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ABSTRACT

This management research has two major ob jectives, to establish changes 

in the ex terna l environment that TSC consider having great impact on its 

operations and to determine T S C ’s response to the changes in the external 

env ironm ent. This is a case study whose respondents comprise of the 

departmenta l heads of the organization .The primary and secondary data 

collection methods were applied. Personal interviews were carried out and 

questioners were used to co llec t primary data. Conten t analysis method was 

used for data analysis.

The find ings of the study were that TSC has been severely affected by the 

changes in the external environment, which have been analyzed in the areas 

of the polit ica l, economic socia l/cultural, and technological. In conclusion the 

organ ization has adopted both strategic and operat iona l responses in order 

to offer e ffective service to the teachers

Recommendations for policy and practice are that the organization should be 

set free from political in terference in order for it to offer eff icient services to 

its c lients. Technological advancement should be enhanced to promote 

eff ic iency in the organ iza tion ’s operations. The organization should have a 

direct fund ing and not rely on funding from the Ministry of Education and 

have a ttractive remuneration for the teachers. .
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CHAPTER ONE

1.0 INTRODUCTION

1.1 BACKGROUND

In the 1990s, faced with g lobal competition, techno logica l change, and 

threats by smaller and less hierarch ical competitors, companies are forced 

to seek for ways of new inward approaches to s tra teg ic management. Ansoff 

and McDonnell (1990) states that successful environment serving 

organizations, are open systems and use strategies that ensured continued 

organizational survival in the environment. They further state that a major 

escalation of environmental turbulence means a change from a fam iliar 

world of marketing and production to unfamiliar world of new technologies; 

new competitors, new consum er att itudes, new d imensions of social control 

and above all unprecedented questioning of the firms role in the society.

Kay (1993) also concluded that successful corporations based their 

stra tegies on an effective match between the externa l relationships of the 

firm and its own distinctive capabilit ies. According to Kay, the success of a 

firm is often based on the exploitation of the capabil i t ies , which the firm 

already enjoys. As such, s tra tegy should begin with an understanding of 

what these distinctive capabil i t ies are.

Ulrich and Lake (1990) stressed that in the 1990s; a company s success will
1



depend not on ly on its abil ity to meet customer needs but also on how well 

an o rgan iza t ion ’s internal processes work to meet its external demand The 

authors po inted out that the traditional means of gaining competitive 

advantage through building be tter products or serv ices, pricing of goods or 

services are lower than the competition, or incorporating technological 

innovation into research and manufacturing operations are no longer 

adequate.

According to Schoemaker' (1992) the framework of building a firm's strategic 

vision, is l ink ing the strategic vis ion to the firm's core capabilit ies. According 

to the author, if a firm 's core capabilit ies are scarce, durable, defensible, or 

hard to im ita te, they can form the basis for sustainable competition and 

surplus pro fit .

According to Christopher (1996) the service sector of the economy is going 

through a period of almost revolutionary proportions in which established 

ways of do ing business continue to be shunted aside. Around the world, 

innovative newcomers offering new standards of service have succeeded in 

markets where established competitors have failed to please today ’s 

demanding customers .It has been said that the on ly person in the world who 

apprec iates a change is a wet baby. But the w il l ingness and ability of 

managers in service firms to respond to the dramatic  changes affecting the 

service economy will determ ine whether their own organizations survive and 

prosper or go down to de fea t at the hands of more agile and adaptive
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competito rs . Among the keys to competing e ffec tive ly  in this new and 

cha lleng ing environment are sk i l ls  in marketing stra tegy and execution areas 

in which many service firms have traditionally been weak.

1.2 THE TEACHERS SERVICE COMMISSION

The H istory of the Teachers Serv ice  Commission dates back to the colonial 

times when teachers were employed by d ifferent bodies namely: The 

M iss ionaries and the Government for primary school teachers .The African 

Teachers Service and the Government for both African and 

European Secondary school teachers.

The Kenya National Union o f Teachers, established in 1957, an umbrella 

body of teachers found it unnecessary to have the decentralized system 

o f handling teachers affairs. It therefore made it, its priority to press for 

the em ployment of teachers by a central body, which led to the 

es tab lishm ent of the Teachers Service Commission (TSC) under an Act of 

Parl iam ent (Cap 212) of the Laws of Kenya in 1967.

The Teachers Service Commission was mandated by the Act to:

1. Establish and keep a Regis te r of teachers

2. Establish and maintain a teachers service adequate to the needs of 

public schools in Kenya

3 .  Recruit, employ, assign, pay, promote, transfer and exercise powers 

conferred on the Commission by the Code of Regulations for teachers on all
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public schoo l.

4 .  To de legate  to any person, with consent of the Minister and subject to 

such cond it ions as he may impose, any of its powers

5 . To com pile , publish, amend the Code of Regulations for teachers. Not to 

reg ister unsuitab le persons as teachers

6 .  To keep under review standards of education, training, fitness to teach

appropria te  to persons entering the service and to supply teachers and 

render advice to the Minister.

The Commiss ion is set up into various departments and divisions that carry 

out spec if ic

Functions to implement the mandate of the Commission as stipulated.

At its inception  the Secretar ia t had a total number of 100 staff under one 

departm ent who carried out consulting and coordinating services. It was 

during th is  time that formula tions of policies were being laid down and 

subsequen tly  the first draft o f the Code of Regulations for teachers 1972 

was drawn. It was later brough t to parliament and first published in 1976 

and later revised in 1986.

From the 100 members o f staff with three Commiss ioners under the 

cha irm ansh ip  of Mr. John Malinda who also doubled up as Director of
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Personnel Management the Commission has grown to total number 2,020 

staff member, Under four major departments namely Finance, Audit, Staffing 

and Human Resource Management Development and Administration. With 

its growth and expansion the Secretariat has been able to move from its 

initial o ff ices occupying two f loors of College House opposite the University 

of Nairobi to the Bazaar House situated at the Moi Avenue.

Secondary schools functions were coordinated from the Ministry of 

Education Headquarters. Due to the expanding demands of the teachers and 

growth o f the ir  numbers by 1972, centralization of the salary processing was 

vital hence all was brought under Teachers Service Commission. Teachers 

Service Commiss ion serves all the 235,000 teachers who are geographically 

d is tr ibu ted all over the country serving in over 17,000 primary schools and 

3,000 secondary  schools and tertiary institut ions. To serve them all, the 

Commiss ion has established units at the provincial and district levels as per 

the recomm endations of the National Committee on Educational Objectives 

and Polic ies of 1976.

Services provided by the Commission since its inception has seen the 

teachers contributing a lot to the growth of our country 's social, economic 

and po lit ica l dimensions. Over time most have contributed largely in shaping 

the country 's  education and its future growth.

Environm enta l Influences on the Teachers Service Commission:-
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1.2.1 Political factors. These include forces, which affect TSC as an 

organization. The direction and stability of po lit ica l factors is a major 

cons idera tion for TSC. How TSC has carried out its operations over the 

years has to a large extend being influenced by what is happening 

politically, as such the organization is not able to make independent 

decisions as required by the mandate.

1.2.2 Economic Factors: -This will concern the nature and direction of the 

economy in which TSC is operat ing. It is important to note that TSC depends 

on the government and donor organizations to fund its operations.

The most successful service firms separate themselves from the “p ack” to 

achieve a distinctive position in relation to the ir  competition. TSC Has 

continued to loose experienced teachers to the private schools because they 

are offered better terms of se rv ice .

1.2.3 Social-cultural Factors: - The factors involve population, social 

mobility, be liefs, Education, va lues, culture kike gender roles, and attitude to 

work and leisure. Like o the r  forces in the externa l environment, social 

factors are dynamic, with constant changes resulting from efforts of 

ind iv iduals to satisfy their des ires  and needs by contro ll ing and adapting to 

env ironm ent .The question is whether TSC responded to these factors and 

how.

There has however been woe and cry about the services offered by the 

Teachers service Commiss ion.
6



There has been concern over poor quality Service delivery, where, when, 

and how the service product is delivered to the cus tom er .The TSC has not 

faired very well in this and has been viewed as no t being mindful of the. 

Teacher. The organizations off ice at the headquarters is often characterized 

by long queues. Nobody likes to be kept waiting. Its boring, time wasting, 

and sometim es uncomfortable and yet the teachers  are kept waiting 

somewhere in its operations. The root cause is sometimes to be found in 

one or more delays behind the scenes, where service personnel are 

themselves being kept waiting for a necessary ac tion to occur somewhere 

else in the system.

Waiting lines or queues occur whenever the num ber of arrivals at a facil ity 

exceeds the capacity of the system to process them. Queues are basically a 

symptom o f unresolved capacity  management problem s.

1.2.4 T e c h n o lo g ic a l  F a c to rs :  ■ To avoid obso lescence and promote 

innovation, a firm must be aware of techno logical changes that might 

influence its industry; There should be more and more opportunit ies to 

enhance service and also to improve productiv ity  through intell igent 

applica tions of information

Technology, for example obta in ing more information, making payments .The 

Internet is expected to play a major role in service delivery.

Information can be provided in many forms, inc lud ing  reprinted brochures,

signs or pre-recoded messages .If customers pre fe r to talk to service
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personnel face to face they should be ready to answer their questions.

Organizations can turn their employees into instant experts by giving them 

access to relevant information.

TSC has not fully computerized its operations making it d ifficult for the 

employees to attend to teacher ’s problems effic iently.

The re la t ionship between the teacher and the commiss ion many times has 

been s tormy over the years.

There has been the issue of the salary increase, which has over the years 

set the teachers against the employer.

Of late the recruitment of new teachers being done from the district level has 

put TSC on the spotlight and there has been an ou tcry  on the same. TSC 

seem not to have prepared on how the recruitment exercise should be 

carried w ithout being misused by the agents in the fie ld.

Teachers Service Commiss ion has faced a lot of challenges since the 

l ibera lization of Education and competit ion has intensified. There are many 

schools being operated priva te ly  and as a result experienced teachers have 

continued to resign from TSC employment to seek employment in private 

institu t ions because they o ffer better terms of serv ice.

