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ABSTRACT

In the public sector, the main goal of service delivery is to make sure that people can get to and use important
tools and services in a way that meets their needs. Service delivery is very important in the healthcare field,
especially in state hospitals, because it has a direct effect on how well patients do and on the health of the
people as a whole. Digital change has a big effect on service delivery because it lets companies use flexible
organizational structures and connect digital business communities. The goal of this study was to look into
how going digital has changed the way services are provided at Kenya's Kiambu Level 5 hospital. The study
looked at how customer relationships, growing skills, and constant improvement affect the digital change
process. Resource-based view, identify, distinguish, connect, and modify theories, as well as dynamic
capability theories, were used to guide the study. Based on a detailed study approach, the study was carried
out. The target group was made up of 282 Kiambu Level 5 hospital workers. A group of 165 individuals was
used as a sample. Structured surveys and an interview plan were used to gather the data. The study looked at
how accurate and reliable research tools were. Descriptive statistics and regression analysis were used to
look at quantitative data. Content analysis, on the other hand, was used to look at qualitative data. A strong
link (r=0.822, p<.001) was found between the digital change factors and service performance. The study
found that the three digital transformation factors can explain about 66.9% of the differences in service
performance. Continuous growth (p<.001) and customer interaction (p<.001) were both important. The study
found that going digital has a big and good impact on service delivery at Kenya's Kiambu Level 5 Hospital,
mainly through bettering relationships with customers and always making things better. The study said that
Kiambu Level 5 Hospital should use digital tools to try to keep customers they already have. It was also
suggested that the hospital spend money on digital technology to make the hospital more productive and find
technology that guarantees on-time delivery of health services.
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INTRODUCTION

Service delivery is the methodical process by which services are provided to customers or the general
populace. It includes a comprehensive array of operations, such as planning, implementation, and assessment
of services to ensure they adhere to established standards and satisfy the requirements of the beneficiaries
(Oshorne, 2020). Key components of service delivery include the availability of resources, the efficiency of
service processes, and the quality of outcomes. Researchers typically evaluate service delivery through a
multi-dimensional lens, considering aspects like accessibility, timeliness, accuracy, courtesy, and efficiency
(Kalonda & Govender, 2021). Effective and operational service delivery systems rely on several aspects.
These include a favorable climate, political determination, social action, voter education, community
empowerment, an engaged civil society, and suitable training. Establishing an efficient service delivery
system necessitates addressing this array of interrelated components (Ullah et al., 2023). Technologies such as
digital transformation can also enhance service delivery.

Digital transformation (DT) is the incorporation of technology advancements into an organization’s business
model to enhance value and performance (Chaanoun et al., 2022). Digital transformation is defined by the
extensive dissemination of digital technology, which requires organizational change. Filgueiras et al. (2019)
contend that digital transformation in government is a multifaceted process of institutional change, shaped by
elements including managerial choices, technical accessibility, and overarching institutional settings. The
transition from e-government to digital government involves the complete digitization of government services,
which aims to optimize governance and administrative units and promote decentralization (Sang-Chul &
Rakhmatullayev, 2019). According to Shibambu and Ngoepe (2024), a clear, integrated strategy and
supportive legislative framework are crucial for successful digital transformation. Additionally, there is a need
for adequate funding, training, and a shift in mindset among public servants to fully embrace and implement
digital transformation, ultimately improving service delivery to citizens.

Digital transformation significantly impacts service delivery by enabling organizations to adopt malleable
organizational designs and integrate digital business ecosystems. These changes facilitate continuous
adaptation and innovation, leading to improved service quality and efficiency (Hanelt et al., 2021). Sang-Chul
and Rakhmatullayev (2019) assert that digital transformation may optimize administrative processes, diminish
bureaucratic delays, and enhance residents' quality of life. The primary objective of digital transformation is to
augment public service delivery, optimize administrative procedures, and elevate the quality of life for
residents via digital innovation (Chaanoun et al., 2022). Plekhanov et al. (2023) assert that digital
transformation enables companies to proactively address evolving consumer needs and market trends via the
adaptation and reconfiguration of organizational processes and the provision of goods and services.

In the healthcare sector, and particularly within public hospitals, service delivery takes on a critical role as it
directly influences patient outcomes and overall public health. As per Usak et al. (2020), effective healthcare
service delivery in public hospitals involves ensuring that medical services are accessible, affordable, and of
high quality. This includes the provision of essential medical supplies, well-trained healthcare professionals,
and efficient healthcare processes. Fatima et al. (2018) indicates that efficient service delivery in public
hospitals ensures optimal utilization of resources, reduces patient wait times, and fosters trust in the healthcare
system, ultimately leading to improved health outcomes for the community. Measurement of service delivery
in healthcare includes patient outcomes, wait times, patient satisfaction, and adherence to clinical guidelines
(Oleribe et al., 2019).

Kenya's health vision according to Gachie and Iravo (2019) is to offer all citizens equitable and cost-effective
healthcare at the best possible level. This will require, among other things, reorganizing the country's health
service delivery to place a greater emphasis on preventive and promotional healthcare. The Health Services
Department is guided by Kiambu County's Strategic Plan, which is an expression of dedication and will to
provide the public with better health services. The Kiambu County strategy plan for the next five years
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describes the County's activities, the healthcare business, and other partners. The plan is built on the Kenya
Health Policy 2030 in 2012, the Kenya Health Strategy and Investment: Vision 2030 Plan for the Years
2012-2017, and the Kiambu County Integrated Development Plan 2013.

Kiambu Level 5 Hospital is a tertiary public health facility in Kiambu town, Kiambu County. It is a 284-bed
facility which offers various preventive, curative and rehabilitative medical services. The facility has various
departments including medical, surgical, maternity, physiotherapy, occupational therapy, orthopaedic,
pharmacy, records and procurement. The most common conditions attended to include upper respiratory tract
infections, diarrhoea, urinary tract infections, eye infections/conditions, arthritis and diseases of the skin. The
top 5 causes of mortality in the hospital include pneumonia, diarrhoea & gastroenteritis, diabetics, neonatal
sepsis and jaundice, hypertension and meningitis. The average number of patients seen in the facility was 711
per days and 21,234 patients monthly (Kiambu Level 5 Hospital, 2024).

