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Abstract: The work environment which encompasses several factors impacts on the way employees perform their
work. A comfortable and supportive workplace environment will boost the employees’ performance hence boosting the
organizational performance. The objective of this study was to examine the effect of work environment on the relationship
between employee entrepreneurial behaviour and perceived service quality by government ministries in Kenya. The target
population was all the 4 executive officers from all the 18 government ministries resulting to a sample size of 72 executive
officers. The study used purposeful sampling technique in the selection of the executive officers. Data was analyzed using
descriptive and inferential statistics. Cronbach’s alpha coefficient was used to measure the reliability of the scale which
was used to assess the interval consistency among the research instrument items. The regression results showed that work
environment had statistically significant moderating influence on the relationship between entrepreneurial behaviour and
perceived service quality in government ministries in Kenya. The study therefore recommended that the government
should pay more attention to work environment in government ministries as it was a key contributor to quality service
delivery. The study is grounded on the Weiss and Cropanzano’s Affective Events Theory (AET) which explains the link
between internal influences and their reactions to incidents that occur in their work environment that affect employee
performance, organizational commitment and job satisfaction (Phua, 2012).

Keywords: Work Environment, Perceived Service Quality, Government Ministries, Kenya

I. BACKGROUND OF THE STUDY and dynamic business world. The workplace environment that

is set in place impacts employee morale, productivity and

The success of any organization is closely tied to the job
performance of its employees. The quality of the employees’
workplace environment impacts on their motivation level and
hence performance (Heath, 2006). When employees have the
desire, physically and emotionally to work, then their
performance shall be increased (Boles et al., 2004). Boles et
al., 2004 also states that having a proper workplace
environment helps in reducing the number of absenteeism and
as a result can increase the performance in today’s competitive

engagement - both positively and negatively (Chandrasekar,
2011). She adds that factors of workplace environment play an
important role towards the employees’ performance. The
factors of workplace environment give an immense impact to
the employees’ performance either towards the negative
outcomes or the positive outcomes. The study is grounded on
the Affective Events Theory. The theory explains the link
between employees’ internal influences and their reactions to
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incidents that occur in their work environment that affect their
performance, organizational commitment and job satisfaction.

PROBLEM STATEMENT

There are many factors that affect the performance of
employees in organizations. Workplace environment plays an
essential role towards workers’ performance and productivity
in any organization (El-Zeiny, 2013). Providing a good
workplace environment increases employee performance in
organizations (Shikdar &Shawaged, 2003). When people are
working in situations that suit their physical and mental
abilities, the correct fit between the person and work task is
accomplished. Employees are then in the optimum situation
for working and achieving the desired organizational goal.
According to Chandrasekar (2011) there are key factors in the
workplace environment that could have a great impact on
employee motivation and performance level. The business
environment is becoming very competitive, dynamic and
complex. Management of organizations should therefore find
ways to ensure that workplace environment is conducive
enough to enable employees perform at their optimum level in
order to remain competitive. This study sought to establish
how work environment may influence the relationship
between employee entrepreneurial behavior and perceived
service quality.

OBJECTIVE OF THE STUDY

The objective of the study was to establish the effect of
work environment on the relationship between employee
entrepreneurial behaviour and perceived service quality by
government ministries in Kenya.

HYPOTHESES

Ho1: Work environment has no significant moderating
influence on the relationship  between employee
entrepreneurial behaviour and perceived service quality in
government ministries in Kenya.

Il. THEORETICAL FRAMEWORK
A. AFFECTIVE EVENTS THEORY

The theory was advanced by Howard M. Weiss and
Russel Cropanzano in 1996 (Phua, 2012). The Affective
Events Theory explains the link between employees’ internal
influences and their reactions to incidents that occur in their
work environment that affect their performance,
organizational commitment and job satisfaction. It proposes
that positive-inducing as well as negative emotional incidents
at work have significant psychological impact on employees’
job satisfaction. The impact results into lasting reactions
exhibited through job satisfaction, organizational commitment
and job performance. According to Ashton-James and
Ashkanasy (2005) research to date has supported the central
tenets of AET that workplace events trigger affective
responses in employees and that these affective responses

influence workplace cognition and behavior. They assert that
AET is both empirically and theoretically, restricted to events
that are internal to the organization. The theory also considers
how specific events at work other than job characteristics lead
to specific emotional and behavioral responses (Briner, 2000).
He posits that these events or things that actually happen at
work affect the well-being of employees thus affecting their
performance.

B. CONCEPTUAL FRAMEWORK

Independent Variable Dependent Variable

Entrepreneurial Behaviour y|Perceived Service Quality
A 7

Work Environment

Moderating Variable

I1l. METHODOLOGY AND DESIGN

The research design adopted was a descriptive survey
method. According to Cooper and Schindler (2000) a
descriptive research design is concerned with finding out the;
who, what, where, when and how much. This method will
provide quantitative data from a cross section of chosen
population. Furthermore, a descriptive research design is
structured, has investigative questions and part of formal
studies. The design is deemed appropriate because the main
interest is to explore the viable relationship and describe how
the factors will support matters under investigation.
Descriptive design method will provide quantitative data from
cross section of the chosen population.

A. POPULATION

The study sought to investigate the employees behaviour
of the employees in government ministries. The targeted
population was the executive officers in the government
ministries in Kenya. Each ministry has 4 employees in the
executive officer position (Kenya Gazette, 2013). The total
number of ministries in Kenya is 18 from which the 4
executive officers were drawn giving at target population of
72 executive officers. This study considered a census
including all the eighteen government ministries in Kenya
were and all the 4 executive officers from each ministry into
the study. In circumstances where the target population is
small, sampling is not necessary but a census is adopted
instead taking into account all the elements in the population
for study (Marino (2003).

Category Population

Category Population
Number of Government Ministries 18
Number of Executive Officers 4
per Ministry
TOTAL 72

Table 3.1: Population of Study (Insert correct table number)
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B. DATA COLLECTION INSTRUMENTS

The study used primary data which meant collecting first-
hand information from the respondents. A semi-structured
questionnaire was designed to capture the aspects of employee
behaviour, work environment and perceived service quality
from the respondents. The questionnaire was self-administered
to measure the respondents’ perception on the variables being
studied. Work environment questions sought to get responses
on work culture and nature of work in the government
ministries. Perceived service quality on the other hand was
measured considering the quality aspects of tangibility,
reliability, responsiveness, assurance and empathy. The sub-
dimensions of employee behaviours covered in the
questionnaire included employee innovativeness, employee
pro-activeness and employee risk taking.