1.3 THE STATEMENT OF THE PROBLEM

The education environment in Kenya has d rast ica lly  changed since the 

1990s. The changes that the education system has gone through is



tremendous from the times of co lon ia l regime where school principals and 

educational officials were reserved for the whites through the Missionaries 

to the Afr icanization of the sys tem s speaks vo lumes of the changes that 

have taken place resulting to the African Teachers Service and the 

Government for both African and European Secondary school teachers.

The changes posed serious s tra teg ic  threat to ex is t ing  institutions. Studies 

on responses to env ironmental changes in Kenya focused on various 

industr ies, some of the studies done were sheikh (2000) on the insurance 

industr ies, warucu (2001) on the banking industry and kandie (2001) on the 

telecom Kenya Lid. Bett (1995) on the Dairy industry, Chene (1998) on the 

food manufacturing industry, Kombo (1997) on motor franchise holders, 

Amurle (2003) on family p lann ing, Goro (2003) commercia l banks, Kiptugen 

(2003) on KCB, Migunde (2003) on Kenya Broadcasting Corporation, Mairura 

(2003) on level of satisfaction of teachers and Mwanth i (2003) on BAT,

The Teachers Service Commiss ion, which is the sub jec t of the current study 

although looked at by Mairura (2003) the Study focused on level of 

sa tisfaction and not how it has responded to environmenta l changes. It is 

therefore important to carry out a study to find ou t these issues which have 

greatly impacted on TSC and how it has responded to the changes in its 

external environment This is a large organization that handles over 75%of 

the coun try 's  teaching force. Teachers Service Commission transformed
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from merely serving as a staff ing unit of the M in is try  of Education to 

currently  handling all that is stipulated in the mandate. It has strategically 

posit ioned itse lf at a competit ive edge providing se rv ice  for quality teaching 

to the la rgest workforce in the Civil Service to ta ling  235,000 serving 

teachers with a current wage bil l of Kshs.44.4 b il l ion. This makes TSC an 

important institution in Kenya and is facing changes in the environment that 

ranges from  political, economical, social cultural, techno logical, legal that 

will see it react to the environment .In spite of the major environmental 

changes it has continued to experience TSC is stil l surviv ing. How TSC is 

responding to these changes is an issue worth considering. The Institutions 

faced by such environmental changes are expected to respond by adopting 

the appropria te strategic responses. Teachers Service Commission is 

equally expected to respond to those changes.

It ’s not c lea r  whether Teachers Service Commission has responded to these 

changes. This is what researcher set out to investigate  in this study. The 

questions to be answered in this study are that;

•  What are the changes in the external environment that TSC consider to 

have great impact on its operations?

•  What is the Teachers Serv ice Commission response to the changes in its 

macro environment?

1.4 OBJECTIVES OF THE STUDY

1. To establish changes in the external env ironm ent that TSC consider
10



having great impact on its operations.

2 To determine TSC response to the changes in its external

environment. ONOrERBITY C*= WAfTOl

1.5 JUSTIFICATION OF THE STUDY

The research study will be of importance to Teachers Service Commission in 

understand ing the need of s tra teg ic  management practices in enhancing a 

competit ive  edge. Economic planners who may require knowledge on 

strategic management practices carried out by Teachers Service 

Commiss ion will use the results of this study. The Government in formulating 

polic ies tha t relate to the econom ic forces prevailing in the country that put 

pressure on organizations and its cit izens. The Scholars would use it for 

reference and further research in external forces affecting organizations 

operating in Kenya or any o ther country hence act as authority.



CHAPTER TWO

2.0 LITERATURE REVIEW

2.1 INTRODUCTION

The chapter is structured based on the research questions. It addresses the 

strategic management process in changes in the external environment 

affecting Teachers Service Commission. Importance and of situational 

analysis to Teachers Service Commission in formulating implementing 

strategies in uncertain external environment and the approaches to strategic 

management that Teachers Serv ice  Commission use.

2.2 THE CONCEPT OF STRATEGY

The origin of the concept o f strategy is said to be from the Greek word 

‘s tra tego ’ , meaning 'to plan the destruction o f on e ’s enemies through 

effective use of resources’ ( Bracker, 1980). The concept was developed 

purely on the basis of war. This concept remained a mil itary one until the 

nineteenth century when it begun to be employed to the business world. 

Some scho lars  think however, that the time when the term began to be 

employed to the business is untraceable (Burnes, 1996). There is no single 

un iversally  accepted defin it ion of strategy. However there are several 

defin it ions from different authors that capture the meaning of the concept.

Aosa (1988) states that s tra tegy is creating a fit between the external
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character is t ics  and the internal conditions of an organization to solve a 

strategic problem. The strategic problem is mismatch between the internal 

character is t ics of an organization and its ex te rna l environment. The 

matching is achieved through development o f organization ’s core 

capab il i t ies  that are corre la ted to the external environment and will be 

enough to enable the explo ita t ion of opportunit ies existing in the external 

env ironm ent and to m in im ize the impact of threats  from the external 

environment. Strategy is therefore required in o rder for an organization to 

obtain v iable match between its external environment and its internal 

capabil i t ies . Organizations must also continuously and actively adapt to the 

change to meet the demands o f an ever-changing environment.

Porter (1996) asserts that strategy is creating a fit among company's 

activities. The success of a strategy depends on doing many things well -  

not just a few- and in tegra ting them. If there is no fit among activities, there 

is no d is tinctive strategy and little sustainability. The company's activ it ies 

include its effective in terac tion with the environment in that these activ it ies 

are geared towards serving externa l environment.

From our discussions, we note how inter-related the organizations and their 

external environments are. This is where the organization outputs are 

discharged and where inputs come from. We also note that the company 

must d ischarge those ou tputs  that meet the needs of the external

13



environment. This external environment is always changing, sometimes 

more turbu lently  than other times. Consequently, the company must not on ly 

configure its resources to meet these needs but must develop foresight, 

flexibil ity and speed in order to respond to these changes in a timely 

manner.

2.3 NATURE OF THE ENVIRONMENT
Environmental conditions facing organizations are often described as fa l l ing 

along a continuum ranging from benign to hostile. Benign environments 

afford a safe setting for business operations in which competition is 

relatively predictable and orderly . Hostile environments, on the other hand, 

are characterized by precarious industry settings, intense competition and 

harsh business climates. Hostil ity is an environmenta l dimension, which by 

its defin ition poses a threat to firm viability and performance, and a growing 

body of research has focused upon its re la tionship to competitive behav ior 

and firm performance (e.g., Covin & Slevin, 1989, Davis, Morris & A llen, 

1991). However, the results of much of this research are fragmented and 

somewhat contradictory. In fact, the only recurrent theme in this li terature is 

that the degree of environmenta l hostility facing businesses and the pace of 

environmenta l change are increasing (Miles & Arnold, 1991; Morris & Paul, 

1987; M il le r & Friesen, 1983).

The adverse effects of increased environmental hosti l i ty  probably poses the 

greatest threat to small businesses due to their lim ited resources and 

relative inabilit ies to survive the consequences of poor managerial dec is ions 

(Covin & Slevin, 1989). Learning to compete in a hostile environment will 

become increas ing ly  important. This is part icu larly  true for small rural 

retailers, which face the continu ing and rapid expansion of large discount

14



chain stores into their markets. Rural retail ing markets were once quite 

benign. Environmental conditions were relatively stable, as demonstrated by 

the longevity of many firms in those markets. The existing small merchants 

generally competed in an orderly manner. However, the entry of a large 

discount chain store most often dramatically d isrupts this tranquility for 

many local merchants, with the newly located chain store often taking 

market share from the existing businesses. Unfortunately, the existing 

literature is of limited value to small retailers, which confront a recently 

created hostile environment. Most of the prior research has focused on the 

appropriateness of various competit ive behaviors of either large or industr ia l 

firms (e g., McGinnis & Kohn, 1993; Zahra, 1993).

2.4 ENVIRONMENTAL TURBULENCE

Today, many industr ies are fac ing an ever-increas ing level of environmental 

uncerta inty. The environment is becoming both more complex and more 

dynamic. As this environmenta l turbulence mounts, competit ion becomes 

hyper competit ion, a term Richard D Aveni co ined to denote a form of 

competition where “ the frequency, boldness, and aggressiveness of dynam ic 

movement by the players accelerates to create a condition of constant 

d isequ ilibrium and change (DAveni, 1994).

Increasing environmental uncerta inty, complexity , and turbulence pose a 

threat to strategic managers because they hamper their ability to develop 

long-range plans and to make decisions that keep their organization in
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equil ib r ium  with its external environment. Rather than re-thinking how 

managers should approach planning processes in th is new world, traditional 

strategic planning wisdom has re-doubled the focus of attention on the 

planning tools themselves, suggesting that environmental scanning, 

evaluating, and forecasting too ls will become ever more important to make 

sense of the rapidly changing landscape (e g., Auster & Choo, 1994; 

Elenkov, 1997; Preble, 1992; Reynolds, L indstrom, & Despres, 1994; 

Thomas, Clark, & Gioia, 1993; Yasai-Ardekani & Nystrom, 1996).

2.5 RESPONSES
Organizations are environment dependent. No organization can exist without 

the environment. They depend on the environment for their survival and they 

scan the environment in effort of budding trends and conditions that could 

eventually  affect the industry and adapt to them (Thompson and Striclland 

1993). Failure to do this will lead to serious strategic problem characterized 

by the maladjustments of organizations output and the demands of the 

external environment (Ansoff 1984). Responses o f any organization can be 

both stra teg ic and operational. Strategic decis ions are likely to affect 

operationa l decisions .The link between overall strategy and operational 

aspects of an organization is important because, firstly if the operational 

aspects o f the organization are not in line with the strategy, then no matter 

how well considered the s tra tegy it will not succeed.

2.5.1 STRATEGIC RESPONSES

This well-known marketing tool was first published in the Harvard Business
16



Review (1957) in an artic le ca lled ‘Strategies for D iversif ication '. Marketers 

who have objectives for growth use it. Ansoff 's matrix offers strategic 

choices to achieve the objectives. There are four main categories for

selection.

