mwendar (1987), Mwaura (2002), Murugu (2003) and Njoroge (2003) have studied 

diverse industries including, Banking/Mortgage, hospitality, transport, port services, Power 

and lighting and the matatu industry. However, the above studies were conducted in different 

industries and their findings may not be applied to the Judiciary. Further, ince the Judiciary 

begun undergoing the changes aimed at improving its service quality, no tudy has been 

carried out to determine the perception of its users on the service quality. Recognizing the 

need of establishing the perceived service quality, the study seeks to fill in the gap by 

studying the perceptions of the users of the Judiciary (private legal practioners) on the 

services offered by the Kenyan Judiciary. 

1.3 Research objective 

The objective of this study was to determine the perception of the private lega l practitioners 

on the quality of ervices offered by the Kenyan Judiciary. 

1.4. Importance of the tudy 

I he results of the study would be u cful to the folio\ ing: 

(i) 1he Judiciary. 'I he finding of the tudy may be beneficial t the judiciar in 

under tanding the perception of it u er on the quality ot its sen ices Resources 

may then be allocated appropriately to stren~then areas l)f "e,1h.n •ss in order to 

achieve its strategic plan and in parti ular. th . n i e qual it. stratc:g11:s. l·urther, the 

finding may be a ur e of in rm ti n fi r me.:, urin • the.: p ·rl"lmn,mc • or the 

judiciary in it reform programm 

(ii 'I he 

mh r 1 1r h h 1 tlh "hl m.l\ 

u ·it 



2.1 Introduction 

CHAPTER TWO 

LITERATURE REVIEW 

The objective of this study was to determine the perception of the private legal practitioners 
in Nairobi on the quality of services offered by the Kenyan Judiciary. Accordingly, the 
following related topics were covered in the literature review in the order presented:-meaning 
and the role of perception, meaning and nature of services, service quality ,determinants of 
service quality, service quality in the judiciary system, measures of service quality and the · 
summary of literature review. 

2.2 Meaning and Role of Perception 

According to Hawkins (1989), Perception involves the process of exposure, attention and 
interpretation of information or stimuli. What an individual perceives depends on their 
characteristic , the ize and intensity of the timuli and their xpo ure to the stimuli . 
Attention i a fundamental comp ncnt f perception that i often u. ed t differ ntint higher­
order cognitive processes from tho ·e that are purdy ·en ry. lndi iduul tliff•r•nccs in 
abilities and cognitive tylc are also important in percepti n. 

Perception encompasses all proces e as ociated with the re ognition: trun ' f rmution und 
organization of sensory information ( arterette & Friedman. 1978). lt is loscl reluted to all 
higher-order cognitive function uch a r a. nin_. on pt fcrmatt n, prl bkm-sol ing, 
memory, etc.) a ''ell a en f)'-mot r b h, 'i r. Kibc , · \\. ruin 'i \988) de tine 
perception a the proc 

h . n in ii\ idu;1l '" s mc.:nnin ' 
to the en ir nment nd · ri n in 

ut th tmc itu ti n. 

I n n t1 'i " I ,\ 
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minds, their perceptions not just reality must be cons idered. Rust et al. (1996) emphasizes the 

importance of perception by stating that in a service industry what matters is qua lity as 

perceived by the customer. If the customer perceives that quality a bad then it matters I ittle 

that "objective" quality may be good . Thi position is further supported by Peter and Nancy 

Austin (1985) who clearly asserts that perception is all there is, the perceived rea lity of the 

value of a service or a product. 

According to Loudon (1979) the process of perception connotes a complex process and 

indicates that consumers' perceptions of services/products are not easily determined. 

However, there are some techniques such as the perceptual mapping and Semantic 

differential profile, which are used to explore consumers' perception. Since products and 

services can be perceived on many dimensions, perceptual mapping is multidimensional in 

nature. It allows for the influence of more than one stimulus characteristics on service and 

product perceptions. Users fill out measuring scales to indicate their perception of the 

charactcri tics of product and services. omputer program arc then used to analyze the 

resulting data to determine those characteristic , which arc most important to onsumers. The 

resu lts can be plotted in terms of perceptual maps, which displa) ho' nsumcrs perc ·i • 

brands and their difference · on a coordinate sy tcm. 

2.3 Meaning and aturc of ervicc 

In economics and marketing. a ervice i the non-material equi\'ulcnt lfa gold Kotler ,2001). 

ervice pro i ion has been defined a an e on mi ti\ it~ th. t d ..:. n H result 111 ownership. 

and this i ' hat differentiate it fr m pr vidin ph) i , I 

proce that create ben fit by fi ilitatin ll'>tt mc.:r •• l ~h. n 'c.: in thei r 
phy i , I p 

i tin ui h n t c.: lt~lll\ 'l Is 

in lu t iol\ 
pr m I th 
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consumers. The service quality is determined by the whole process of the service delivery, it 

is a performance. 

Many of the concepts, as well as many of the specific techniques, work equally well whether 

they are directed at products or services. In particular, developing a marketing strategy is 

much the same for products and services, in that it involves selecting target markets and 

formulating a marketing mix(Kotler, 2003). Thus, Levitt (1981) suggested that "instead of 

talking of'goods' and of'services', it is better to talk of'tangibles' and 'intangibles'. Levitt also 

went on to suggest that marketing a physical product is often more concerned with intangible . 

aspects (frequently the 'product service' elements of the total package) than with its physical 

properties. 

