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Abstract: Information communication technology (ICT) has
become a key element in economic development and a backbone
of knowledge-based economies in terms of operations efficiency,
efficient delivery of services and quality of services in this
competitive private sector business environment. There is
growing evidence that knowledge-driven process management is
an influential factor in the competitiveness of private
Laboratories, organizations and firms. Unlike many similar
private laboratory enterprises, Pathologist Lancet Kenya has
benefited substantially from e-resulting leading to better service
delivery to customers thus strengthening  business
competitiveness. The general objective of the study was to find
out the effect of information communication technology
innovation policies, employee training and skills management on
efficiency of service delivery among private laboratories in
Kenya. This study used a descriptive research design. The target
population was entire 52 employees of Pathologists Lancet Kenya
Limited and Purposive sampling technique was used on the
study. Quantitative data was collection through questionnaires.
The data was analyzed using descriptive statistical methods. The
findings pointed out that ICT; innovative policy, training and
employee skills significantly affect efficiency of service delivery in
Private laboratory enterprises in Kenya.
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LINTRODUCTION

n Kenya there are a number of private medical laboratories

which have been registered as private laboratories by the
Medical Practitioners and Dentists Board which is a statutory
authority established under Cap 253 Laws of Kenya to
regulate the practice of medicine. Those medical private
laboratories are; Cell path laboratories, Alkam laboratory,
Path care laboratories, Nyumbani diagnostic laboratory and
Pathologists Lancet Kenya Limited.

The medical laboratory environment has been characterized
by ongoing rapid and dramatic improvement since the 1980s.
There has been extraordinary growth in the range and
complexity of available tests and services, which is expected
to continue. Laboratory technology is frequently at the front
position of medical advances. In some cases, testing
techniques to diagnose or screen for a particular condition are
available before effective treatment. Innovation in laboratory
technology, which includes both new tests and advances in

equipment and testing techniques, has made testing more
efficient and automated. Information communication
technology (ICT) has revolutionized the transfer of data by
decreasing the time it takes to order and accept test results and
by creating opportunities for research on large datasets. Many
foresee that information communication laboratory
technology will play an even more important role in the future
delivery of health care (Clarke,2012). The emergence of
Information and Communication Technology (ICT) has
provided means for faster and better communication, efficient
storage, retrieval and processing of data and exchange and
utilization of information to its users, be they individuals,
groups, businesses, organizations or  governments.
Information and Communication Technologies have to be
used in order to generate and deliver a service, which is useful
and has an effective impact for the businesses
(Fichman,2011). ICT as any technology used to support
information gathering, processing, distribution and use .ICT is
the integration of computer and communications technologies
for the creation, processing, dissemination and transmission of
information. ICT consists of hardware, software, data and
communication technology.

There are three major technological innovations that have
fundamentally altered the way samples are collected and
analyzed and the way results. The first one is pre analytic
stage includes; choosing the test, placing the order, preparing
the patient, collecting the specimen, transporting the
specimen, any specimen preparation work, and daily quality
controls through the use of information communication
technology to monitor. Second is analytic stage involves
actual use of information communication technology in
testing of the specimen and all routine procedures up to result
reporting. Thirdly is the post analytic stage is concerned
primarily with forwarding results through the use information
communication technology to the appropriate hospital
department or physician and routine daily maintenance and
shutdown (Fichman,2011).

1.1 Profile of Pathologists Lancet Kenya Limited

Pathologists Lancet Kenya Limited owned and managed by
pathologists Lancet Group of Laboratories South Africa. The
Lancet Group of Laboratories has spread in over 12 African
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countries. In east Africa for example Lancet Group of
Laboratories is incorporated in East Africa as follows:
Pathologists Lancet Kenya Limited, Lancet Laboratories
Uganda Limited and Lancet Laboratories Tanzania Limited.
Pathologists Lancet Kenya Limited is part of an
internationally accredited pathology laboratory, providing
high-quality pathology services to the medical and allied
sectors, including occupational health, across Africa. To
achieve its goals, Pathologists Lancet Kenya Limited operates
ethically, efficiently and effectively, enabling us to provide
these services at highly competitive rates. Clients have
accessibility to over 3800 sophisticated routine and
specialized tests from malaria to molecular diagnostics
(Lancet Kenya, 2012).