Statement of the Problem

Public hospitals face unique challenges such as budget constraints, high patient volumes, and often inadequate
infrastructure. Kiambu Level 5 Hospital faced a number of service delivery difficulties which can be
prevented through adoption of digital transformation, including lack of qualified personnel, inadequate
medical infrastructure, inconsistent medical product supply, unreliable medical financing, and improper
record-keeping, long turnaround times on admissions, discharges, emergency response which lead to
mortalities (Republic of Kenya, 2023). Patients were still given patient cards and their data is still kept on file
by the medical facility. This led to medical errors and made it more difficult for the government to have
centralized health records, which would have helped them stop epidemics before they started or spread.

Several studies had been carried out on digital transformation. For instance, Bachir (2021) evaluated effects
of customer relationship management on digital transformation of Poland banks. Impacts of business
models on digital transformation in France were examined by Wattiez and Goy (2023). Quarfordt and
Aadan (2021) evaluated how digital capabilities affected the digital transformation of several Swedish
SMEs. Elsewhere, Oliver et al. (2023) evaluated impacts of continuous improvement on manufacturing
companies' digital transformation in England. Evidently, most of existing research was carried out in the
developed countries in Europe and North America. Additionally, studies in the healthcare industry were
scarce and far between with most authors focus on banking and manufacturing. Therefore, this research
aimed to assess effects of digital transformation on service delivery in healthcare sector. Specifically, the
focus was on Kiambu Level 5 Hospital.

Objectives of the Study

The study was guided by the following objectives:

= To assess the effect of digital customer relationship on service delivery of Kiambu Level 5 Hospital.
= To examine the effect of digital capabilities growth on service delivery of Kiambu Level 5 Hospital.
= To establish the effect of continuous improvement on service delivery of Kiambu Level 5 Hospital.

LITERATURE REVIEW

Digital Transformation and Service Delivery

Research demonstrates that digital transformation profoundly impacts service delivery by enhancing
efficiency, reducing costs, and improving customer experiences through the adoption of advanced
technologies. Romero et al. (2019) describe digital servitization, commonly referred to as the "digital
transformation of services," as bringing about new dynamics in service provider-customer interactions. The
components of service delivery procedures are impacted by this phenomena.

New treatments and improved methods of health management are part of the digital transformation of
healthcare, which also include developments associated with the internet and digital technology. Quality
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management of the massive amount of data collected may improve patient well-being and save service costs
(Stoumpos et al., 2023). Harkonen et al. (2024) did an umbrella review which found that although patient
satisfaction was high, the impact of digital services on population health and costs was not entirely consistent.
There has been little study on the usage of digital services and its relationship to workers' happiness,
particularly in the healthcare industry.

The study by Koebe and Bohnet-Joschko (2023) revealed the requirements for a successful digital transition in
the healthcare industry. Patients' altered perceptions of themselves proved to be the deciding factor in
treatment quality, even if data interoperability is crucial for technical intensity. They illustrated the need for
hospitals to use cutting-edge ICT, modify their business models to match patient expectations, and redefine
their role in developing digitally driven ecosystems. However, managers may be undervaluing or disregarding
the effects of digitalization on professional occupations and workplace changes, according to study by
Kaihlanen et al. (2023). Managers are more likely to implement systems that undermine the efforts of experts,
and the danger of ignoring possible harmful impacts grows as a result.

Customer Relationship and Service Delivery

Bachir (2021) evaluated effects of customer relationship management on digital transformation of Poland
banks. Thirty bank customers and sixty bank workers participated in the study. For this investigation,
guantitative data was acquired. SPSS was employed to analyze acquired data. Percentage distribution and
frequency analysis were utilized to analyze data. Findings showed that bank's ability to retain customers is
directly correlated with how satisfied those customers are, especially if there is a high level of customer
loyalty. The study suggested giving consumers a fresh banking experience through the use of cutting-edge
technologies. Prior study conducted in Poland utilized case study methodology. Thus, a recent study in Kenya
was conducted and utilize descriptive methodology.

Gandhi (2022) examined effects of customer relationship management in Indian healthcare marketing on
digital transformation. Secondary data analysis, including review procedures, was employed in the Customer
Relationship Management Systems study. As part of the phase, the research reviewed close to twenty
scholarly and significant research publications. Implementing digital transformation improved hospital
customer relations and raises the overall quality of healthcare services. The aforementioned investigation was
conducted in India and utilized secondary data. As a result, the current study was carried out in Kenya and
make use of primary data.

Magatef et al. (2023) evaluated how Jordanian customers' loyalty was affected by electronic CRM tactics. The
quantitative research approach was used in the investigation. 301 Jordanian internet buyers provided
information via an online survey, which was then, analyzed using structural equation modeling. Since there
was no population framework, non-probability (purposive) sampling was used. The findings demonstrated that
while the personal component had a detrimental impact on consumer loyalty, the functional dimension had a
large and favourable impact. The previous research used purposive sampling and was carried out in Jordan.
This research used stratified random sampling and was performed in Kenya.

Capabilities Growth and Service Delivery

Quarfordt and Aadan (2021) evaluated how digital capabilities affected the digital transformation of several
Swedish SMEs. An organized methodology was employed in the study to select and compile the sources for
examination. Zoom was employed to perform the digital interviews. Six interviews in six distinct sectors were
conducted to gather data for this thesis. To examine the data, a qualitative analysis was carried out. Findings
demonstrated a link between effective renewal of strategy and digital dynamic capabilities. Results
validated that digital dynamic capabilities are a process-model, requiring a linear approach to be developed or
employed for strategic renewal. Qualitative analysis was applied to analyze data by previous study and was
performed in Sweden while recent study utilized descriptive and inferential analysis and be done in Kenya.
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Impacts of digital capabilities on digital transformation during COVID-19 pandemic in Indonesia were
evaluated by Himanshee et al. (2023). The results showed that, throughout the pandemic, SMEs' digital
transformation and innovation were significantly and favorably impacted by their digital capacity and
orientation. Furthermore, the research verified that innovation and digital transformation have a favourable
impact on SMEs' performance during the epidemic. While the most recent study was conducted in Kenya and
concentrate on Kiambu Level 5 Hospital, the previously mentioned study was conducted in Indonesia and
concentrated on SMEs.