2.4 Service Quality 

A working definition of "quality" has been provided by Clark, Money and Tynan (1990) cited 

in lark ( 1992):"How consistently the product or service delivered, meets or e ceeds the 

customer.' (external and internal) expectati ns and need ". A Levitt ( 1981 ), observed, th 

quality f service i m rc difficult to define duet it intangibilit . There I'm:, the vid ·n ·c 

of quality of service is ba ed on variou · determinant such us place, p • )( 11:. equipment, 

communication material, symbol and the price. Thu the en ice pr 'ider · must mlllmg~.: th · 
evidence in order to tangibilize the intangible. 

lt is more difficult for consumer to evaluate the qu lity of •n i c. than th, quillit or a 

product ( chif man and n c trinsk uc:-. tl • aluat~.: the 
crvic quality. m r t nfirm that P ·r ' ·i cd 
crvt qu lit .' ·1P ld\\ cn ~.:u-.tom rs 

till: c l \'i 

II 
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individual experiences. Consequently, service quality is concerned with what consumers' feel 
a service provider should offer rather than would offer (Parasuraman, et al ( 1988). 

Parasuraman et al ( 1985), states that service quality is the customer' s judgement of the 
entity 's superiority or excellence.lt is a form of attitude and results from comparison of 
expectations to perceptins of performance received.Service quality i therefore a perception 
as opposed to the actual or objective quality.It involves the judgement of consumers. As 
Mathews ( 1985), stated the perceived quality may not be very scientific but it is di astrous if 
you score low.Perceived quality is defined relative to an intended purpose and a set of 
alternatives.lt is different from satisfation since satisfaction depends on expectations which 
may be low or high.Consumers judge quality of service on the basis of a variety of 
informational cues that they associate with the product or the service(Clark, 1992). 

As a critical measure of organi ational performance ervice quality remain at the forefront in 
service marketing (Rust et al, 1996) . rgani ation · measure ervice quality inorder to better 
understand its essential antecedent. and con. equencic~ and ultimate! e~ tnb li sh methods of 
improving service quality and bu ild cut mer loya lt .In marketing. pl: rce i ed quail is 
important in attaining brand equity. in deri ing financial performance, as u measure of brand 
goodncs and as a differentiating /po ·itioning p mt gt ing the or ~an isu t i m a strut •gi 
thrust. Rust et al ( 1996) tate that en· ice quality i · • n imp 1rtant indi a tor of ·ustomt!r 
satisfaction. According to Lcithmal et al ( 1985). n i c quality i the c nsunH:rs' judgment 
about an entit ' s o crall c ·ccllen c or up riorit:. 'I ht:r~.:l r ', t m. int.lin leadership in the 
crvice deli cry cu tom r provid an c ·nti ~.: fi r n rkd d l t rt on 
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Quality into five as reliability, responsiveness, assurance,empathy and tangibility.According 
to Palmer (1992), SERVQUAL technique is applicable across a broad range of service 
industries and can be modified to take into account the specific requirements of an 
organisation. The determinants of ervice quality were derived from extensive re earch.The 
generic determinants can be used a the basis for the measuring service performance as a 
starting point and then expanded to the industry or markets of tudy(Para uraman et a!, 
( 1988). The determinants are derived from the Service Quality Models. 

The model created by Gronroos ( 1984b) attempts to understand how the quality of a given 
service is perceived by customers. It divides the customer's perception of any particular 
service into two: Technical quality (What the consumer receives, the technical outcome of the 
process and Functional quality (How the consumer receives the technical outcome, the 
"expre sive performance of a service"). Gronroo ( 1984b) suggested that, in the context of 
services, functional quality is generally perceived to be more important than technical quality, 
assuming that the ervice i provided at a technicall) ati factory level. He a! o point out 
that the functional quality dimension can be perceived in a very ubjective manner (Pig. 1 ). 

Fig.l.Gronroo ·' · 'ervice Quality Model 
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Gronroos's model is important because it emphasizes that service quality must include the 
manner in which it is delivered. 

Further, the 'Gap' model developed by Parasuraman et a/. ( 1985) is a mean of de cribing 
customer dissatisfaction in the context of service quality. A team from Texa A&M 
University carried out some interviews with executives in U.S. firms and with con umers and 
identified a series of five 'gaps' regarding service quality . Firstly they identified a gap 
between customers' expectation and management's perceptions of those expectations,( not 
knowing what customers expect ), secondly, between management's perceptions of 
customers' expectations and service quality specifications, (the wrong service-quality 
standards), thirdly, between service quality specifications and service delivery, (the service 
performance gap), fourthly, between service delivery and external communications to 
customers about service delivery, (when promises do not match delivery) and finally, 
between cu tomers' expectation and perceived service (the total of the other four gap ). 

'J he last gap ha the most significance since it de. cribc. the perceived cr icc quality as a 
function of the magnitude and direction of the difTerencc between th users' . pe tat ions of 
the ervicc and their a scssmcnt (perception) of the sen icc actuall delivered. It is this gap 
that this ·tudy cek to determine in determining the perceived sen icc qual it or the scr i ·cs 
offered by the Kenyan Judiciary. 'I he I ap' model keep a clear f ·us on the perceptions r 
the cu tomer, which are paramount. 

