© JUL 2024 | IRE Journals | Volume 8 Issue 1 | ISSN: 2456-8880

The Role of Service Innovation Strategies in Enhancing
Judiciary Performance in North Rift Region, Kenya

LECTICIA ASOLO EKISA?, FRED ATANDI? SIRAI CHEBET SYLIVIA®
1.2.3 Department of Business Administration and Management, Kibabii University

Abstract- Service innovation strategies play a crucial
role in enhancing the performance of the judiciary
by introducing new or significantly improved
services, processes, and delivery methods. Despite the
recognized importance of service innovation, the
Kenyan judiciary, particularly in the North Rift
Region, faces several challenges that hinder its
effective implementation. This study aims to
investigate the role of service innovation strategies in
enhancing the performance of the judiciary in the
North Rift Region of Kenya. The study employs a
descriptive survey research design and collects data
from a sample of 317 judicial officers and staff using
a structured questionnaire. The findings reveal that
customer care services, e-filing systems, and case
management innovations have significant positive
correlations with the judiciary's performance. The
service innovation strategies collectively explain a
significant proportion of the variance in the
judiciary's performance, with each strategy being a
significant predictor of performance. The study
contributes to the growing body of knowledge on
service innovation in the public sector and provides
valuable insights and recommendations for policy
and practice in the judiciary.

Indexed Terms- Service Innovation, Judiciary
Performance, North Rift Region

l. INTRODUCTION

In today's rapidly evolving society, the judiciary plays
a critical role in upholding justice, maintaining social
order, and protecting the rights of citizens. To
effectively fulfill its mandate, the judiciary must adapt
to changing societal needs and expectations by
embracing service innovation strategies. Service
innovation in the judiciary involves the introduction of
new or significantly improved services, processes, and
delivery methods to enhance access to justice, improve
efficiency, and increase public satisfaction (Gomes et
al., 2022). The adoption of innovative practices, such
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as digital courts, e-filing systems, and customer care
departments, has the potential to transform the
judiciary's performance and better serve the needs of
court users (Musoga et al., 2021).

Despite the recognized importance of service
innovation, the Kenyan judiciary, particularly in the
North Rift Region, faces several challenges that hinder
its effective implementation. These challenges include
inadequate  resources,  limited  technological
infrastructure, resistance to change, and a lack of a
clear strategic framework for innovation (Makau,
2014). Consequently, the judiciary in this region has
been grappling with issues such as case backlogs,
delays in service delivery, and low public confidence
in the justice system (Nyamai, 2018). The current
study, therefore, aims to address this problem by
investigating the role of service innovation strategies
in enhancing the performance of the judiciary in the
North Rift Region of Kenya.

The main objective of this study is to establish the role

of service innovation strategies on the performance of

the Kenyan judiciary in the North Rift Region.

Specifically, the study seeks to:

1. Determine the effect of customer care services on
the performance of the judiciary in the North Rift
Region.

2. Assess the impact of e-filing systems on the
efficiency of the judiciary in the North Rift Region.

3. Examine the relationship  between case
management innovations and the reduction of case
backlogs in the judiciary in the North Rift Region.

The study hypothesizes that:

H1: Customer care services have a significant positive
effect on the performance of the judiciary in the North
Rift Region.

H2: E-filing systems significantly improve the
efficiency of the judiciary in the North Rift Region.
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H3: Case management innovations have a significant
relationship with the reduction of case backlogs in the
judiciary in the North Rift Region.

The findings of this study will be significant in several
ways. First, they will provide valuable insights into the
role of service innovation strategies in enhancing the
performance of the judiciary, which can inform policy
formulation and decision-making. Second, the study
will contribute to the existing body of knowledge on
service innovation in the public sector, particularly in
the context of the Kenyan judiciary. Third, the
recommendations from the study will guide the
judiciary in the North Rift Region in prioritizing and
implementing service innovation initiatives to
improve its performance and better serve the needs of
court users. Finally, the study will serve as a basis for
future research on service innovation in the judiciary
and other public sector organizations.

1. LITERATURE REVIEW

2.1 Theoretical Framework

2.1.1 Schumpeter's Theory of Innovation
Schumpeter's Theory of Innovation, proposed by
Joseph Schumpeter (1934), emphasizes the role of
innovation in driving economic growth and
development. Schumpeter argued that entrepreneurs
create opportunities for new profits through their
innovations, which can disrupt existing market
structures and create new ones. This theory highlights
the importance of innovation in achieving competitive
advantage and improving organizational performance.
In the context of the judiciary, Schumpeter's theory
suggests that service innovations can help the judiciary
differentiate itself, improve its efficiency, and better
meet the needs of court users, thereby enhancing its
overall performance.