Continuous Improvement and Service Delivery

Oliver et al. (2023) evaluated impacts of continuous improvement on manufacturing companies' digital
transformation in England. A survey study design that is exploratory was used. There were four parts to the
methods utilized to conduct the study. Methodology for digital transformation was created in phases one
through four, the first three of which relied on a thorough theoretical literature assessment, while the fourth
part required approaching specific organizations to confirm the methodology's suitability in an industrial
context. The manufacturing companies' records from 2018 to 2022 were included for examination, spanning
the previous five years. After a thorough examination of all the documents such as consumer complaints,
management evaluations, and among other data, corrective and preventive measures were identified as well as
70 issues and opportunities that showed substantial impacts. An exploratory research design was employed by
previous study which was done in England. Present study utilized descriptive research design and be done in
Kenya.

Effect of continuous improvement on digital transformation of healthcare in Cyprus was evaluated by
Stoumpos et al. (2023). Using the Scopus, Science Direct, and PubMed databases, a comprehensive
bibliographic review covering the years 2008-2021 was carried out. August 2022 saw the completion of the
search, which turned up 5847 papers, 321 of which met the requirements for inclusion in the process. To
accomplish continuous improvement in medical healthcare and to enhance the delivery of healthcare, creative
methods were proposed. Bibliographic review methodology was utilized by prior study which was done in
Cyprus. However, recent study was done in Kenya and utilized descriptive methodology.

Resource-Based View Theory

Penrose (1959) proposed the notion of resource-based perspective. RBV, as described by Ambrosine and
Bowman (2009), views a corporation as a combination of resources and competences that are distributed
unevenly across the organisation as it continues to operate. According to this idea, organisations should
strategically develop distinctive and widely distributed resources in order to establish a long-lasting
competitive advantage. Miller (2019) asserts that a company's marketability is contingent upon its resources
and capabilities. The underlying assumption is that every company has unique resources, which will remain
exclusive for a significant duration. When a firm reaches a state of equilibrium, it means that its resources are
evenly distributed and it becomes very lucrative (Greve, 2021).

During periods of market turmoil or substantial impact, the Resource-Based View (RBV) fails to provide
guidance on identifying and using future resources, as well as refreshing, re-integrating, or reconfiguring
existing resources (Assensoh-Kodua, 2019). To enhance firm performance, a corporation may undertake
resource reorganisation and integration into its operations using the resource-based perspective. Moreover,
enhancing customer relations in hospitals requires the restructuring of the hospital's particular systems,
procedures, and capabilities via the adoption of digital transformation methods (Davis & DeWitt, 2021). The
idea is relevant since the present research examines how the hospital's specific strengths and assets might be
used to enhance digital transformation.

Identify, Differentiate, Interact and Customize Theory
The approach known as the Identify, Differentiate, Interact, and Customise model was created by Peppers and
Rogers in 2001. The text emphasises four crucial measures that firms must do. The notion seeks to improve
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the quality of the connection between the consumer and the service provider (Giannotti, 2021). The first step
should be to identify the consumers. The subsequent phase is to get a thorough comprehension of the outlined
goals (Peppers & Rogers, 2001). The firm is required to get the customer's name, address, and previous
purchase records, along with other personal details. Given the potential impracticality of doing this at every
interaction, the corporation must establish a system to facilitate effective information flow between its several
divisions (Burke & Stets, 2022).

This thesis posits that organizations have to use digital infrastructure to identify, distinguish, interact with, and
tailor the services they provide to consumers. This improves the company's capacity to retain consumers and
cultivate loyalty (Peppers & Rogers, 2001). This theory is relevant to the current research as it elucidates the
rationale behind hospitals using various technologies to identify, differentiate, and customize consumer needs
to improve customer relationship management. This theory's principles inform an organization's strategic and
infrastructural choices to achieve its aims. The notion is relevant to the study as it facilitates digital
transformation and enhances digital customer connections.

Dynamic Capability Theory

The dynamic capacities theory, introduced by Teece and Pisano (1994), extends the RBV of the company
(Samsudin & Ismail, 2019). Teece (1990) characterized a firm's dynamic capabilities as the capacity to
proficiently build, integrate, and alter both internal and external resources and competencies to adeptly
respond to and adjust to swiftly evolving business settings. The fundamental characteristic of both dynamic
capabilities and resources/competences is that they are generally not available for purchase; rather, they must
be cultivated. Companies that are capable of adjusting and evolving in sync with the business environment are
those that possess distinct attributes such as sensing, seizing, and changing. The capacity to generate long-
term profits relies on these specific kind of abilities (Teece, 2007). They enable the firm to effectively
synchronise its skills, resources, and other assets.

Teece and Pissano (1994) argued that a firm's dynamic abilities are a result of its capacity to effectively
organise its resources and operations within the context of global specialisation and co-specialization. In
quickly developing markets, it is essential to possess the capability to restructure a company's asset
composition and execute the necessary internal and external changes (Salvato & Vassolo, 2018). Businesses
should develop protocols to find high-impact enhancements with little expenses, since implementing changes
may be costly. An individual's ability to adapt is dependent on their ability to analyse their environment,
evaluate markets, and implement changes and transformations quickly enough to maintain a competitive
advantage. It also illustrates the company's meticulous efforts in developing and defining the market to create
and realize profit. To sustain robust alignment and attain a competitive advantage, it is often essential to
expand, alter, or, if need, entirely overhaul the organization's operations (Teece, 2007). Thus, the idea
endorsed the expansion of digital capabilities.

Conceptual Framework

Customer Relationship
= Customer Retention
= Customer Handling
= Customer Communication

A\ 4

Capabilities Growth

= Transformation Response Service delivery

= Digital Technology Acquisition > > : $?r::a:)i::lty
= Opportunities ldentification eliness
= Quality

Continuous Improvement
= Service Quality

= Customer Satisfaction
=  Timely Response

\ 4

Figure 1: Conceptual Framework
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METHODOLOGY

A descriptive research design was employed in this study. The study was carried out in Kiambu County. The
study targeted the top management and medical personnel of Kiambu level 5 hospital. This is because these
persons were involved in the digital transformation of the facility and had an experience with digital tools
making them resourceful persons to interview about the subject. Therefore, target population of the study
comprised 282 persons.

A sample was calculated for the research using Slovin's formula.
n=N/(1+N e’ (Tejada & Punzalan, 2012).
n=282/(1+282*0.05%) =165.39.