The study under the Gap Model, gathered the critcri< r c\ tluatin 1 sen icc qual it I en kc 
categories were identified which th y lied ' 
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list of customer needs should be considered complete until it has been checked for 

representation of the SERVQUAL dimensions (Rust et al, 1996). 

Fig. 2. Parasuraman, et al.'s Determinants of Perceived Service Quality 
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Courtesy, Credibility, Security),Empathy (easy Access, good communication, understanding 
the customer) and Tangibles (Appearance of physical elements).Customers' assessment of 
each of the five dimensions is measured by comparing scales of customers' expectations and 
actual experiences on a scale of twenty-two-item scale approximately four items per 

dimension. 

This service quality model (SERVQUAL) is operationalized as Q = P- E framework. That is, 
Perceived Quality (Q) increases as Perception of Service (P) increasingly exceeds 
Expectations of Service (E). Questions about the validity and reliability of the P - E gap 
framework have emerged. These are caused by ambiguous questions in the survey and its 
inflexible administration. Carman (1995) argued that SERVQUAL has developed an 
instrument for measuring quality that should serve as a "basic skeleton." The wording and 
subject of some individual items need to be customized to each service setting. His study 

emphasized that items on some dimensions should be expanded, if necessary for reliability, 

and that the scale should be refined before application. 

Palmer ( 1992) recommend that [I r organi/ati n · t under ·tand the perception r th ir 
customers, they can u ·e the ERV AL model ·ince it i · applicable ac r s a br ad runge or 
ervice industries and can easily be modified to take account of the spccifi requirements or 

the organization. ther researcher ha e adopted thi m del and uc ·cssfull apf lied it in 
different industries. ( joroge, 2003, juguna. 200~ and 1\\ aura. 200 ) 

2.4.2 ervic quality in th judiciary t m 

Accord ing to Kuloba ( 1997) th ju L tht: . ~tt:m of ourts "hich 
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Generally, a court is an official, public forum which a governemnt establishes by lawful 
authority to adjudicate disputes, and to dispense civil, labour, administrative and criminal 
justice under the law. ln common law and civil law states, the courts are the central means for 
dispute resolution, and all per ons have a right to bring their claims before a court. imilarly, 
those accused of a crime have the right to present their defense before a court. on equently, 
the reliability on the quality of service delivered by the courts is critical (Kuloba, 1997). 

According to Ghai & Me Auslan (1970) the two major models for courts are the civil law 
courts and the common law courts. Civil law courts are based upon the judicial system in 
France, while the common law courts are based on the judicial system in Great Britain. In 
most civil law jurisdictions, courts function under an inquisitorial system. ln the common law 
sy tern, most courts follow the adversarial system. Procedural law governs the rules by which 
courts operate: civil procedure for private disputes (for example); and criminal procedure for 
violation of the criminal law. 

1 he social , political and economic environment change with time (Johnson & chole , 
2002) and organi1.ations respond appropriately to cnsur \Urvival in the environment. 1 h' 
Judiciary is expected to progrc · ively develop it· scr icc · to sunic icntl rc<;pond el1ccti cl 
and timely to the e change . 'everal complaints leveled at the judicinr) include i-;sucs 
relating to costs and acce s to ju tice, quality of deci ion and conduct of.1udicial orticcs ( 1 ' J 

report, 2005) bviously if these ignificant public con ems (legitunatl.! or pl.!rc ·i \' •d) ar • not 
addressed, then there is likely to be wid pread eri u cr ion or pubh conlid •n ·c and 
rc pect for law and ord r, \\hich would nee ril) imp t n~:g th dy n s i.1l, pl)htt·al and 
economic tability, de clopmcnt and u in bilit,..' 
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Service quality in the Judiciary is a global concern. In the USA, a committee to explore the 

services of the New Jersey trial Courts in 2000 concluded that there was need for a high level 

of quality in the delivery of service, the need for the courts to be accessible to all who come 

into contact with them, and the need to take full advantage of technology to function as 

efficiently and effectively as possible. To achieve quality service the committee 

recommended the utilization of a full range of complementary dispute re olution (CDR) 

programs, and the institution of effective training programs for judges and taff that 

emphasize customer service, management and leadership skills, the importance of diversity in 

the workforce, and the development of skills to help staff better deal with a diverse populace. 

ifuna (2000) noted that the emphasis on service quality responds to current demands for 

increased accountability throughout government and the private sector. Courts, like other 

public institutions, are being called upon to account for their use of public resources and to 

improve their performance. Quality must be the hallmark of any ystem of justice . 

Productivity, timeline s, and efficiency without doubt arc important, but th c entia! 

characteri stics of court. must be their fairnes and their e en-handedness. 

5imilarly, '1 he 'I exas Judicial ouncil in 2003 examined jur service in 'I c:as' 2 4 counti •s 

and made recommendation to improve the o crall quali ty, enicicnc). and publi · perception 

of jury service. ·r o encourage public part icipation and en ure that the citiLens of re. ·as ure 

appropriately compen ated or reimbur ed for the time and e pcnscs r\!sulting form jur 

ervice, the ouncil collected and anal)7ed informati n rcganitn 1 juror pay und other 

incentive , jury education. juror re pon c r tc • the u c t pr~: r~:~:nin 1 que ti )l\ltain.: . . and 

jury ~ heel management. 
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Researchers such as Zeithmal et al. (1990) have shown that Perceived service quality is a 

function of the magnitude and direction of the gap between consumers expectations of the 

service and their assessment (perception) ofthe service actually delivered. Perceived service 

quality may therefore be conceptualized as approximating the average satisfaction level of all 

previous individual experiences. In the context of the Judiciary, desired quality is likely to be 

influenced by the accumulation of past experiences (Crompton, Mackay, & Fesenmaier, 

1991). Participants may have a concept of ideal service quality that could be provided, but 

perceive the services differently. 

