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Abstract 

Occupational retirement benefits schemes are essential in safeguarding the post-retirement financial wellbeing of members which 

contributes to enhanced economic inclusion and social security. The difference between the rising retirement contributions and 

the low pension coverage in Kenya indicates that there are service delivery problems, especially in the areas of responsiveness 

and dependability. Even though reforms are still going on, the problem of delayed benefit payouts and the lack of assurance on 

membership rights remain as the biggest issues in the pension industry. These problems reveal that the Kenyan occupational 

retirement benefit schemes are still not responsive, timely and reliable. The main objective of the research was to find out the 

role of information technology alignment in service provision in selected occupational retirement benefit schemes in Kenya. 

Specifically, it was to determine how well synchronization of information technology affects service delivery in these schemes. 

The research is based on the dynamic capabilities theory, and the SERVQUAL model, which together shape the study's 

conceptual direction. To reinforce the methodological strategy, a descriptive research design was used. The research was focused 

on four occupational retirement benefit schemes that were active in the Kenyan market with a target population of 290, made up 

of senior, middle, and junior management. A stratified simple random sampling technique was used to select a representative 

sample of 168 participants. The validity of the instruments was established using face, content, and construct validation 

procedures. A pilot test was conducted to assess the reliability and effectiveness of the questionnaire. A structured questionnaire 

was used to collect primary data. The data obtained was analyzed using both descriptive and inferential statistical methods. 

Descriptive statistics not only revealed the patterns within the sample but also suggested the use of inferential techniques to apply 

the findings to the whole population. The survey results were displayed in the form of tables and graphs. The analysis revealed 

that information technology alignment had a significant impact on service delivery among occupational retirement benefits 

schemes in Kenya. Results from regression analysis demonstrated that information technology alignment dimension had a 

positive significant effect on service delivery (β = 0.269, R2 = 0.482, p < 0.05). In order to improve the access and effectiveness 

of the service, management should concentrate on streamlining the operations and providing service channels that are both 

affordable and effective. 
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1. Introduction 

The management domain regards service delivery as an 

area of major concern for research studies which investigate 

its dynamics and determinants [16, 24, 80, 106]. Researchers 

have probed the link between service delivery and its anteced-

ents such as strategy formulation, strategic staff competency, 

strategic alignment, transformational capability and customer 

contributions [15, 59, 66, 74, 99]. Service delivery is consid-

ered by existing literature as a possible outcome from organi-

zational activities such as the innovative resource allocation, 

strategic alignment, knowledge management practices, organ-

izational culture and strategic leadership [5, 24, 78, 82]. 

According to the systems theory, an organization is depicted 

as a socio-technical system that has many interrelated and in-

terdependent components [99] Strategic alignment is an im-

portant component within the systems view of an organization 

of strategy implementation which entails alignment of an or-

ganization’s culture, structure, systems, processes and leader-

ship style to suit the selected strategy [6, 11, 40, 42]. The re-

source based view proposed a model for handling a firm’s re-

sources comprising tangible and intangible resources such as 

physical assets, strategic alignment, corporate reputation, or-

ganization structure and leadership thus fostering the compet-

itive advantage of a firm [9, 79, 94, 104]. The alignment of 

these firm attributes to accommodate the selected strategy is 

exhibited through routine patterning, policy and procedure re-

views and staff skill enhancement [17, 23, 43, 47, 49]. 

The OECD reported that global retirement benefits funds 

stood at USD 56 trillion in 2024 and having surpassed 50 per-

cent of each of the eight leading countries’ gross domestic 

product [76, 83]. In Europe, despite longevity being cited as a 

key challenge in sustainability of pension schemes, flexibility 

in access of retirement benefits has been identified as an area 

of policy reform focus [7, 39, 30]. The BLS in the United 

States (US) reported that 99 percent of full-time federal and 

local government employees had access to retirement benefits 

with 89 percent participating while 43 percent of part-time 

employees had access retirement benefits with 37 percent of 

those participating [13, 22, 34, 97]. 

Many countries in Africa, lack meaningful publicly man-

aged pension and social security systems, provide unreliable 

services for beneficiaries and are prone to mismanagement of 

retirement benefits reserves [82, 97]. Compared to OECD 

countries where the average pension assets to country’s GDP 

was 103 percent in 2020, the same measure for the leading 10 

African countries varied from 2 percent (for Egypt and Zam-

bia) on lower end to 68 percent (South Africa) and 116 percent 

(Namibia), pointing to disparities in the uptake and signifi-

cance of pensions in African economies and societies [73, 

100]. In an industry-led report exploring the reform journey of 

pensions in South Africa, [60, 65] highlighted the need to en-

sure optimum value of savings by pensioners throughout the 

phases of accumulation and retirement. In Nigeria, the Na-

tional Pensions Commission (PENCOM) identified the cen-

trality of service delivery on the regulation of the retirement 

benefit industry [72, 89]. 