The research thus included a sample of 165 respondents. Stratified random sampling was used to guarantee
representation of each profession in the final sample. The data for this research was gathered using a
guestionnaire and an interview schedule.

A preliminary study was undertaken to assess the feasibility of the questionnaire prior to data collection. The
pilot research was performed in Thika Level 5 Hospital, a similar healthcare institution situated in Kiambu
County. A pilot study was performed with 17 participants, constituting 10% of the research population. The
data collected during the pilot phase was sorted, cleaned, and entered into a computer system using the
Statistical Package for the Social Sciences (SPSS).

The internal consistency was measured using Cronbach's Alpha coefficient. Content analysis was used for the
examination of qualitative data, while descriptive statistics and regression analysis were employed for the
guantitative data. Means, standard deviations, and frequencies were used in descriptive statistics. Data on
digital transformation, service delivery, and demographics were all aided by descriptive statistics. The study
used multiple regression analysis to compare how digital transformation affected service delivery. The
outcomes of the descriptive and regression analyses were shown in tabular format.

DATA ANALYSIS, PRESENTATION AND DISCUSSION

Response Rate
Questionnaires were distributed to 165 respondents. Table 1 outlines the response rate in the study.

Table 1: Response Rate

Categories Sample Respondents Response Rate
Medical Officers 22 16 72.7
Nurses 114 109 95.6
Radiologists 5 4 80.0
Physiotherapists 4 3 75.0
Administration 4 3 75.0
Laboratory technologists 9 8 88.9
Pharmacists 8 7 87.5
Total 165 150 90.9

The findings indicate that the research had a response rate of 90.9%. The response rate is considered
sufficiently high to warrant the generalization of this study's findings to other healthcare institutions. The
response rate exceeds 70%, which is the suggested threshold for descriptive surveys (Kothari, 2017; Saleh &
Bista, 2017). The high response rate means the sample more accurately reflects the population, reducing
sampling bias and increasing the generalizability of the findings. In addition, data collected is likely to be
more comprehensive and provide a clearer picture of digital transformation and service delivery which
enhances the study's internal and external validity.
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Descriptive Analysis of Quantitative Data
This section presents the results of descriptive analysis of the variables in the study.

Customer Relationship

The researcher sought to describe digital customer relationship in Kiambu Level 5 Hospital in Kenya. Data
was collected on customer retention, customer handling and customer communication in Likert scale form.
The data was then subjected to descriptive analysis using mean and standard deviation. The results are
summarised in Table 2.

Table 2: Descriptive Analysis of Customer Relationship

N Min Max Mean Std
Dev

Customer retention is an essential measure of digital customer relation 150 3 5 4.77  0.484
Using technology enables handling of customers more efficiently than 150 2 5 446  0.692
using traditional mean in the hospital

Digital communication fosters good customer experience that traditional 150 3 5 4.66 0.529
methods

There was a high agreement among the respondents that customer retention is an essential measure of digital
customer relation (4.77+0.484), communication fosters good customer experience that traditional methods
(4.66+0.529) and that using technology enables handling of customers more efficiently than using traditional
mean in the hospital (4.46+0.692). The mean and standard deviation values were in the acceptable range as
per Andrade et al. (2020). These responses demonstrate a high agreement among respondents with the items in
Table 3. This indicates that digital customer relationship was implemented to a large extent at Kiambu Level 5
Hospital in Kenya.

During an interview, respondents were asked to rate how extensively the hospital had adopted digital tools for
patient communication and engagement. A content analysis showed that the hospital had implemented various
digital tools, including electronic health records, patient portals, mobile health apps, telemedicine services,
and automated communication systems, which have markedly enhanced patient communication and
engagement. The shift from paper-based to electronic health records was a significant aspect of the hospital's
digital transformation. Respondents noted that the EHR system has enabled more efficient and precise storage
and retrieval of patient information, thereby improving service delivery by minimizing errors and enhancing
access to medical histories. The introduction of patient portals, enabling patients to view their medical records,
book appointments, and interact with healthcare providers, was also highlighted. This tool has fostered better
patient engagement by facilitating more immediate and effective communication with healthcare providers,
leading to increased satisfaction and more tailored care. Some of the responses are captured below:

“We have transitioned from paper-based records to electronic health records, which allow for efficient and
accurate storage and retrieval of patient information.”

“We have put in place EMR, automated visit reminders, website for self-booking of appointment, social media
platforms l.e Facebook, Instagram, WhatsApp and X, cashless payments.”

The development of mobile health applications was highlighted as an innovative tool to empower patients in
managing their health. These applications provide patients with reminders for medication, updates on
appointments, and self-monitoring tools, which have improved patient adherence to treatment plans and
contributed to more effective healthcare delivery. To keep patients' access to healthcare intact, the growth of
telemedicine services has been essential, especially during the COVID-19 epidemic. The adoption of remote
consultations has minimized the need for physical visits, reducing congestion in outpatient departments and
improving the overall efficiency of service delivery. One of the responses is captured below:
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“To a greater extent with room for improvement. The hospital uses telemedicine where Patients access digital
consultations, monitoring and prescription.”

Automated systems, such as SMS and email notifications for appointment reminders and follow-up care,
emerged as another significant theme. These systems have streamlined communication between the hospital
and its patients, helping to reduce missed appointments and improve the management of follow-up care. This
automated approach has also supported the hospital in gathering patient feedback, leading to continuous
improvements in service quality. The implementation of cashless payment systems was mentioned as a step
toward modernizing financial transactions within the hospital. This has not only enhanced the efficiency of
service delivery but also improved transparency and accountability in payment processing. The hospital’s use
of social media platforms was highlighted as a way to engage patients and disseminate health information.
One of the responses is captured below:

“We have put in place EMR, automated visit reminders, website for self-booking of appointment, social media
platforms l.e Facebook, Instagram, WhatsApp and x, cashless payments.”

The overall impact of digital tools on patient engagement and service efficiency was consistently noted by
respondents. The adoption of EHR, patient portals, and automated systems has led to a reduction in wait
times, improved communication, and more streamlined service delivery, contributing to enhanced patient
satisfaction. Despite the adoption of several digital tools, the hospital still relies on manual systems for certain
aspects of patient engagement, particularly in outpatient services. The continued use of SMS reminders and
health talks through TVs indicates that while progress has been made, there are areas where digital
transformation has yet to be fully realized. One of the responses is captured below:

“Overall, the implementation of these digital tools has significantly improved patient engagement, reduced
wait times, and enhanced the overall efficiency of service delivery at the hospital.”