C. DATA ANALYSIS

This paper sought to determine the moderating effect of
work environment on the relationship between employee
entrepreneurial behaviour and perceived service quality by
government ministries in Kenya. Data analysis techniques
were chosen to test hypotheses and draw conclusions on the
objective. Both descriptive and inferential analyses were
adopted to achieve the objective of the study.

a. DESCRIPTIVE ANALYSIS

Descriptive analysis was used to explore the in-depth
description of the study variables across the government
ministries in Kenya. The mode was used as the measure of
central tendency to describe the variables considering the
qualitative scale used in the data collection instrument.

b. INFERENTIAL ANALYSIS

Inferential analysis was adopted to explore relationships
between the study variables, test hypotheses and draw
conclusions on the objective of the study. Given the objective
of the study on determining the moderating influence of work
environment on the relationship between employee
entrepreneurial behaviour and perceived service quality by
government ministries in Kenya, a hierarchical moderated
multiple regression model was fitted to help test the
hypothesis and conclude on the objective. The regression
model to assess the moderating influence of work environment
is given by the equation below;

Y=F%X +0,% + % +B,2+ B X =Z+0,, X2 + B X=T+e

Y = dependent variable (perceived service delivery).

Bo = Constant or intercept which is the value of dependent
variable when all the independent variables are zero.

B1 to Ps= Regression coefficients for employee behaviors
(each independent variable).

X; to X;= independent variables (employee behavior)
Employee innovativeness, Employee pro-activeness, and
Employee risk taking

B4 coefficient of work environment

Bis coefficient of the interaction term between each
employee behavior independent variable and work
environment

Z=Work environment (Moderating Variable)

¥; = Z the interaction term between each employee
behavior independent variable and work environment

¢ = disturbance term.

IV. STUDY FINDINGS

Work environment was assessed by indicators measured
on a scale of 1 to 5 (where 5= the greatest extent and 1 the
lowest extent). The results on the moderating influence
showed that there was a significant change in R? by 0.285from
the original model to the model including the interaction
variables between work environment and employee behavior.
The interaction variable between employee innovativeness and
work environment was found to be significant in this model
with a beta coefficient of 0.727 while interaction between
employee pro-activeness and work environment was also
significant with a beta coefficient of 0.104. The interaction
between employee risks taking intersection work environment
was insignificant. On overall the study results show that work
environment has a moderating influence of on the relationship
between entrepreneurial behaviour and perceived service
quality by government ministries in Kenya.

A. WORK CULTURE

The descriptive analyses for the first indicators for this
variable are presented in table 4.19%. Considering the
indicator statement on the extent to which the work culture of
the ministry encourages employee innovation; 17%
respondents believed that the work culture of the ministry
encouraged employee innovation to no extent at all while 18%
respondents believed that it does only to a small extent and
31% respondents that it does to a moderate extent. There was
26% respondents who believed that it does to a great extent,
8% respondents believed that it does to a very great extent.
The modal class of the responses to this indicator was 3. This
implies that on average, work culture encourages employee
innovation to a moderate extent.

For the indicator statement on the extent to which the
ministry has enough employees to achieve service quality
delivery; 14% respondents believe that the ministry has
enough employees to achieve service quality delivery to no
extent at all while 19% respondents believed that it did only to
a small extent and 31% respondents that it does to a moderate
extent. There are 19% respondents who believed that it does to
a great extent, 17% respondents believe that it does to a very
great extent. The modal class of the responses to this indicator
was 3. This implies that on average, the ministry has enough
employees to achieve service quality delivery to a moderate
extent.

The study also considered the indicator statement on the
extent to which the work culture of the ministry cannot allow
employee pro-activity; 7 respondents believed that the work
culture of the ministry did not allow employee pro-activity to
no extent at all while 21% respondents believed that it does
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only to a small extent and 21 respondents that it does to a
moderate extent. There are 21% respondents who believed that
it does to a great extent, 19% respondents believed that it does
to a very great extent. The modal class of the responses to this
indicator was 3. This implies that on average, the work culture
of the ministry did not allow employee pro-activity to a
moderate extent.

Indicator No Smal Mode Gre Very Mo
tat | rate at great  dal
all exten extent exte extent Cla
1) t(@) (3) nt (5) Ss

4)
the work culture

of the ministry 17

encourages % 18% 31% 19 8% 3

employee

innovation

the ministry has
enough employees 14
to achieve service ~ %
quality delivery
the work culture
of the ministry
cannot allow 7 21% 21 21%  19% 3
employee pro-
activity

19% 31%  19% 17% 3

Table 1: Frequency table on Work Culture
B. NATURE OF WORK

To measure work environment, the study also looked at
the indicator statement on the extent to which the work in the
ministry allowed employees to make their own decisions
about how to schedule their work. Here, 11% respondents
believed that the nature of work in the ministry allowed
employees to make their own decisions about how to schedule
their work to no extent at all while 25% respondents believed
that it did only to a small extent and 33% respondents that it
did to a moderate extent. There are 18% respondents who
believe that it does to a great extent, 13% respondents believed
that it did to a very great extent. The modal class of the
responses to this indicator was 3. This implies that on average,
the nature of work in the ministry allows employees to make
their own decisions about how to schedule their work to a
moderate extent.

The respondents were also asked to respond to the extent
to which the work allows employees to make decisions about
what methods to use to complete their work. On this
indicator,8% respondents believed that the work allows
employees to make decisions about what methods to use to
complete their work. to no extent at all while 24% respondents
believed that it does only to a small extent and 32%
respondents that it does to a moderate extent. There are 15%
respondents who believed that it does to a great extent, 21%
respondents believed that it does to a very great extent. The
modal class of the responses to this indicator was 3. This
implies that on average, the work allows employees to make
decisions about what methods to use to complete their work.
to a moderate extent.

Work environment was also measured using the indicator
statement on the extent to which the work involves a great
deal of task variety for which 14% respondents believe that

the work involves a great deal of task variety to no extent at all
while 24% respondents believe that it did only to a small
extent and 21% respondents that it does to a moderate extent.
There were 25% respondents who believed that it does to a
great extent, 17% respondents believed that it did to a very
great extent. The modal class of the responses to this indicator
was 4. This implies that on average, the work involves a great
deal of task variety to a great extent.

Considering the indicator statement on the extent to which
the work performed on the job has a significant impact on
people outside the ministry; 13% respondents believed that the
work performed on the job has a significant impact on people
outside the ministry to no extent at all while 31% respondents
believed that it does only to a small extent and 19%
respondents that it did to a moderate extent. There were 24%
respondents who believed that it does to a great extent, 14%
respondents believed that it did to a very great extent. The
modal class of the responses to this indicator was 2. This
implies that on average, the work performed on the job has a
significant impact on people outside the ministry, to a small
extent.

Touching on the question of the extent to which the work
involves completing a piece of work that has an obvious
beginning and end; 8% respondents believed that the work
involves completing a piece of work that has an obvious
beginning and end to no extent at all while 211%%
respondents believed that it does only to a small extent and
24% respondents that it did to a moderate extent. There are
32% respondents who believed that it did to a great extent, 8%
respondents believed that it did to a very great extent. The
modal class of the responses to this indicator was 4. This
implies that on average, the work involves completing a piece
of work that has an obvious beginning and end, to a great
extent.