The Retirement benefits industry in Kenya has been instru-

mental to the Government of Kenya (GoK) in its endeavor to-

wards economic transformation in line with Retirements Ben-

efits Authority’s (RBA) role that saw the progressive growth 

of retirement benefits funds from Ksh. 220 billion in 2006 to 

Ksh 2.25 trillion as at December 2024 [82, 91]. The pensions 

industry contributed 13.3 percent to Kenya’s GDP in 2023 [82, 

92]. The Kenyan retirement benefit schemes are categorized 

into occupational retirement benefit schemes, civil service re-

tirement benefit scheme, umbrella retirement benefits 

schemes and the NSSF. The occupational retirement benefit 

schemes are formed by employers to provide retirement ben-

efits for their employees. As at June 2023, retirement benefit 

assets for occupational schemes stood at 66 percent of total 

retirement benefit assets in Kenya while membership was in-

comparably low at 12 percent [81]. Despite these statistics, 

several challenges such as low coverage of pensionable em-

ployees, poor member education, delayed payments, inaccu-

racy of benefit calculation and inadequate responsiveness 

from pension schemes continue to dampen the growth of the 

industry [27, 85, 86, 107]. 

2. Statement of the Problem 

The importance of retirement benefits in the economy is 

key in alleviating old-age poverty for members and providing 

additional capital for the economy from invested contributions 

[82]. Concerns have emerged on the timeliness of benefits 

payout, reliability, assurance to members and responsiveness 

of retirement benefit schemes [20, 39, 64]. Timeliness of ben-

efits payout by retirement benefits schemes emerged as a con-

cern in a report where 86 percent of cases escalated to the 

Commission on Administration of Justice (CAJ) between 

2019 to 2025 related to delayed pension processing [29]. 

Members ceding from retirement benefits schemes in-

creased by 25 percent, pensioners by 18 percent and an incom-

mensurate benefit payout growth of 13 percent between 2021 

and 2023 seems to undermine the reliability of retirement ben-

efit schemes [81]. Assurance to members of retirement bene-

fits schemes remain uncertain as 2023 statistics compared to 

2021 revealed that mandatory pension contributions recorded 

a 26 percent growth while voluntary contributions had a 3 per-

cent decline with Kenya Bureau of Statistics (KNBS) showing 

disproportionate wage bill growth rate compared to a 2 per-

cent pension coverage ratio over the same period [52, 53, 82]. 

6 percent of complaints received by the ombudsman by 2025 

involved retirement benefit schemes’ unresponsive behavior 

to members whilst indicators of responsiveness such as ade-

quacy of training and attendance rate by members shrunk by 

9 percent and 20 percent respectively in 2024 compared to 

http://www.sciencepg.com/journal/ebm


European Business & Management http://www.sciencepg.com/journal/ebm 

 

3 

2022, bending a growth curve that existed since 2016 [28, 82]. 

Empirical research in the area of strategic alignment and 

service delivery has highlighted various gaps relating to con-

text, concept and methodology. A study by Ojiambo and Kin-

yua [85] adopted a structural approach on to demonstrate re-

lationship of strategic alignment dimensions between business 

and technology objectives. The study of 120 Indian firms 

found that there was a strong correlation between strategic 

alignment and business needs as well as IT practices. The ge-

ographical and socio-economic context of the study might 

have limited the generalization of the findings to the Kenyan 

case. A study by Kalogiannidis, Chatzitheodoridis, Pa-

paevangelou, and Mavrommati [48] looked at the influence of 

IT governance in the relationship between IT strategy and the 

performance of services in the state-owned enterprises of 

Kenya. Even though the results indicated that IT governance 

played a crucial role in the connection between corporate IT 

strategy and service performance, the study did not take IT 

alignment as a core variable; hence, a theoretical gap is left 

that needs to be filled through further research. The present 

study conceptualized IT alignment as a dimension of strategic 

alignment and investigated its impact on service delivery in 

the selected pension funds for occupational retirement bene-

fits in Kenya. 

Gandhi, Sachdeva and Gupta [33] carried out a research on 

national public organizations in South Africa with a major fo-

cus on strategic alignment and organizational performance. 

The research was made on eight public entities, demonstrating 

the involvement of strategic alignment among the highest and 

the operational managers. The results of the research indicated 

that the alignment of strategies played an important role in the 

performance of public entities. On the other hand, since the 

research was restricted to South African public entities, one 

could argue that the findings would not be applicable to other 

areas like e.g. retirement benefits in Kenya. Siso and Sangoro 

[101] did a first-hand review of tier six hospitals in Kenya, 

looking for the relationship between strategic alignment and 

service delivery excellence in the public sector. The research 

covering a time frame of ten years has yielded numerous com-

mon themes regarding the interplay of strategic alignment and 

hospital performance. According to the research results, pa-

tients’ satisfaction along with high quality services and pro-

fessionalism in hospitals with aligned strategies and high op-

erational processes is the major avenue through which the ser-

vice delivery is positively affected. However, the study relied 

on secondary data a gap sought to be addressed in this study 

through use of field data to generate findings. 

2.1. Research Objective 

The study sought to determine the effect of information 

technology alignment on service delivery of occupational re-

tirement benefits schemes in Kenya. 

 

2.2. Research Hypotheses 

The research hypotheses for this survey were: 

Ho: Information technology alignment has no statistically 

significant effect on service delivery of occupational retire-

ment benefits schemes in Kenya. 