Capabilities Growth

The researcher collected data on capabilities growth which included transformation response, digital
technology acquisition and opportunities identification. The data was then analysed using mean and standard
deviation and results outlined in Table 3.

Table 3: Descriptive Analysis of Capabilities Growth

N Min Max Mean Std
Dev

Acquisition of digital technology improves productivity of the hospital 150 1 5 3.12 1.209
Opportunities identification is an essential measure of digital capabilities 150 1 5 3.39 1.074
growth

Transformation response using digital technology is vital during analysis 150 3 5 457 0.660
of data records

There was a high agreement among the respondents that transformation response using digital technology is
vital during analysis of data records (4.57+0.660). The respondents were somewhat in agreement that
identifying opportunities is a crucial metric for digital skills advancement (3.39+1.074) and that acquisition of
digital technology improves productivity of the hospital (3.12+1.209). The mean and standard deviation
values were in the acceptable range as per Andrade et al. (2020). This means capabilities growth at Kiambu
Level 5 Hospital was implemented to a large extent but lower to that of digital customer relationship.

The researcher had the objective of ascertaining from the respondents the extent to which Kiambu Level 5
Hospital has invested in the development of its capabilities. Content analysis of responses revealed that the
hospital had made substantial investments in developing its digital capabilities, focusing on transitioning to
electronic health records, upgrading IT infrastructure, enhancing staff competencies, implementing
cybersecurity measures, and introducing telemedicine services. The shift from paper-based to electronic health
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records was a recurrent topic in the answers. This shift represented a foundational step in the hospital's digital
transformation, allowing for more efficient data management, quicker retrieval of patient information, and
improved accuracy in record-keeping. The hospital had allocated significant resources toward upgrading its IT
infrastructure. This included purchasing computers, upgrading server capabilities, and ensuring high-speed
internet connectivity throughout the facility. These expenditures were required to enable the hospital to
maintain its expanding digital operations and raise the standard of healthcare services offered by supporting
the installation of digital technologies including EHR, telemedicine, and patient portals. Some of the
responses are captured below.

“The hospital has allocated resources to transition from paper-based systems to electronic health records.”
“Introduction of telemedicine, moving from manual health records to online.”
“Significant investments have been made in upgrading the hospital's IT infrastructure.”

Continuous infrastructure upgrades were another significant theme. Respondents pointed out that the hospital
consistently invested in updating its technological capabilities, ensuring that its digital systems remained
efficient and functional. This proactive approach included upgrading hardware, software, and network
capabilities, which were necessary to accommodate the increasing demand for digital services within the
hospital. The introduction of telemedicine emerged as a prominent theme, reflecting the hospital’s efforts to
extend healthcare services beyond traditional in-person visits. In order to alleviate travel concerns, the hospital
enabled virtual consultations. This was particularly helpful during the COVID-19 epidemic. Some of the
responses are captured below.

“Significant investments have been made in upgrading the hospital's IT infrastructure.”
“Staff training and development”

The hospital's focus on staff development and training was another important topic. The use of new
technology like electronic medical records and telemedicine necessitated training for hospital personnel on
their efficient usage. The hospital invested in continuous education programs to ensure that healthcare
providers could adapt to digital changes and optimize the benefits of the digital tools implemented, ultimately
improving service delivery. The hospital also prioritized cybersecurity and data protection throughout the shift
to digital health systems. The hospital adopted comprehensive cyber security policies, including secure servers
and data encryption, to defend against possible breaches, as respondents underscored the significance of
preserving patient information.

“Staff training and development”
“Through training of facility staff, purchase of computers for EMR”

Continuous Improvement

Continuous improvement at Kiambu Level 5 Hospital was assessed by collecting data on service quality,
customer satisfaction and timely response. Table 4 presents a summary of the results of descriptive analysis of
the data.

Table 4: Descriptive Analysis of Continuous Improvement

N Min Max Mean Std
Dev

The service quality of the hospital is very good due to use of digital 150 1 5 3.09 1.175
technology

Customer satisfaction is ensured during the utilization of digital 145 3 5 454 0.612
technologies

Technology enables timely response of staff which promotes good 150 1 5 3.25 1.249
customer experience
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There was high agreement among respondents that customer satisfaction was ensured during the utilization of
digital technologies (4.54+0.612). There was also agreement that technology enabled timely response of staff
which promotes good customer experience (3.25+1.249). However, there was some disagreement as to
whether the service quality of the hospital was very good due to use of digital technology (3.09+1.175). The
mean and standard deviation values were in the acceptable range as per Andrade et al. (2020). This
demonstrates a moderate agreement with the items in Table 4 which demonstrates that continuous
improvement at Kiambu Level 5 Hospital was implemented to a moderate extent.

In the interview the researcher probed whether Kiambu Level 5 Hospital had formal process for continuously
monitoring and evaluating its service delivery processes. Responses revealed that that the hospital had a robust
and formalized process for monitoring and evaluating its service delivery. This process involved regular
audits, performance reviews, patient feedback systems, and quality improvement projects. The most
prominent theme was the presence of a formal monitoring and evaluation system at the hospital. Respondents
consistently mentioned structured programs that evaluate service delivery processes. These programs involved
systematic reviews and assessments of various operational and clinical areas, reflecting a commitment to
maintaining high standards of care. This formal approach ensured that the hospital remained aligned with its
objectives of continuous improvement. The conduct of regular internal audits emerged as a recurring theme.
The hospital employed these audits to assess operational efficiency and clinical practices, helping to identify
areas for improvement. Audits were described as a key tool in maintaining service quality, with a focus on
ensuring compliance with established standards and protocols. One of the responses are captured below:

“Yes, Kiambu Level 5 Hospital has a formal process for continuously monitoring and evaluating its service
delivery processes, which includes regular audits, patient feedback systems, and performance reviews to
ensure ongoing improvements and high-quality care.”