The table also shows on the extent to which the work
activities themselves provide direct and clear information
about the effectiveness (e.g., quality and quantity) of an
employee’s job performance; 13% respondents believed that
the work activities themselves provided direct and clear
information about the effectiveness (e.g., quality and quantity)
of an employee’s job performance to no extent at all while
21% respondents believed that it does only to a small extent
and 211%% respondents that it does to a moderate extent.
There were 24% respondents who believed that it did to a
great extent, 15% respondents believe that it did to a very
great extent. The modal class of the responses to this indicator
was 3. This implies that on average, the work activities
themselves provide direct and clear information about the
effectiveness (e.g., quality and quantity) of an employee’s job
performance, to a moderate extent.

Considering the indicator statement on the extent to which
the work requires that an employee engages in a large amount
of thinking; 15% respondents believed that the work requires
that an employee engages in a large amount of thinking to no
extent at all while 18% respondents believe that it does only to
a small extent and 33% respondents that it does to a moderate
extent. There are 17% respondents who believed that it does to
a great extent, 17% respondents believed that it did to a very
great extent. The modal class of the responses to this indicator
was 3. This implies that on average, the work requires that an
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employee engages in a large amount of thinking. to a moderate
extent.

The study also sought to find out the extent to which the
work involves solving problems that have no obvious correct
answer. To this, 17% respondents believe that the work
involves solving problems that have no obvious correct
answer to no extent at all while 24% respondents believed that
it does only to a small extent and 17% respondents that it does
to a moderate extent. There are 25% respondents who believed
that it does to a great extent, 18% respondents believed that it
does to a very great extent. The modal class of the responses
to this indicator was 4. This implies that on average, the work
involves solving problems that have no obvious correct
answer. to a great extent.

As shown in the table for the indicator statement on the
extent to which the work requires employees to utilize a
variety of different skills in order to complete the work; 13%
respondents believed that the work requires employees to
utilize a variety of different skills in order to complete the
work to no extent at all while 33% respondents believed that it
did only to a small extent and 18% respondents that it did to a
moderate extent. There are 17% respondents who believed that
it did to a great extent, 19% respondents believed that it did to
a very great extent. The modal class of the responses to this
indicator was 2. This implies that on average, the work
requires employees to utilize a variety of different skills in
order to complete the work. to a small extent.

the work
activities
themselves
provide direct
and clear
information about 13%  21% 28%  24% 15% 3
the effectiveness
(e.g., quality and
quantity) of an
employee’s job
performance
the work requires
that an employee
engagesinalarge 15%  18%
amount of
thinking
the work involves
solving problems
that have no 17%  24% 17% 25%  18% 4
obvious correct
answer
the work requires
employees to
utilize a variety
of different skills  13%  33% 18% 17% 19% 2
in order to
complete the
work

3%  17% 17% 3

Indicator Not Smal Mode Gre Very Mo
at all | rate at great  dal
(1) exten extent exte extent Cla

t(2) 3) nt (5) ss
O]

the nature of
work in the
ministry allows
employees to
make their own
decisions about
how to schedule
their work
the work allows
employees to
make decisions
about what 8% 24%
methods to use to
complete their
work.
the work involves
a great deal of
task variety
the work
performed on the
job hasa
significant impact
on people outside
the ministry
the work involves
completing a
piece of work
that has an 8% 28%
obvious
beginning and
end

11% 25% 33% 18%  13% 3

32% 15% 21% 3

14%  24% 21%  25% 1% 4

13% 31% 19% 24%  14% 2

24%  32% 8% 4

Table 2: Frequency table on Nature of work
C. PERCEIVED SERVICE QUALITY

The perceived service quality was assessed through
tangibility, reliability, responsiveness, assurance and empathy.

Under service quality the analysis of the questions asked
and responded to and presented in the frequency table 3 For
the level of importance given to the indicator that the public is
usually impressed by the physical appearance of the ministry’s
work environment and the staff; 14% respondents are in
agreement that the public’s perception and impression by the
staff and physical appearance of the ministry’s work
environment is not at all considered important, 24%
respondents believed that it is considered as not so important
while 26% respondents agreed that it is only somewhat
important. There are 17% respondents who agreed that it is
considered as fairly important and 19% respondents believed
that it is very important. The modal class of the responses to
this indicator was 3. This implies that on average, the public
being impressed by the physical appearance of the ministry’s
work environment and the staff is somewhat important.

The ministry has been trying to employ modern
equipment and technology in delivery of services and in
regards to its importance, 18% respondents are in agreement
that the ministry employing modern equipment and
technology in delivery of services to the public is considered
as not at all important.24% respondents believed that it is
considered as not so important while 18% respondents agree
that it is only somewhat important. There are 18% respondents
who agree that it is considered as fairly important and 18%
respondents believe that it is very important. The modal class
of the responses to this indicator was 2 implying that on
average, the ministry employing modern equipment and
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technology in delivery of services to the public is not so
important.

For communication materials used by the ministry being
up to date; 7 respondents were in agreement that the
communication materials used by the ministry being up to date
were not at all important. 24% respondents believed that it is
considered as not so important while 28% respondents agreed
that it is only somewhat important. There are 18% respondents
who agreed that it was considered as fairly important and 17%
respondents believed that it was very important. The modal
class of the responses to this indicator was 3 which implies
that on average, the communication materials used by the
ministry being up to date is quite important.

Another aspect of reliability was the level of importance
given to the question of whether if asked, the public would
recommend the ministry as the best service provider as far as
accuracy in service delivery was concerned; 14% respondents
were in agreement that the public recommending my ministry
as the best service provider as far as accuracy in service
delivery was concerned was considered as not at all important,
21 respondents believed that it was considered as not so
important while 11% respondents agreed that it was only
somewhat important. There are 19% respondents who agreed
that it was considered as fairly important and 26% respondents
believed that it was very important. The modal class of the
responses to this indicator was 2. This implies that on average,
the public recommending my ministry as the best service
provider as far as accuracy in service delivery is concerned is
not so important.

Indicator Not Not Some Fairly Very Mo
at all So what impor import dal
impo impo  import tant ant(5) Clas
rtant rtant ant(3) (@) S
@ (2

The public is 14% 24% 26% 17% 19% 3

usually impressed
by the physical
appearance of the
ministry’s work
environment and
the staff.
The ministry 18% 24% 18% 18% 18% 2

employs modern
equipment and
technology in
delivery of services
to the public
The communication 7 24% 28% 18% 17% 3
materials used by
the ministry are up
to date

Indicator Not Not Somew  Fairl Very Mod
at So hat y import al
all  impor import imp ant(5) Clas

imp  tant ant(3) orta S
ort ) nt

ant 4)

@)

Table 3: Frequency table on Service quality

Reliability was another aspect of service quality that was
measured in different question and presented in table 5. For
the level of importance given to the indicator that the ministry
is known for prompt service delivery; 11% respondents were
in agreement that the ministry being known for prompt service
delivery was considered as not at all important, 18%
respondents believe that it was considered as not so important
while 25% respondents agreed that it was only somewhat
important. There were 24% respondents who agreed that it is
considered as fairly important and 18% respondents believed
that it was very important. The modal class of the responses to
this indicator was 3. This implies that on average, the ministry
being known for prompt service delivery is somewhat
important.