Ha: Information technology alignment has statistically sig-

nificant on service delivery of occupational retirement bene-

fits schemes in Kenya. 

3. Theoretical Literature Review 

The study was anchored on the dynamic capabilities theory, 

and the SERVQUAL model, which collectively offered the 

theoretical basis for linking and explaining information tech-

nology alignment and service delivery. 

3.1. Dynamic Capabilities Theory 

The dynamic capabilities theory can be traced to the work 

of Teece, Pisano and Shuen [104] which attempted to offer a 

response to the vital concern in the strategic management field 

on how competitive advantage is developed and sustained by 

firms. According to Teece [105], dynamic capabilities theory 

argues that capabilities and resources simply possessed and 

controlled, fail to guarantee competitive advantage sustaina-

bly, despite its usefulness to propel a firm in the short-term to 

a superior performance position. 

Dynamic capabilities theory argues that enterprise wealth 

creation through competitive advantage went beyond the con-

fines of the resource based view that attributed an organiza-

tion’s competitive advantage to the internal valuable and 

unique resources [54, 93, 105]. The dynamic capabilities the-

ory assumes that organizations operate in a dynamic environ-

ment, depend on internal resources, call for flexibility and 

strategic alignment of competencies and resources in order to 

attain competitive advantage. Teece, et al. [98] observed that 

resources are crucial for the modification of internal factors in 

response to environmental changes that includes both internal 

and external firm competencies. According to Rick and Wolf-

gang [95], the framework of dynamic capabilities has incor-

porated theoretical perspectives of evolutionary economics 

and behavioural theory, considering various related capabili-

ties as variants of dynamic capabilities of reconfiguration, rep-

lication, learning and opportunity recognition. 

Strategic alignment has been identified as a dynamic capa-

bility [10, 12, 18, 41, 77, 103]. In addressing the problem of 

segregated results on effects of IT-business alignment as a re-

sult of contextual and conceptual disparities, Luftman, Lyt-

inen and Zvi [63] adopted dynamic capabilities theory to an-

chor their study variable to findings applicable across industry, 

context and firm characteristics. For Muthaura and Kinyua 

[75], selection of the dynamic capabilities theory was central 

to anchoring structural alignment as a resource suitable for 

yielding high production and a company's competitive edge. 
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The consistency of aforementioned studies in using the dy-

namic capabilities theory points to the suitability for the the-

ory’s use in this study to anchor strategic alignment to ex-

pected outcome of service delivery. 

3.2. Servqual Model 

The Servqual model, introduced by Parasuraman et al. [88] 

has become a foundation framework in service quality re-

search and has been widely adopted to assess customer per-

ceptions regarding service delivery. Development of servqual 

model responded to the growing need for a reliable tool to 

evaluate service quality [8, 90]. At first, the framework in-

cluded ten dimensions things like tangibles, credibility, re-

sponsiveness, competence, security, courtesy, communication, 

access and customer understanding each dimension aimed at 

capturing the vital attributes concerning customer experience. 

However, in a subsequent refinement, Parasaruman et al. [89] 

merged these five main aspects of tangibles, reliability, assur-

ance, responsiveness and empathy. These basic elements are 

still considered as the main benchmarks for recognizing and 

solving the differences between what customers expect and 

what they actually experience, thus, determining the areas for 

improvement in service delivery [3, 21, 31]. 

The Servqual model has undergone many such scholarly 

criticisms over years, mainly due to the fact that it rests heav-

ily upon customer expectations which are mostly subjective 

and can vary widely among individuals and situations [20]. 

Critics maintain that the gap-based method is likely to miss 

out on the objective quality indicators. To counteract these dis-

advantages, some researchers have put forth alternative frame-

works that either concentrate only on performance or tailor the 

quality assessment to the specific needs of the industry. How-

ever, all these critiques have also resulted in refinements 

which have made the Servqual model more versatile across 

different fields [84, 96, 102]. Although the model has faced 

criticism, it also keeps on showing its usefulness in varied ar-

eas like healthcare, public administration and education [32, 

87]. Over the course of service landscapes, Choudhury [26] 

proposed further dimensions like user accessibility and ser-

vice safety that would help the model meet the present service 

quality expectations. Its flexibility has guaranteed the model’s 

steady presence in both public and private sector studies. 

Regarding this research, the Servqual model is very fitting 

for the service quality evaluation of delivery in occupational 

retirements benefits scheme (ORBS). The model's systematic 

way of working aids in the public's predictions evaluation and 

in revealing the service gaps that compose the barriers to the 

effective delivery. Reliability, assurance, and responsiveness 

are among the five dimensions that hold the strongest connec-

tion to the ORBS context [25]. In the case of the schemes, the 

evaluation of reliability concerns the capacity to continuously 

provide trustworthy services, while assurance is aimed at the 

public’s faith in the management’s honesty and skill, eventu-

ally promoting trust in financial services [91, 56] Responsive-

ness is measured by how fast and how well a scheme deals 

with problems concerning financial aid [36, 37, 61]. Hence, 

the current study is going to use the Servqual model for meas-

uring service delivery as the main outcome variable. 