Quality is implemented across all sites and international
standards of excellence are adhered to. Pathologists Lancet
Kenya Limited commitment is to ensure that any laboratory
they operates to international standards and is audited to these
standards called SANAS (South Africa National Accreditation
System). The firm embraces ICT and all of its laboratories are
connected through a dedicated fiber optic and wireless
network that allows its pathologists to access, monitor,
supervise and electronically sign out all reports in all its
laboratories, thus ensuring that international expertise is
injected in every result. ICT ensures accurate and
comprehensive results are achieved by integrating doctors and
patients. Patients can call through a local number to consult
with our experts on any result or inquiry simply by dialing
locally to tap into its network. Its ICT systems are automated
for paperless electronic reporting platforms through automatic
email notifications and use of Path Portal a mobile app for
both Android and Apple platforms. (Lancet Kenya, 2012).

1.2 Statement of the problem

Information communication technology (ICT) has become a
key element in economic development and a backbone of
knowledge-based economies in terms of operations efficiency,
efficient delivery of services and quality of services in this
competitive private sector business environment. There is
growing evidence that knowledge-driven process management
is an influential factor in the competitiveness of private
Laboratories, organizations and firms. Unlike many similar
private laboratory enterprises, Pathologist Lancet Kenya has
benefited substantially from e-resulting leading to better
service delivery to customers thus strengthening business
competitiveness. The general objective of the study was to
find out the effect of information communication technology
innovation policies, employee training and skills management
on efficiency of service delivery among private laboratories in
Kenya.

1.3 Study Objectives

i. To determine the effects of information
communication technology innovation policies on
efficiency of service delivery in Private laboratories
in Kenya.
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ii. To assess the effect of information communication
technology trainings on efficiency of service delivery
in Private laboratories in Kenya.

iii.  To determine how employee skills on efficiency of
services delivery affect private laboratories in Kenya.

II. LITERATURE REVIEW
2.1 Theoretical Literature Review
2.1.1 Technology Acceptance Model

The model was initially designed to predict user’s acceptance
of information technology and usage on the job. TAM focuses
on the attitude explanation of intention to use a specific
technology or services; it has become the most widely applied
model for user acceptance and usage. TAM has become well
established as a robust, powerful model for predicting user
acceptance. The original Technology Acceptance Model was
developed based on the theory of Reasoned Action (TRA).
Davis extended the Theory of Reasoned Action to formulate
the Technology Acceptance Model. TAM model suggests that
when users are presented with a new technology, two
important factors influence their decision about how and when
they will use it, perceived usefulness (PU) and Perceived ease
of use (PEoU) TAM deals with perceptions and it is not based
on observing real usage but users reporting their conceptions
(Ghobakhloo & Tang,2013).

2.1.2 Resource Based Theory

The resource based theory emphasizes the firm’s resources as
the fundamental determinant of competitive advantage and
performance. It is based on two assumptions in analyzing
sources of competitive advantage (Joseph, 2013). First, it
assumes that firms within an industry or within a strategic
group may be heterogeneous with reference to the bunch of
resources that they control. Second, it assumes that resource
heterogeneity may endure over time due to the fact that the
resources used to implement firms’ strategies are not
completely mobile across firms meaning that some of the
resources cannot be traded in factor markets and are difficult
to accrue and reproduce. The theory suggests that the firm can
secure a persistent competitive advantage through facilitating
the development of competencies that are firm specific,
produce complex social relationship, embedded in a firm’s

history and culture and generate tacit organizational
knowledge ( Odhong 2013).
2.2 Empirical Review

2.2.1 Information communication technological innovation
policy and efficiency of service delivery

Technology adoption on efficiency of service delivery may be
also affected by physical resources like computers, routers,
size and power of servers if the technology has not been
customized according the size of the organization before it’s
implemented. It’s this features that determine the
communication systems to be adopted. According to
UNESCO (2009) technological risks may be difficult to be
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ensured over the Internet due to its vastness and complexity,
rising hacking activities due to easy access to hacking tools,
and difficulties in the prevention of hackers attack due to
unpredictability associated with Internet technologies because
of these organizations should have high security mechanism
to protect the hackers.