Still looking at reliability through the level of importance
given to the indicator that there was consistency in service
delivery by the ministry; 7 respondents were in agreement that
there being consistency in service delivery by the ministry was
considered as not at all important, 31% respondents believe
that it was considered as not so important while 25%
respondents agreed that it was only somewhat important.
There are 8% respondents who agreed that it was considered
as fairly important and 26% respondents believed that it was
very important. The modal class of the responses to this
indicator was 2. This implies that on average, there being
consistency in service delivery by the ministry is not so
important.

The ministry is 1
known for prompt % 18% 25% 24% 18% 3
service delivery
There is consistency
in service delivery by 7 31% 25% 8% 26% 2
the ministry
If asked, the public
would recommend
the ministry as the 14
best service provider % 21 11% 19% 26% 2
as far as accuracy in
service delivery is
concerned

Table 4: Frequency table on Reliability in service
performance

The questions addressing responsiveness as a measure of
service quality were analyzed and presented in table 5. For the
level of importance given to the indicator that employees in
the ministry are always willing to assist and give prompt
attention to requests and question from the public; 7
respondents were in agreement that employees in the ministry
always being willing to assist and give prompt attention to
requests and question from the public was considered as not at
all important, 18% respondents believed that it is considered
as not so important while 18% respondents agreed that it was
only somewhat important. There are 21% respondents who
agreed that it was considered as fairly important and 25%
respondents believed that it was very important. The modal
class of the responses to this indicator was 5. This implies that
on average, employees in the ministry always being willing to
assist and give prompt attention to requests and question from
the public is very important.

Regarding the level of importance given to the indicator
that the ministry has been known to offer solutions to
problems experienced by the public as far as service delivery
is concerned; 7 respondents were in agreement that the
ministry being known to offer solutions to problems
experienced by the public as far as service delivery is
concerned was considered as not at all important, 21%
respondents believed that it was considered as not so
important while 28% respondents agreed that it was only
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somewhat important. There are 17% respondents who agreed
that it was considered as fairly important and 25% respondents
believed that it was very important. The modal class of the
responses to this indicator was 3. This implies that on average,
the ministry being known to offer solutions to problems
experienced by the public as far as service delivery is
concerned is somewhat important.

Considering the level of importance given to the indicator
that employees in the ministry are flexible in their approach to
service delivery; 8% respondents were in agreement that
employees in the ministry being flexible in their approach to
service delivery is considered as not at all important, 21
respondents believed that it is considered as not so important
while 26% respondents agreed that it was only somewhat
important. There are 18% respondents who agreed that it was
considered as fairly important and 14% respondents believed
that it was very important. The modal class of the responses to
this indicator was 2. This implies that on average, employees
in the ministry being flexible in their approach to service
delivery was not so important.

Indicator Not Not Somew  Fairly
atall So hat impor
impo impor  import tant
rtant  tant ant (3) 4)

@) &3]

Very Mod
import al
ant(5) Class

Employees in the
ministry are
always willing to
assist and give
prompt attention
to requests and
questions from the
public
The ministry has
been known to
offer solutions to
problems
experienced by the
public as far as
service delivery is
concerned
Employees in the
ministry are
flexible in their 8% 21 26% 18% 14% 2

approach to
service delivery

7 18% 18% 21% 25% 5

7 21% 28% 17% 25% 3

Herel3% respondents were in agreement that the public
acknowledging it feels safe and secure in its transaction with
the ministry was considered as not at all important, 24%
respondents believed that it was considered as not so
important while 26% respondents agree that it was only
somewhat important. There are 18% respondents who agreed
that it was considered as fairly important and 19% respondents
believe that it was very important. The modal class of the
responses to this indicator was 3. This implies that on average,
the public acknowledging it feels safe and secure in its
transaction with the ministry. is somewhat important.

For the level of importance given to the indicator that
employees in the ministry exercise high probity and
confidentiality in their service delivery to the public.; 7
respondents were in agreement that employees in the ministry
exercising high probity and confidentiality in their service
delivery to the public was considered as not at all important,
25% respondents believed that it was considered as not so
important while 18% respondents agree that it was only
somewhat important. There are 26% respondents who agreed
that it was considered as fairly important and 17% respondents
believed that it was very important. The modal class of the
responses to this indicator was 4. This implies that on average,
employees in the ministry exercising high probity and
confidentiality in their service delivery to the public is fairly

Table 5: Frequency table on Responsiveness

Another aspect of service quality that was measured and
presented in table 6 was assurance. Starting with the level of
importance given to the indicator that employees in the
ministry exercise competence in service delivery to the public;
8% respondents were in agreement that employees in the
ministry exercising competence in service delivery to the
public was considered as not at all important, 24%
respondents believed that it was considered as not so
important while 26% respondents agreed that it was only
somewhat important. There are 18% respondents who agreed
that it was considered as fairly important and 24% respondents
believed that it was very important. The modal class of the
responses to this indicator was 3. This implies that on average,
employees in the ministry exercising competence in service
delivery to the public. is somewhat important.

Another question asked to this regard was the level of
importance given to the indicator that the public acknowledges
it feels safe and secure in its transaction with the ministry.

important.

Indicator Not Not Somew  Fairl Very Mod
at So hat y import al
all  impor import imp ant(5) Clas
imp  tant ant(3) orta s
ort 2 nt
ant 4)

@)
Employees in the
ministry exercise
competence in service 8% 24% 26% 18% 24% 3
delivery to the public.
The public
acknowledges it feels 13
safe and secure in its o 24% 26% 18% 19% 3
transaction with the 0
ministry.
Employees in the
ministry exercise high
probity and 7 25%  18%  26%  17% 4

confidentiality in their
service delivery to the
public.

Table 6: Frequency table on Assurance
D. EMPATHY

The questions addressing empathy as a measure of
perceived service quality were analyzed and presented in table
7.Considering the question on the level of importance given to
the indicator that the ministry ensures that the services it offers
are appropriate for the stakeholders; 15% respondents were in
agreement that the ministry ensuring that the services it offers
are appropriate for the stakeholders is considered as not at all
important, 21% respondents believed that it was considered as
not so important while 18% respondents agreed that it was
only somewhat important. There are 26% respondents who
agreed that it was considered as fairly important and 19%
respondents believed that it was very important. The modal
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class of the responses to this indicator was 4. This implies that
on average, the ministry ensuring that the services it offers are
appropriate for the stakeholders is fairly important.

The respondents were also asked on the level of
importance given to the indicator that communication in my
ministry is clear, appropriate and timely. For this, 17%
respondents were in agreement that clarity, appropriateness
and timeliness in communication in the ministry was
considered as not at all important, 17% respondents believed
that it was considered as not so important while 15%
respondents agree that it was only somewhat important. There
are 28% respondents who agreed that it is considered as fairly
important and 24% respondents believed that it was very
important. The modal class of the responses to this indicator
was 4. This implies that on average, clarity, appropriateness
and timeliness in communication in the ministry is fairly
important.