Patient feedback systems were also highlighted as an essential component of the hospital's monitoring efforts.
Through structured methods of collecting feedback from patients, the hospital sought to gauge patient
satisfaction and identify areas for enhancement. This patient-centered approach allowed the hospital to remain
responsive to the needs and concerns of its service users, thus contributing to improved patient outcomes. The
use of performance reviews and peer assessments was a theme emphasized by respondents. Regular reviews
of staff performance and peer-led assessments were implemented to evaluate the quality of care provided by
healthcare workers. This practice not only helped in identifying individual areas for improvement but also
fostered a culture of accountability and continuous professional development among staff. One of the
responses are captured below:

“Collecting feedback from patients”

Another key theme was the use of Quality Improvement (QI) projects. These initiatives focused on identifying
specific areas of service delivery that needed enhancement and implementing targeted projects to address
these areas. The QI projects were data-driven and aligned with the hospital’s goal of improving patient
outcomes, operational efficiency, and the overall quality of care. Data-driven decision-making emerged as an
important theme in the hospital's continuous improvement efforts. Respondents mentioned the use of data
reviews as a core component of the evaluation process. Lastly, a strong focus on clinical practices and patient
outcomes was evident in the responses. The hospital’s monitoring processes included regular reviews of
clinical practices to ensure they met established standards and delivered positive patient outcomes. Some of
the responses are captured below:

“Internal audits and peer reviews."

“Yes, through data reviews, QI projects”
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Service Delivery

The study also investigated the service delivery at Kiambu Level 5 Hospital. This was done by collecting data
on the reliability, timeliness and quality of services rendered. The data was then subjected to descriptive
analysis using mean and standard deviation. The results are summarised in Table 5.

Table 5: Descriptive Analysis Service Delivery

N Min Max Mean Std
Dev

The quality of patient care in this hospital is very high because of digital 150 3 5 445 0.661
technology

Using digital technology, health services in this hospital are delivered 150 1 5 348 1.001
on time

Health services in this hospital are reliable because of digital technology 150
Health services in this hospital are customer-friendly because of digital 150 3
technology

Digital technology has enabled satisfaction with services in this hospital 150 3 5 471  0.468

N

446 0.672
446  0.598

o1 ol

There was a high agreement that digital technology had enabled satisfaction with services in the hospital
(4.71+0.468), health services in the hospital were reliable because of digital technology (4.46+0.672) and
health services in the hospital were customer-friendly because of digital technology (4.46+0.598). There was
also broad consensus that the hospital's usage of digital technology contributed to the extremely high caliber
of patient care. (4.45+0.661). In addition, there was moderate agreement that using digital technology, health
services in the hospital were delivered on time (3.48+1.001) The mean and standard deviation values were in
the acceptable range as per Andrade et al. (2020). The responses indicate a high agreement with the items in
Table 5. This means that service quality in the facility was very high.

The investigator was to investigate the effects of the hospital's digital transformation activities on the general
effectiveness and caliber of patient care. The hospital's healthcare service has reportedly benefited from the
digital transformation efforts in a number of areas. These initiatives reduced wait times, improved the
accuracy of patient records, and enhanced communication and compliance with healthcare protocols. One of
the most recurring themes was the improvement in the efficiency of service delivery, particularly in relation to
reduced patient wait times. Respondents consistently highlighted that the implementation of digital systems
allowed for quicker service provision, which directly impacted patient satisfaction. The reduced waiting times
were attributed to automated processes that streamlined patient flow, minimizing delays in care. Another
frequently cited theme was the improvement in the accuracy of patient records due to the adoption of digital
tools. Respondents noted that digital systems reduced errors associated with manual record-keeping, resulting
in more precise data management. As a result, patients received better diagnoses, prompt interventions, and
customized treatment regimens, all of which improved patient outcomes. Some of the responses are shown
below:

“The digital systems ensure quick services hence better delivery of healthcare at the hospital *

“It has enhanced patient care which has helped in accurate and timely diagnosis, personalized treatment

”»

plans leading to improved patient outcome.

The theme of improved communication was also prominent. Respondents pointed out that digital
transformation had enhanced communication both among healthcare staff and between healthcare providers
and patients. The digital systems facilitated easier and more efficient information sharing, which was crucial
for ensuring better-coordinated care and more effective patient-provider interactions. Automation of
administrative functions, such as scheduling, billing, and record-keeping, was another important theme that
emerged. Respondents highlighted that the automation of these tasks not only reduced manual errors but also
freed up healthcare staff to focus more on direct patient care. This shift allowed for more attention to be
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dedicated to the clinical aspects of care, improving service quality and efficiency. One of the responses is
shown below:

“It has improved communication “

The theme of personalized patient care was also widely discussed. Digital transformation enabled more
accurate and timely diagnoses, which led to personalized treatment plans tailored to individual patients' needs.
Respondents emphasized that this had a direct impact on patient outcomes, with many noting that digital tools
contributed to better healthcare results overall. Several respondents pointed out that digital initiatives had
significantly improved access to healthcare services. Patients were able to interact with healthcare services
remotely, view medical information, and make appointments via the use of patient portals, smartphone
applications, and other digital technologies. This widened access to treatment by improving patient
convenience and lowering the necessity for in-person appointments. One of the responses is shown below:

“It has enhanced patient care which has helped in accurate and timely diagnosis, personalized treatment

2

plans leading to improved patient outcome.

Respondents mentioned that digital tools enhanced compliance with existing healthcare policies and protocols.
Digital systems made it easier to ensure that staff followed established procedures, which in turn improved the
consistency and quality of care delivered to patients. This compliance contributed to a more structured and
standardized approach to healthcare delivery. Another theme that emerged was the efficiency with which
patient information could be retrieved using digital systems. Respondents indicated that the implementation of
digital records greatly improved the speed and ease of accessing patient data, which was critical for timely
decision-making in patient care. This high efficiency in information retrieval further contributed to the
hospital's ability to provide better and more responsive healthcare services. Some of the responses are shown
below:

“Automation if administrative tasks such as scheduling, billing, record keeping has reduced manual errors
and frees up staff to focus more on patient care”

“High efficiency in patients information retrieval”

Respondents were asked to share specific examples of how digital tools have improved the patient experience.
Digital tools were found to significantly enhance the patient experience by reducing waiting times, increasing
access to health information, improving communication, and facilitating advanced treatment methods. Better
results and more patient satisfaction may be attained by patients managing their healthcare more successfully
thanks to the ease provided by technology like patient portals, smartphone applications, and telemedicine. A
prominent theme was the significant reduction in waiting times for patients. Respondents consistently pointed
out that digital tools streamlined processes, making service delivery more efficient. Respondents highlighted
the convenience of patient portals and mobile applications as key innovations. Patients could make
appointments, see their medical information, and handle their relationships with healthcare providers from a
distance thanks to these digital platforms. The improved communication between patients and healthcare
professionals was another significant benefit. Some of the responses are shown below:

“The patient portals and mobile apps have allowed patients to access their medical records, appointment
scheduling from anywhere, reducing the need for in person visits or phone calls.”