According to Harris & Chacko (2011) the accomplishment of
an information society and knowledge economy is one of the
main priorities of the Government towards the realization of
the development goals and objectives for wealth and
employment creation as espoused in Kenya’s Vision 2030.
The review of the ICT Policy of March 2006 is motivated by
first, the need to support it with the New Constitutional
dispensation in Kenya and Vision 2030 that seeks to transform
the country in to a leading information and knowledge hub of
the region. Specifically, the driving strength behind this
review is to take on board the lessons learnt from the Vision
2030 Medium Term Frameworks and the three underlying
pillars namely the Economic, Social and Political.

According to Jones (2011) the review is meant to present a
proactive policy and regulatory framework that is not only in
synch with modern-day technological realities and dynamics,
but also anticipated to guide the orderly development of the
ICT division in such a way as to ensure maximum
developmental impact for the benefit of all Kenyans. In
reviewing this policy, the Government has taken cognizance
of the marvelous impact of globalization and rapid changes of
technology. These changes have invariably affected the
traditional approach to the management of public relationships
and service delivery, which increasingly informs the need for
more proactive policy and regulatory response.

2.2.2 Information communication technology trainings and
efficiency of service delivery

According to Perego & Mangiaracina (2011) user trainng has
an effect on how quickly the employees can learn information
communication technology trainings on efficiency of service
delivery and also affects the business objectives of service
delivery to be achieved. Training is expensive but the users
need enough training to understand the general idea behind
the information communication technology and its potential
benefits as well as the impact of their own activities on the
bigger picture. It may be hard to employ rare qualified system
analysts and programmers attributable to limited career
advancement prospects after the adoptions are over.
Increasingly  sophisticated information = communication
technology requires engagement of various specialists to
insure information security, which may not be possible
without competence employees.

According to Oyetunde & Oladejo (2012) competency can be
achieved through the process of learning, acquisition of
knowledge, and development of skills through individual
factors of motivation, knowledge and skills. These factors
when combined together can contribute to an increased level
of competence, and can be measured in regard to a person’s
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use of a particular technology. According to Murphy and
Wood (2011), inspiration can have either positive or negative
facts. The negative facets reflect the fear and apprehension
aspects that characterize technophobia. The positive facets
generally reflect a feeling or belief that a given medium can
enhance preferred outcomes and therefore can lead to an
increased competence.

Mpofu & Milne (2012). suggest that knowledge can be gained
either via formal methods such as workshops and
computerized tutorials, or by more informal ways such as
tinkering with a device, or having someone show them how to
perform a simple task. They described skills as being the
repeatable, goal-oriented behavioral tactics and routines that
people employ in the service of their motivation and
knowledge. Insufficient training of the ICT workforce in new
technology, without enough ‘internal’ expertise, and failure to
combine internal and external expertise will lead to system
failure. He recommended investing more in recruiting and
retraining ICT professionals who combine technology and
business ideas which keeps the professionals from moving to
consulting firms with higher salaries.

2.2.3 Employees skills and efficiency of service delivery

Employee training should be done to upgrade the staff
knowledge and skills constantly to enable him/her remain
competitive and productive in the organization. For any
organization to attain a competitive advantage, each staff in
each department must perform excellently. According to
Potts, 1998 Training can be sold as key influence to
improving the performance of individuals. The aim of training
is to facilitate employees to match the organization’s future
needs at expert and management levels so as to attain the
organization’s objectives.