Empathy was also measured by considering the level of
importance given to the indicator that the public is able to
access employees, services and information in my ministry
without much problem; 4 respondents are in agreement that
the public being able to access employees, services and
information in my ministry without much problem was
considered as not at all important, 21 respondents believed
that it was considered as not so important while 33%
respondents agree that it is only somewhat important. There
are 17% respondents who agreed that it was considered as
fairly important and 15% respondents believed that it was very
important. The modal class of the responses to this indicator
was 3. This implies that on average, the public being able to
access employees, services and information in my ministry
without much problem is somewhat important.

Indicator Not Not Somew  Fairl Very Mod
at So hat y import al
all impor import imp ant(5) Clas
imp tant ant(3) orta S
orta ) nt
nt 4)

(€]
The ministry
ensures that the
services it offersare  15% 21% 18% 26% 19% 4
appropriate for the

stakeholders
Communication in
my ministry is clear,

9 9 9 9 9
appropriate and 17 17% 1% 2% 2 )
timely.
The public is able to
access employees,
services and 4 21 33% 17% 15% 3

information in my
ministry without
much problem

Table 7: Frequency table on Empathy

MODERATING EFFECT OF WORK ENVIRONMENT ON
THE RELATIONSHIP BETWEEN EMPLOYEE
ENTREPRENEURIAL BEHAVIOUR AND PERCEIVED
SERVICE QUALITY

The model involved fitting 3 models in a stepwise
regression analysis process. The first model included
employee behaviour sub dimensions as predictors of perceived

service quality, the second model included addition of work
environment as a predictor while the third model was fitted
including the interaction terms between the employee
behaviour sub dimensions and work environment to determine
the moderating effect. As shown in table 6, the third model of
the had an R-square of 0.927 implying that the variation in
perceived service quality explained in the model is 92.7%.
This model is an improvement of the second model with a
significant positive change in the R-square. The change in R-
square for model three is 0.285 which is significant as shown
by the P-value of the F-change which was found to be less
than 0.05. The p-value of the F-change is 0.000.

Model R R Adjusted Std. R F dfl df2 Sig. F
Squar R Error of Square Chang Chang
e Square the Chang e e
Estimate e
1 .761a 0.579 0.561 0.662 0.579 31.694 3 69 0.000
2 .801b 0.642 0.621 0.616 0.063 11.900 1 68 0.001
3 .963c 0.927 0.919 0.285 0.285 84.013 3 65 0.000

Table 8: Model Summary moderated multiple regression

The coefficients of the interaction variables between work
environment and employee innovativeness, employee
innovativeness and employee risk taking were estimated to be
B1=0.727, P2=0.104 and P3=0.071 respectively with t
statistics 7.134, 2.879 and 1.968 respectively. The p-values of
the t statistics for the interactions between work environment
and employee innovativeness and that between work
environment and employee pro-activeness were found to be
0.000 and 0.05 respectively which are less than 0.05. This
implies that there is a significant moderating effect of work
environment on the relationship between perceived service
quality and the two independent variables. The p-value of the
interaction variable between work environment and employee
risk taking was found to be 0.053 which is greater than 0.05
implying that work environment does not significantly
influence the relationship between Employee risk taking and
perceived firm performance but has a significant moderating
effect of work environment on the relationship between
perceived service quality and employee innovativeness and
employee pro-activeness. The moderated multiple regression
model generated an equation given by:

Y = 0.532X;, + 038X, + 0.204X; + 02697 + 0.727X, »Z4+ 0104, « Z + 0.071X; = Z

Model Predictor B Std. t P-
coefficient Error value.
1 (Constant) 0.000 0.078 0.000 1.000
Employee 0.469 0.079 5.932 0.000
innovativeness
Employee pro- 0.401 0.080 5.040 0.000
activeness
Employee risk 0.316 0.079 4.018 0.000
taking
2 (Constant) 0.000 0.072 0.000 1.000
Employee 0.494 0.074 6.698 0.000
innovativeness
Employee pro- 0.393 0.074 5.310 0.000
activeness
Employee risk 0.298 0.073 4.065 0.000
taking
Work 0.252 0.073 3.450 0.001
environment
3 (Constant) -0.025 0.071 -0.350 0.727
Employee 0.532 0.074 7.167 0.000
innovativeness
Employee pro- 0.380 0.074 5.117 0.000
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activeness
Employee risk 0.294 0.073 4.039 0.000
taking
Work 0.269 0.074 3.631 0.001
environment
Employee 0.727 0.102 7.134 0.000

innovativeness
intersection
Work
environment
Employee pro- 0.104 0.036 2.879 0.005
activeness
intersection
Work
environment
Employee risk 0.071 0.036 1.968 0.053
taking
intersection
Work
environment

Table 9: Coefficients table Moderated Multiple regression
E. HYPOTHESES TESTING

The objective of this study was to assess the moderating
influence of work environment on the relationship between
entrepreneurial behaviour and perceived service quality by
government ministries in Kenya. This was achieved by testing
the hypothesis stated as Hy; Ho: Work environment has no
significant moderating influence on the relationship between
employee entrepreneurial behaviour and perceived service
quality in government ministries in Kenya.

The P-value of the F-change statistic of the 3rd model was
0.000 which is less than 0.05. This means that the positive
change in R-square due to inclusion of the interaction
variables of work environment and employee behaviour
significant implying that the model is significantly improved
by the increase in R%. The null hypothesis was thus rejected
and the alternative taken to conclude that employee behaviour
significantly influences the relationship between employee
behaviour and perceived service quality.

V. SUMMARY OF THE FINDINGS

The study sought to establish the relationship between
employee innovativeness and perceived service quality by
government ministries in Kenya. The study found out that
there is relationship between employee innovativeness and
perceived service quality by government ministries in Kenya
and this concurs with De Jong and Den Hartog, (2008) whose
study concludes that innovative employee behavior is
desirable and that it is important that line managers make
employees know that innovative behavior is desirable and also
make sure that the climate is innovative. Mutlu (2014),
appreciates that both psychological and organizational
climates are crucial in creating innovative behaviours among
employees.

A. CONCLUSION
Based on the results obtained from the results of the

study, the study concluded that there was a relationship
between employee innovativeness and perceived service

quality by government ministries in Kenya and the
relationship was positive and statistically significant (p< 0.05).
This means that government ministries should make efforts to
encourage employee innovations because it was found by this
study that employee innovativeness has a positive effect on
perceived service quality by government ministries in Kenya.

B. RECOMMENDATION

Based on the findings and conclusions of the study, the
following recommendations were made: The study
recommends that the government ministries in Kenya should
therefore strive to improve employee entrepreneurial
behaviour because it has been found to have a significant and
positive effect on perceived service quality by government
ministries in Kenya.

ACKNOWLEDGMENT

I wish to most sincerely thank my supervisor, Professor
Elegwa Mukulu, for his professional guidance in the writing
of this proposal and general interest in my academic progress.
Thanks Prof. To my second supervisor, Professor Willy
Muturi, your advice on moving away from the norm to come
out as really filling a research gap in a unique way has been
great. Thanks so much Professor Willy Muturi. I am very
thankful to my Entrepreneurship Seminar Lecturer, Dr. Mary
Namusonge, whose guidance and patience during the
Entrepreneurship Seminar lectures provided great insight into
the writing of this proposal. Dr Namusonge, I can’t thank you
enough.

