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Abstract
The adoption of results-based management (RBM) thedintroduction of performance
contracts in public service institutions in Kenya2004 have put government departments
under increasing pressure and scrutiny to imprdwr tperformance and operate more
efficiently and effectively. Government departmeritave therefore directed increased
resources to performance management, which ledntm@ others, automation of business
processes leading to increased reliance on infimmatchnology (IT).However, despite the
increased investment in, and use of IT, its rolpdrformance management has not been fully
explored. This paper therefore explores the rold@ @i performance management at the
Capital Markets Authority (CMA), a government aggnc Kenya, usinga quantitative
research design, whereby data was collected by snafaa survey using a questionnaire. The
sample wasdrawn using a combination of probabditgd non-probability methods, from a
population of internal stakeholders who have apredt in the optimal performance of the
CMA. It became evident that the CMA relies on it dystems to inform the strategic
planning process, and to identify and prioritizef@enance targets, and employees are also
able to access the information they need to idenpifioritize and set performance targets
with ease and speed. Although it became evidert ttiere is less usage of IT in the
performance monitoring and reporting, the majofi9%) of the respondents agree that there
is use of a specialized system for measuring padace, and 56% agree that implementation
of the performance plans is monitored using IT.c8iresults also show that the potential of
IT is not fully utilized in performance appraistdere is therefore need for the CMA to ensure
that IT is used to ensure the integrity of perfancgplans is maintained once they are agreed
on.

Keywords: Government Sector, Performance Management, Infasmailechnology,
Innovation.
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1. Introduction

In pursuit of the goal of performance improvemerithim the public sector, New Public
Management (NPM) emphasizes the adoption of prisatéor practices in public institutions.
According to Balogun (2003), performance measurenseoften regarded as fundamental to
the delivery of improved services as part of NP aewNPM models have invariably been
seen through the public service reform initiativesmany developing countries, as the
solution to reversing falling public service deliye For example, Kenya introduced
performance contracting, not only to improve sexelivery, but also to refocus the mind-
set of public service away from an inward-lookindtare towardsa business culture, focusing
on the customer and results (Obongo, 2009).

A change of regime in Kenya in 2002 ushered in @enaf public sector reforms that sought
to among other things support both effective arfitieht public sector performance and
service delivery (Ministry of Planning and Nation@evelopment (MPND), 2003). The
Kenyan government outlined its commitment to imgrgerformance, corporate governance
and management in the public service by anchorerppnance management in its national
economic blue prints. Some commitments included Ekenomic Recovery Strategy for
Wealth and Employment Creation (ERS), and VisioBR0Government of the Republic of
Kenya, 2007).

After launching the ERS in 2004, the governmentoiiiced Results Based Management
(RBM) in the public service as a deliberate policyorder to improve performance, service
delivery and governance (MPND, 2003). RBM is aipgratory and team-based management
approach designed to achieve defined results byrowimpy planning, programming,
management efficiency, effectiveness, accountglhilitd transparency (Obongo, 2009). The
introduction and institutionalization of the RBMmapt in the public service was aimed at
refocusing the public servants mind-set on theltesid service delivery to citizens. It was
expected that the adoption of RBM within the pubkervice would enable each
ministry/department and public service organizatioa come up with clear performance
objectives in line with the ERS targets, delindhat activities to help in the achievement of
such objectives, and determine the roles to beedldy each staff member in the service
delivery process. The shift to results orientatientailed a transformation of current
procedures and practices focused on processédmde tocused on achieving results. The key
elements of RBM were identified as performancedasgtting, performance planning, which
required establishing a shared understanding oft vidlato be achieved, performance
monitoring and reporting, and performance appraBatformance contracts were introduced
as a management tool for measuring performancensigaegotiated performance targets
(Kobia & Mohammed, 2006).

The reforms in Kenya came with increased investmerind use of IT by the government
and public institutions (Obongo, 2009), which isliime with the Economic Commission of
Africa’s (ECA) assertion that application of the MRools cannot be possible without the
information and communication technologies (Ecoror@iommission of Africa (ECA),
2003). Sohaland and Lionel (1998) argue that afihoorganizations make significant
investment in IT, there is a danger of not harmegsis full potential through inter-alia, a lack
of understanding of the potential of IT, lack of @End senior management support and
awareness of IT’s potential, and impediments tdéVelopment and implementation.