According to Reynolds, 2004 Training is defined as a set of
activities which react to present needs and is focused on the
instructor while According to Armstrong, 2006 training is the
use of systematic and planned instruction activities to promote
learning. It involves the use of formal processes to import
knowledge and help people to obtain the skills required for
them to perform their jobs satisfactorily. According to Caro
2007, recent review by the Organization for Economic
Cooperation and Development states that the shortage of skills
has been identified as a major hindrance to economic growth
and creating jobs as a means to allocate the poverty in South
Africa. India experiences a rapid growth of the industry which
demands more skilled manpower that would help brand it as a
quality intention rather than a low cost one. This is explored
with respect to specific recruitment practices, training and
skill development that exist in both indigenous and
multinational firms.

In Hong Kong the internet may create a threat to more
traditional ways of doing business (Forrester,2008). There is a
concern in Hong Kong that there could be a lack of skills to
service the fast growing technology sector within the local
labour market. Only an adequate supply of training to the
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managers will sort this problem. Investment in training in
Hong Kong is a key issue. Ferguson, et al (2014) have found
that some companies are hesitant to invest in training, and this
is possibly linked to the problem of job hopping due to
frustrations associated with poor performance. Company
provided training provides workers with narrow skills related
to their meticulous job than broad occupational skills. In
Kenya, most of the financial institutions engage employees
from any field of specialization to work in the banking or
Micro Finance industry. To such, thorough trainings should be
done. However, very little or none is done.

2.3 Conceptual Framework

Independent Variable  Dependent Variable
ICT Innovation Palicy
+  Knowledge leamning 3
+  Regulatory framework
v+ (lobal Technology trend

Technology tisks review

ICT Training Efficiency of Service Delivery in
* Avalabiily b3 private laboratories inKenya

+ Company support 5 i E

* Practieality

¢ Growth and development

ICT Employess 3kill
+ Employee Development structure Ly
+ Talent management shratagy

+ Recruifment and selection practices

Figure 2.1 Conceptual Framework
III. RESEARCH METHODOLOGY
3.1 Research Design

According to Mugenda and Mugenda, 2003 a research design
is the outline, plan or system that is used to create answers to
the research problem. This study adopted a descriptive
research design.

3.2 Target Population

According to Kothari, 2004 Target population is the totality of
elements under study. The target population of the study shall
be the 52 staff from Pathologists Lancet Kenya Ltd.

3.3 Sample and Sampling Technique

The sampling technique was purposive sampling technique
and the sample size was the entire target population of 52 staff
members of Pathologists Lancet Kenya Ltd.

3.4 Data Collection Instruments

The study used questionnaires for data collection. This was
helpful as it assured anonymity and confidentiality of the
respondents. Also this instrument was selected because data
collected could be quantifiable thus making it easy in
generalization of findings. (Mugenda & Mugenda 2003)
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3.5 Pilot Study

A pilot study was undertaken to pre-test the methods and tools
of data collection. The questionnaires were sent to 4
respondents of selected sample respondents. The 4
respondents represented 7% of the entire sample size. The
information acquired was evaluated to assess the data tool’s
reliability and validity.

3.5.1 Validity

According to Mugenda and Mugenda, 2003 validity refers to
the accurateness and meaningfulness of the interference made,
based on the results obtained. The developed instrument was
presented to the supervisor and other research experts to
assess the applicability and suitability of the content, clarity
and adequacy of construction of the instruments from a
research perspective.

3.5.2 Reliability Test

Reliability is the degree to which the instrument yields the
same results on replicated trials according to Orodho, 2009.
To ensure reliability of the questionnaire the researcher used
the Test—retest method where by selected respondents were
given the questionnaire twice.

3.6 Data Analysis and Presentation

Data analysis procedure includes the process of packaging, the
collection of information putting in order and structuring its
main components in a way that the findings can be easily and
effectively communicated that is according to Mugenda and,
Mugenda, 2003. Quantitative data was analysed using
Statistical Package for Social Sciences (SPSS) version 23.