REFERENCES

[1] Aston-James, C. E., & Ashkanasy, N. M (2005). What
Lies Beneath? A Process of Analysis of Affective Events
Theory. The Effect of Affect in Organizational Settings
Research on Emotion in Organizations, 1, 23-46.

[2] Ananth, A., Ramesh, R., & Prabaharan, B. (2011).
Service Quality GAP Analysis in Private Sector Banks A
Customer Perspective. Internationally Indexed Journal,
2(1), 245-252.

[3] Anderson, N., Potocnik, K., & Zhou, J. (2014).
Innovation and creativity in organizations: A State-of-the-
Science Review and Prospective commentary. Journal of
Management, 40(5), 1297- 1333.

[4] Anderson, N., De Dreu, C. K. W., & Nijstad, B. A.
(2004). The Routinization of Innovation Research: A
constructively Critical Review of the State-of-the-science.
Journal of Organizational Behavior, 25(2), 147-173.

[5] Ashkanasy, N. M., wilderom, C. P. M., & Peterson, M. F.
(2000). Handbook of Organizational Culture & Climate.
New Delhi. Sage Publications.

[6] Auka, D. O., Bosire, J. N., & Matern, V. (2013).
Perceived service quality and customer loyalty in retail
banking in Kenya.British Journal of Marketing Studies,
1(3), 32- 61.

Page 34

www.ijiras.com | Email: contact@ijiras.com




International Journal of Innovative Research and Advanced Studies (IJIRAS)

Volume 5 Issue 7, July 2018

ISSN: 2394-4404

[7] Baah, K., & Amoako, G. K. (2011). Application of
Frederick Herzberg’s Two-Factor Theory in Assessing
and Understanding Employee Motivation at Work: a
Ghanaian Perspective. European Journal of Business and
Management, 3(9), 1-8.

[8] Barker.C., Pistrang, N.,& Elliott, R. (2002). Research
methods in clinical psychology: An introduction for
students and practitioners. London. Wiley & sons.

[9] Briner, R. B. (2000). Relationships Between Work
Environments, Psychological Environments
Psychological Well-Being. Journal of Occupational
Medicine, 55(5), 299-303.

[10]Bird, B., & Schjoedt, L. (2009). Entrepreneurial
Behavior: Its Nature, Scope, Recent Research, and
Agenda for Future Research. In A. L. Carsrud, & M.
Brénnback (Eds.), Understanding the Entrepreneurial
Mind: Opening the Black Box. New York, NY: Springer.

[11]Blumberg, B., Cooper, D., & Schindler, P. (2008).
Business Research Methods. New York: McGraw-Hill.
Higher Education.

[12]Boles, M., Pelletier, B. & Lynch, W. (2004). The
Relationship  between Health Risks and Work
Productivity. Journal of Occupational and Environment
Medicine, 46(7), 737-745.

[13]Bolino, M., Valcea, S.,& Harvey, J. (2010). Employee,
manage thyself: The potentially negative implications of
expecting employees to behave proactively. Journal of
Occupational and Organizational Psychology, 83(2), 325—
345.

[14]Buhai, S., Cottini, E., & Nielseny, N. (2008). The impact
of Workplace Conditions on Firm Performance (Working
Paper Number 08-13). Retrieved from
http://www.hha.dk/nat/wper/08-13_sebu.pdf.

[15]Carman, J. (1990). Consumer Perceptions of Service
Quality: An Assessment of the Chandrasekar, K. (2011).
Workplace environment and its impact on organizational
performance in Public Sector Organizations, Alagappa
University, Karaikudi, India.

[16] SERVQUAL Dimensions. Journal of Retailing, 66(1), 33-
55.

[17] Cooper, R., & Schindler, S. P. (2011). Business Research
Methods. Boston: McGraw-Hill.

[18] Costello, A. B., & Osborne, J. W. (2005). Best practices
in exploratory factor analysis: Four recommendations for
getting the most from your analysis. Practical
Assessment, Research, & Evaluation, 10(7), 1-9.

[19]Crant, J. M. (1995). The proactive personality scale and
objective job performance among real estate agents.
Journal of Applied Psychology, 80, 532-537.

[20] Cronbach, L. J. ((1951)., 05 13. 2013, from). Coefficient
Alpha and the Internal of Tests. Retrieved 13th May,
2013 from: (http://psych.colorado.edu).

[21] Caruana, A., Ewing, M.T. & Ramaseshan, B. (2002).
Effects of some environmental challenges and
centralization on the entrepreneurial orientation and
performance of public sector entities. The Service
Industries Management Journal. 22(2), 43-58.

[22]De Jong, J. P. J., & Hartog, D. N. (2010).Measuring
Innovative Work Behaviour. Creativity and Innovation
Management, 19(1), 23-36.

[23] Ehrhart, M. G. (2004). Leadership and Procedural Justice
Climate as Antecedents of Unit-level Organizational
Citizenship Behavior. Personnel Psychology, 57(1), 61 —
94.

[24]Foldspang, H. (2014). Working environment and
productivity: A register-based analysis of Nordic
enterprises. Denmark: Rosendahls-Schultz Grafisk.

[25] El-Zeiny, R.M.A. (2013). Interior Design of Workplace
and  Performance Relationship:  Private  Sector
Corporations in Egypt, Asian Journal of Environment-
Behavior Studies, 4, 11.

[26] Garson G. D. (2012). Testing Statistical Assumptions.
Asheboro, NC, USA Statistical Publishing Associates.
[27] Gartner, W. B., Carter, N. M., & Reynolds, P. D. (2010).
Entrepreneurial Behavior: Firm Organizing Processes. In
Z. J. Acs, & D. B. Audretsch (Eds.), Handbook of
Entrepreneurship Research: An Interdisciplinary Survey

and Introduction, 5(2), 99-127.

[28] Gilson, L. L., & Shalley, C. E. (2004). A Little Creativity
Goes a Long Way: An Examination of Teams’
Engagement in Creative Processes. Journal of
Management, 30(4), 453-470.

[29] Gekonde, T, Nyamboga, C. M., & Nyarohoo, S. (2014).
Influence Of  Strategic Human Resource and
Organizational Capacity Building On Performance
Improvement Of Public Service Delivery In Nakuru
County — Kenya. Global. Journal of Political Science and
Administration. 2(2), 1-8.

[30] Government of Kenya. (2003). Millennium Development
Goals: Progress Report for Kenya. Nairobi: Government
of Kenya and United Nations.

[31]Government of Kenya. (2005). Economic Survey.
Government of Kenya. Nairobi: Government Printer.

[32] Government of Kenya. (2011). Civil Service Competency
Framework, 2012 — 2017. Nairobi: Government Printer.

[33]Grant, J. M., & Bateman, T. S. (2000). Charismatic
Leadership Viewed from Above: The Impact of proactive
personality, Journal of Organizational Behaviour, 21(1),
63-75.