2.1.2 Resource-Based View Theory

The Resource-Based View (RBV) Theory, developed
by Wernerfelt (1984) and Barney (1991), posits that an
organization's performance is primarily determined by
its internal resources and capabilities. According to
this theory, organizations that possess valuable, rare,
inimitable, and non-substitutable resources can
achieve a sustainable competitive advantage. In the
context of the judiciary, the RBV theory suggests that
the successful implementation of service innovation
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strategies depends on the judiciary's ability to leverage
its internal resources, such as human capital,
technological infrastructure, and organizational
processes, to create unique and valuable services that
are difficult for competitors to replicate.

2.1.3 Application of Theories to the Study
Schumpeter's Theory of Innovation and the Resource-
Based View Theory provide a valuable framework for
understanding the role of service innovation strategies
in enhancing the performance of the judiciary in the
North Rift Region of Kenya. Schumpeter's theory
highlights the potential of service innovations to
disrupt traditional practices and create new
opportunities for improved performance, while the
RBV theory emphasizes the importance of the
judiciary's internal resources and capabilities in
successfully implementing these innovations. By
applying these theories, the current study can better
understand the mechanisms through which service
innovation strategies contribute to the judiciary's
performance and identify the key resources and
capabilities required  for  their  effective
implementation.

2.2 Empirical Review

Several studies have investigated the relationship
between  service innovation  strategies and
organizational performance in various contexts.
Musoga et al. (2021) examined the moderating role of
service innovation on the relationship between
corporate reputation and the performance of hotels in
Kenya. The study found that service innovation
significantly moderated the relationship between
corporate reputation and hotel performance,
highlighting the importance of service innovation in
enhancing organizational performance.

Ngugi and Karina (2013) investigated the effect of
innovation strategy on the performance of commercial
banks in Kenya. The study revealed that innovation
strategy had a significant positive effect on the
performance of commercial banks, with product and
process innovations being the most influential. This
study underscores the importance of innovation in
driving organizational performance in the financial
sector.
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In the context of the public sector, Nyamai (2018)
explored the role of strategic management practices in
enhancing service delivery in the judiciary of Kenya.
The study found that the adoption of strategic
management practices, including innovation, had a
significant positive impact on service delivery in the
judiciary. However, the study did not specifically
focus on service innovation strategies and their impact
on the performance of the judiciary in the North Rift
Region.

Despite the growing body of literature on service
innovation and organizational performance, there is a
lack of studies that specifically investigate the role of
service innovation strategies in enhancing the
performance of the judiciary in the North Rift Region
of Kenya. Moreover, existing studies have not
comprehensively examined the specific service
innovation strategies, such as customer care services,
e-filing systems, and case management innovations,
and their impact on the judiciary's performance. The
current study aims to address these gaps by providing
a focused examination of service innovation strategies
and their role in enhancing the performance of the
judiciary in the North Rift Region.

2.3 Conceptual Framework

The conceptual framework for this study illustrates the
hypothesized relationships between the independent
variables (service innovation strategies) and the
dependent variable (judiciary performance). The
service innovation strategies considered in this study
include customer care services, e-filing systems, and
case management innovations. The framework
suggests that each of these strategies has a direct
positive impact on the performance of the judiciary in
the North Rift Region.

Judiciary Performance

2.3.1 Customer Care Services

Customer care services refer to the initiatives and
practices aimed at improving the quality of
interactions between the judiciary and court users.
These services include the establishment of customer
care departments, the training of staff in customer
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service skills, and the implementation of feedback
mechanisms to address user concerns. The study
hypothesizes that effective customer care services will
enhance the judiciary's performance by improving
public satisfaction, increasing access to justice, and
fostering a positive image of the judiciary.

2.3.2 E-filing Systems

E-filing systems involve the electronic submission,
processing, and management of court documents and
cases. The adoption of e-filing systems is expected to
improve the efficiency of the judiciary by reducing
paperwork, minimizing errors, and speeding up case
processing times. The study hypothesizes that the
implementation of e-filing systems will significantly
improve the performance of the judiciary in the North
Rift Region by enhancing efficiency and reducing case
backlogs.

2.3.3 Case Management Innovations

Case management innovations refer to the
introduction of new strategies, processes, and tools to
streamline the management of court cases. These
innovations may include the use of case tracking
systems, the implementation of performance targets,
and the adoption of alternative dispute resolution
mechanisms. The study hypothesizes that case
management innovations will have a significant
positive relationship with the reduction of case
backlogs in the judiciary, thereby improving its overall
performance.