Ansoff and Mcdonnel (1990) noted that strategic responses involve changes 

in firm’s stra teg ic behaviors to assure success in the transforming future 

environment. The choice of the response depends on the speed with which a 

particular threat or opportunity  develops in the environment. The types of 

strategies include in tensive strategies, integration strategies, diversif ication 

strategies and defensive strategies

2.5.2. INTENSIVE STRATEGIES

These s tra teg ies require intensive efforts to improve a f irm ’s competitive 

position with existing products

2.5.2.1 Market Penetration strategies

Firms market existing products to the existing customers. This means 

increasing revenue by, promoting the product, increasing number of sales 

persons reposit ion ing the brand, increasing advertising expenditure. 

However, the product is not altered and the firm does not seek any new 

customers. Market penetration strategies are most appropriate when 

increased economies of scale provide major competit ive  advantages.
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2.5.2.2 Market  Development strategies

Involves introducing present products into new geographic areas. This 

means tha t the product remains the same, but it is marketed to a new 

audience. Exporting the product, or marketing it in a new region, is examples 

of market development. Market development is most effective when new 

channels o f d is tr ibution are available that are inexpensive, reliable and of 

good quality . This strategy may also be applied when an organizations basic 

industry is rapidly becoming global in scope.

2.5.2.3 P ro d u c t  D e ve lop m en t s t ra teg ies  New products are developed to 

replace ex isting ones. It entails extensive research and development 

expenditures. When an organization has successful products that are in the 

maturity s tage of the product cycle; the idea is to attract satisfied customers 

to buy new improved products as a result of the ir  positive experience with 

the organ izations present products. The stra tegy is effective when an 

organization competes in an industry characterized by rapid technological 

developments and when major competitors offer better quality products at 

comparable prices. This strategy applies when an organization is competing 

in a high growth industry. This often happens with the auto markets where 

existing models are updated or replaced and then marketed to existing 

customers. (Pearce and Robinson (1997). The stra tegy is used to prolong 

the life cyc le  o f a current product or to take advantage of a brand name.
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2.5.3 INTEGRATION STRATEGIES

These strategies allow firms to gain control over d istributors, suppliers and 

competitors .

According to Fred (1989), Forward integration, backward integration, and 

horizontal integration are all re ferred to as integration strategies.

2.5.3.1 F o rw a rd  In teg ra t ion .

This involves gaining ownership of increased contro l over d istr ibutors or 

retailers. This strategy is appropria te when a firm competes in an industry 

that is growing and is expected to continue growing.. This is a factor 

because forward integration reduces an organizations ability to d iversify if 

its basic industry falters. Another suitable situation for this kind of response 

would be when present d is tr ibu tors  or retailers have high profit margins: the 

situation suggests that a company could pro fitab ly distribute its own 

products and price them more expensively by integrating forward.

2.5.3.2 ba ckw a rd  in te g ra t io n

This stra tegy is appropriate when a f irm ’s current suppliers are unreliable, 

too costly, or cannot meet the f irm s ’ needs. The firm therefore will seek to 

increase control of its supplie rs. This strategy is also applied when firms’ 

suppliers are few and the numbers of competitors are few, a firm is 

operating in a fast growing industry.
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2.5.3.3 Horizontal integration

This refers to the strategy of seeking ownership of or increased control over 

a firms competitors. One o f the most important trends in strategic 

management today is the increased use of horizontal integration as a growth 

strategy. This strategy is most effective when an organization can gain 

monopolis tic  characteristics in a particular areas or region without being 

challenged by the federal government for trying to reduce competition. It is 

also applicable when an organization competes in a growing industry. 

Horizontal integration can as well be effective when competitors are faltering 

due to lack of managerial expertise or a need for particular resources that 

your organization possesses.

2.5.4 DIVERSIFICATION STRATEGIES

There are two types of d ivers if ication, namely related and unrelated 

d ivers if ication. Related diversif ication means that a business remains in a 

market or industry with which it is familiar. For example, a soup 

manufacturer diversifies into cake manufacture (i.e. the food industry). 

Unrelated diversif ication is where we have ne ither previous industry nor 

market experience. For example a soup manufacturer invests in the rail 

business.

There are three types of d ivers if ication strategies, concentric, horizontal, 

and conglomerate
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2.5.4.1 concentric diversification strategy  invo lves adding new and 

related products  or services. Addition of new but rela ted products enhances 

the sales of the current products.

2.5.4.2 Horizonta l diversification  involves adding new unrelated products 

or services for present customers. This strategy may be applied when an 

organization operates in a very competitive and /o r a non-growth industry. 

An organ ization may use its current distribution channels to market its new 

products to current customers.

2.5.4.3 Conglomerate diversification  involves adding new unrelated 

products or services. The strategy is most effective when an organizations 

basic indus try  is experiencing declining sales and profits. Firms pursue 

conglomera te diversification based in part on an expectation of profits from 

breaking up acquired firms and selling div is ions piecemeal.

2.5.5 DEFENSIVE STRATEGIES

Organizations can also pursue strategic a ll iances and jo in t ventures. 

Divestiture, retrenchment, joint venture, l iquidation, and 

mergers/acquis it ions

2.5 .5.1Strategic alliances. With slimming down of organizations and the

contracting o f some of its functions, there arises a need to pull resources
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with other organizations in o rde r  to exploit opportunit ies and to share ideas 

and in formation. These alliances take three forms namely:

Service a lliance . This is where two or more organizations form a cross 

company consortium to undertake a special project with a limited life span 

Alliance o f this kind is considered, when resources of several partners are 

insuffic ient to allow them to undertake the project by themselves.

O pportun is tic  a lliances: is made of jo in t ventures whose aim is to take 

advantage of an opportunity that has arisen. Such all iances enhance 

competences like market access and technological innovation.

2.5.5.2 Jo in t  Venture occurs when two or more companies form a

temporary partnership or consortium for the purposes of capital iz ing on 

some opportunity . This stra tegy is defensive because the firm is not 

undertaking the project alone. The sponsoring firms form a separate

organization and have shared equity ownership in the new entity. Other 

types o f cooperative arrangements include research and development 

partnerships cross-manufacturing agreements, and jo in t-b idd ing consortia

2.5.5.3 Retrenchment:  Occurs when an organization regroups through cost 

and asset reduction to reverse declining sales and profits. It is designed to 

fortify an organizations basic distinctive competence. During retrenchment, 

stra teg ists work with limited resources and face pressure from shareholders, 

employees and the media. This strategy would be very effective when an

organization has a clearly d is t inct ive competence, but has failed to meet its
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objectives and goals consistently  over time.

2.5.5.4 Divestiture: This occurs when a div ision or part of an organization is 

sold. It is used to raise capita l for further strategic acquisitions or 

investment. It is often used to rid an organization of unprofitable businesses.

2.5.5.5 Liquidation: This involves the sell ing o f a company’s assets, in 

parts, for the ir tangible worth. It is the recognition of defeat and 

consequen tly  can be an emotional difficult strategy. Firms find it better to 

cease than to continue losing huge sums of money.

2.5.5.6 Mergers and Acquisitions: This allows companies ' access to new 

products or markets (Johnson and Scholes 2001). In some cases the product 

or market are changing so rap id ly  that this becomes the only successful way 

o f entering the market successfully . Another reason for acquisit ion is lack of 

resources or competence to develop a strategy internally competitive 

env ironm ent may influence a company to choose acquisition. Financial 

motives are another reason as well as costs involved. Mergers are a result 

of organ izations coming together voluntarily. This is likely because they are 

seeking synerg ies benefits, perhaps as a result of common impact of a 

changing env ironm ent in terms of either opportunit ies or threats.

Many organ iza tions pursue a combination of two or more strategies 

s im u ltaneously , but a combination of strategies can be exceptionally risky if 

it is carried too far .If an organization can afford to pursue all the strategies 

that might benefit the fir, D iff icu lt situations must be made, Priorities must
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be established. Organizations like individuals have limited resources and 

therefore must choose among alternative strategies to avoid indebtedness

2.5.6 GENERIC STRATEGIES

Generic s tra teg ies were at the ir  most popular in the early 1980 s, Porter 

(1980) ou t l ine  the three main strategic options open to organizations that 

wish to ach ieve a sustainable competitive advantage. Each of the three 

options are considered within the context of two aspects of the competitive 

environment:

Pearce and Robinson (1997) observes that a long term or grand strategy 

must be based on a core idea about how a firm can best compete in the 

market p lace

2.5.6.1 Overall Cost Leadership

The low cost leader in any market gains competitive advantage from being 

able to produce at the lowest cost. Organizations, which pursue this 

strategy, aim to keep their total costs lower than those of the ir competitors. 

This means operating at high volume so that economies of scale are 

realized. Managers concentrate their attention on maintaining lower costs in 

relevant phases of their value chains. Factories are built and maintained, 

labor is recruited and tra ined to deliver the lowest possible costs of 

production. ‘Cost advan tage ’ is the focus. Costs are shaved off every 

element o f the value chain. Products tend to be ‘no fril ls.' However, low cost 

does not always lead to low price. Producers could price at competitive
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parity, exp lo it ing  the benefits o f a bigger margin than competitors. Some 

organ ization, such as Toyota, are very good not only at producing high 

quality autos at a low price, but have the brand and marketing skills to use a 

premium pric ing policy. A low cost protects a firm against all competitive 

forces. To achieve a low overa l l  cost position a firm will require a high 

relative market, such as easy access to raw materials.

2.5.6.2 Different iation

Differentiated goods and serv ices satisfy the needs of customers through a 

susta inable competitive advantage. This allows companies to desensitize 

prices and focus on value that generates a comparative ly h igher price and a 

better margin. The benefits o f  differentiation require producers to segment 

markets in order to target goods and services at specif ic segments, 

generating a higher than average price. For example, British Airways 

d if fe ren tia tes its service. The d ifferentiat ing organization will incur additional 

costs in creating their competit ive  advantage. These costs must be offset by 

the increase in revenue genera ted by sales. Costs must be recovered. There 

is also the chance that com petito rs  could copy any d if ferentiat ion. Therefore 

there is always an incentive to innovate and continuous ly  improve. Porter 

(1980) observes that d if ferentia t ion is a viable strategy for earning above 

average returns in an industry, because it creates a de fens ib le position for 

coping with the five com petit ive  forces in a dif ferent way than cost 

leadership. Strategies dependen t on differentiat ion are designed to appeal 

to custom ers with a specia l sensitiv ity for a particu lar product attribute
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(Pearce and Robinson). Value for money must be stressed because a 

d if fe ren t ia to r will not succeed if the extra prices it charges are greater than 

the extra value perceived by the customer. Naylor (1996). According to 

Porter (1980), the firm, which has differentiated to achieve customer loyalty, 

should be better-posit ioned V is-a-v is substitutes than its competitors.