2.4.3 Measures of service quality 

The conceptualization and measurement of service quality have been well described and 

researched by Parasuraman, Zeithaml, and Berry (1985) . They provide an explanation of the 

concept of service quality and identify the various "gaps" that affect service quality as 

perceived by consumers. Among them, the difference between customers' expectations of 

service and their perceptions of the service is defined a the "perceived crvicc quali ty". They 

developed ~RV AL a a scale for mea uring cu t mer perception of 'ervi c. Thi s ale 

ha been ~ubject to criticism and refinement and there i a c ntinuing debate about tlu.: 

measurement f ervice quality and the determinant v.hich hould be used (Mathew '. 1995). 

Due to the un iq ue natu re of ser ice ser ice quality i not ea y to m •asur . 'e eru l 

researchers are in agreement that ervice quality c n i t of the ·ompuris 11 bet\\ een 

expectations and perfonnance. Zeithaml ( 1990) tates that . cn i e qu lit · is the nsumer'\' 

judgment about an entity's overall e: lien r up ri rit:. lt 1s form 1 • tlltudc , nd 

results from the comp ri on o rl rm.n c r~ ~i\'ctl. 1ronroos 

1982) rnodd an ly c the n . nd the p r ~.: pllon of 
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attitudes of the consumers. Therefore to measure perceived service quality, attitude measures 

are applicable. Some of the measures of attitudes are the Guttmann Scalogram analysis 

developed by sociologist Louis Guttmann in 1950, the Thurstone Scale designed by 

Thurstone and Clare in 1929, the Osgood 's Semantic Differential Scale developed by Osgood 

eta! in 1957 and the Iikert scale developed by Iikert in 1935 (Njuguna, 2004). 

According to Chava et al (2003), in measuring service quality the Likert Scale would be 

appropriate. The Likert scale involves determining the scale items and administering them to 

a random number of respondents. A total score of each respondent for each item is then 

computed and the discriminative power of the items determined. The scale items are then 

selected and reliability tested. The scale has been applied successfully by researchers in the 

field of service quality (Njoroge, 2003 and Njuguna, 2004) . 

2.5 • ummary of the Literature Review 

'I he literature review indicate that ervice marketing ha id ntified the u tomer or u era 

the most critica l voice in asse ing ervice quality. Re earch concerning ervicc qu lity ha, 

been carried out in b th private and public ,ectors signi f ing th t.: imp rtance of scrvic, 

quality and e pec ially in the institutions ' here marketing and competition arc major 

considerations. 'J he RVQ AL in ·trument i highly popu lar wi thm the sen icc qual it 

stud ie ( joroge. 2003 and Mburu, 2002) . Regardle of the t) pe of en 1 c the users tend to 

usc the arne criteria of e aluating ervice qual it) \\hi h Kotler (200. ) ·ummaril'cd us 

reliabi lit). Rcsponsivene , a urancc, emp thy and tangibl . 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter covers the details of the manner in which this study was carried out. The details 

are covered under the following heads in the order presented: -Research Design, Population, 

Sample and Sample Design, Data collection, Operationalizing the Service Quality 

Dimensions and Data Analysis 

3.2 Research Design 

The proposed research was modeled on a descriptive design. According to Chava and 

Nachimias (2003), a descriptive study aims at determining the what, when and how of the 

phenomena. This study's aim was to determine the perceptions of the legal practioners in 

Nairobi on the quality of services offered by the Kenyan Judiciary. It therefore fitted the 

de criptivc rc earch design, which has been succe fully u ed by re earcher in other areas. 

Ngatia (2000), Mugo (2000), Mwaura (2002) and Nj roge (2003). 

3.3 The Population 

The population of interest in this study was the prh ate legal pra tioner · in Nair bi. 

According to the Law ociety of Kenya (L K) Director) (2005--006), there ar~ ._ 00 

licensed legal practioners in Kenya as at March 2006 of which 1.800 .1r prh ate leg,\ I 

Practioners in Nairobi. The rest are une enly di tributed in dh er e rea. in th~: countr . nnd 

include the non-practicing m mbers uch m mber ot the b ·n h :-t. tc t Ulh~o: Is and in­

hou e lawyers . 
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using convenience sampling since the private practitioners are hardly in their offices. They 

are often along the courts' corridors pleading their clients' causes. 

3.5 Data collection 

Primary data was collected using structured questionnaires, which were self-administered. 

The questionnaires were divided into three (3) parts. Part A was used to collect general data 

on the respondents, part B consisted of attributes to be scored on 5 point Likert Scale. The 

information gathered was used to determine the users ' expectation of the quality of service in 

relation to each element of the service quality dimensions. Part C dealt with the attributes 

scored on a 5 point Likert Scale to obtain information on the extent to which the Kenyan 

Judiciary has performed as judged by the users in each service quality dimension. 