4. Empirical Review 

Mabotja and Mkhomazi [59] made a real-life observational 

research to find out the alignment of information technology 

and the improvement of service at the public sector contact 

centers in South Africa. The research used a quantitative 

method and was based on convenience sampling for partici-

pant selection. The relationships between the variables were 

tested through correlation methods and the use of relative fre-

quency distributions. The outcomes pointed out that the good 

coordination of IT systems leads to better delivery of services 

as a whole. However, the authors' conclusions were limited to 

South African public agencies since that was the only context 

their research covered. They also relied on the use of the cor-

relation coefficient to establish the relationships among the 

variables, which doesn't really indicate causality. The present 

research was done on a small scale by focusing on selected 

occupational retirement benefits schemes in Kenya and cau-

sality was analyzed through the application of multiple linear 

regression. 

Kalogiannidis and co-authors [45] were motivated by the 

necessity to provide better service to the public and, accord-

ingly, tried to convince the public sector in Greece that a better 

alignment of information technology would improve the qual-

ity of presented service. Their strategy was to perform a cross-

sectional survey supported by structured questionnaires as a 

means to procure the primary data. Among the various analyt-

ical procedures used the quantitative part also included quali-

tative techniques mainly ANOVA and regression analysis to 

confirm causalities between variables. The outcomes reported 

a strong positive correlation between IT alignment and service 

quality. Nonetheless, as the study was limited to Greek public 

institutions, its results might not be applicable to other na-

tional or sectoral contexts. The current research aims to inves-

tigate the impact of IT alignment on service delivery in se-

lected occupational retirement benefit schemes in Kenya us-

ing a descriptive research design. 

Kepha, Peterson, and Kate [46] investigated the impact of 

IT governance in moderating the link between corporate IT 

strategy and service performance in Kenyan state-owned en-

terprises. The descriptive cross-sectional design of the study 

was used, and the data was collected primarily through the use 

of structured questionnaires, which were further supported by 

secondary data from annual reports. The results showed that 

IT alignment plays a major role in the influence of strategic IT 

planning on service delivery. Nevertheless, IT was considered 

as a moderating element rather than a primary one, and the 

focus of the study on state corporations made its conclusions 

non-generalizable to other sectors and regions. In the present 
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study, IT alignment was viewed as an essential aspect of stra-

tegic alignment, and its impact on service delivery was specif-

ically assessed in occupational retirement benefit schemes in 

Kenya. 

Lichtsteiner, Karavdic, and Delafrooz [58] looked at the 

link between IT alignment and service delivery in Switzerland 

with a spotlight on public customer care centers. The descrip-

tive research design was used, and the data collection was 

through structured questionnaires. The study found a statisti-

cally significant and positive association between IT align-

ment and service performance. Nonetheless, the research was 

contextually limited to Swiss public service environments, 

which restricts the applicability of its findings to other coun-

tries and organizational settings. The current study sought to 

investigate the role of IT alignment in enhancing service de-

livery within selected occupational retirement benefit schemes 

in Kenya. 

However, despite extensive empirical literature linking IT 

alignment to delivery of service, existing literature largely fo-

cus on public entities, healthcare institutions, and enterprises 

that are state owned. 

5. Conceptual Framework 

Figure 1 presents the conceptual framework depicting the 

linkage between the study’s independent variables and the de-

pendent variable. 

 
Source: Author (2025) 

Figure 1. Conceptual Framework. 

In this study, information technology alignment is opera-

tionalized through IT innovation, web access portals, and au-

tomation. IT innovation reflects the extent to which schemes 

adopt and leverage new digital solutions to enhance opera-

tional efficiency and service effectiveness. Web access portals 

represent digital platforms through which members access in-

formation, submit requests, and interact with scheme admin-

istrators, thereby influencing convenience, transparency, and 

responsiveness. Automation refers to the use of technology to 

streamline routine processes, reduce manual intervention, and 

minimize errors, particularly in benefit processing and record 

management. Service delivery constitutes the dependent vari-

able and is operationalized through scheme responsiveness, 

assurance to members, reliability, and timeliness of benefits 

payout. Scheme responsiveness captures the ability of 

schemes to address member inquiries and service requests 

promptly. Assurance to members reflects the level of confi-

dence, trust, and security that members perceive in the man-

agement of their retirement benefits. Reliability relates to the 

consistency and accuracy of service processes, while timeli-

ness of benefits payout measures the efficiency with which re-

tirement benefits are processed and disbursed. 

6. Research Methodology 

The proposed study adopted descriptive research design. 

According to Kothari (2004), this approach describes natural 

occurrence of a phenomenon documenting its facets in a situ-

ation as it is without interfering with the conditions. This de-

sign was considered appropriate for this study as it describes 

a phenomenon without attempting to change the conditions or 

behaviour. This approach was adopted in the current study by 

acquiring information from respondents to describe existing 

phenomena concerning strategic alignment and service deliv-

ery. This design has been replicated in various extant literature 

[49, 57, 55, 67, 68, 71, 72, 107]. 

A sample survey was conducted to gather significant infor-

mation concerning strategic alignment and service delivery. 