2.5.6.3 Focus or Niche strategy

The focus strategy is also known as a ‘n ic h e ’ strategy. Where an 

organ ization can afford neither a wide scope cost leadership nor a wide 

scope differentia t ion strategy, a niche strategy could be more suitable. Here 

an organ ization focuses effort and resources on a narrow, defined market 

segment. The market is often defined geographically, although social group 

could sp lit  it, gender, and age. Competit ive advantage is generated 

specif ica lly  for the niche. Sm aller firms often use a niche strategy. A 

company could use either a cost focus or a d if ferentiat ion focus. With a cost 

focus a firm aims at being the lowest cost producer in that niche or segment. 

With a d if ferentia t ion focus a firm creates competit ive advantage through 

d if fe ren tia t ion  within the niche or segment. There are potential problems 

with the n iche approach. Small, specia list niches could d isappear in the long 

term. C ost focus is unachievable with an industry depending upon 

econom ies of scale. M ichael Treacy and Fred Wiesema (1993) have 

modified Porte r ’s three s tra teg ies to describe three basic "value disciplines" 

that can create customer va lue and provide a competit ive  advantage. Firms 

have to e ither focus themselves on low cost stra tegy or on a differentiation
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for superior performance. Firms without a competit ive advantage in either of 

these bas ic  strategies are un like ly  to survive. And those trying to pursue 

both low -cost and differentiat ion are stuck in the middle.

According to Porter (1980) there are risks in pursuing the generic strategies 

First is fa i l ing  to attain or sustain the strategy. Second is the value o f the 

strategy advantage provided by the strategy to erode with industry evolution

2.6 OPERATIONAL RESPONSES

At any g iven point in time, the products and competit ive position of a firm 

are very important. Hayes (1996). In a dynamic environment facing most 

firms today, products quickly become obsolete and static competitive 

positions are rapidly overtaken. In such an environment, the only real source 

of competit ive advantage is the ability to respond consistently to changing 

markets with new products and ever -improving competit iveness  A firm can 

achieve th is ongoing renewal by identifying, developing and maintaining its 

crit ical capab il i t ies  .The crit ica l capabilities are those that are dif f icult to 

develop and are created by three common characteris t ics namely: 

Com plex ity : Critical capabilit ies develop in processes that are highly 

complex.

O rgan iza t iona l D iffuseness : Crit ical capabilit ies involve processes, which 

nearly a lways cut horizontal across the functional groups in the company, 

and frequently  involve external groups.

W ell-Deve loped Interfaces: Crit ica l capabilities depend as much on the way
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that ind iv idual /organizations have learned to work with each other. Most 

businesses re ly on combination o f the above three activities.

The more complex the technology of an organization, the more elaborate the 

structure also becomes. This is attributed to various reasons. Responsibil ity 

is likely to and power is likely to devolve to those specia lists concerned with 

the techno logy itself. This may create the need for a liaison between 

specia lists and the operating core of the business. This may give rise to an 

increase in integrating and coordinating mechanism such as committees, 

jo in t work groups and project teams, or emphasis on social control through 

professional networks.

The tasks undertaken by the operating core of an organization has an 

important influence on various aspects of an organizational design and 

control. Johnson and scholes (2001). There are links between the type of 

production process and the approach to management. Organizations with 

less standard ized operational processes are l ike ly to have devolved an 

informal dec is ion- making process.

Operational tasks are concerned with transformation process, which takes 

inputs and converts them into outputs, together with various support 

functions c lose ly  associated with these tasks (Brown et al 2000). These 

transformation processes are applied in three main categories, materials, 

customers and information.
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2.6.1 PRIMARY ACTIVITIES

2.6.1.1 purchased supplies and inbound logist ics.  These include 

activities, costs, and assets associated with purchasing fuel, energy, raw 

materials, parts components merchandise and consumable items from 

vendors; receiving, storing, and disseminating inputs from suppliers; 

inspection; and inventory management. Pearce and Robinson (1997)

2.6.1.2 Operations. These inc lude costs, and assets dealing with converting 

inputs into final product form. This is a pattern of dec is ions made over time. 

These dec is ions focus on resource configuration and deployment. This 

involves how many work shifts, which type of machinery.

2.6.1.3 Sales and marketing. Also referred to as outbound logistics. These 

are costs and assets related to sales force e fforts , advertising and 

promotion, market research and planning, and planning, and dealer support. 

Once a firm  chooses the basis of competition, s tra teg ies  are formulated for 

entering the market place. Marketing and operations strategies must be well 

coord inated for the firm to provide its goods and services to the market 

place in a competit ive ly superio r manner and at a profit.

2.6.1.4 Service/  Information. These are costs and assets associated with 

providing assistance to buyers, such as insta lla t ion , spare parts, 

m aintenance and repair, technica l assistance, inqu ir ies, and complain

These are activities involved in the physical creation of the product, 

marketing and transfer to the buyer, and after sale support.
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2.6.2 SUPPORT ACTIVITIES

2.6.2.1 research,  technology and systems development These include 

costs and assets relating to product Research and Development, process 

design improvement, equipment design, computer software development, 

te lecom munications systems, computer-assisted design and engineering, 

new database capabilities, and development o f computerized support 

systems.

2.6.2.2 Human Resource Management.  These are costs associated with 

hiring, tra in ing , development, and compensation o f  all types of personnel; 

labor re la t ions activit ies; development of knowledge based skills.

2.6.2.3 General  Administration. These include costs and assets relating to 

general management, accounting and finance, legal and regulatory affairs, 

safety and security, management information systems, and overhead 

functions. The firm ’s strategy is to focus on being a low cost provider and 

the attention should be very visible and the missions build around 

com m itm ent to differentiation. These activities assist the primary activities 

by provid ing infrastructure or inputs that allow them to take place on an 

ongoing basis

O rgan izations can be seen as elements, which are referred as structural,

and others, which change continuously and are ca lled processes. Structural

refers to the set of re la tive ly unchanging elements within a system. They

include bu ild ings, vehicles, machinery, facilities, information systems, work
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rules and trade union agreements (Naylor (1996). process refers to those 

features of an organization that change continuous ly  .In operations they 

include flows of goods and services, new recruits, energy, cash and 

in formation.

Operations are the key function of any organization and continuously 

manage the flow of resources through it. Operations account for over 80% of 

employees and hence most of the added value. The output of operations is 

the bundle o f goods and serv ices .If an organization is not continuously 

satisfying the needs of its custom ers then it will fail. The role o f a manager 

therefore will be to develop operat ing processes, products, locations and to 

meet the demands and pressures of the changing environment.

Operations management organ izes, plans, controls and improves the use of 

processes, inventory, workforce, and faculties and equipment in order to 

appropria te ly  determine the ranking of competit ive priorit ies like price, 

quality, dependability  f lex ib il i ty , and time thereby providing short-term profit 

and market share.

Operations take place throughout the supply network in order to transform 

and complete the provision o f goods and serv ices to end customers. 

Operations managers therefore have the responsib il i ty  both within their own 

organ izations and in the re la t ionship with the suppliers and distributors 

within the supply chain. A m a nag e r ’s involvement in the activities within the 

supply chain varies form one industry to another depending on its core
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activities, and the size of the industry. Of the primary activit ies, the 

operations manager is responsible for production, and some aspects of 

s tockhold ing. He is also heavily involved with support activ it ies from product 

and process development to quality assurance.

2.7 STRATEGIC ISSUES IN THE SERVICE INDUSTRY

2.7.1 POSITION A SERVICE IN THE MARKET PLACE

Service typ ica lly  subsume a variety of specific characterist ics, ranging from 

the speed with which a service is delivered to the quality interactions 

between customers and service personnel, and from avoiding errors to 

providing desirab le extras to supplement the core service. As competition 

intensifies in the service sector, it ‘s becoming more important for service 

organizations to differentiate the ir  products in meaningful ways. A business 

must set i tse lf apart from it's competitors, it must identify and promote i tse lf 

as the best provider of attr ibutes that are important to target customers.

2.7.1.1 The Need for Focus in Competitive Strategy

The firm seeks to achieve economies of scale by marketing to all customers 

within a spec if ic  market segment and serving each in a similar fashion. Th is 

is known as mass communication and is achieved by offering a standardized 

core product but tailoring supplementary service elements to fit the 

requirements of individual customers.
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2.7.1.2 Identifying and Selecting Target Markets

A market segment is composed of a group of buyers who share common 

character is t ics , needs, purchasing behavior, or consumption behavior target 

market is one that an organization has selected from among those in the 

broader market.

2.7.1.3 U n de rs ta n d in g  C o nsum er cho ice  Behav io r

Service emphasize experience qualities, which can on ly be discerned during 

consumption, and credence qualities which customers have to take on faith, 

since they involve characteris t ics that are hard to evaluate even after 

consumption .The actual service is a deed or performance that cant be 

wrapped up and taken home.

2.7.1.4 C re a t ing  a c o m p e t i t iv e  P o s it io n

Positioning is the process of establishing and maintaining a distinctive p lace 

in the market for an organization and maintaining a distinctive place in the 

market of an organization and /or its individual product offerings. The most 

successful firms separate themselves from 'the pack' to achieve a d is tinctive 

position in relation to their competition. They dif ferentia te themselves by 

altering typ ica l characterist ics of their respective industries to the ir  

competit ive advantage. Organizations must attempt the ir existing posit ions 

otherwise known as reposit ioning. Such a strategy could mean rev is ing 

service characteris t ics or redefin ing target market segments. Posit ioning 

links the market analysis and competitive analysis to internal corporate



analysis. Developing a position strategy takes place at several different 

levels, depending on the nature of the organization involved. A posit ion may 

be es tablished for the entire organization, for a given service outlet, or for a 

given service offered at that outlet.

2.7.2 TARGETING CUSTOMERS AND BUILDING RELATIONSHIPS

The question organizations should ask themselves is what sort of customers 

should they seek to serve and how do they create lasting relationships with

them.