The conceptual framework provides a clear visual
representation of the key variables and their
hypothesized relationships, guiding the research
process and the interpretation of the study's findings.
By examining these relationships, the study aims to
provide valuable insights into the role of service
innovation strategies in enhancing the performance of
the judiciary in the North Rift Region of Kenya.

I.  METHODOLOGY

3.1 Research Design

This study employs a descriptive survey research
design. Descriptive research aims to accurately portray
the characteristics of a particular situation, event, or
population (Kothari, 2004). The survey design
involves the use of structured questionnaires to collect
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data from a sample of the target population. This
design is appropriate for the current study as it allows
for the collection of quantitative data on the role of
service innovation strategies in enhancing the
performance of the judiciary in the North Rift Region
of Kenya.

3.2 Target Population and Sampling Technique

The target population for this study consists of judicial
officers and staff working in the courts of the North
Rift Region of Kenya. This includes judges,
magistrates, court registrars, deputy registrars,
executive officers, records officers, and registry
assistants. The study employs a stratified random
sampling technique to select a representative sample
from the target population. Stratified random sampling
involves dividing the population into homogeneous
subgroups (strata) based on specific characteristics
and then randomly selecting a proportionate number
of individuals from each stratum (Mugenda &
Mugenda, 2003). In this study, the strata are based on
the job categories of the judicial officers and staff. This
sampling technique ensures that all relevant subgroups
are adequately represented in the sample, enhancing
the generalizability of the study's findings.

3.3 Data Collection Methods and Procedures

The primary data collection method for this study is a
structured questionnaire. The questionnaire is
designed to capture information on the respondents'
demographic characteristics, perceptions of service
innovation strategies, and assessments of the
judiciary's performance. The questionnaire includes
both closed-ended and open-ended questions, with
closed-ended questions utilizing a five-point Likert
scale to measure the respondents' level of agreement
with various statements.

The data collection procedure involves the following

steps:

1. Obtaining permission from the relevant authorities
to conduct the study in the selected courts.

2. Piloting the questionnaire with a small sample of
the target population to assess its clarity, relevance,
and effectiveness.

3. Refining the questionnaire based on the feedback
received from the pilot study.

4. Distributing the questionnaires to the sampled
judicial officers and staff through hand delivery or
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email, depending on their preference and
availability.

5. Following up with the respondents to ensure a high
response rate and clarify any questions or concerns
they may have.

6. Collecting the completed questionnaires and
preparing them for data analysis.

3.4 Data Analysis Techniques

The collected data is analyzed using both descriptive
and inferential statistics. Descriptive statistics, such as
frequencies, percentages, means, and standard
deviations, are used to summarize the respondents'
demographic characteristics and their perceptions of
service innovation  strategies and judiciary
performance.  Inferential  statistics, including
correlation and regression analysis, are employed to
test the hypothesized relationships between the
variables. Correlation analysis is used to examine the
strength and direction of the relationships between
service innovation strategies and  judiciary
performance, while regression analysis is used to
determine the extent to which each service innovation
strategy predicts the judiciary's performance. The data
is analyzed using the Statistical Package for Social
Sciences (SPSS) software.

3.5 Validity and Reliability of Research Instruments
To ensure the validity and reliability of the research
instruments, several measures are taken. Validity
refers to the extent to which an instrument measures
what it is intended to measure (Mugenda & Mugenda,
2003). Content validity is established by reviewing the
questionnaire items with experts in the field of
judiciary and innovation management to ensure that
they adequately cover the key concepts and variables
of the study. Face validity is assessed during the pilot
study by examining the clarity and relevance of the
questionnaire items from the respondents’ perspective.
Reliability refers to the consistency of an instrument
in measuring what it is intended to measure (Kothari,
2004). The reliability of the questionnaire is assessed
using Cronbach's alpha coefficient, which measures
the internal consistency of the items. A Cronbach's
alpha value of 0.7 or higher is considered acceptable,
indicating that the questionnaire items are reliable and
consistent in measuring the constructs of interest.
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3.6 Ethical Considerations

The study adheres to strict ethical guidelines to ensure

the protection of the participants' rights and welfare.

The following ethical considerations are observed:

1. Informed consent: All participants are provided
with clear information about the purpose, nature,
and implications of the study, and their voluntary
participation is sought through signed consent
forms.

2. Anonymity and confidentiality: The participants'
identities are kept anonymous, and the data
collected is treated with the utmost confidentiality.
No identifying information is collected or reported
in the study’s findings.