“Reduced waiting time, access to information through social media handles, convenience of booking for
appointments, easy access to health records, convenience during settling of bills.”

“Less patient waiting time, quality services, reduced cases of loss of records, Telemedicine, advanced
treatment methods.”

’

“Improved patient outcome, better communication like online monitoring and prescription.’
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The study's participants were also asked to list the biggest obstacles Kiambu Level 5 Hospital has to overcome
in order to undergo a digital transformation, especially with regard to service delivery. The content analysis of
respondents’ comments about the obstacles to patient adaptation, such as staffing shortages, technological
glitches, and resource constraints. A recurring theme was the inadequacy of financial resources. Respondents
frequently mentioned that the high cost of implementing and maintaining both hardware and software posed a
significant challenge. In addition to financial challenges, respondents emphasized the strain caused by
inadequate IT infrastructure and frequent system downtimes. Software glitches and outages disrupted service
delivery, hampered business continuity, and affected the overall efficiency of healthcare services. Another key
issue was the lack of adequately trained personnel. Respondents noted that many staff members were not
sufficiently trained or comfortable using new digital tools, which created inefficiencies in service delivery.
Some of the responses are shown below:

“Inadequate resources, corruption, inadequate training”’
“The cost of software and hardware has been a challenge”
“Frequent system downtimes and software glitches can disrupt service delivery.”
“Limited financial capability, lack of skilled personnel to drive the agenda, low uptake by patients,”
“Inadequate trained staff, inadequate IT infrastructure, inadequate budget allocations for EMR”

Inferential Statistics
Correlation and regression analysis were used to evaluate the impact of digital transformation on service
delivery at Kiambu Level 5 Hospital in Kenya. This section contains the outcomes.

Correlation Analysis

Correlation analysis was conducted between digital transformation and service delivery. This was done by
correlating scores of digital customer relationship, digital capabilities growth and continuous improvement
with scores of service delivery.

Table 6: Correlation Analysis

Customer Capabilities Continuous Service
Relationship Growth Improvement Delivery

Customer Pearson 1 796" .738"° 7607
Relationship Correlation

Sig. (2- 000 .000 000

tailed)

N 150 150 150 150
Capabilities Pearson T967 1 858" J07
Growth Correlation

Sig. (2-.000 000 000

tailed)

N 150 150 150 150
Continuous Pearson J387" 858" 1 T70°
Improvement Correlation

Sig. (2-.000 000 000

tailed)

N 150 150 150 150
Service Delivery Pearson 7607 07 770" 1

Correlation

Sig. (2-.000 000 000

tailed)

N 150 150 150 150

*==_ Correlation is significant at the 0.01 level (2-tailed).

A significant positive correlation (r(148)=.760, p<.001) was found between digital customer relationship and
service delivery. A significant positive correlation (r(148)=.707, p<.001) was observed between digital
capabilities growth and service delivery. Continuous improvement was also significantly positively correlated
(r(148)=.770, p<.001) with service delivery. The correlation analysis reveals that all three digital
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transformation variables—digital customer relationship, digital capabilities growth, and continuous
improvement—are positively and significantly associated with service delivery. The strongest relationship
was observed between continuous improvement and service delivery, indicating that as continuous
improvement efforts increase, service delivery tends to improve significantly.

Regression Analysis

Regression analysis was also conducted. Similar to correlation analysis, scores of digital customer
relationship, digital capabilities growth and continuous improvement were regressed with scores of service
delivery. Table 7 shows the model summary of the regression output.

Table 7: Model Summary

Std. Ermror of the

Model R R Square Adjusted R Square  Estimate
1 .822° 676 669 141114
a. Predictors: (Constant). Continuous Improvement, Customer Relationship.

Capabilities_Growth

The high R value of .822 indicates a strong relationship between the combined digital transformation factors
and service delivery. The modified R2 value of 0.669 indicates that, after accounting for the number of
predictors in the model, about 66.9% of the variation in service delivery is explained by the three digital
transformation factors. The model summary indicates that digital customer relationship, digital capabilities
enhancement, and continuous improvement together have a considerable and significant influence on service
delivery inside the hospital.

An analysis of variance (ANOVA) was performed to ascertain the significance of the regression model in
predicting service delivery based on the predictors of digital customer connection, digital capabilities
expansion, and continuous improvement. The results are shown in Table 8.

Table 8: ANOVA

Sum of
Model Squares df Mean Square F Sig.
1 Regression 606.602 3 202.201 101.541 .000°
Residual 290.732 146 1.991
Total 897.333 149

Delivery

a. Dependent Varnable: Servi
). Continuous Improvement. Customer Relationship,

b. Predictors: (Constant
Capabilities_Growth

ce
C

The ANOVA results were significant, F (3,146)=101.541, p<.001. The ANOVA findings demonstrate that the
whole regression model is statistically significant, indicating that the interplay of digital customer connection,
digital capabilities enhancement, and continual improvement substantially forecasts service delivery. This also
means that at least one of the digital transformation indicators is significant.