IV. RESEARCH FINDINGS AND DISCUSSION
4.1 Response Rate Analysis

Out of the 48 questionnaires that were issued to respondents
after 4 were used for pilot testing, 42 (87.5%) of them were
duly filled and returned. However, 3 some of the respondents
returned the questionnaires half-filled, while 3 others did not
return them completely despite an intensive follow up.
According to Mugenda and Mugenda, 2003 a response rate of
65% and above is acceptable for data analysis.

Table 4.1 Response Rate Analysis

Responses Frequency Percentage
Response 42 87.5
Non response 6 12.5
Total 48 100

4.2 Gender of Respondents

The percentage of male participating in the study was at
57.4% and that of female at 42.6%. This shows that there are
fewer women than men in the organization however with a
small difference showing that the organization is on track
towards gender balance in the workplace. This could also be
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associated with the fact that most jobs in manufacturing sector
require the input of men.

Table 4.2 Gender of Respondents

Frequency | Pesent | Cpiid
Male 24 57.4 57.4
Valid | Female 18 42.6 100.0
Total 42 100.0
4.3 Age of Respondents

Figure 4.1 shows the age bracket of respondents as 11% being
aged 18-25 years, 22% aged 26-35 years, 32.9% aged 36-45
years and 8.5% being 55 years and above. From this it can be
observed that the majority were aged 36-45 years at 32.9%
meaning the majority were middle aged staff.

355 17
30% 17
258 )
Percentage 37]
15% 17 25,

10% .
sy 17 1 Bﬂ

0%

2]

18-25yrs  26-35yrs  36-45yrs  46-55yrs  Above 55
yrE

Response

Figure 4.1 Age of Respondents
4.4 Respondents’ Position Level

The responses in table 4.3 below show the various positions
held by the respondents in the organization. In the top
management positions there was 4.3% of the respondents,
27.7% middle level management, 51.1% lower management
and 14.9% subordinate staff. These findings show that more
than half of respondents were from lower level management
followed by ideal level management.

Table 4.3 Position Level

Cumulative
Frequency Percent Percent
Top Management 2 43 43
Middle 13 27.7 31.9
management
Lower

Valid management 24 51.1 83.0
Subordinate staff 7 14.9 97.9
Missing System 1 2.1 100.0

Total 47 100.0

4.5 Respondents’ Education Level

Respondents were asked to indicate their highest levels of

educations. From figure 4.2, shows that 9% had master’s
degree, 11% certificate, 39% diploma and 41% bachelor’s
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degree. This shows that the respondents were educated and
well informed since the majority at 41% had bachelor’s
degree followed by diploma at 39%.

= Masters Degree m Certificate
9% 11%

= Diploma

39%

Figure 4.2 Highest Education Level

4.3 Information Communication Technology Innovation
Policies and Efficiency of Service Delivery in Private
Laboratories in Kenya

4.3.1 Organization priority on achievement of information
and knowledge learning

The findings in figure 4.4 relate to first item of the variable
whether achievement of information and knowledge learning
is one of the main priorities of the organization. Respondents
42.6% agreed followed by 27.7% who strongly agreed while
23,4% and 6.4% were for neutral and those who disagreed
respectively. These findings indicate that in most
organizations achieving information and knowledge learning
is among the priorities. According to Wiklund & Shepherd,
2003 the attainment of an information society and knowledge
economy is one of the main priorities of the Government
towards the attainment of the development goals and
objectives for wealth and employment creation as espoused in
Kenya’s Vision 2030.