[34] Gronroos, C. (2001). Service management and marketing:
a customer relationship management approach. (2nd ed.).
England: John Wiley and sons limit.

[35] Heath, V. (2006). Organization: Workplace Environment
& its Impact on Employee Performance. Retrieved
02/07/2015 www.leader-values.com.

[36]Hertog, P. D. (2000). Knowledge-intensive business
services as co-producers of innovation, International
Journal of Innovation Management, 4(4), 491-528.

[37]Herzberg, F., Mausne, B., & Snyderman, B. (1959). The
Motivation to Work. New York: John Wiley.

[38]Ilopis, K. (2013). Managers’ risk taking Propensity and
Innovation in Organizations: The Mediating Influence of
Employee Perceived risk taking Climate. Spain: Esade.

[39]Jamie R. L., & Albert, N. L. (2010).Government
Entrepreneur: Public Sector Support of Innovative Firms
in the United States. Helsinki: WFL Publisher Oy.

[40]Janssen, O. (2000). Job demands, perceptions of effort-
reward fairness and innovative work behaviour. Journal of
Occupational and Organizational Psychology, 73(3), 287—
302.

Page 35

www.ijiras.com | Email: contact@ijiras.com




International Journal of Innovative Research and Advanced Studies (IJIRAS)

Volume 5 Issue 7, July 2018

ISSN: 2394-4404

[41] Kandampully, J. (2002), Innovation as the core
competency of a service organization: the role of
technology, knowledge and Networks. European Journal
of Innovation Management, 5(1), 18-26.

[42]King, E. B. K., Chermont, K. D., West., M. ,Dawson J.
F., & Hebl, M. R. (2007). How innovation can alleviate
negative consequences of demanding work contexts: The
influence of climate for innovation on organizational
outcomes. Journal of Occupational and Organizational
Psychology, 80(4), 631-645.

[43]Kising’u T. M. (2014). Strategic Determinants of
Intrapreneurship of Education Institutions in Kenya.
International Journal of Humanities, Social Sciences and
Education (IJHSSE), 1(8), 48-62.

[44] Klein, P. G., Mahoney, J. T., McGahan, A. M., & Pitelis,
C. N. (2010). Toward a theory of public entrepreneurship.
European Management Review. 1(7), 1-15.

[45]Kombo, D. L., & Tromp, L. A. (2006). Proposal and
Thesis Writing: An Introduction.  Nairobi: Pauline
Publications.

[46] Kothari, A. (2010). Research Methodology: Methods and
Technigues. New Delhi: New Age International (P) Ltd.

[471Kumar, M., Kee, F. T., & Manshor, A. T. (2009).
Determining the relative importance of critical factors in
delivering service quality of banks; An application of
dominance analysis in SERVQUAL model. Managing
Service Quality, 19(2), 211-228.

[48] Kusumawardhani (2013). The Role of Entrepreneurial
Orientation in Firm Performance: a Study of Indonesia
SMEs in the Furniture Industry in Central Java.

[49] Kuratko, D. F., Ireland, R. D., Covin, J. G., & Hornsby, J.
S. (2005). A model of middle level managers’
entrepreneurial behavior. Entrepreneurship Theory and
Practice, 29(6), 699-716.

[50] Llewellyn, N., Lewis, P. & Woods, A. (2007). Public
Management and the Expansion of an Entrepreneurial
Ethos. Public Management Review, 9(2), 253-267.

[51]Looy, B. V., Gemmel, P. & Dierdonck, R. V. (2003).
Services Management; An Integrated Approach. (2nd
ed.). Great Britain: Pearson education limited.

[52] Lukes, M. (2012). Supporting Entrepreneurial Behaviour
and Innovation in Organization. Central European
Business Review, 1(2), 29-36.

[53] Lumpkin, G. T., & Dess, G. G. (2001). Linking Two
Dimensions of Entrepreneurial Orientation to Firm
Performance: The Moderating Role of Environment and
Industry Life Cycle. Journal of Business Venturing, 16(5),
429-451.

[54] Marino, M., Maiorano, P. & Monechif, S. (2003).
Quantitative  Pleistocene  Calcareous  Nannofossil
Biostrtigraphy of Leg 86, Site 577. Journal of
Nannoplankton Research, 25(1), 25-37.

[55] McNamara, C. (1999). General Guidelines for
Conducting Interviews. From: (http://www.mapnp.org/
library/evaluatn/intrvi ew.htm).

[56] Mokaya, S. K. O. (2004). The Effect of Corporate
Entrepreneurship on The Performance of The Edible Oil
Manufacturing Firms In Kenya. Unpublished PhD thesis,
Nairobi: KU.

[57]Morris, W. (2012). Innovation and Creativity in
Organizations: A  State-of the-Science  Review:
Prospective Commentary and Guiding Framework.
Journal of Management, 40(5), 1297-1333.

[58]Morris, M. H. & Kuratko, D. F. (2002). Corporate
entrepreneurship: Entrepreneurial development within
organizations. Orlando FL: Harcourt College Publishers.

[59]Mugenda, O. M., & Mugenda, A. G. (2003).Research
Methods: Quantitative and Qualitative Approaches.
Nairobi: ACTS Press.

[60]Mugenda, A. (2008). Social Science Research:
Conception, Methodology and Analysis. Nairobi: Kenya
Applied Research and Training Services.

[61]Mwangi, K. & Ngugi, J. (2014). Influence of
Entrepreneurial on Growth of Micro and Small
Enterprises in Kenya

[62] O’Connon, T. (2011), Survey Research Design. Mega
links in  criminal  justice. = Retrieved  from
http://www.drtomoconnor.com/3760/3760lect04.htm).

[63]Osborne, D., & Gaebler, T. (1992). Reinventing
Government: How the Entrepreneurial ~ Spirit Is
Transforming the Public Sector .Journal of Political
Studies, 45(1), 127-129.

[64]O’Sullivan, D., & Abela, A. V. (2007). Marketing
Performance Measurement Ability and Firm Performance.
Journal of Marketing, 71(2), 79-93.

[65] Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985).
A conceptual model of Service quality and its
implications for future research, Journal of Marketing,
49(4), 41-50.

[66] Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988).
SERVQUAL: A multiple-item scale for measuring
consumer perceptions of service quality, Journal of
Retailing, 64(1), 12-40.

[67]Parker, S. K. & Collins, C. G. (2010).Taking Stock:
Integrating and Differentiating Multiple Proactive
Behaviors, 36(3), 633-662.

[68] Parker, S. K., Williams, H. M., & Turner, N. (2006).
Modeling the antecedents of proactive behavior at work.
Journal of Applied Psychology, 91(3), 636-652.

[69] Pedersen, P. E. & Nysveen, H. (2010). Service innovation
challenges at the policy, industry,and firm level: A
qualitative inquiry into the service innovation system.
Norway: Bergen.

[70]Plessis, D. (2010). Customer Relationship Management
and its Influence on Customer Loyalty in Food Processing
Firms. Johannesburg: University of Johannesburg.