2.7.2.1 Creating and Maintaining Valued Relationships With Customers

A valued re la tionship is one in which the customer f inds value because the 

benefits received from service de livery significantly exceed the associated 

costs of obta in ing them. For the firm it is a re la tionship that is profitable over 

time and in which the benefits of serving a customer may extend beyond 

revenues to include such intangibles as the learning obtained from working 

with that customer. Having a good working re la tionship between two parties 

implies that they relate posit ive ly to one another, as opposed to just 

conducting a series o f almost anonymous transactions. The economic 

benefits of customer loyalty often explain why one firm is more profitable 

than a competitor. Loyal customers become more eff ic ient in dealing with 

the ir  dealings with the supplier and increase in the ir  spending over time. 

Achieving the full profit potential of each customer re la tionship should be the 

fundamental goal of every business.
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2.8 OPERATIONAL RESPONSES

.#HyHT3irr r
2.8.1 MANAGING DEMAND _________

2.8.1.1 Managing Capacity

This takes two forms. One concerns physical facilit ies that hold people or 

things. A second form concerns equipment. A single piece of equipment with 

limited capacity  may represent a bottleneck in the flow process, setting an 

upper limit to volume and quality of service delivered in a given time by an 

entire service operation.

Some capacity  is elastic in its abil ity to absorb extra demand. Another 

strategy with in a given time frame is to uti lize the facilities for longer 

periods. There is also the option of tailoring the overall level of capacity to 

match varia t ions in demand; a strategy known as 'chase demand for 

example during peak hours management can add part-t ime staff and extra 

facil it ies. During periods of low demand, capacity can be reduced by laying 

off staff, schedu ling employee vacations, and sending staff to training 

programs, ren ting  out surplus equipment and facil it ies. Managers can use 

several s tra teg ies  to adjust capacity to match fluctuation level of demand.
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2.8.1.2 Schedule Downtime During Period of Low Demand: -

To ensure tha t 100% of capacity is available during peak periods, Scheduled 

repair and m aintenance should be conducted when demand is expected to 

be low. E m p loyee ’s vacation should be taken during such periods.

2.8.1.3 Use part-t im e employees: -

Many organ iza tions hire extra workers during their busiest periods

2.8.1.4 Rent o r  Share Extra Facilities and Equipment: -

To limit inves tm ent in fixed assets, a service business may be able to rent 

extra space at peak hours.

2.8.1.5 Cross - t ra in  employees: -

Even when the service delivery system appears to be operating at full 

capacity, ce rta in  physical elements and their attendant employees may be 

underutil ized. If employees can be cross trained to perform a variety of 

tasks, they can be pushed to bottle neck areas as needed, thereby 

increasing to ta l system capacity. Whether a service organization pursues a 

strategy of level capacity or e lect to chase demand, its managers need to 

understand and forecast the forces determining demand. The organization 

should seek to identify opportunities for smoothing the peaks and valleys 

through active management of demand.
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CHAPTER THREE

3.0 METHODOLOGY

3.1 INTRODUCTION

This chapter outl ines the overall methodology that will be used to carry out 

the study. This includes the research design, population and sample design, 

data co llection methods, research procedures, data analysis and 

presentation methods and chapter summary.

3.2 RESEARCH DESIGN

This is a case study method. This methodology appeared best suited to 

identify the complexit ies and deta ils  of Teachers Service Commission. In 

addition, the case study design enables the researcher to collect in depth 

data on the population being studied and allow the researcher to be more 

focused and hence give recommendations that are specif ic  and relevant.

3.3 DATA COLLECTION METHODS

The main data for this study will be primary data. This will be needed for 

determining the changes in the externa l environment that TSC consider to 

have impacted greatly on their operations. This w ill be supported by 

secondary data available in the commission's website and can give an 

indication as to how TSC has responded to changes in its environment. 

Primary data will be collected by use of an interview gu ide (see appendix A) 

TSC has four major departments namely:
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1.Finance

2.Staffing

3.Human Resource  and Administration 

4 .Internal A ud it

The respondents in the interview will be heads of departments or senior staff 

in the departm ent who have worked in the TSC for at least 10 years. It is 

these off icers that are expected to have a thorough understanding of the 

changes that have affected TSC over the last ten years and how TSC has 

responded to them. The researcher herself will conduct the interview. For 

purposes o f th is  study heads of Human Resource and Administration will be 

interviewed separately. Five senior officers therefore will be interviewed. 

The interv iew will be recorded using a tape recorder.

3.4 DATA ANALYSIS.

1. Because the data will be qualitative data, only content analysis will 

be done. This will entail analyzing the content of the interviews to 

de term ine the major changes that have occurred and TSC's 

responses to them. Content or information is what is important and 

not on proportion associated with the factors, which the data is 

co l lected.
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CHAPTER FOUR

4.0 DATA ANALYSIS AND FINDINGS

The study focused on two major ob jectives to establish changes in the 

external env ironm ent that TSC consider having great impact on its 

operations and to determine the responses to the changes in its external 

environment. Conducting personal interviews with departmental heads of the 

commission enab led  collection of the primary data.

The data was m a in ly  analyzed by conten t analysis, which sought an 

objective, sys tem atic  and quantitative description of a manifest content of 

communication between the researcher and representatives of the 

organization under study, and the results are provided below. This chapter is 

divided into two parts; the first presents the general response of the 

organization while  the second part looks at the specific responses of the 

departments to specific environmenta l changes in the external environment.

4 .1 .GENERAL RESPONSES

There seems to have been an inc lination by all respondents towards the fact 

that there have been challenges in the external environment and TSC has 

carried out both short term and long term strategies in response to the 

changes to enab le  it be effective in its service delivery. For a long time the 

TSC d idn 't seem to face any major challenges until the introduction of free
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primary Education.

The most ou tstanding development in the emerging scenar io  was the 

remarkable addit ional enrolment of 1.3 million children in primary schools 

whose impact on the teaching - lea rn ing  situation was ins tant and notable in 

as much as the pupil population grew suddenly while the supply of resource 

remained constant.

The new d im ension posed great challenges to the organization whose 

immediate reaction was to examine its teacher supply strength by carrying 

out a survey that assessed the teacher needs in public schoo ls  across the 

country in re la t ion to the new education policy and the genera l shortage 

resulting from the freeze of employment of teachers by the government.

As a short- te rm  measure, the commission conducted a successful staff 

balancing and rationalization exercise where teachers were distributed 

according to the needs of each school and district. The commission obtained 

authority from the government to rep lace teachers who had left service 

through natural attrition.

The long term strategy was to improve the teaching / learn ing standards in 

schools by employ ing and deploying teachers in order to maintain 

acceptable teacher/pupil ratio in a class..develop a system of providing 

opportunit ies to teachers to undergo inservice courses on continous basis
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As a result of Free Primary Education more children from different 

backgrounds jo ined  school. More children with special needs and over age 

joined school. In towns and cities, Street children who have been exposed to 

drugs and sub jec ted to emotional stress joined school. As a result students 

needs increased tremendously and teachers required new skills and 

knowledge to tack le  the rising demands. The commission had to strengthen 

and beef up monitoring and evaluation mechanism to ensure continous feed 

backs and in terventions necessary. As a stop -g a p  TSC encouraged schools 

to use m ult i-g rade and double shifts to alleviate the situation. The multi­

grade teaching methods would cater for the age difference, and double shift 

should be the best method for managing large classes.

HIV/AIDS has had great impact on the teaching force. TSC has not been 

spared the AIDS scourge .The number of teachers infected has increased in 

the recent years and the number keeps increasing. The greatest constraint 

in the fight aga ins t the disease in the teaching force is the teacher’s 

misconception about HIV/AIDS. This stems from the realization that TSC is 

the single la rgest employer in the country and could also be the hardest hit 

by the pandemic in terms o f employee health. Besides the obvious reduction 

of work force through infirmity and mortality, there is also the impact of 

productivity caused by, Absenteeism due to chronic il lness, Psychological
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trauma and the subsequent low teaching morale suffered by those who have 

established the ir positive status, Increased work load for those who are not 

infected and Increased need for communities of which teachers are a part, to 

take care of HIV/AIDS.

Crit ical issues and major problems such as threats to the standards of 

performance of teachers have emerged .If teachers cannot perform their 

duties effective ly  the future of this nation is at stake. Research indicates that 

AIDS is kil ling more teachers than they can be trained. Sick teachers cannot 

perform as expected by the commission yet the commission has to continue 

retaining them on the payroll.

Performance has been affected because sick teachers continue to teach and 

their HIV status is known to the pupils /students, this in effect affects 

performance. Experienced teachers have died because of HIV/AIDS and yet 

more teachers canno t be recruited because of lack of funds

As a response the Commission has established HIV/AIDS control unit as one 

of the sub-units of the National AIDS Control Council. The creation of 

HIV/AIDS sub-un it at the TSC headquarters is a milestone in effective 

management o f the pandemic within the teaching force. Sensitization of both 

the secretaria t and teachers about HIV/AIDS through workshops will go a 

long way in curb ing the pandemic
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There has been increase in discipline cases due to carnal knowledge, 

teacher/pupil re la tionships. As a response, the organization response 

dismissing such teachers from employment

TSC is a llocating funds for the development of messages that focus on the 

dangers of drug abuse.

Distribution of educationa l materials, which will enhance the public's sense 

of personal well being and self-esteem and enable them to deal with daily 

stresses without depending on drugs

The commission will take a greater amount of planned communication on 

drugs and drug abuse to the general public by means of posters, books, and 

pamphlets, films, mass media and disseminate information through use of 

trained health and community educators

The following is the environmental scanning and challenges faced by 

specific departments in the organization:

4.2.THE CHIEF EXECUTIVE

4.2.1. POLITICAL ENVIRONMENT

The ch ief Executive confirmed that there are several po lit ica l factors, which 

directly affected the running of the Teachers Service Commission some of 

which are dealt with below:
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Recruitment:-
Pressure from po lit ic ians has continued to interfere with the recruitment in 

the field because they want to ensure that their supporters are rewarded 

accordingly. A lthough in it ially the commission thought that the exercise 

would be carried out without interference, the same has not been the case 

and there has been an outcry from the public over how the exercise has 

been carried out. Politicians would also want to see their re la tives offered 

the jobs even if they do not qualify.