Sample size determination towards this end was computed us-

ing Yamane formula [108] as follows; 

n = N/ (1 + N(e)2) 

Where; 

n = Sample size 

N = Population size 

e = Level of precision 

Using a population size of 290 subjects, together with a 5 

percent level of precision, the study sample size was deter-

mined as; 

n = 290 / (1 + 290(0.05)^2) 

= 290 / (1 + 290 × 0.0025) 

= 290 / (1 + 0.725) 

= 290 / 1.725 

≈ 168.12 

n=168 

Therefore, the sample size was rounded to the nearest whole 
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number: n = 168. The sampling technique employed was be 

clearly defined based on the nature of the population. Sam-

pling techniques based on probability, including stratified ran-

dom sampling and simple random sampling, can be utilized to 

guarantee that each individual within the population possesses 

an equal and identifiable likelihood of selection. This ap-

proach strengthens the representativeness of the sample and 

improves the extent to which the results can be generalized to 

the broader population. 

Therefore the sampling factor (k) for the study will be, 

k = n/N 

= 168/290 

= 0.58 

Stratified simple random sampling was incorporated in se-

lecting of a fair representative of the selected occupational re-

tirement benefit schemes from the population size, where all 

management cadres will be observed. A fair population study 

representation was guaranteed by simple random sampling 

when the study population is fairly uniform in the features of 

interest. 

Table 1. Distribution of the Sample Size. 

Category Target Population (N) Sampling Factor (k=n/N) Sample Size Percentage 

Senior Management 35 0.58 20 12% 

Middle Management 83 0.58 48 30% 

Lower Management 172 0.58 100 58% 

Total 290  168 100% 

Source: Researcher (2025) 

Table 2. Reliability Statistic. 

Constructs No. of Items Alpha Score Remarks 

Information Technology Alignment 10 0.832 Reliable 

Service Delivery 8 0.805 Reliable 

Overall Score 18 0.822 Reliable 

Source: Pilot Study Observations (2025) 

Table 1 presents the study sample drawn from different 

management tiers within selected occupational retirement 

benefits schemes in Kenya. To ensure fair representation 

across the categories, a stratified random sampling approach 

was employed. The total population of 290 employees was 

stratified into three groups: two middle management catego-

ries and lower management. Applying a sampling factor of 

0.58, the overall sample size was determined to be 168 re-

spondents, representing 100% of the selected sample. Specif-

ically, 20 respondents (12%) were drawn from the first middle 

management category, while 48 respondents (30%) were se-

lected from the second middle management group. The re-

maining 100 respondents (58%) were drawn from lower man-

agement. This stratification approach ensured that each man-

agement level was represented proportionately according to 

its size in the total population, thereby enhancing the repre-

sentativeness, reliability, and accuracy of the study findings. 

The study used a structured questionnaire to collect primary 

data. A structured questionnaire according to Mugenda and 

Mugenda [67, 70] is an appropriate research instrument in col-

lecting responses that are standardized therefore ensuring con-

sistency and efficiency of data collection. Responses from var-

ious respondents were measured using a 5-point Likert scale 

indicating their level of perception of each statement in vari-

ous sections of the instrument. The research instrument has a 

general information section and a specific information section. 

The general information section sought demographic features 

of the respondents and the specific information section sought 

to obtain information based on the research study objective of 

information technology alignment and service delivery. 

Validity was ensured through face, content, and constructs 

validation techniques. Face validity was established by con-

sulting experts in strategic management to confirm that the in-

strument appeared relevant, clear, and feasible [66, 80]. Con-

tent validity was achieved by reviewing the instrument to en-

sure it adequately represented the full scope of the constructs 

under study, with expert input from the supervisor and depart-

mental reviewers [1, 54]. Construct validity was reinforced 
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through a thorough examination of relevant theoretical and 

empirical literature on information technology alignment, and 

service delivery, ensuring that the questionnaire items accu-

rately captured the intended research variables [3, 28, 69]. 

Reliability was assessed by examining the internal con-

sistency of the research instrument using Cronbach’s alpha co-

efficient [4, 44]. A minimum Cronbach’s alpha value of 0.7 

was adopted in this study as the threshold for acceptable reli-

ability, ensuring that the instrument consistently measured the 

intended constructs across items and respondents [2]. 

The study constructs demonstrated strong internal con-

sistency, with all Cronbach’s alpha coefficients exceeding the 

recommended threshold of 0.70 [35, 38]. Information technol-

ogy alignment recorded a higher alpha score (α = 0.832), 

while external environment alignment had the lowest (α = 

0.789), and service delivery yielded alpha coefficient of 0.805. 

The overall Cronbach’s alpha of 0.822 confirms that the in-

strument was reliable, stable, and suitable for collecting data 

relevant to the study objectives [78, 84]. 

Data collection process commenced upon receiving author-

ity letter from the Department of Business Administration, and 

research permit from the NACOSTI. Research consent was 

sought from the participants upon receiving the research per-

mit through the human resource division of occupational re-

tirement benefits schemes. Printed copies of the introductory 

letter were issued alongside questionnaire copies using drop-

and-pick later method. Reliable contact persons were identi-

fied to facilitate questionnaire issuing, follow up and collec-

tion from the various management staff in the occupational 

retirement benefits schemes. 