Despite the heavy investment in and use of IT é@mKknyan public sector, its contribution to
performance management has not been fully exploPeevious studies on performance
contracting in the Kenyan public sector have cotredéed on implementation and the impact
of performance contracting in state agencies. Tisetleerefore need to study the role that IT
has played in performance management in the psbttor in Kenya, since failure to do so
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will mean that state agencies risk failing to usleaT’s full potential in managing
performance. Thismay in turn negatively affect dichievement of the Kenyan government’s
goal of spurring economic growth and improving liveng standards of citizens as outlined
in its ERC and Vision 2030 economic blue prints y@oment of the Republic of Kenya,
2007).

In light of the above, this paper reports on a wtoahducted to determine the role of IT in
performance target setting, performance planniegfopmance monitoring and reporting, and
performance appraisal.

2. Literature Review

Various researchers, inter-alia, Lubale (2012) woonthat the purpose of performance
management is to obtain better results from theardrgtion, teams and individuals by
understanding and managing performance within aeeagframework of planned goals,
standards and competency requirements. Accordingetde (2002), many countries have
pursued a strategy of developing a more performamniemted culture in the public sector,
which involved two closely related elements, namaly increased focus on results, in terms
of efficiency, effectiveness and quality of seryieed a move from centralized bureaucratic
structures to more decentralized managerial enwiams. Supporters of NPM hold the view
that market oriented management of the public sewilblead to greater cost-efficiency for
governments (Kalimullah et al.,, 2012). NPM advocates de-bureaucratization,
decentralization, public participation, citizen emgrment, innovation and use of modern
Information and Communication Technology (ICT) amdsovernment (Hughes 2003, as
cited in Dzimbiri 2008).

The United Nations Development Group (UNDG) defifesults Based Management as a
management strategy by which an organization esstirat its processes, products and
services contribute to the achievement of desiesdilts (outputs, outcomes and impacts),
through monitoring and self-assessment of progtesgrds results, and reporting on

performance (United Nations Development Group (UNDZD10). The key elements of

RBM are performance target setting, performancerpley, performance monitoring and

reporting, and performance Appraisal (Kobia & Momaed, 2006).

Somewhat akin to performance management is perfaen&ontracting, which provides
greater clarity over what public agencies will &g, while at the same time providing
agency managers with greater flexibility to deptegources to better achieve those goals,
emerged as a tool for public sector reform (Pe2(82). Many countries (New Zealand,
France, Botswana) have implemented performanceramiimg as a means of improving
public sector performance. In New Zealand, Easte#Smith (1999) found that through
performance contracting, chief executives had beftarity on the strategic areas that the
institutions will contribute to, and the priorityems for its work. France had recognized
performance contracting as an extremely positieakthrough in participatory management
(Grapinet, 1999), and in Botswana it was found seavice delivery had improved since the
introduction of a performance management systenng{bizi, 2008).

Performance contracting was first introduced in yeenhrough the Para-statal Reform
Strategy Paper in 1991, which paper saw the inttolu of performance contracting on a
pilot basis at two agencies, namely, Kenya Railw@gsporation and the National Cereals
and Produce Board (Kenya, 2010). This initiativdeth because of inter-alia, thelack of
political will to drive the process, since it wasrpeived as donor-driven (Kobia&
Mohammed, 2006).
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Performance contracting was re-introduced intokteayan public service in 2004 as part of
the civil service reform instituted under its econo blueprint. The Kenyan performance
contracting is a hybrid system that has borrowehfinternational best practices and the
Balanced Score Card. The Performance ContractingEvaluation system best practices
were drawn from South Korea, India, China, USA, teadiKingdom, China, Malaysia and
Morocco but domesticated to suit the local conf@enya, 2010). All state agencies are
required to develop a strategic plan and an anwoak plan, which form a basis for the
performance contract, which is then implemented.