42.60%
50.00% - o
e 40.00% 23.40% 277197
. (
30.00% -
c g .
20.00% 1 6.40%
e e
n 10.00% -
t 0.00% , . . |
a Disagreee Agree
Response

Figure 4.4 Organization priority on achievement of information and
knowledge learning

4.3.2 Proactive policy and regulatory framework guides the
orderly development in the organization

In order to achieve an orderly organization, proactive policy
and regulatory framework is key. When asked to respond to
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this on a scale of five 40.4% followed by 29.8% agreed and
strongly agreed respectively while 14.9% and 10.6% apply to
neutral and strongly disagree as shown in table 4.6. The
remaining 4.3% disagreed thus implying that Proactive policy
and regulatory framework guides the orderly development of
the organization. In maintaining of these findings Tyler, 2001
explains that policy review is meant to provide proactive
policy and regulatory framework that is not only in synch with
contemporary technological realization and dynamics, but also
expected to lead the orderly development of the ICT sector in
such a way that guarantee maximum developmental aspects.

Table 4.6 Proactive policy and regulatory framework guides the orderly
development in the organization

Cumulative
Frequency Percent Percent
Strongly Disagree 5 10.6 10.6
Disagree 2 43 14.9
. Neutral 7 14.9 29.8
Valid
Agree 19 40.4 70.2
Strongly Agree 14 29.8 100.0
Total 47 100.0

4.3.3 In reviewing policy, the organization takes cognizance
of tremendous impact of globalization and rapid changes of
technology

The findings in figure 4.5 present findings on whether in
reviewing policy, the organization has taken cognizance of the
tremendous impact of globalization and rapid changes of
technology. Respondents (45%) agreed followed by neutral at
24% . Respondents (21%) strongly agreed while 6% and 4%
respectively strongly disagree and agree thus an indication
that In reviewing policy, the institution has taken cognizance
of the incredible impact of globalization and rapid innovation
of supports that These technological innovation have
invariably affected the traditional approach to the
management of public affairs and service delivery, which
gradually raises the need for more proactive policy and
regulatory response.

Strongly Strongly Disagreee
Agree Di 4%

2 Neutral

24%
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technological risks. Respondents 38.3% agreed followed by
10.6% who agree while 14.9% and 4.3% respectively disagree
and strongly disagree. The remaining 31.9% neither agreed
nor disagreed thus pointing out that the organization’s ICT
policies of the laboratory are developed in the light of
technological risks. In support of these findings Camilla
(2002b) point out that technological risks may be difficult to
be ensured over the Internet due to its vastness and
complexity, rising hacking activities due to easy access to
hacking tools, and difficulties in the prevention of hackers
attack due to unpredictability associated with Internet
technologies because of these organizations should have high
security mechanism to protect the hackers.

Table 4.7 The organization’s ICT policies are developed in the light of
technological risks

Cumulative
Frequency | Percent Percent
Strongly 2 43 43
Disagree
Disagree 7 14.9 19.1
Valid Neutral 15 31.9 51.1
Agree 18 38.3 89.4
Strongly Agree 5 10.6 100.0
Total 47 100.0

4.4 Information Communication Technology Trainings and
Efficiency of Service Delivery in Private Laboratories in
Kenya

4.4.1 Training opportunities to learn and grow are available

Table 4.8 present responses as to whether training
opportunities to learn and grow are available 10.6% and 12.8
% respectively agreed and strongly agreed while 44.7% and
2.1% disagreed and strongly disagreed. The other 29.8%
neither agreed nor disagreed. These findings point out that
training opportunity to learn and grow are available though
not adequate. Although the findings were discovered
deficiency in training, according to Spender, 1996 user
training has an outcome on how quickly the employees can be
trained on information communication technology, trainings
on efficiency of service delivery and also affects the business
objectives of service delivery to be achieved.

Table 4.8 Training opportunities to learn and grow are available

Cumulative
Frequency | Percent Percent
Strongly Disagree 1 2.1 2.1
Agree :
45% Disagree 21 44.7 46.8
Neutral 14 29.8 76.6
. ) o ) Valid
Figure 4.5 Review of organization policy Agree 5 10.6 87.2
4.3.4 The organization’s ICT policies are developed in the Strongly Agree 6 12.8 100.0
light of technological risks Total 47 1000
Table 4.7 shows responses pertaining whether the
organization’s ICT policies are developed in the light of
www.rsisinternational.org Page 573