Apart from the po lit ic ians there is interference from the Kenya National 

Union of Teachers. The union is a member of the recruitment Board. 

Compla ins from the field indicate that the Union interferes with the 

recruitment process.

Transfers:-
As concerns transfers Politic ians also interfere with the deployment of both 

the head teachers, the general staffing and deployment in schools. 

Polit ic ians would want to see that teacher supporters :are rewarded with 

positions i.e. heads of schools. Some of these supporters may not be 

necessarily be qualif ied and as a result performance in such schools, 

institut ions may be affected. Some unqualified teachers have earned 

promotions they do not deserve because of polit ical interference. Over the 

years well po lit ica lly  connected teachers were promoted at the expense of 

the rest of the teachers who may have qualified.

Discipline:-
There has also been interference with discipline cases and has resulted in

44



retention of bad e lements in the otherwise noble profession. Politicians and 

the Kenya National Union of Teachers sometimes defend teachers with 

questionable integrity.

The commission has responded to the above challenges by putting in place 

polic ies to govern transfers .For example a teacher cannot be transferred 

from a station until five years are over unless it is on humanitarian 

grounds, ill health or security reasons. The commission has also put in place 

po lic ies to govern promotions and discipline of teachers.

4.2.2. ECONOMIC ENVIRONMENT 

Funding

Operationa lly , since the Teachers Services Commission depends on 

Government funding, Donor funding reduction to the Kenya government has 

d irec t ly  affected TSC. As a result TSC was forced to reduce its 

Expenditure by 20%. The activit ies affected include service activit ies, 

transport and Stationary expenditure.

Externa lly  the commiss ion is not able to recru it more teachers in spite of the 

shortage especia lly  after the introduction of the free primary education. The 

e ffec t is that performance in schools has been seriously affected and the 

situation may get worse.



As a response the commission has reduced its expenditure on recruitment 

by adopting a demand driven recruitment approach basing employment on 

ex isting vacancies in specific districts for primary school teachers and in 

particu lar institut ions for post primary teachers.

4.2.3. SOCIAL-CULTURAL ENVIRONMENT

HIV/AIDS have had great impact on the teaching force. TSC has not been 

spared the AIDS scourge .The number o f teachers infected have increased 

in the recent years and the number keeps increasing The greatest constraint 

in the fight against the disease in the teaching force is the teachers 

m isconception about HIV/AIDS. This stems from the realization that TSC is 

the single largest em ployer in the country and could also be the hardest hit 

by the pandemic in terms of employee health. Besides the obvious reduction 

o f  work force through infirmity and mortality, there is also the impact of 

productiv ity  caused by, Absenteeism due to chronic illness Psychological 

trauma and the subsequent low teaching morale suffered by those who have 

established their posit ive status, Increased work load for those who are not 

infected and Increased need for communities of which teachers are a part, to 

take care o f HIV/AIDS

This stems from the realization that TSC is the single largest employer in the 

country  and could also be the hardest hit by the pandemic in terms of 

em ployee health. Besides the obvious reduction of work force through
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inf irm ity and morta lity , there is also the impact of productivity caused by 

Absenteeism due to ch ron ic  il lness Psychological trauma and the 

subsequent low teach ing morale suffered by those who have established 

the ir  positive status, Increased work load for those who are not infected and 

Increased need for communities of which teachers are a part, to take care of 

HIV/AIDS

4.2.4. TECHNOLOGICAL ENVIRONMENT

The commission is not fully computerized. This has been hampered by lack 

o f funds. Funding o f the same has not been factored in the government 

budget. The commiss ion is not able to offer effic ient services as expected 

because it has not computerized most of its services 

Most schools are not connected and communication with the employer the 

TSC is not very effective

Most teachers are not computer literate and they are expected to teach 

children who are com puter literate

As a response the commission is in the process of fully computerizing its 

services the commiss ion is training its employees in computers. This will 

enable employees to fully uti lize the computer facilities the commission is 

planning to put in place. Commission is encouraging teachers to take 

computer lessons. The commission has put in place an information
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The commission has a website. Teachers can access the services they 

require without having to travel to the headquarters.

4 .3 .DEPUTY SECRETARY (STAFFING)

4.3.1. POLITICAL ENVIRONMENT

Technology section.

There is too much interference in deployment of teachers especia lly staffing 

o f heads of schools As a result unnecessary transfers are affected and 

unqualif ied heads are posted to head schools. This in turn affects 

perform ance in schools.

Po lit ic ians in f luence d iscip linary decisions taken against teachers. As a 

resu lt  in d isc ip lined teachers have been retained in schools and have 

continued to teach. A good example is the carnal knowledge cases; these 

teachers are very dangerous to retain in our schools. Heads who have 

m isappropria ted school finances receive protection form politic ians.

D isc ip lined teachers appeal against TSC and win cases, which they would 

have otherwise lost due to interference in the tribunal courts by politicians.

Po lit ic ians pressurized recruitment boards to recruit their relatives,

48



supporters in their const i tuenc ies ’ .For example the recent recruitment of 

teachers was marked with irregularities due to polit ical interference from 

both KNUT and members of parliament

As a response TSC has put in place policies on transfers to counter 

p ressure  from po lit ic ians .On recruitment TSC had to sent commissioners 

and senior off icers from the Headquarters to oversee teacher recruitment in 

the districts

4.3.2. ECONOMIC FACTORS

G overnm ent spending has been drastically reduced due to the harsh 

econom ic  factors. TSC rely on funding from the government and as a result 

fund ing  to the TSC has been reduced thus affecting expenditure on its 

operat ions .i.e. recruitment, inspection, d isc ip line

There  is no, direct funding, TSC rely on the ministry of education and 80% of 

the funding goes to teachers salaries

The Free Primary Education had far reaching effects on the teaching 

fra tern ity , it was a turn ing point in the teaching profession .It brought in new 

d im ens ions in teaching practices and school management .The most 

outs tand ing deve lopm ent in the emerging scenario was the additional 

en ro lm ent o f 1.3 m ill ion children in primary schools whose impact on the
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teaching learning institu t ion was instant and notable in as much as the pupil 

population grew suddenly  while the supply of resource remained constant 

.Other challenges inc lude the need for land for expansion and lack of funds 

for in servicing teachers as a process of upgrading their skills in managing 

large classes

The rapid increase of pr im ary enrolment without proportional expansion in 

secondary  schools and universities is likely to lead to transitional crisis at 

every  stage.

There has been increase in unemployment rate. Many teachers have trained 

and yet the Commiss ion is not able to employ, as a result there is a shortage 

of approx im ate ly  37,000 teachers .the government has not been able to 

prov ide funds for that purpose

T S C ’s whose immediate reaction was to examine its teacher supply strength 

by carrying out a su rvey  that assessed the teachers needs in public schools 

across the country in relation to the new education policy and the general 

shortage resulting from the freeze of employment of teachers by the 

government. As a sho rt term measure the commission conducted a 

successfu l staff ba lanc ing and rationalization exercise where teachers were 

d is tr ibu ted according to the needs of each school and district .TSC obtained 

au thor ity  from the governm ent to replace teachers who had left service
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through natural attrition.

TSC is developing long-te rm  strategies to improve the teaching /learning 

standards in schools by employing and deploying teachers in order to 

mainta in acceptable teacher /pupil ratio in a class 

The commission has reduced on operations, training study leave with pay 

qua rte r  per Diem allowances.

4.3.3. SOCIAL CULTURAL FACTORS

The commission has not been spared the AIDS scourge. Number of teachers 

in fected has increased in the recent years and the number has continued 

increas ing. The greatest constrain in the fight against the in the teaching 

se rv ice  is the teachers misconception about HIV/AIDS. Critical issues and 

m a jo r  problems such as threats to the standards of performance of teachers 

have emerged. Sick teachers cannot perform as expected by the commission 

bu t the commission has to continue retaining them on the payroll.

The  commission is also faced with the challenge of trying to balance the 

sta ff ing of teachers. In urban areas 90% of the teaching force are women 

Th is  is mainly because female teachers would want to move and stay in 

c it ies  and towns where their spouses live and work.
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Agents of the com m iss ion have been accused of abusing their off ices 

through arbitrary transfers, collusion with corrupt heads of schools to 

em bezzle funds

There has been serious understaffing in hardship areas and needs to be 

addressed urgently.

C la ims of corruption have been raised with the commission being ranked 

num ber eleven in a corruption index published by transparency international

It has been observed that many teachers turn to alcohol and hard drugs. 

The trend shows that cases of desertion are caused by alcoholism and drug 

abuse. Although the drug abuse is down played it is indeed a point of 

concern. Students in high school have destroyed property in schools while 

under the influence and the same cannot be ignored

As a result o f Free Primary Education more children from different 

backgrounds are jo in ing  school .As a result we shall see more children with 

specia l needs and over age children in school. In cities and towns, more 

s tree t children who have been exposed to drugs and subjected to emotional 

stress will join school. As a result student’s needs will increase 

tremendously and teachers will require new skills and knowledge to tackle 

the rising demands. Besides teaching large classes, they will be required to 

counsel and guide pupils during school hours and advice parents on the
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ch ild ren welfare.

HIV/AIDS have had grea t impact on the teaching force. TSC has not been 

spared the AIDS scourge .The number of teachers infected have increased 

in the recent years and the number keeps increasing The greatest constraint 

in the fight against the disease in the teaching force is the teachers 

m isconception  about HIV/AIDS. This stems from the realization that TSC is 

the single largest em ployer in the country and could also be the hardest hit 

by the pandemic in terms of employee health. Besides the obvious reduction 

o f work force through infirmity and mortality, there is also the impact of 

produc tiv ity  caused by, Absenteeism due to chronic illness, Psychological 

traum a, the subsequent low teaching morale suffered by those who have 

es tab lished their posit ive status, Increased work load for those who are not 

in fected and Increased need for communities of which teachers are a part, to 

take care of HIV/AIDS.

As a response to the above challenges TSC has put in place the following 

m easures: -

TSC distributes educational materials to enhance the public sense of 

personal well being and se lf -es teem  to enable them to deal with daily 

s tress  without having to resort to drugs.