From a fully manual system during inception, parfance contracting has evolved to the
extent that it is almost wholly web based, andofelhg automation of the evaluation and
moderation process, public institutions are noweatad access an automated processing
platform and to carry out in-house evaluation ushmysystem (Office of the Prime Minister,
2012). The DPC is in the process of installing & Wwased real time monitoring and reporting
system that will replace the current manual systéquarterly reporting (MDP, 2013).

The fundamental role of IT is to enable busines$sdmd new ways to drive down the costs
of products, processes, and improve performance, Adkadi, Alkadi and Totaro (2003)
concluded that IT is increasingly playing a cruewle in the success of organizations in the
information age. Mithas, Ramasubbu and Sambamuf@®11) found that information
management capability plays an important role wettging other organizational capabilities
for customer management, process management, afatnpgnce management, which in
turn, favorably influence organizational performan&anders and Premus (2005) showed
that a firm’'s IT capability impacts performanceetitly and indirectly, by having a positive
impact on internal and external collaboration. Tlstiidy concluded that advancements in IT
capabilities have significantly improved the extefitinternal and external organizational
information sharing and IT capability can be pesily linked to a firm’s performance.

According to Obongo (2009), the performance cotitnggrocess has compelled government
agencies to restructure extensively and to reepgitieir operations in order to turn around
and operate profitably or to more efficiently arfteetively perform their mandates. These
restructuring efforts include heavy investment i by the government, and public
institutions have enhanced their IT capacity arstesys. For example, by 2009, the Kenyan
Ministry of Lands had put in place plans to fullynaputerize the Land Rent system to replace
the manual system (Ministry of Lands, 2009), and201, the judiciary had completed
digitizing 60 million pages of cases for the Higlout across Kenya. The CMA has
automated its internal processes through an imagmgworkflow system to ensure that it
operates in a paperless environment, and launchéohgroved interactive website (CMA,
2008).

In light of the above, and considering that studiegperformance management in the Kenyan
public sector have mainly focused on its implemgotaand impact, there is need to

investigate the role of IT in the performance mamagnt process. This will ensure that the
potential of IT in performance management is battedterstood, and that organizations get
value from their IT investments.

3. Research Methodology

Data was collected by means of a survey, from dawamnsample of employees drawn from all
strategic business units and job grades at the @biAg a questionnaire that sought primarily
to establish how the respondents use IT in theopegnce management process. To take
into account the non-homogenous population due ifierent job levels and functions,
stratified sampling employed to identify a repraa@we sample using the employee list
comprising 82 employees as the sampling frame.
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The data was organized and analyzed using thestgtati Package for the Social sciences
(SPSS) and Microsoft Excel. The results are presem tables, graphs, and statistical
summaries.

The questionnaire contained questions which wemomapanied by a list of possible
alternatives from which respondents had toseleetvamich best described their situation. A
five point Likert scale was used to measure thparedents’ use, and the impact of IT in the
performance management process. The 17 item goeatie (Table 1) comprised 2
questions (1-2) on performance targeting, 10 (34w&)stions on performance planning, 2
(13-14) questions on performance monitoring anduew®n, 3 (9; 15-16) questions on
performance appraisal, and 1 (17) question ovpesfbrmance management.

The questionnaires were hand delivered to the sgngd this was a cost efficient and
convenient method since the respondents were ircentalized office. It also allowed the
respondents to complete the questionnaire at aecdent time, at their own pace and without
influence from researcher. To mitigate againstritle of low response rates, the respondents
were phoned in advance to make them aware of theeysuas well as a week after the
guestionnaires had been delivered, to remind thietihhedr importance in participating in the
study.

4. Findings

Figure 1 which reflects the distribution of respents according to their job grades, reveals
that the majority of respondent were Officers (538lJowed by assistant Managers (20%).

Figure 1: Distribution of Sample by Job Grade

Grade
35.0%
30.0%
30.0%
25.0% 23.3%
20.0%
20.0% 16.7%
15.0%
10.0% 6.7%
5.00% | 3:3% .
0.0% -I T T T T
Director = Manager Assistant Senior Officer General
Manager Officer Staff

It was ascertained that the majority (43%) of #mgpondents worked at the CMA between 3-5
years, 27% for less than 3 years, 27% for betweg® gears, while the minority (3%) were
employed at the CMA for more than 10 years.