4.4.2 Company supports employee training and career
progression

Respondents were asked whether the company supports
employee training and career progression. From figure 4.6
respondents (34%) followed by 23.4% agreed and strongly
agreed respectively while 10.6% and 8.5% disagreed and
strongly disagreed respectively. The remaining 23.4% neither
agreed nor disagree thus an indication that company supports
employee training and career progression. Spender, 1996 also
supports by pointing out that training is expensive but the
users need enough training to understand the general idea
behind the information communication technology and its
potential benefits as well as the impact of their own activities
on the bigger picture. It may be hard to employ rare qualified
system analysts and programmers attributable to limited
career advancement prospects after the adoptions are over.

40.00% 34%
35.00%
30.00%
25.00%
20.00%

g 15.00%
e 10.00%
5.00%

0.00%

o

Q ~+~ 3 O O

Neutral

Strongly
Agree

Strongly
Disagree

Response

Figure 4.6 Company supports employee training and career progression
4.4.3 Training leads to promotion and career growth

The findings in table 4.9 relate to whether training leads to
promotion and career growth. Most of the respondents at
40.4% and 17% respectively agreed and strongly agreed while
12.8% and 17% disagreed and strongly disagreed respectively.
The remaining 12.8% were of neutral stand. These findings
are an indication that training leads to promotion and career
growth. According to Sumner, 2000 Competence can be
attained through the process of learning, acquirement of
knowledge, and development of skills through individual
factors of motivation, knowledge and skills.

Table 4.9 Training leads to promotion and career growth

Frequency | Percent Clllnr;l;,lcl;tlitve
Is)tlrs‘:;g 8 17.0 17.0
Disagree 6 12.8 29.8
Vali Neutral 6 12.8 42.6
d Agree 19 40.4 83.0
Strongly Agree 8 17.0 100.0
Total 47 100.0
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4.4.4 Training programs are practical and do relate to the
actual problems at work

When asked whether training programs are practical and do
relate to the actual problems at work the majority at 57% and
a further 11% agree and strongly agree respectively while
11% and 2% disagree and strongly disagree respectively. The
remaining 19% maintained a neutral stand. These findings
indicate that the available training programs are practical and
do relate to the actual problems at work. According to
Spender,1996 the increasingly sophisticated information
communication technology requires more engagements of
various specialists to insure information security, which may
not be possible without competent employees. For any
organization to attain a competitive advantage each staff in
every department must perform excellently and thus raining
can be sold as key influence to improve the performance of
individuals.

B Strongly Agree B Strongly
11% wagree

Figure 4.7 Training programs are practical and do relate to the actual
problems at work

4.5 Employee’s skill and efficiency of service delivery

4.5.1 There are structured systems of developing talent in the
organization to meet new growth and change requirements

The responses in figure 4.8 present views on whether there are
structured systems of developing talent in the organization to
meet new growth and change requirements. Respondents
(34%) and a further 10.6% disagreed and strongly disagreed
respectively while 25.5% and 12.8% agreed and strongly
agreed respectively. The remaining 17% were of a neutral
opinion thus an implication that the systems of developing
talent are not well structured to meet new growth and change
requirements. According to Armstrong, 2003 training involves
the use of methodical and planned instruction activities to
promote learning. It involves the use of formal processes to
impact knowledge and help people to acquire the skills that
are necessary for them to perform their jobs satisfactorily.
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Table 4.11 Company has recruitment and selection practices that attracts the

best talents
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Figure 4.8: There are structured systems of developing talent in the
organization

4.5.2 Talent management strategy is embedded in the overall
strategic plan

The findings in figure 4.9 relate to whether talent management
strategy is embedded in the overall strategic plan.
Respondents 57.4% followed by 29.8% agreed and strongly
agreed respectively while 6.4% and 4.3% strongly disagreed
and disagreed. The 2.1% were for neutral. The findings
therefore indicate that the organization’s talent management
strategy is embedded in the overall strategic plan.