The questionnaire used the Likert scaling which has been successfully used by other 

researchers in the area of perceptions of service quality Ngatia (2000), Mwaura (2002) and 

Njorogc (2003) 

3.6. Operationalizing the ervice Quality Dimen ion 

The tudy adopted the operationalization method a u ed b r ge (200 ). 'I he ·crvic, 

quality dimensions as set out by Parasuraman et al ( 1988) under the R model were 

operationalized against the relevant factors in the Judiciary a ho'' n in !'able .5 bel ,, . fh 

relevant questions in the questionnaire were et out again t ea h fact r f r ciTe ti\ 

assessment by the u ers. The last column indicate the rele\'ant que. ti nnaire items r levant 

to each service quality dimen ion. he qu tionn ire u d the likt.:rt alt.: t me, sur th~: 

expectation and perceptions of the private I I p titi n r . 



Table 3.6: Operationalizing the service Quality Dimensions 

Broad generic Expanded Definition of the Relevant issues for users of the Relevant 

Dimensions of Quality dimensions of Dimensions Kenyan Judicia•·y Questions in 

Quality the 
ucstionnairc 

I) Reliability Reliability Ability to perform -Are judgments and orders I ,2,3,4,5,6 & 7 
promised service, deli vered without delay? 

dependably and -Are the j udgments and orders 
accurately accurate and free of error? 

-Does the bench attend to urgency 
suniciently? 
-Are the cause lists produced 
within reasonable time? 
-Are the cause lists accurate? 
-Is the distribution of matters 
reasonable? 
-Are the courts proceedings 
a ro riatel recorded? 

2) Responsiveness Responsivene Willingness to help -Does the bench and the staff 8,9 &10 

ss customers and handle complaints well? 

provide prompt -Do they show wi ll ingness to sort 

service out problems? 
-Do they attend to complaints fast? 
-Does the bench conduct itself 
appropriate!} 

3) Assurance Competence Possession of the -Docs the bench and the staff 11 , 12, 13 & 14 

skills and knowledge 
required to perform 
the service 

Courtesy 



4) Empathy 

5) Tangibles 

Security 

Access 

Communicati 
on 

Understanding 
the ustomer 

Tangibles 

II" ) I 

Freedom from danger 
risk or doubt 

Approachability and 
ease of contact 

Listeni ng to 
customers 
keeping 
informed 
language 
understand 

and 
them 

in a 
they 

Making the effort to 
know customers and 
their needs 

Appearance of 
physical facilities, 
equipment, personnel 
and communication 
materials 

-Are the court premises safe? 
-When a date is taken in the 
registry, are the practioners assured 
of their matters being li sted on the 
dates taken? 
-Do the users of the court have free 
access to the court premi ses? 
-Are court fil es secure in the courts 
premises? 
-When documents are fil ed, are the 
users assured that they will be 
correct! fil ed in the court fi le? 

18,19,20 & 21 

-Are the members of the bench 22 & 23 
accessible especially during 
vacation? 
-Are they approachable? 
-Is it easy to access the registrar 
and the relevant court staff for the 
needs of the users? 
-Do the court clerks suffic iently 24 & 25 
interpret to clients in a language 
they -can understand? 
-Is the correspondence from the 
courts, judgments and orders 
legible and easily understood? 
-Do they have a feed back system? 
Is the feedback S) stem efficient? 
-Docs the bench and the staff 26 
recogni1e the adYoeutes and their 
role? 
-Do they accommodate requests 
for adjournment · urticiently? 
- re the) sensith c to the needs of 
the court user.;? 

-Are the court. and their facilities 
ad quate? 
-Are the) mfort ble? 
-I the judici I) • utli i~:ntl) 

n 



3. 7 Data Analysis 

The study was descriptive in nature. Therefore, descriptive statistics were used to analyse the 

data. Part A of the questionnaire used frequency tables. The Iikert scores in Parts A and B 

were analysed using mean scores, standard deviations and co-efficient of variation for each 

service dimension were used to measure the relative importance of each Service Quality 

dimension. Each Service Quality Dimension was assessed, rated and ranked in terms of its 

weighted importance in determining the Expected Service (Part B) and the Perceived Service 

(Part C). 

The objective of the study was achieved by analyzing and comparing the results of Part Band 

Part C of the Questionnaire. The difference between the means of the two parts was the 

perceived service quality (Gap 5 of the SERVQUAL model) using the Q=P-E framework. 

(Perceived Quality is the difference between the perception of service and the expectation of 

service.) 



CHAPTER FOUR 

DATA ANLYSIS AND FINDINGS 

4.1 Introduction 

This chapter analyses the private practitioners' expectations and perceptions of the quality of 

services offered by the Kenyan Judiciary and the resultant service quality gap (Perceived 

Service Quality).The data collected from the respondents is analysed to satisfy the objective 

of the study. The questionnaires were coded and edited after they were filled in by the various 

respondents. A total of 90 of the targeted 100 respondents responded to the questionnaires. 

The overall response rate was 90% which the researcher considered sufficient for the study 

for the purposes of data analysis. Other researchers in the area of perceived service quality 

have used response rates of between 70% and 85% to successfully analyse the data and make 

ound conclusions and findings on perceived service quality. uch re earcher include 73% 

by Maina (200 I) and 84% by Ngatia (2000). 

The re pon e rate was analy ed on the basis of gender and length of ·ervicc as h ,. n in 

tables 4.1 and 4.2 below. 