Table 1 represents a summary of the responsesteoattious items (1-17) comprising the
guestions exploring performance targeting, perforeeaplanning, performance monitoring
and evaluation, performance appraisal and oveesfbpmance management. With reference
to table 1, if the categories “Strongly Agree angrée” are collapsed, it would become
evident that the scores will range from 43% to 90%flying that the majority of respondents
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agreed that the questions pertaining to the varmgpects of performance management
applied in their organization.

Table 1: Summary of Research Findings

1=SA| 2=A| 3=N| 4=D| 5=SD

1. My organization relies on IT systems to inform
the strategic planning process, and to identify and

prioritize performance targets 20% 50%  20%% 3% 7%

2. | am able to easily and speedily access |the
information | need to develop my performance
targets a 50% 40% 3% 3% 3%

3. Performance plans are stored electronically in|the
organization 30% 47% | 17% 3% 3%

4. Performance targets and work plans pgre
communicated using IT 40% 47% | 10% 0% 3%

5. | am able to change my performance plan onge it
has been set 17% 30% | 23%| 20% 10%

6. Irely heavily on IT to perform my duties 70% 20% 3% 3% 3%

7. My organization has a centralized repository for
all organizational data 53% 27% 7% 10% 3%

8. My organization uses IT to facilitate information

sharing and interaction within the organization| 40% 53% 3% 0% 3%

9. | am able to easily and speedily access |my
performance plan and appraisal results when |
need to 27% 40% | 23% 7% 3%

10. IT is used to share information and improve
relations with the public 33% 60% 7% 0% 0%

11. My organization uses IT to manage its financjal,

physical, human, and other resources 43% 50% 7% 0% 0%

12. Information from the IT systems is actively used
to improve the quality of decision making in the
organization 30% 47% | 23% 0% 0%

13. My organization has a specialized system(s) |for

measuring performance 23% 47%  17p6  13% 0%

!SA= Strongly Agree; A = Agree; N = Neither Agree Disagree; D = Disagree; Strongly
Disagree
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14. My organization uses IT to monitor the

implementation of performance plans 13% 43% 27%  1B% 3%
15. My performance appraisal is carried out using [T 1o 60% | 10%!| 13% 7%
16. Feedback on performance is communicated using

IT 10% 33% | 30%| 23% 3%
17. 1T helps in managing performance and

performance goals 20% 50% 17% 3% 104

Common measures of central tendency, namely the,nmeedian and mode were calculated
for each question and presented in Table 2 belovbetame evident that the mean for
performance target setting is around 2, which isivadent to agreeing on the use of IT in
performance management. The mean for performanoéaerniog, reporting and appraisal are
between 2.3 and 2.5, and lean more towards a he@agaion. Furthermore, the mean for the
overall use of IT in performance management is,2:88ch can be interpreted as being the
same as for performance monitoring and evaluation.

Table 2: Summary of Descriptive Statistics

Std.
Deviatio
Mean| Median| Mode n Variance| Skewnesq Kurtosis
1. Reliance on IT to inform th
) ) 2.27 2.00 2 1.048 1.099 1.508 1.508
strategic planning process
2. Speedy and easy access t
information needed to 1.70 1.50 1 952 .907 4.561 4561
develop performance targg
3. Electronic storage of
2.03 2.00 2 .964 .930 1.914 1.914
performance plans
4. Communication of
performance targets and 1.80 2.00 2 .887 .786 4.624 4.624
work plans using IT
I5. Ability to change
2.77 3.00 2 1.251 1.564 -.904 -.904
performance plan once sef]
I6. Heavy reliance on IT to
) 1.50 1.00 1 974 .948 5.903 5.903
perform duties
7. Centralised repository for
o 1.83 1.00 1 1.147 1.316 1.024 1.024
all organizational data
8. Use of IT to facilitate
information sharing and 1.73 2.00 2 .828 .685 7.509 7.509]
interaction
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Speedy and easy access t

performance plan and 2.20 2.00 2

appraisal results

1.031

1.062

496

496

10.

Use of IT to share

information and improve 1.73 2.00 2

relations with the public

.583

.340

-.357

-.357

11.