3. Minimization of harm: The study is designed and
conducted in a manner that minimizes any
potential physical, psychological, or social harm to
the participants.

4. Honesty and integrity: The researcher maintains
honesty and integrity throughout the research
process, reporting the findings accurately and
objectively, and avoiding any form of deception or
misrepresentation.

5. Respect for intellectual property: The study
properly acknowledges and cites all sources of
information and ideas used, respecting the
intellectual property rights of other scholars and
researchers.

By adhering to these ethical considerations, the study
aims to ensure that the research process is conducted
in a responsible, transparent, and trustworthy manner,
upholding the highest standards of academic integrity
and research ethics.

IV.  RESULTS AND DISCUSSION

4.1 Demographic Characteristics of Respondents

The study collected data from a sample of 317 judicial
officers and staff in the North Rift Region of Kenya.
The demographic characteristics of the respondents
were analyzed in terms of gender, age, academic
qualification, designation, and work experience. The
results showed that 70.7% of the respondents were
male, while 29.3% were female. The majority of the
respondents (35.3%) were aged between 31-40 years,
followed by those aged 41-50 years (25.2%). Most
respondents held a degree qualification (39.1%), while
29.3% had a master's degree. The sample comprised
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51.1% judicial officers and 48.9% judicial staff.
Regarding work experience, 41.3% of the respondents
had been in service for 11-15 years, while 19.6% had
served for 16-20 years and above 20 years,
respectively.

4.2 Descriptive Statistics of the Study Variables

The study examined three service innovation
strategies: customer care services, e-filing systems,
and case management innovations. The respondents'
perceptions of these strategies and the judiciary's
performance were measured using a five-point Likert
scale. The results showed that the respondents
generally agreed that customer care services, such as
the judiciary ombudsman (mean = 3.39, SD = 1.18)
and customer care departments (mean = 3.46, SD =
1.93), have contributed to solving problems and
addressing issues between the judiciary and its
stakeholders. The respondents also agreed that e-filing
systems (mean = 3.50, SD = 1.94) and case
management innovations, such as policy guidelines
(mean = 3.68, SD = 1.26), have been effective in
reducing case backlogs and improving court
efficiency. The overall performance of the judiciary
was rated positively, with respondents agreeing that
the quality of courts (mean = 4.01, SD = 1.02) and
timely service delivery (mean = 3.82, SD = 1.00) have
enhanced the judiciary's performance.

4.3 Correlation Analysis Results

Correlation analysis was conducted to examine the
relationships between the service innovation strategies
and the judiciary's performance. The results showed
that all three service innovation strategies had
significant positive correlations with the judiciary's
performance. Customer care services had the strongest
correlation (r = 0.698, p < 0.01), followed by e-filing
systems (r = 0.536, p < 0.01) and case management
innovations (r = 0.529, p < 0.01). These findings
suggest that the adoption of service innovation
strategies is associated with improved performance of
the judiciary in the North Rift Region.

4.4 Regression Analysis Results

Multiple regression analysis was performed to
determine the extent to which the service innovation
strategies predict the judiciary's performance. The
results showed that the three service innovation
strategies collectively explained 68.6% of the variance
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in the judiciary's performance (R = 0.686, p < 0.001).
Customer care services (f = 0.523, p < 0.001), e-filing
systems (B = 0.574, p < 0.001), and case management
innovations (f = 0.653, p <0.001) were all significant
predictors of the judiciary's performance. These
findings indicate that the adoption of these service
innovation strategies has a significant positive impact
on the performance of the judiciary in the North Rift
Region.

4.5 Hypothesis Testing

The study tested three hypotheses regarding the
relationships between the service innovation strategies
and the judiciary's performance. The results of the
hypothesis testing were as follows:

H1: Customer care services have a significant positive
effect on the performance of the judiciary in the North
Rift Region. (Supported, = 0.523, p < 0.001)

H2: E-filing systems significantly improve the
efficiency of the judiciary in the North Rift Region.
(Supported, p=0.574, p <0.001)

H3: Case management innovations have a significant
relationship with the reduction of case backlogs in the
judiciary in the North Rift Region. (Supported, B =
0.653, p <0.001)

All three hypotheses were supported by the study's
findings, confirming the positive impact of service
innovation strategies on the judiciary's performance in
the North Rift Region.