57.40%

60.00% - |
e 50.00% - 29.80%

40.00% -

30.00% -
€ 8 2000% - 6.40% 3005 169
e e 1000% - u E
n 0.00% — . .
t Strongly Agree
a Disagree

Response

Figure 4.9 Talent management strategy is embedded in the overall strategic
plan

4.5.3 Company has recruitment and selection practices that
attracts the best talents

From table 4.11 respondents (40.4%) respectively agree and
strongly agree while 2.1% disagree. The remaining 17%
represents those with a neutral stand. These findings point out
that the company has recruitment and selection practices that
attracts the best talents. According to Claydon, 2007 in
Kenya, the majority of the institutions hire employees from
any field of specialization to work and thus hinder the impact,
thorough trainings should be done.

Frequency Percent Cl;,filsltlitve
Disagree 1 2.1 2.1
Neutral 8 17.0 19.1
Valid Agree 19 40.4 59.6
Strongly Agree 19 40.4 100.0
Total 47 100.0
V. SUMMARY, CONCLUSIONS AND
RECOMMENDATIONS
5.1 Summary

5.1.1 Information communication technology innovation
policies and efficiency of service delivery in Private
laboratories in Kenya

The findings indicate that in most organizations achieving
information and knowledge learning is among the priorities.
In order to achieve an orderly organization, proactive policy
and regulatory framework is key. Respondents pointed out
that a proactive policy and regulatory framework guides the
orderly development of the organization. In reviewing policy,
the organization has taken cognizance of the remarkable
impact of globalization and rapid innovation of supports that
these technological innovations have invariably affected the
traditional approach to the management of public affairs and
service delivery, which increasingly raise the need for more
proactive policy and regulatory response. The organization’s
ICT policies of the laboratory are developed in the light of
technological risks.

5.1.2 Information communication technology trainings and
efficiency of service delivery in Private laboratories in Kenya

Respondents pointed out that training opportunity to learn and
grow are available though not adequate. User training has an
effect on how quickly the employees can learn information
communication technology trainings on efficiency of service
delivery and also affects the business objectives of service
delivery to be achieved. The company supports employee
training and career .These findings are an indication that
training leads to promotion and career growth since the
training programs are practical and do relate to the actual
problems at work .

5.1.3 Employee’s skill and efficiency of service delivery

The respondents pointed out that the systems of developing
talent are not well structured to meet new growth and change
requirements. This is because the firm does not have a
specialized department which deals with special talents of
employees. However the organization’s talent management
strategy is embedded in the overall strategic plan.
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VI. CONCLUSIONS

A proactive policy and regulatory framework guides the
orderly development of the organization. User training has an
effect on how quickly the employees can learn information
communication technology trainings on efficiency of service
delivery and also affects the business objectives of service
delivery to be achieved. In terms of skill, findings indicate
that the systems of developing talent are not well structured to
meet new growth and change requirements.

VII. RECOMMENDATIONS
7.1 Policy

The organization should ensure proactive policy and
regulatory framework that is not only in synch policy with
contemporary technological realities and dynamics, but also
expected to guide the orderly development of the ICT in the
organization in such a way as to ensure maximum
organizational development impact.

7.2 Information communication technology trainings

Training is expensive but the users need enough training to
understand the general idea behind the information
communication technology and its potential benefits as well
as the impact of their own activities on the bigger picture. It
may be hard to employ rare qualified system analysts and
programmers attributable to limited career advancement
prospects after the adoptions are over. Increasingly
sophisticated information communication technology requires
engagement of various specialists to insure information
security.

7.3 Employee’s skill

Employee training should be done to upgrade the staff
knowledge and skills constantly to enable him/her to remain
reproductive and competitive in the organization. For any
organization to achieve a competitive advantage and staff in
each department must perform excellently.

7.4 Suggestion for Further Studies

This study was about effect of technology on efficiency of
service delivery in Private laboratories in Kenya. The
researcher suggests that the study be extended to public sector
organizations to establish their constraints in adoption of
modern technology and how it affects their performance.
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