Use of IT to manage
1.63 2.00 2

organizational resources

.615

.378

-.567

-.567

12.

Use of IT systems to

improve the quality of 1.93 2.00 2

decision making

.740

.547

-1.085

-1.085

13.

Use of specialized system(
2.20 2.00 2

for measuring performancsd

961

.924

-.428

-.428

14.

Use of IT to monitor

implementation of 2.50 2.00 2

performance plans

1.009

1.017

-.022

-.022

15.

Communication of

performance feedback usiy 2.47 2.00 2

IT

1.074

1.154

468

468

16.

Performance appraisal usi
IT

2.77 3.00 2

1.040

1.082

-.662

-.662

17.

Use of IT to manage

performance and achieve | 2.33 2.00 2

performance goals

1.155

1.333

947

.947

More specifically with respect to performance targetting, planning, monitoring and
reporting, and appraisal, the mean and mode arenauzed in table 3.

Table 3: Mean and Mode for key elements of performance mamagt

Key Performance Management Elements Mean Median
Performance target setting 1.985 1&2
performance planning 1.895 2
Performance monitoring and reporting 2.35 2
Performance appraisal 2.48 2
Overall use of IT in performance management 2.33 2
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The median for most of the questions falls betwkemd 2, showing that the B@ercentile

of the respondents were in agreement on the us€ of performance management. The
median for the ‘ability to change performance planse set and carrying out of appraisal
using IT" was 3, implying that for these two quess the 50 percentile was around the
neutral position on the use of IT.

The variance is a measure that quantifies the ahufuspread of the data values around their
mean value. It is calculated as the average oédjuared deviations of all values from their
mean. A large value implies the data is more spoeadwhile a small value implies the data
is more clustered around a single point (Maree7208s reflected in table 2, the variance for
the performance target setting element of perfoo@ananagement show that the opinion of
respondents on reliance on IT to inform the stiat@éanning process is more spread out,
while there is more consensus on the ability teedpg and easily access information needed
to develop performance targets.

Furthermore, the results for the ‘performance plagirelement of performance management
show relatively small values for the majority ofetlgquestions, which indicates, that the
responses are more clustered around a single pdietvariables with the lowest variance are
use of IT in sharing information with and improvirgations with the public and use of IT in
managing organizational resources. The questinrtieability to change performance plans
and use of a centralized repository for organiratiodata have the highest variance,
indicating a greater lack of consensus among retgue on these areas.

Skewness is a measure of horizontal departure fnommal distribution (Mugenda &

Mugenda, 2003). A measure of the skewness of @&l gbestions shows that they are
positively skewed. Kurtosis which is a measure thetical departure from normal

distribution (Mugenda & Mugenda, 2003) describes #mount of peak or trough of a
distribution. A positive value of the kurtosis meees indicate that the distribution is
abnormally peaked, or leptokurtic, negative valueicate abnormally flat, or platykurtic

distributions, and values close to or equal to zedicate normal kurtosis (Maree, 2007). A
measure of the kurtosis of all the questions shthas a majority of the questions have a
positive value and therefore are abnormally pealk&diew of the questions have an
abnormally flat distribution.

The results are further discussed under specifedings which comprise the realm of
performance management, namely, target settinginplg, performance, monitoring and
reporting and performance appraisal.

4.1 Performance Target Setting

The results reveal that the CMA relies on informatfrom its IT systems to inform the
strategic planning process, and to identify andrjiize performance targets. Employees are
also able to access the information they needeatify, prioritize and set performance targets
with ease and speed. This is line with empiricald&s that have found that although
managers have vast amounts of operational dat&bMaiit can still be difficult for decision
makers to incorporate this information into strgte@uch studies have shown that IT
provides a crucial strategic link by linking availa data with top-level planning, monitoring
and reporting. Through use of IT, CMA employees abke to feed operational information
into the strategic planning process.

A cross tabulation of the ‘job grades and reliancelT to inform the strategic planning

process’ reveals that, of the 20% of respondents wre neutral or disagreed that they rely
on IT, all were Assistant Managers or in lower giades. As expected, this indicates that
there is reliance on IT in the strategic planningcess in the higher job grades (director and
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manager).A cross tabulation of the ‘job grade drad ability to speedily and easily access
information needed to develop performance targatsg reveals a similar trend.