Table 4.1: Respon e rate by gender 

Gender Frequenc 

90 

43 

·cmalc 47 
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Table 4.2: Response Rate by length of service 

Number of years Frequency %response rate 

Base 90 100% 

Between 1-5 years 64 71% 

Between 6-10 years 20 22% 

Between 11-15 years 5 6% 

Above 15 years I 1% 

Source: Research Data 

Results show that of all the 90 respondents, 71% have practiced for period between 1-5 years, 

22% between 6- I 0 years and only one respondent (1 %) has practiced for more than 15 years. 

It is therefore clear that most of the private legal practitioners have been in practice for 

periods lcs than five years. This may be explained by the fact that most of the senior private 

legal practitioners arc not actively involved in the day to day running up and down the courts. 

They delegate matter to the young up coming legal practiti ncr . ·1 he implicati n f thi 

ob ervation i that the assessment of the perceived quality of ·cr ice · of the Kenyan J ud iciar 

will be mainly ba ed on the views of the practitioner who ha e interacted ' ith the Judicinr 

in the recent past. This mean that the ob ervation will giYe a true reflection of the current 

perception of the quality of services offered by the Kenyan Judi iary. 

4.2 Expectation of Private Legal Practitioner th quality o 

Kenyan Judiciary. 

h private legal practitioner' ·p tati n of n i nth 

dimcn ion:. in dcsc nding ord ·r o imp n n ·, 

b IO\ : 

n icc offer d b.' th' 
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Table 4.3 Service quality dimensions and their relative importance 

Service quality Mean Coefficient of Relative Proportional 

dimension Score, Me Variations, Ce Importance(%) 
--

1 Reliability 4.71 10.40% 2 1.10% 

2 Responsiveness 4.56 16.36% 20.43% 

3 Assurance 4.57 15 .54% 20.47% 

4 Empathy 4.34 20.83% 19.44% 

5 Tangibles 4.14 22.95% 18.55% 

Total 22.32 100.00% 

The variables in the above table are obtained from the respondents' scores of the answers to 

the service quality attributes questions on the Iikert scale. The means of expectations of each 

ervice quality dimensions, Me, are calculated from the scores of Iikert scales using the 

formulae in appendix 3. im ilarly, the coeffi cient of variation, e, of the rc pondcnt ' core 

on the Iikert calc core for each service quality dimcn ion arc calculated by the formulae 

in Appendix 3. In order to compare the relat ive weight of each cr icc qua l it) dimcn i n ·, 

the relative proportional importance of each dimension i ·computed as [I II w ·: 

(Mean of particular quality dimen ion ) 100%, 

(Total of all mean of all ervice quality dimen ion ), 

Who e values are shown in the Ia t column of th b 'c t ble. \\ ith II ~.:n tc~.: qual it. 

dim n ion compri ing of I 00% aluc th rd th c 'd ht 

displayed in the Ia t column of th abO\e t ble. 

I h mean of m un:: th rei ti m 

dim 

imcn il n. i~ th~.:n 

l ll tlit. 

tl 
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dimension with more than one attribute is computed by calculating the square root of the sum 

of all variances of related attributes, after when the coefficient of variation is obtained by 

dividing the standard deviation with the corresponding mean. 

As is evident from the above table, the dimension of 'reliability' with a mean score (Me) of 

4.71 tops the list followed by 'responsiveness' and progresses downwards to the last item of 

"tangibles" with a mean score of 4.14. The relative proportional importance ranges from 

18.55% to 21.10% to which shows that a generally high importance is prevalent for all the 

service quality dimensions in Kenyan Judiciary. 

4.3 Perception of the private legal practitioners on the quality of service offered by the 

Kenyan Judiciary 

Perceptions of the private legal practitioners on the quality of services offered by the Kenyan 

Judiciary for each of the service quality dimensions are as hown in table 4.4 below. The 

mea uremcnt from the Iikert calc scores arc calculated on the ba i of mean . The mean 

cores measure the relative importance of each ervicc quality dimcn ion ranging from 5, 

highe t, to I, lowe t in importance. 

Table 4.4 Perceptions of ervice 

Perception of 

) 

2.76 27.17% 

2.65 
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4.4 Perceived Service Quality (The service gap) 

The perceived service quality gap, Me-Mr was calculated by subtracting the average mean or 

the perception of service from the corresponding mean or the expected service. The overall 

mean score of the expected service is 4.46 while that of the perception of service is 2.61. 

Therefore, the service gap is 1.85.The computation of the quality gap is as shown in table 4.5 

below: 

Table 4.5 Quality Gap of the service Quality Dimensions 

Service quality Expectations of Perception of Service Gap (Me-

dimension service(Me) service(Mr) Mr) 

Reliability 4.71 2.90 1.81 

Responsiveness 4.56 2.76 1.80 
r--- 4.57 2.65 As urance 1.92 

Empathy 4.34 2.53 1.81 

r-;fangibles 4.14 2.23 1.91 
1--- 4.46 2.61 1.85 

-
Average total 

-
ource: Re earcb data 

lhe assurance dimension has the highest ervice gap fo llowed by tangib les, re liabil ity. 

empathy and finally responsiveness. 