4.6 Discussion of Findings in Relation to Literature
and Theories

The study's findings are consistent with the existing
literature on service innovation and organizational
performance. The positive impact of customer care
services on the judiciary's performance aligns with the
findings of Musoga et al. (2021), who found that
service innovation moderates the relationship between
corporate reputation and organizational performance.
The significance of e-filing systems in enhancing the
judiciary's efficiency is supported by Nyamai's (2018)
study, which highlighted the role of strategic
management practices, including innovation, in
improving service delivery in the Kenyan judiciary.

The study's findings also provide empirical support for
the theoretical frameworks underpinning the research.
Schumpeter's Theory of Innovation (1934)
emphasizes the role of innovation in creating new

IRE 1706042

opportunities for improved performance, which is
evident in the positive impact of service innovation
strategies on the judiciary's performance. The
Resource-Based View Theory (Wernerfelt, 1984;
Barney, 1991) suggests that an organization's
performance is determined by its ability to leverage its
internal resources and capabilities to create unique and
valuable services. The study's findings demonstrate
that the judiciary's successful implementation of
service innovation strategies relies on its ability to
effectively utilize its human capital, technological
infrastructure, and organizational processes.

The study's findings contribute to the growing body of
knowledge on service innovation in the public sector,
particularly in the context of the Kenyan judiciary. The
results highlight the importance of adopting service
innovation strategies to enhance the judiciary's
performance, improve access to justice, and meet the
evolving needs of court users. The study also identifies
specific service innovation strategies, such as
customer care services, e-filing systems, and case
management innovations that have proven effective in
enhancing the judiciary's performance in the North
Rift Region. These findings can inform policy
formulation and decision-making in the judiciary,
guiding the prioritization and implementation of
service innovation initiatives to improve the delivery
of justice.

However, the study's findings should be interpreted in
light of its limitations. The research focused on a
specific region in Kenya, and the generalizability of
the results to other regions or countries may be limited.
Additionally, the study relied on self-reported data
from judicial officers and staff, which may be subject
to biases and limitations in capturing the full
complexity of service innovation and organizational
performance. Future research could employ
longitudinal designs, objective performance measures,
and comparative analyses across different regions or
jurisdictions to provide a more comprehensive
understanding of the impact of service innovation
strategies on the judiciary's performance.
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V. CONCLUSIONS AND
RECOMMENDATIONS

.1 Summary of Key Findings

This study investigated the role of service innovation
strategies in enhancing the performance of the
judiciary in the North Rift Region of Kenya. The key
findings of the study are as follows:

1.

5

Based on the study's findings,

Customer care services, such as the judiciary
ombudsman and customer care departments, have
significantly contributed to solving problems and
addressing issues between the judiciary and its
stakeholders.

E-filing systems and case management
innovations, such as policy guidelines, have been
effective in reducing case backlogs and improving
court efficiency.

All three service innovation strategies (customer
care services, e-filing systems, and case
management innovations) have significant positive
correlations with the judiciary's performance.

The service innovation strategies collectively
explain a significant proportion of the variance in
the judiciary's performance, with each strategy
being a significant predictor of performance.

.2 Conclusions Based on the Research Objectives
the following

conclusions can be drawn in relation to the research

0

1.

5

bjectives:

Customer care services have a significant positive
effect on the performance of the judiciary in the
North Rift Region, enhancing public satisfaction,
access to justice, and the judiciary's image.

. E-filing systems significantly improve the
efficiency of the judiciary in the North Rift Region
by reducing paperwork, minimizing errors, and
speeding up case processing times.

Case management innovations have a significant
relationship with the reduction of case backlogs in
the judiciary in the North Rift Region, thereby
improving its overall performance.

.3 Recommendations for Policy and Practice

Based on the study's conclusions, the following
recommendations are proposed for policy and practice
in the judiciary:

1

. Strengthen and expand customer care services by
investing in the training and development of
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judicial staff in customer service skills,
establishing clear feedback mechanisms, and
regularly  assessing user  satisfaction to
continuously improve service delivery.

. Accelerate the implementation and adoption of e-

filing systems across all courts in the North Rift
Region, providing adequate technological
infrastructure, user training, and support to ensure
the smooth transition from manual to electronic
case filing and management.

Encourage the development and implementation of
innovative case management strategies, such as
case tracking systems, performance targets, and
alternative dispute resolution mechanisms, to
expedite case resolution and reduce case backlogs.
Foster a culture of innovation within the judiciary
by recognizing and rewarding innovative practices,
providing resources and support for innovation
initiatives, and encouraging collaboration and
knowledge sharing among judicial officers and
staff.

Regularly monitor and evaluate the impact of
service innovation strategies on the judiciary's
performance, using key performance indicators
and stakeholder feedback to inform decision-
making and continuous improvement efforts.
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