TSC has allocated funds for the development of messages that focus on the 

dangers of drug abuse.
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The commission has taken greater amount o f planned communication on 

drug abuse to the genera l public by means of posters, books and pamphlets, 

f i lm s and mass media, television, radio and newspapers.

TSC has attached incentives to working in hardship areas to attract teacher 

in teres t.

There have been irregu la r promotions done through the ministry of education

C orrup t off icers have been shown the door as well as arraigned in court to 

answ er charges of corruption

Counse ling unit at the TSC headquarters has been empowered to counsel 

teachers  before and after disciplinary cases where necessary to find a 

las ting solution to such problems.

TSC is to strengthen and beef-up monitoring and evaluation mechanism to 

ensure  continous feedbacks and interventions whenever necessary.

As a stop gap TSC has encouraged schools to use multi-grade and double 

sh ifts  to alleviate the situation .The multi-grade teaching methods would 

ca te r  for the age d iffe rence, and double shift should be the best method for

managing large c lasses.
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4.3.4. TECHNOLOGICAL ENVIRONMENT

The commission is not fu l ly  computerized; therefore it becomes hard to 

m on ito r the perform ance in school, transfers and discipline. Communication 

takes long to reach TSC and vice versa. For example where transfers are 

effected at provincial and district level, correspondence may not be 

communicated immedia te ly .

As a response TSC is computerizing its operations to link it with the agents 

and schools in the fie ld.

4 .4 .DEPUTY SECRETARY (FINANCE)

4.4.1. POLITICAL ENVIRONMENT

KNUT has over the years  put pressure on TSC on the teacher's salary 

increments. For example  negotiations for sa lary increments was init ially to 

be paid over a period o f 10 years but due to pressure it was renegotiated to 

s ix  years.

TSC responded by paying the increase demanded by KNUT

55



4.4.2. ECONOMIC ENVIRONMENT

D onor funding reduction affected operations at the commission and was 

fo rced to reduce its expenditure by approximately 20%. The free primary 

educa tion  brought a new dimension in the teaching profession the most 

outs tand ing was the additional enrolment o f 1.3 million children in primary 

schoo ls , whose impact on the teaching learning situation was instant and 

no tab le  in as much as pupil population grew suddenly while the supply of 

resource  remained constant.

The new situation posed great challenges to the TSC whose immediate 

reaction  was to examine its teacher supply strength by carrying out a survey 

tha t assessed the challenges. The commission is not able to recru it more 

teachers  to reduce the workload especially after the introduction of free 

educa tion . The effect is that performance in schools has been drastically 

a ffected and the situation may get worse.

To over come this challenge, the finance department has scaled down on 

opera t ions expenditure and adopted a cost reduction approach based on 

pr io r it iz ing essential functions.
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4.4.3. SOCIAL -CUL TURAL ENVIRONMENT

HIV/AIDS have had grea t impact on the teaching force. TSC has not been 

spared the AIDS scourge .The number of teachers infected have increased 

in the recent years and the number keeps increasing The greatest constraint 

in the fight against the disease in the teaching force is the teachers 

m isconception about HIV/AIDS. This stems from the realization that TSC is 

the s ingle largest em ployer in the country and could also be the hardest hit 

by the pandemic in terms of employee health. Besides the obvious reduction 

of work force through in f irm ity and mortality, there is also the impact of 

produc tiv ity  caused by, Absenteeism due to chronic illness, Psychological 

trauma, the subsequent low teaching morale suffered by those who have 

es tab lished their posit ive status, Increased work load for those who are not 

in fected and Increased need for communities of which teachers are a part, to 

take care of HIV/AIDS

The commission has com e up with the following responses to the above 

cha llenges :-

Teachers  suffering from AIDS are retained on the payroll. Excratia is paid on 

medica l expenditure where a teacher has exceeded his/her medical 

a l lowance entit lement

The commission has had to provide for tra in ing for HIV/AIDS workshops to
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sensit ize  teachers and secretariat.

The creation o f HIV/AIDS unit is a milestone in effective management of the 

pandem ic within the teaching force. However this arrangement has its own 

shortcom ings. Though TSC is the largest single employer in Kenya with a 

total of 235,000 teachers and 2,400 secretariat staff, its allocation of funds 

is a fraction o f the disbursement from the National Aids Control Council. 

Therefore  TSC is sourc ing for direct funding from donor organizations.

4.4.4. TECHNOLOGICAL ENVIRONMENT

The department is not fu l ly computerized therefore service rendering is still 

s low  and sometimes inefficient. The commission is constantly dealing with 

o th e r  stakeholders whose systems use modern technology like banks. The 

im pac t is that payment of salaries is delayed.

Forgeries cannot be detected fast enough and as a result TSC has 

continued to loose m il l ions of shil lings through forgery.

The commission is also not fully Net Worked with the units in the provinces 

and Districts.

As a response to the above challenges:

. The commission has entered into an arrangement with National Bank of 

Kenya to hasten the process of posting money to the teachers held
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accounts. With the new arrangement the commission only draws one cheque 

to the National Bank of Kenya, which transfers the funds to teachers banks 

through the E lectronic fund transfer facility. This system has helped TSC 

greatly  to pay teachers on time.

4 . 5 . DEPUTY SECRETARY (HUMAN RESOURCE)

4.5.1. PO LIT ICAL ENVIRONMENT

Interference by polit ic ians has caused instability in schools. Politicians 

dem and transfer of teachers and principals who do not support them 

po lit ica lly . This affects the running of schools from time to time. Because of 

the above, heads or principals who are not qualified may be appointed to 

head schools.

Pressure  from the Kenya National Union of teachers interferes with running 

o f the schools by agitating for unrealistic demands on behalf of the teachers. 

The union sometimes protects non-performing teachers at the expense of 

s tudents .

Schoo ls  sponsored by churches demand that head teachers of their choice 

head their schools.

Com m unit ies in some areas do not accept teachers from other communit ies 

to teach in the ir schools.
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Therefore to deal with these challenges the human resources department 

has put in place polic ies to guide the running of schools i.e. expected 

qualif ications; taken s tr ingent measures against errant and non performing 

teachers.

4.5.2. ECONOMIC ENVIRONMENT

The government has reduced medium term expenditure frame funding. This 

has greatly affected the operations at the TSC.TSC depend on donor funding 

from World Bank to support its budget. This year alone (2004) the 

commiss ion had to promote 78,000 P1 P2 P3 and P4 teachers who have 

been in service for f ifteen years and above in the same grade. This meant 

ex tra  costs on the teachers salaries which had not been anticipated

As a response the commiss ion had to reduce it's spending on training, 

s ta t ionery  and quarter per diem was altogether done away with. At the same 

tim e, TSC is trying to source for direct funding from donor organizations.

4.5.3. SOCIAL CULTURAL ENVIRONMENT

The department has not been spared the AIDS scourge. Number of teachers 

in fected has increased in the recent past and the number has continued to
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increase. The greatest constra in in the fight against the disease is the 

teachers misconception about AIDS. Besides the reduction of work force 

through infirm ity and death , there is also the impact of productivity caused 

by absenteeism due to ch ron ic  illness, psychological trauma, the subsequent 

low teaching morale su ffered by those who have established their positive 

status, Increased work load for those who are not infected and Increased 

need for communities o f which teachers are a part to take care of HIV/AIDS. 

There have been increased discipline cases due to desertion as a result of 

the disease. Teachers who have not declared their status cannot perform as 

expected or absent themselves without disclosing why they are away from 

the ir  duty stations.

Teachers  have become alcoholic's .The trend shows that cases of desertion 

are caused by a lcoho lism  and drug abuse in schools is on the increase. 

Youths and minors consum e alcohol and bhang. As a result there have been 

inc reased cases of s tuden t strikes, sometimes with serious repercussions 

like burning of school property. Some of the strikes have resulted in the 

death of students and even teachers.

To overcome the above:-

■ TSC has put in p lace policies concerning running of schools.

■ Taken s tr ingent measures against ind iscip line teachers and unruly
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students.

■ Training and sensit ization on HIV/AIDS.

■ Training on effects  of drug abuse.

■ Deployment of qualif ied  heads in schools and institutions.

4.5.4. TECHNOLOGICAL ENVIRONMENT

The Human Resources Department is not fu l ly  computerized. Although the 

commiss ion has a website  it is not fully functional, therefore communication 

with the agents and the teachers is still a major problem. For example where 

a teache r deserts duty, the information takes long to reach the headquarters 

and as a result the teacher is overpaid. If a teacher is interdicted and 

eventua lly  dismissed it is unlikely that the overpayment will be recovered.

The department is not effective in responding to teachers ’ complaints 

resu lt ing  in outcry from the teachers. Although the TSC has a charter 

spe ll ing  out what the teacher should expect from the commission in terms of 

se rv ice  provision, the commission has not been able to fulfill the same.

As a response, TSC is in the process of fu l ly  computerizing its services.
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4 .6 .DEPUTY SECRETARY (AUDIT)

4.6.1. POLITICAL FACTORS

Due to political in te rference donor funding was d iscon tinued. The 

departm ent has p lanned to purchase a software package for auditing, but 

the same has not been possib le because of lack o f funds. As a result 

audit ing is still being done manually. The departm ent is unab le  to detect 

fo rgeries and as a resu lt the commiss ion has continued to loose money to 

f raudsters  .In many cases fraud is d iscovered many months later.

To respond to this, the department is sourcing for funds to purchase a 

software package for the audit department.

4.6.2. ECONOMIC ENVIRONMENT

Donor funding has been drastica lly  reduced. Since TSC depends on 

governm ent fund ing it means that TSC has had to reduce it's expenditure 

i.e. tra ining and purchase of Audit so ftware has also had to be postponed 

a ltogether.

As a response TSC is trying to source for d irect funding and reduce its 

operat iona l expenditure .
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4.6.3. SOCIAL -C U L T U R A L  ENVIRONMENT

The audit depa rtm en t is a watch dog to the organ iza tion . It also acts as a 

support departm ent .The department has faced problems in trying to 

investigate fraud because  fraudsters co llude with em ployees in the system 

and the departm ent is not able to detect such frauds and therefore TSC has 

been accused for no t able to stamp out corruption.

To respond, TSC has set up peer groups to sensit ize em ployees against 

corruption, the au d it  p rocedures has been streamlined and fraudsters have 

been made to face the law.