CHAPTER FIVE 

DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 

The judiciary is an arm of the government mandated with the administration of justice and 

like any other institution; it operates in a turbulent environment. The social, political and 

economic environment changes with time. The Judiciary is expected to progressively develop 

its services to sufficiently respond effectively and timely to these changes. Several 

complaints leveled at the judiciary include issues relating to costs and access to justice, 

quality of decisions and conduct of judicial offices. Obviously if these significant public 

concerns (legitimate or perceived) are not addressed , then there is likely to be widespread 

serious erosion of public confidence and respect for law and order, which would necessarily 

impact negatively on social , political and economic stabi lity, development and su tainability. 

The objective of thi. tudy was to determine the perception of the private lega l practitioner 

n the quality of ervice offered by the Kenyan Judiciary. Thi ·chapter outline. the summar 

of finding , conclusions, recommendations and ugge tion · for further rc ·carch 

5.2 Di cu ion 

fall the 90 private legal practitioners who " ere inter iewed, 52% "ere female" and the rest 

48% were males. Further, 71% of them ha e practiced for peri d b I\\ cen 1-5 ~cars. __ % 

between 6- I 0 year and only one respondent (I%) ha pra ti ed f r mon: than I: ) car.. 

erall, reliability of services appear to b more imp rt nt th n th~.: thct en i · t: ' tl rs 

" ith a mean of 4. 71. 1 here are many imil ritie nd m 

the private legal pr titi ncr n th 

dimcn ion .I lowe er; th 
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highest gap is on the assurance dimension and the lowest on the responsiveness. The 

Judiciary needs to undertake measures to bridge the gaps in the service quality dimensions. 

There were significant negative service gaps on all the reliability statements indicating that 

the private legal practitioners are not satisfied with the service attributes measures. Assurance 

factors were rated highly compared to other factors under study. Assurance of hearing of 

matters on the dates fi xed, level of technology in the courts had the most significant service 

gaps indicating an urgent need for prioritization in service interventions. Empathy factor 

were also rated highly on importance. The biggest gap related to lack of feedback and 

understanding of the court proceedings and the courts. This shows that the level of 

communication in the Judiciary is very poor and need to be addressed. However, flexibility 

towards adj ournments was found to be relatively adhered to. On physical factors adequacy of 

the court facilities was rated highest on importance while appearance was rated as least 

important. There were high service gaps on these factors with adequacy of fac ilities being the 

main i ue. 

1 he c efficient of vari ation for the received crvice range from 42.60%- 16.89% '> ith an 

overall of 29.80%. The impl ication of the finding i that there i ' a generally high level f 

agreement in the as ·es ·ment of the received ervicc. 

5.3 onclu ion 

The judiciary offer crucial ervice and their quality is paramount to nil it. u. ers. Overa ll , 

re liabi lity of ervice is the most important .The private leg I pr 

high le cl of scr icc quality and the arc in r m nt n th 

ervice quality dimcn ion . 
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5.4 Recommendations 

All organizations whatever their nature operates in turbulent environments and have to 

constantly adapt to the changes in order to achieve their strategic objectives. Service quality 

is one of the major strategies adopted by service industries since their success is determined 

by the quality of the services they deliver. The Judiciary offers services in the administration 

of justice which is pivotal in social cohesion and economic progress and its users expect a 

high level of service quality. Therefore, the judiciary should develop service quality 

improvement strategies which involve the study of the perceptions of its key stakeholders 

especially the private legal practitioners. The resources should be allocated appropriately in 

order to address immediate concerns on the service gaps. The judiciary should particularly 

addre s the issue of reliability and assurance of its services. 

LIMITATION OF THE STUDY 

The study concentrated on the perception of the private legal practitioners in Nairobi and 

generalized the variou courts in the judiciary and did not con idcr the variou categoric of 

courts being the ourt of Appeal , lligh ourt and ubordinate courts. l he e considerations 

may have inOuenced the perception of the private legal practitioners since perception i · 

·ubjective and depend on various cognitive factor ·. further: the tud) was based on the 

SL:.RVQUAL model and did not consider other ·er ice quality determinants dcYelopcd b 

other re earchers. 

GG TION FOR F RTHER RE AR H 

The objective of the study wa to dctcrmin th per ption of tht: pri h: k~ I pr·1 tit it n~.:r 

in airobi on the quality of . crviccs offered by the Ken) n Judi i. r:. 
bo erncntion d limitations, furth ·r rc ear h m ) 
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APPENDIX!: 

LETTER OF INTRODUCTION 

Dear Respondent, 

RE: COLLECTION OF DATA. 

T.Wambui Maina, 
University ofNairobi, 
School of business, 
Department of Business Administration, 
P 0 BOX 30197, 
Nairobi, Kenya. 

01/08/06 

I am a postgraduate MBA student at the University of Nairobi currently undertaking a 
management research project titled "Perception of the Private Legal Practitioners in 
Nairobi on the quality of services offered by the Kenyan Judiciary". onsequently, I 
kindly rcque t you to fill in the enclosed questionnaire, which hall provide the data for 
analy i in order to achieve the objective of the research. The information you provide hall 
be confidential and will be u ed exclu ively for academic purpo e . 

Your kind contribution i appreciated. 

'I hank you. 

Yours Faithfully, 

T. Wambui Maina 
'tudent. 



APPENDIX2 

QUESTIONNAIRE 

Please respond to the following questions in parts A, Band C to the best of your ability as per 

the instructions in each part. 

PART A: General Information 

I) Your Name (optional) .. .. ... .. .. .... ...... ..... ....... .. . . . .. ...... . .. . ... .. . ... ... .. . . 