Descriptive statistics, including frequencies, percentages, 

means, and standard deviations, were used to summarize the 

demographic characteristics of respondents and the key study 

variables thus information technology alignment, and service 

delivery. To examine the relationships between variables and 

test the study hypotheses, inferential analysis was conducted 

using multiple linear regression, with service delivery re-

gressed on the independent variables as outlined in the study 

model presented as: 

Y=β0 + β1X + ε             (1) 

Where: 

Y = Service Delivery 

X = Information Technology Alignment 

β₀, β₁= Beta Coefficients 

ε = Error Term 

Inferences derived from the current study were determined 

at a five percent significant level. Results were presented in 

form of tables, figures and charts. 

The guiding ethical, rules and principle requirements for 

conducting academic research were followed to communicate 

the study research objective. Respectful and acceptable lan-

guage was used when formulating the questionnaire and also 

when interacting with the research participants. The documen-

tations thus the research permit and informed consent was 

used in line with the ethical requirements while conducting 

research. High objectivity, confidentiality and integrity was 

upheld on information collected from the respondents. Data 

entry and analysis was managed objectively to provide a re-

flection of the precise nature in the relationship existing be-

tween information technology alignment and service delivery. 

7. Descriptive Results 

This section presents the analysis and discussion of the re-

sponse rate, the average scores obtained from the sample, and 

the corresponding standard deviation. 

7.1. Response Rate 

The researcher distributed 151 printed copies of the data 

collection instrument to the selected management employees 

across the 4 occupational retirement benefits schemes in 

Kenya that participated in the empirical investigation. Upon 

the completion of the stipulated period, a total of 118 duly 

completed questionnaires were retrieved. 

 
Source: Field Observations (2025) 

Figure 2. Response Rate. 

From the 151 distributed questionnaires given to the ear-

marked management personnel from the four occupational re-

tirement benefits schemes in Kenya, 118 were filled out 

properly and returned. This gave a response rate of 78.15 per-

cent. Hence, the non-response rate was 21.85 percent. Mu-

genda and Mugenda [68] view a response rate of 70 percent 

or above as excellent for reliable inferences about a population 

drawn from a sampled group. Likewise, Baruch and Holtom 

[14], claim that the response rate of more than 60 percent is 

acceptable in organizational research as it sufficiently reduces 

the chance of the non-response bias. Therefore, the response 

rate being a little above this threshold was considered good 

enough to produce findings that are not only credible but also 

generalizable to the entire context of occupational retirement 

benefit schemes in Kenya. 
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7.2. Descriptive Results for Information 

Technology Alignment 

The technological foundation and digital tools that are 

found within an organization and that are meant to provide 

operational efficiency and communication enhancement are 

regarded as information technology capability. This compo-

nent comprises of information technology innovation, access 

portals on the web and automation that are used by the chosen 

occupational retirement benefits schemes to carry out their op-

erational processes, communicate effectively, and make 

strong decisions. The observations that have been made as a 

result of the evaluation of these chosen aspects have been 

summarized and are presented in Table 3. 

Table 3. Descriptive Results for Information Technology Alignment Dimension. 

Statements N Mean Std. Deviation CV 

IT Innovation     

The Retirement benefits scheme adopts modern IT innovations to improve ser-

vice delivery. 
118 3.64 0.75 21% 

IT innovations have made clear communication with the scheme easier. 118 4.24 0.71 18% 

The scheme updates regularly its IT systems to improve operations. 118 3.88 1.01 26% 

The scheme uses IT innovations to enhance transparency in service delivery. 118 4.01 0.84 21% 

Aggregate Scores for IT Innovation  3.94 0.83 21.5% 

Web Access Portals     

The scheme has reliable web access portals for members to check their benefits. 118 3.89 1.08 28% 

Members can conveniently access their benefits information through online 

platforms. 
118 4.11 1.12 27% 

Web access portals are accessible to all members. 118 4.21 1.11 26% 

Web access portals are user-friendly to all members. 118 4.07 0.71 17% 

Aggregate Scores for Web Access Portals  4.07 1.00 24.5% 

Automation Automated systems are used to process members’ claims effi-

ciently. 
118 4.12 0.88 21% 

Automation has improved the speed of benefits processing. 118 3.75 0.92 25% 

Aggregate Scores for Automation  3.94 0.90 23% 

Overall Scores for Information Technology Alignment 118 3.99 0.92 23.06% 

Source: Field Observations (2025) 

According to the findings summarized in Table 3, the use of 

information technology alignment is highly prevalent in the 

administration of occupational retirement benefit schemes. 

The overall average score of 3.99 accompanied by a standard 

deviation of 0.92 and a coefficient of variability of 23.06% 

signify a strong consensus among the participants that the in-

tegration of IT has led to improved service delivery. The pres-

ence of moderately varied responses indicates solid agreement 

among the participants and also suggests that they have a sim-

ilar view on technology-based operations. 