4.2 Performance Planning

The findings indicate that the CMA has a centraizepository for all organizational
information, which also reveals that employeesadnle to access the information they need to
carry out their functions with ease and speed. fifidings also show that the organization
uses collaboration tools and workflows to facitaiformation sharing and interaction within
the organization, and to improve relations with gublic. Work plans and targets are also
communicated using IT.

It became evident that the employees at the CMAl@yaps rely heavily on IT to carry out
their functions, especially to manage its finanaiadl human resources. Employees are also of
the view that information from IT systems is aclvesed to improve the quality of decision
making. With a variance of 1.564 and a standardatien of 1.251, the question on ability to
change performance plans has the largest variartetandard deviation values. This meant
that the opinions of the respondents are more dpyation the Likert scale of 1 to 5 than in
all other questions. This divergence of view maplira lack of consistency in the control on
ability to change performance plans. The use oértralized repository for organizational
data, with a variance of 1.316, also indicateseatgr lack of consensus among respondents.

4.3 Performance Monitoring and Reporting

Although it became evident that there is less usdd@& in the performance monitoring and
reporting, the majority (70%) of the respondentseagthat there is use of a specialized
system for measuring performance, and only 56% eadhat implementation of the
performance plans is monitored using IT. The ressgem to indicate inconsistency in the use
of IT in these areas. While there is agreement thexte is use of a specialized system for
measuring performance, there is much lower agreertext IT is used to monitor the
implementation of performance plans. This may meanalthough there is an IT system is in
place, it is not put to adequate use.

4.4 Performance Appraisal

The study results show that the potential of ITne fully utilized in the performance
appraisal element of performance management. Wil of the respondents agree that
appraisal is carried out using IT, only 43% agréattfeedback on performance is
communicated using IT. Like in performance monitgriand reporting, the divergence of
views seems to be an indication of inconsistentiegdpon in this area, with only some staff
members using it. Overall, the overall results @ositively skewed towards the use of IT to
manage performance and achieve performance golaés.variance and standard deviation
values indicate that the responses are spreacitatrithan clustered around a particular point
on the Likert scale. The abovementioned confirnesdbncerns of Sohal and Lionel (1998)
who argued that although organizations make sicanitiinvestment in IT, there is a danger of
not harnessing its full potential.

5. Conclusions and Recommendations

The results show that the CMA has invested hedmiested on IT and it has permeated
every aspect of its business operations, and than@ation also uses IT to inform its

strategic planning process, and to identify andrjtize targets. In the performance planning
area, IT plays a major role by helping to commutgi¢he performance goals and explain how
they are to be achieved. IT provides a storage unedor data and information, and aids in
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consolidating disparate sources of data to prowitke central place to access information. IT
also plays a key role in sharing information wittdamproving relations with the public.

However, the results show that there is loweraailon of IT in performance monitoring and
reporting, and performance appraisal. Thus, althotlie CMA has made significant
investments in IT as an enabler and strategic ,asae is a danger of it not harnessing its
full potential. Furthermore, although the role ©fHad become strategic and it has permeated
all its business operations, the CMA has still miilized IT’s full potential. The under usage
of IT in some of performance management key elesnemipacts negatively on the
contribution of IT to the performance managemewicpss, and therefore negatively affects
the organization’s performance.

The study results revealed that a significant nurnabstaff members are able to change their
performance plans after they are agreed on. Tlsetieerefore need for the CMA to ensure
that IT is used to ensure the integrity of perfanceplans is maintained once they are agreed
on. The results also revealed that although thera ispecialized system for measuring
performance, it is not fully utilized to monitor piementation of performance plans. The
CMA should therefore establish why there is thiglerautilization and put in place measure
to reverse it.

Although the CMA has automated its internal proesshrough an imaging and workflow
system to ensure that it operates in a paperlegsoament, and launched an improved
interactive website to share information with amgbiove relations with public, this study did
not seek to establish whether it offers on-lin&isess to the public, in line with the goals of e-
government. There is need for further investigationestablish this and ensure fully
utilization of IT in this area.
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