[71]Pole, C., & Lampard, R. (2002). Practical Social
Investigation. Qualitative and Quantitative Methods in
Social Research. Harlow: Prentice Hall.

[72] Public Service Transformation Department.(2011). Kenya
Vision 2030. Nairobi: Government Printer.

[73]Raman, G., & Kumar, V. (2008). Interaction Orientation
and firm performance. Journal of Marketing, 72(1), 27-
45.

[74]Republic of Kenya. (2013). Kenya Gazette, CXW(28),
Nairobi: Government Printer.

[75]Pace, V. L., & Frese, M. (2004). Three avenues for future
research on creativity, innovation, and initiative. Applied
Psychology, An International Review, 53(4), 518-528.

Page 36

www.ijiras.com | Email: contact@ijiras.com




International Journal of Innovative Research and Advanced Studies (IJIRAS)

Volume 5 Issue 7, July 2018

ISSN: 2394-4404

[76] Rauch, A., Wiklund, J., Freese, M., & Lumpkin, G. T.
(2009). Entrepreneurial orientation and  business
performance: Cumulative empirical evidence. Paper
presented at the 23rd Babson College Entrepreneurship
Research Conference. Glasgow, UK.

[77]Ritsila, J., & Tervo, H. (2002). Effects of Unemployment
on New Firm Formation: Micro level Panel Data
Evidence from Finland. Small Business Economics,
Springer, 19(1), 31- 40.

[78] Rogers, E. (2003). Diffusion of Innovations. Fifth edition.
Free Press: New York. Ryan & Gross (1943).The
Diffusion of Hybrid Seed Corn in Two lowa
Communities. Rural Sociology, 8(3), 15.

[79] Salas, V. & Saurina, J. (2003). Deregulation, Market
Power and Risk Behaviour in Spanish banks. European
Economic Review, 47(6), 61 — 75.

[80] Sadek, D., Zainal, N., Taher, M., & Yahya, A. (2010).
Service Quality Perceptions between Cooperative and
Islamic Banks of Britain. American Journal of Economics
and Business Administration, 2(1), 1-5.

[81] Sansone, R. A. & Sansone, L. A. (2008). Bully Victims:
Psychological and Somatic Aftermaths.  Psychiatry
(Edgmont), 5(6), 62—64.

[82] Sardogan, E. M., Kaygusuz, C.,& Karahan, T. F. (2006).
A Human Relations Skills

[83] Thompson, E. R. Phua, F. T. T. (2012). A Brief Index of
Affective Job Satisfaction. Group & Organization
Management 37(3), 275-307.

[84] Training Program, University Students’ Locus of Control
Levels.Mersin University Journal of the Faculty of
Education, 2(2), 184-194.

[85] Schmelter, R., Mauer, R., Borsch, C., & Brettel, M.
(2010). Boosting corporate entrepreneurship through
HRM practices: evidence from German SMEs. Human
Resource Management, 49(4), 715-741.

[86] Sekaran, U. (2003). Research Methods for Business: A
Skill Building Approach (4th edition).New Jersey: John
Wiley and Sons.

[87]Shane, S., Locke, E., & Collins, C,
Entrepreneurial motivation. Human
Management Review, 13(2), 257-279.

[88] Shikdar, A. & Shawaged, N. M., ((2003). Worker
Productivity, and Occupational Health And Safety Issues
in Selected Industries. Journal of Computers & Industrial
Engineering 45, 563-572, Elsevier.

[89] Sibanda, M., Mle, R., ljeoma,E., Nzewi, O., & Mofolo.M.
(2012).Africa’s Public Service Delivery and Performance
Review, Monitoring Network, 2(2), 40-52.

[90] Skalen, P., Gummerus, J., von Koskull, C.,& Magnusson,
P.R. (2014).Exploring Value Propositions and Service
Innovation: AService-dominant Logic Study. Journal of
the Academy of Marketing Science, 43(2), 1-22.

[91] Stoner, J. A. F., Freeman, R. E.,& Gilbert, Jr. D. R.
(2003). Management. (6thed). New Delhi: Prentice-Hall.
India.

[92] Sudi, N., Basalirwa, E., Mayoka, K., & Kusemererwa,
C.(2013).An exploratory study of Entrepreneurial

(2003).
Resource

Tendencies and Behaviour in SMEs in Uganda.
International Journal of Economics and Management
Sciences, 2(8), 62-68.

[93] Stewart, D. (2007). Growing the Corporate Culture,
Retrieved from https://www.wachovia.com/foundation/v/
index.jsp?vgnextoid=ab411f07760aal110VgnVCM100000
4b0d1872RCRD &vgnextfmt=default on July 9th, 2010

[94] Sureshchander, G. S., Rajendran, C., &Anantharaman, R.
N. (2002). Determinants of customer perceived service
quality: a confirmatory factor analysis approach. Journal
of services marketing. 1(16), 9-34.

[95] Toews, D. (2003). The New Tarde: Sociology after the
End of the Social Theory. Culture & Society, 20(5), 81-
98.

[96]UNDP Policy Paper No. 3., (1997). Management of
People and Their Resources. New York: Oxford
University Press.

[97]Wanjau K., Muiruri B., & Ayodo E. (2012). Factors
Affecting Provision of Service Quality in the Public
Health Sector: A Case of Kenyatta National Hospital.
International Journal of Humanities and Social Science,
2(13), 114-125.

[98]WikKlund, J., & Shepherd, D. (2005). Entrepreneurial
Orientation and Small Business Performance: a
Configurational ~ Approach, Journal of Business
Venturing, 20(1), 71-91.

[99] Wiklund, J., & Shepherd, D. (2003). Knowledge-based
resources,  entrepreneurial  orientation, and the
performance of small and medium-sized businesses.
Strategic Management Journal, 24(13), 1307-1314.

[100] Windrum, P., & Koch, P. (2008). Innovation In
Public  Services: Entrepreneurship, Creativity and
Management. The Public Sector Innovation Journal,
15(1), 1-5.

[101] World Bank. (1993). World Development Report
1993: Investing in Health. New York: Oxford University
Press.

[102] Yuan, F., & Woodman, R. W. (2010). Innovative
behaviour in the workplace: The role of performance and
image outcome expectations. Academy of Management
Journal, 53(2), 323-342.

[103] Yang, B., Watkins, K. E., & Marsick, V. J. (2004).
The construct of the learning organization: Dimension’s,
measurement, and validation. Human Resource
Development Quarterly, 15(1), 31-55.

[104]  Zeithaml, V. A., Bitner, M. J., & Gremler, D. D.
(2006). Service marketing: integrating customer focus
across the firm (4th ed.). Singapore: McGraw-Hill.

[105] Zeithaml, V. A., Parasuraman, A. & Berry, L. L.
(1990). Delivering Quality Service. New York: The Free
Press.

[106] Zeithaml, V. A. (1988). Consumer Perceptions of
Price, Quality, and Value: A Means-End Model and
Synthesis of Evidence. Journal of Marketing, 52(2), 2-22.

Page 37

www.ijiras.com | Email: contact@ijiras.com