The statement that IT innovations have made communica-

tion with the scheme easier scored the highest at 4.24, which 

means that the very strong agreement regarding the digital 

tools has already become a transparent interaction with the 

members and, this suggests even more. In parallel, high aver-

ages for automated claims processing of 4.12 and accessible 

web portals of 4.21 are pointing out that the both of the pro-

cesses have been sped up and improved when it comes to the 

access to the information of the members due to the fact of 

automation. On the other hand, the lowest average of 3.64 for 

an adoption of modern IT innovations indicates that the usage 

of technology is apparent but the acceptance of the latest in-

novations is still slow. 

Overall, the results show that IT alignment has considerably 

fortified the areas of transparency, reliability, and promptness 

in service delivery. This is in line with the argument of Salles 
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et al. [101] that alignment between IT and organizational strat-

egy leads to better service delivery. Henceforth, the continu-

ous technological upgrading and the adoption of innovations 

would be the two most important factors that would determine 

the efficiency and member satisfaction level within occupa-

tional retirement benefits schemes. 

7.3. Descriptive Results for Service Delivery 

Table 4. Descriptive Results on Service Delivery. 

Statement N Mean Std. Deviation CV 

Scheme Responsiveness     

Our scheme meets customer expectation in terms of service delivery 118 3.92 1.29 21% 

The scheme addresses consumer complaints improving satisfaction level 118 4.11 1.07 25% 

Aggregate Scores on Scheme Responsiveness  4.02 0.92 23.5% 

Assurance to Members     

The scheme assures members of the safety of their retirement savings. 118 3.84 1.11 20% 

Staffs are knowledgeable to address member concerns. 118 3.97 0.92 17% 

Aggregate Scores for Assurance to Members  3.99 1.02 25.5% 

Reliability     

Members can rely on the accuracy of information provided by the scheme. 118 4.08 0.86 21% 

The scheme consistently meets its service delivery commitments. 118 4.16 1.08 26% 

Aggregate Scores on Reliability  3.99 1.14 29.8% 

Timelines of Benefits Payout     

Timely benefits payout enhance member satisfaction 118 3.97 0.98 0.247 

Benefits payouts are made within the promised timelines. 118 3.86 1.16 0.301 

Aggregate Scores on Timelines of Benefits Payout  4.12 0.97 23.5% 

Overall Scores on Service Delivery 118 4.01 0.91 22.75% 

Source: Field Observations (2025) 

Service delivery represents a multidimensional concept that 

measures the ability and quality of retirement benefits 

schemes in terms of their members’ needs through the provi-

sion of satisfying services. In this research, the concept was 

realized in terms of four principal dimensions which were re-

sponsiveness, assurance to the members, reliability, and bene-

fit payment timeliness. The observations made on these as-

pects, framed as indicators of service delivery, have been an-

alyzed, and summarized in Table 4. 

The results presented in Table 4 indicate that the respond-

ents gave a very high rating to the quality of service delivery 

of their schemes with an overall mean of 4.01 and a co-effi-

cient of variability of 22.75%. This also means that there was 

a general agreement in the responses. Thus, it can be con-

cluded that the pension schemes have done a good job in 

providing reliable, prompt, and customer-oriented services. 

The statement with the highest rating pointed out that ben-

efits payouts are made within the promised timelines with a 

mean of 4.16 and a std. deviation of 1.08. This implies that 

quick payment of benefits is still the main reason for member 

satisfaction. This result backs up Kiptoo and Njeru [54] who 

suggested that quick service delivery in pension schemes in-

creases trust and cultivates long-term member loyalty. Addi-

tionally, the mean score of 4.11 which was given to the state-

ment about the scheme responding promptly to member in-

quiries underlines the importance of responsiveness as a ser-

vice quality dimension, one that is in line with Karanja and 

Omboi [49] who pointed out that responsiveness has a big im-

pact on perceived service quality in the financial sector. 

On the other hand, mean ratings such as the members can 

trust the information the scheme gives them, which has a mean 

of 3.84, and the scheme tells members their retirement savings 

are safe hence a mean of 3.98 indicate that these areas need 
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improvement in terms of transparency and communication. 

Mutua and Wambua [75] assert that reliability and assurance 

are the cornerstones of the SERVQUAL model that directly 

influence customer’s trust towards both financial and pension 

services. The overall results imply that the programs have ex-

cellent service performance across the board in terms of time, 

being responsive, and staff competence, yet there is still a need 

to improve the precision of information spreading and the pro-

vision of assurance mechanisms that would help in boosting 

the general trust and satisfaction of the members. 

8. Inferential Analysis 

The influence of information technology alignment on ser-

vice delivery was examined through a simple regression 

model, and the results are presented in Table 5. A simple linear 

regression model was appropriately was given focus in the 

study on a single thus information technology alignment as 

composite predictor, and its effect on service delivery. 

Table 5. Simple Linear Regression Results. 

Model R R Squared Adjusted R Squared Std. Error of Estimate the Durbin- Watson 

1 0. 742 a 0.551 0.547 0.278  2.104 

F-Statistics 

Table 6. F- Statistics. 

Model  Sum of Squares df Mean Square F Sig. 