4.6.4. TECHNOLOGIC AL ENVIRONMENT

Since the audit departm ent is not fu l ly  computerized, com m un ica t ion  with 

other o rgan iza t ions  is minimal such as banks, coopera t ive  societies and 

other governm ent off ices. Lack of Aud it software makes the section 

ineffective

As a response, the organization is in the process of com puteriz ing its 

operations
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CHAPTER FIVE

5.0CONCLUSION

This chapter p resents  a summary of the research pro ject whose objective is 

to identify the responses  the Teachers Serv ice com m iss ion  has responded 

to the changes in the external environment. Based on the findings, the 

chapter further d iscusses  the responses and gives the lim ita t ions of the 

s tudy and recom m endations for further research and for po licy 

implementation and practice.

It is the consensus o f all the respondents that TSC has faced a number of 

challenges with the in troduction of Free Primary Education. One of the 

sticking points in the  implementation o f Free Primary Education is the 

shortage o f teachers . By the end of 2003 TSC recorded a staffing shortfa ll of 

29,093 teachers in primary schools and 8,523 in post-p r im ary  institutions. 

Natural attr it ion, now  compounded by the HIV/AIDS pandemic, has 

increased the s tra in  on a work force tha t has had to bend over backwards to
/ y

cope with the de m ands  of the noble service.

From the f ind ings, the organization has responded both s tra teg ica lly  and 

operat iona lly . S tra teg ic  responses being the long-term embrace the 

organization as a whole, while the operat iona l are the departm enta l 

activ ities of the organ ization .The two kinds of responses are interre la ted 

and there has to be harmony between the two. The organ ization adopted



position ing itself in the  market place by subsum ing a va r ie ty  of specif ic 

charac ter is t ics , rang ing  from the speed with which a se rv ice  is delivered to 

the quality in te rac t ions between the teachers  and the se rv ice  personnel. It 

has to identify and promote itself as the best provider of serv ices to its 

c l ien t-  the teacher.

The organization had to endeavor to c reate  and mainta in valued 

re la t ionsh ips  with the teachers .For the organization it is the relationships 

tha t will be pro fitab le over time and in which the benefits of serving a 

custom er may extend beyond revenues to include such in tang ib les as the 

learn ing obtained from  working with the customer. Having a good working 

re la t ionsh ip  between the teachers and the organization implies that they 

re la te posit ive ly to one another, as opposed to jus t conduc ting  a series of 

a lm ost unspecif ied transactions.

The operational responses adopted by TSC included managing the capacity 

after the in troduction  o f free Primary Education. The new situation posed 

great challenges to TSC and the imm edia te response was to examine its 

teacher supply s trength  by carrying out a survey that assessed the teacher 

needs in public schoo ls  across the country . The commiss ion further hired 

extra teachers, acqu ired and constructed extra fac il i t ies  .TSC as a stopgap 

has encouraged schools  to use mult i-g rade and double shifts to a llev ia te the 

situation.
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The commiss ion has undergone its share of po lit ica l in terference. Politicians 

seem to have more in te res t  in the teaching sector than in any other sector. 

This is mainly because  schools are located in const i tuenc ies  where the 

polit ic ians come from . This s ituation may not change in the near future.

From the fo rego ing , TSC has adopted both s trategic and operat iona l 

responses in order to survive in the changing external env ironm ent. The 

strategic responses adopted are posit ioning a service in the market

place, targeting cus tom ers  and building relationships. The operat iona l 

responses adopted are managing demand.

For an o rgan iza t ion  to succeed they should prepare and plan both 

opera t iona lly  and s tra teg ica lly .  Organizations are continua lly  faced with 

changing en v iron m en t and they should therefore prepare to deal with such 

changes.

5.1.L IM ITATIONS TO THE STUDY

■ The study focused on TSC on ly and may fail to capture  all the 

responses from the education sector.

■ Secondly the time allocated for the research is lim ited hence 

hampering the observation the researcher would have undertaken
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Thirdly, there was a lot of caution in re leas ing in fo rm ation  concerning 

the o rgan iza t io n

5.2.RECOMMENDATIO NS FOR FURTHER RESEARCH

This was a case s tudy  on the TSC, which is a small arm o f the education 

sector. A poss ib le  research  should be done on the educa tion  sector as a 

whole.

5.3 .RECOMMENDATIO N FOR POLICY AND PRACTICE

■ TSC should fu l ly  computerize its serv ices to be able to offer quality 

serv ice cons ide r ing  the fact that it deals with a key function-education

■ Techno log ica l advancement should be enhanced to promote 

e ff ic iency.

■ TSC should  be set free political In terference.

■ TSC should  have competitive rem uneration package to retain quality 

teachers who are opting to jo in private schools.
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APPENDIX A

LETTER TO RESPO NDENTS

U n ivers i ty  of Nairobi

Departm ent of Bus iness Adminis tration

P.O. Box .30197

NAIROBI

Dear R esponden t

RE: INTERVIEW

I am a postgradua te  s tudent at the University of Na irobi, Faculty of 

Commerce. I am ca rry ing  out a study on the responses to changes in the 

externa l e n v iron m en t in Service industry. A case of the Teachers Service 

Com m iss ion as a part ia l fu lf i l lment of Masters of Bus iness Administration 

Degree (MBA).

You as a responden t have been chosen to be part o f this study. This 

in form ation will be used for academic purposes and as an ins ight to the 

responses by organ iza tions to the changes  in the ex te rna l environment in 

which they operate . As a respondent o f this study, you are free to access the 

f indings o f the study. I will personally  carry  out the in te rv iew  

I look forward to your cooperation and thank you.

Yours fa i th fu l ly
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N e lly  C Mulema Dr 0 gutu

M B A  Studen t Superv iso r

L e c tu re r

APPENDIX B

IN T ER VIEW  GUIDE:

POSITION/T ITLE: COMMISSION SECRETARY

Q1. Po lit ica l ac tiv it ies have been very dynamic. What po l i t ica l  factors have 
a ffec ted  your o rgan iza t ion  and how have they affected yo u r organization?

W h a t aspects  of the o rgan iza t ion  do you consider to have been greatly 
a f fec ted?

How has your organ iza tion  responded?

Q2. The econom ic  env ironm ent has been affected by econom ic  reforms 
tak ing p lace.
W hat changes in the econom ic sector have affected you r organization?

How has your organ ization responded?

W hat aspects of the organization do you consider to have been greatly 
affected?

76



Q3. Social forces have been very dynamic. Which social cultural changes
have affected your organization?

How has your o rgan iza t ion  reacted to these changes?

Q4. W hat/which techno log ica l changes have affected your organization and 
how have they in f luenced performance in your o rgan iza t ion

How has you r o rgan iza t ion  adapted to these changes?
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APPENDIX B. 1

DEPUTY SECRETARY (STAFFING)

INTERVIEW GUIDE:

Q1. Polit ica l ac t iv i t ies  have been very dynamic. What polit ical factors 
have affected your department and how has your departm ent been 
affected by them ?

W hat aspects  of the departm ent do you cons ider to have been 
greatly  a ffec ted?

How has your department responded?

Q2. The econom ic  environment has been affected by economic reforms 
taking p lace.
What changes  in the econom ic sector have a ffected your 
departm ent?

What aspects  of the departm ent do you cons ide r  to have been 
greatly a ffected?
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How has you r departm ent responded?

Q3. Social forces have been very dynam ic. Which soc ia l cultural 
changes have affected your department?

How has yo u r  department reacted to these changes?

Q4. W hat/wh ich techno log ica l changes have affected your department 
and how have they inf luenced perform ance in your department

How has your department adapted to these changes?
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APPENDIX B.2

DEPUTY SECRETARY (FINANCE)

INTERVIEW GUIDE:

Q1. Political ac t iv i t ie s  have been very dynam ic. What polit ica l factors 
have affected your department and how has your departm ent been 
affected by them ?

What aspects of the department do you cons ider to have been 
greatly a ffec ted  ?

How has you r department responded?

Q2. The econom ic  environment has been affected by economic reforms 
taking p lace.
W hat changes  in the economic sector have affected your 
departm ent?

W hat aspec ts  of the department do you cons ider to have been 
greatly  a ffec ted?

How has your department responded?
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Q3. Social forces have been very dynamic. Which social cultural
changes have affected your department?

How has yo u r  department reacted  to these changes?

Q4. W hat/wh ich techno log ica l changes have affected your department 
and how have  they influenced perform ance in your departm ent

How has your department adapted to these changes?
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APPENDIX B.3

INTERVIEW GUIDE:

DEPUTY SECRETARY (HUMAN RESOURCE)

Q1. Political ac t iv i t ies  have been very dynam ic. What po l i t ica l factors have 
affected your departm en t and how has your de pa rtm en t been affected 
by them?

What aspects o f the department do you cons ider to have been greatly 
affected?

How has your departm ent responded?

Q2. The econom ic env ironm en t has been affected by econom ic  reforms 
taking place.
What changes in the economic sec to r have affected your department?

What aspects o f  the department do you consider to have been greatly 
affected?

How has your department responded?
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Q3. Social forces have been very dynamic. Which social cultural changes
have affected your department?

How has your departm ent reacted to these changes?

Q4. W hat/wh ich techno log ica l changes have affected your departm ent and 
how have they influenced perform ance in your departm ent

How has your department adapted to these changes?

83



APPENDIX B.4

INTERVIEW GUIDE:

DEPUTY SECRETARY (AUDIT)

Q1. Po lit ica l ac t iv i t ies  have been very dynamic. What po l i t ica l factors 
have affected your department and how has your de partm en t been 
affected by them ?

What aspects  o f the department do you consider to have been 
greatly  a ffected?

How has your department responded?

Q2. The econom ic  environment has been affected by econom ic  reforms 
tak ing p lace.
W h a t changes  in the economic sector have affected your 
departm en t?

W hat aspects  of the departm ent do you cons ider to have been 
grea t ly  a ffected?

How has your department responded?
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Q3. Social forces have been very dynamic. Which social cultural
changes have affected your department?

How has your departm ent reacted to these changes?

Q4. W hat/wh ich  technological changes have affected your departm ent 
and how have they in f luenced performance in your department

How has your departm ent adapted to these changes?
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