2) Gender 

Male 

Female 

D 
D 

3) Number of years in Practice ........................................................ . 



PARTB 
Please indicate on a scale of I to 5, below the extent to which you consider the following 

attributes as important to you in evaluation of services offered by the Kenyan Judiciary. 

Please Tick as (.,f) appropriate Box. 

I) Manner in which court proceedings are 
recorded 

2) Manner in which the judgments and orders 
are delivered 

1--,...,----t--::-
3) Duration within which judgments and 

orders are delivered 
4) Manner in which urgency is handled 

Very 
Important 
5 

Important 
4 

Somewhat 
important 
3 

Not 
important 
2 

Not 
important 
at all. 
I 

- 5) --Accurac~ ~!Judgment and orders 
- "-c'--- f h ,. =------+-----+-----+--------1f--------1f--------1 

6) Accuracy o t e cause rst 
-~ 7) Time within which cause li sts are produced 
- 8) Will ingness to assist advocates and clients 
-~ 9}- Monner in which complaints are handled 

I 0} Conduct of the bench during court 

1---:-:-:-t ..... r:-:-rroccedi ngs 
II ) Ability to deliver sound judgments and 

orders 
~ 

12) Possession of su ffi cien t ski ll s by the bench 
und staff 

13) Level oftechno l o,..,g:y~in.;..t.;..h..;.e ....;;c..;;.ou.;;,;rt..;.s;;,-_ __,_+-----+-----4------l- ----+-----
14) Knowledge of employee · of the services 

theyofler 
I I 5) Courteous, friendly and polite bench and 

staff 
16) r rustworthine • believabi lity and honesty 

of bench and staff 
17) Guarantee of the work done by staff 
I!!) Security in the court premises 
19) Confidence in the contents ofthe cause lists 
20) Mann r in \\hich filing in the regi try i 

done 
21) A urancc of hearing of matter on the date 

fi xed 
~~~~~~~~~~~--~----~~~------~~----~-+--------~~--~~-+-----·---

22) P ·imity of the bench mcmbe cspcci lly 
durin11. vacation 

23) Undcrs~ndtnA nnd_!pp~ro;..;)a~clh.;.;;m~lbl;.;:.c.:;: slt:=nlfl:.;__-+----+-----;-------t'~ 
24) Ease In under t n ltn of th ourt 

procecdmgs and tl!£.£oUrts~corre5pondencc 

25) I ced b:1d: 



PARTC 
Please indicate on a scale of 1 to 5, below how well the Kenyan Judiciary has perfo rmed on 

the fo llowing attributes. 

Please Tick as (.,f) appropriate Box. 

Very W ell Fairly Poorly Very 

W ell poorly. 

5 4 3 2 1 

1) Manner in which court proceedings are 
recorded 

2) Manner in which the judgments and orders 
are delivered 

3) Duration within which judgments and 
orders are delivered 

4) Manner in which urgency is handled 

5) Accuracy of judgment and orders 

6) Accuracy of the cause I ist 

7) Time within which cause li sts are produced 

8) Willingness to assist advocates and clients 

9) Manner in which complaints are handled 

10) Conduct of the bench during court 

~I) 
proceedings 
Ability to deliver sound judgments and 
orders 

12) P ssession of suffi cient ski ll s by the bench 
and starr 

13) Level of technology in the courts 
-

14) Knowledge of employees of the services 
they offer 

15) Courteous, fri endly and polite bench and 
staff 

16) Trustworth iness, believability and honesty 
of bench and staff 

17) Guarantee of the work done by staff 

18) Security in the court premises 

19) Confidence in the contents of the cause li stl> 

20) Manner in which filing in the regi I I) i:. 
done 

21) A. urance of hearing of m tter on th date 
fi xed 

22) Pro: irnity of the bench member peci II) 

duri n~ vacation 
23 ) IJndcrstrmding nnd approachable stnn - ~ 

24) Ense in underst ndm of the coon 

r " • tin • tnd thes~ourts curn:~punut11cc 
r= 25) I .' ecd hni k 

~~ ·~= o= 

26} t Texlhil tt) townrdJ adjournments 

·~~ 
271 A!JRC~nncc: r court~~ (lnd their -foclhtlrs 

= 
28) Adequncy ofthe couru~Orld~OIIl~r~cllulo -~ 

·~~f Sl1 nd_oomron ofthe court room~ 
l~,~.hc C<IUIPr n n ~· 

~~~~ ~~~"~ ~~~~ 

·- ' ~ 

r" 111 k \ 111 ''" uur , "" ,, 1 1 r 1 t • 



Appendix 3 

Formulae for the various variables 

Measures of customers' Expected service 

Fe- denotes, frequencies of scores obtained from the likert scale 

Xe- denotes the actual scores on likert scale continuum (ie 1-5) 

Means, Me = If~X~ 

If~ 

Standard Deviation, Se = --./Ve or SQRT of Ve 

Coefficient of Variation, Ce = .S.~x too% 

Mea ures of cu tomers' Perceived service 

Fr denote frcqucncic of scores obtained from the likert cale 

Xr denote the actual core on likcrt calc continuum (ic 1-5) 

Mean Mr IfrXr 
g. 

tandard Deviation, r = --./vr orsQRT of Yr 

oefficient of Variation, r .s.r X IOO"'o 

Mr 
crvice uality ap, M - Mr 

Pr p rtionatc . crvic quality ap 
(in per ntagcs) 