1 

Regression 7.228 1 2.08 12.22 .001b 

Residual 24.106 116 .182   

Total 31.282 117    

Dependent Variable: Service Delivery 

Predictor: (Constant), Information Technology Alignment 

Source: Field Observations (2025) 

The regression analysis put forth in the model summary in-

dicates that the correlation coefficient (R) value of 0.742 is 

indicative of a strong positive linear relationship among infor-

mation technology alignment and service delivery within the 

context of the selected occupational retirement benefits 

schemes in Kenya. This means that if information technology 

alignment get better, the service delivery outcomes will get 

better too. The adjusted R squared value of 0.482 indicates 

that the alignments of information technology contribute to 

48.2 percent of the total variance in service delivery. This means 

that almost half of the changes in service delivery performance can 

be attributed to information technology alignment while the rest 

may be due to other factors not included in the current model. The 

standard error of estimate (0.27842) shows the degree of variability 

between the actual and predicted values, thus indicating a fairly 

good level of accuracy in the model's forecasting. Also, the Durbin-

Watson statistic of 2.104 points to the nonexistence of major au-

tocorrelation in the residuals, hence validating the model's 

trustworthiness. 

The F-test results shown in Table 5 points to an F-statistic 

of 12.22 and a p-value of 0.001, which is very much lower 

than the 0.05 significance level. Thus, these findings substan-

tiate the view that the proposed regression model not only fits 

well but is also statistically significant in predicting service 

delivery through the information technology alignment. 

Hence, it can be concluded that the effect of information tech-

nology alignment is indeed significant on the service delivery 

of the selected occupational retirement benefits schemes in 

Kenya. 
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Table 7. Coefficients of Regression Analysis. 

 

Unstructured Coefficients Standardized Coefficients 

T Sig. 

B Std. Error Beta 

Constant .484 .289  1.872 .045 

Information Technology Alignment .269 .071 .284 2.611 .015 

Dependent Variable: Service Delivery 

Predictor: (Constant), Information Technology Alignment. 

Source: Field Observations (2025) 

The statistical results of the regression analysis reveal that 

the parameters obtained from the unstandardized coefficient 

values produced the estimated model presented. 

Service Delivery = β0 + β1 (Information Technology Align-

ment) 

Service Delivery =.499 +.261 (Information Technology 

Alignment) 

The model shows that the minimum level of service deliv-

ery, which is indicated by the intercept, is 0.499 when the pre-

dictor variable is set to zero. In other words, this statistical re-

sult is significant at p = 0.042. This y-intercept reflects the 

service delivery that is estimated to be the same as that without 

influence of any of information technology alignment. 

When the model with information technology alignment as 

a predictor variable is considered, a coefficient of 0.269 for 

information technology alignment is indicated by the model 

when other factors are all kept at zero. This implies that a unit 

rise in the alignment of information technology would lead to 

a rise of 0.269 in service delivery. The relationship is deemed 

to be statistically significant, as shown by a p-value of 0.015. 

So, it can be concluded that information technology alignment 

has a positive impact on service delivery in the case of occu-

pational retirement benefits schemes. Empirical evidence 

from Mabotja and Mkhomazi [62] and Kepha, Peterson, and 

Kate [50] backs up these findings by showing that IT align-

ment plays a positive role in service delivery in public and 

state-owned institutions. Furthermore, the result is in line with 

the Strategic Alignment Model [19, 40, 51] that states that 

when IT is in tune with the organizational strategy, it results 

in operational efficiency and better performance. 

9. Conclusion and Recommendation 

With respect to the first objective, the study was designed 

to find out the impact of IT alignment on the delivery of ser-

vices in the occupational retirement benefits schemes sector in 

Kenya. The results indicated that IT alignment has a signifi-

cant positive effect on the delivery of services. It means that when 

the technological system and the processes are in good alignment 

with the organization's objectives, there will be an increase in ef-

ficiency, accuracy, and responsiveness of service delivery. The 

researcher, after observing this, concluded that service delivery in 

occupational retirement financial benefits schemes is greatly af-

fected by the alignment of information technology. 

Concerning this investigation on the role of information 

technology alignment in service delivery, management ought 

to draft plans that ensure the most effective integration of in-

formation systems with service processes. The setting up of 

solid digital infrastructures, the bolstering of cyber-security 

measures and the staff training in new technologies to speed 

up and improve the quality of the services will achieve this. 

Moreover, top management should support the automation of 

the administrative and benefits processing systems so as to 

eliminate mistakes, decrease the time of processing and en-

hance the overall satisfaction of the client. Furthermore, the 

creation of IT support units that are constantly available and 

ready to help would add to the reliability of digital services. 

10. Limitations and Suggestions for 

Further Research 

This study focused on information technology alignment as 

the primary explanatory factor influencing service delivery 

among selected occupational retirement benefits schemes in 

Kenya. By concentrating on this single strategic dimension, 

the study did not exhaustively examine other strategic man-

agement factors that may also shape service delivery out-

comes. In addition, some aspects of organizational strategy 

and operational practices are institutionally sensitive, which 

may have limited the extent of information respondents were 

willing to disclose, despite assurances of confidentiality and 

the use of data strictly for academic purposes. Further, the 

study was confined to selected occupational retirement bene-

fits schemes operating within the Kenyan context. As such, the 

findings reflect the institutional, regulatory, and operational 

characteristics of this sector and may not be directly general-

izable to organizations in other sectors or jurisdictions. 
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