Table 9 presents the coefficient table which provides key information about the relationship between predictor
variables (digital customer relationship, digital capabilities growth, and continuous improvement) and the
response variable (service delivery).
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Table 9: Table of Coefficients

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error  Beta t Sig.
1 (Constant) 1.856 1.365 1.359 176
Customer Relationship 497 085 461 5.822 000
Capabilities Growth 092 088 109 1.050 205
Continuous Improvement.327 058 2524 5.613 000

a. Dependent Varnable: Service Delivery

The coefficient table reveals that digital customer relationship (p<.001) and continuous improvement (p<.001)
were significant. The unstandardized coefficients shown in the table may be used to resolve the study's model
as demonstrated below:

Y =1.856+0.497 X; +0.092 X, + 0.327 X3+ €

Where: Y= Service delivery , X,;= Digital Capabilities Growth, X,= Continuous Improvement, X;= Digital
Transformation and € = Error term

The constant (intercept) value of 1.856 suggests that when all predictor variables are zero, the baseline level of
service delivery is 1.856. However, since the p-value is not significant (p=.176), this intercept is not
statistically meaningful. The better coefficients for the three variables show that a unit change in digital
customer relationship, digital capabilities growth, and continuous improvement would result in a 0.497, 0.092
and 0.327 increase in service delivery. The standardized coefficients indicate that continuous improvement
and customer relationship are the strongest predictors of service delivery among the three variables. The
results therefore show that while both digital customer relationship and continuous improvement significantly
contribute to improved service delivery, continuous improvement has the greatest impact. Digital capabilities
growth, on the other hand, does not significantly predict service delivery in this model. However, participants
in the interview schedule valued digital capabilities growth and indicated that it influenced service delivery in
a positive way.

Discussion

Effect of Customer Relationship on Service Delivery

The research aimed to examine the impact of customer relationships on the service delivery of Kiambu Level
5 Hospital. Quantitative data indicated that digital customer relationship management was extensively applied
at Kiambu Level 5 Hospital in Kenya. The qualitative data included electronic health records, patient portals,
mobile health apps, telemedicine services, and automated communication systems, which have markedly
enhanced patient contact and participation. A significant positive correlation (r(148)=.760, p<.001) was found
between digital customer relationship and service delivery. The regression analysis further examined the effect
of digital customer relationship on service delivery within a model that also included digital capabilities
growth and continuous improvement. The digital customer relationship was also significant (p<.001) in the
regression analysis. The findings indicate that a unit change in digital customer connection would provide a
0.497 boost in service delivery. The findings demonstrate that enhancements in digital customer interactions
are significantly linked to improved service delivery outcomes in the hospital.

This outcome aligns with previous research that identified a substantial correlation between customer
relationships and service delivery. Bachir (2021) found that a bank's capacity to retain clients is closely linked
to customer satisfaction, particularly when customer loyalty is high. Similarly, Gandhi (2022) showed that
implementing digital transformation improves hospital customer relations and raises the overall quality of
healthcare services. In agreement, Magatef et al. (2023) demonstrated that while the personal component had a
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detrimental impact on consumer loyalty, the functional dimension had a large and favourable impact.
Elsewhere, customer experience and customer satisfaction directly benefited from customer relationship
management, according to study findings of Suharto and Yuliansyah (2023). The significant positive effect of
digital customer relationship on service delivery underscores the value of digital tools in enhancing healthcare
services. By investing in and optimizing these tools, hospitals can improve patient engagement, streamline
service processes, and ultimately provide higher-quality care.

Effect of Capabilities Growth on Service Delivery

The study examined the effect of digital capabilities growth on service delivery of Kiambu Level 5 Hospital.
Capabilities growth at Kiambu Level 5 Hospital was found to be implemented to a large extent but lower to
that of digital customer relationship. the hospital had made substantial investments in developing its digital
capabilities, focusing on transitioning to electronic health records, upgrading IT infrastructure, enhancing staff
competencies, implementing cybersecurity measures, and introducing telemedicine services. A significant
positive correlation (r(148)=.707, p<.001) was observed between digital capabilities growth and service
delivery. However, digital capabilities growth was found to be not significant (p=0.295) in regression analysis.
This result differs with the findings of Himanshee et al. (2023) where SMEs' digital transformation and
innovation were significantly and favourably impacted by their digital capacity and orientation. It also
contrasts with the results of Slavkovic et al. (2023), which indicate that digital skills substantially enhanced
information and data literacy, information security management, and change management. While a strong
correlation between digital capabilities growth and service delivery was observed, the lack of significance in
the regression analysis suggests that digital capabilities growth alone may not directly influence service
delivery outcomes when other factors are considered.

Effect of Continuous Improvement on Service Delivery

The research aimed to determine the impact of continuous improvement on the service delivery of Kiambu
Level 5 Hospital. Continuous improvement at Kiambu Level 5 Hospital was implemented to a moderate
extent. Responses in the interview revealed that that the hospital had a robust and formalized process for
monitoring and evaluating its service delivery. Continuous improvement was significantly positively
correlated (r(148)=.770, p<.001) with service delivery. Continuous improvement was also significant (p<.001)
in the regression analysis whereby a unit change would lead to 0.327 change is service delivery. The
significant positive correlation and the significant effect in the regression model both underscore that
continuous improvement is strongly associated with and contributes to better service delivery outcomes. This
result aligns with other research, including those by Patil and Rashidi (2023), Stoumpos et al. (2023), and
Oliver et al. (2023), which identified continuous improvement as a significant factor in performance and
service delivery outcomes. The notable positive association and considerable impact of continuous
improvement on service delivery underscore the essential need of persistent enhancement initiatives. By
emphasizing continuous improvement, healthcare businesses may attain superior service delivery results,
augment operational efficiency, and elevate patient happiness.

CONCLUSIONS AND RECOMMENDATIONS

The customer relationship substantially and positively influenced the service delivery at Kiambu Level 5
Hospital. The research revealed that Kiambu Level 5 Hospital has used many digital technologies, including
electronic health records, patient portals, mobile health apps, telemedicine services, and automated
communication systems. This significantly improved patient communication and engagement which had
enhanced the efficiency of service delivery by reducing wait times, improving communication and provided
patients with more convenient access to healthcare services.

The effect of capabilities growth on service delivery of Kiambu Level 5 Hospital was positive but not
significant. Although Kiambu Level 5 Hospital had made substantial investments in developing its digital
capabilities, through upgrading IT infrastructure, enhancing staff competencies, implementing cybersecurity
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measures, and introducing telemedicine services, this did not directly affect service delivery. According to the
results, improved service delivery was achieved through a combination of digital capabilities growth, digital
customer relationship and continuous improvement

Continuous improvement had a significant and positive effect on service delivery of Kiambu Level 5 Hospital.
The study found that Kiambu Level 5 Hospital had a robust and formalized process for monitoring and
evaluating its service delivery. This process involved regular audits, performance reviews, patient feedback
systems, and quality improvement projects which resulted in continuous improvement and the provision of
high-quality care.

Kiambu Level 5 Hospital should seek to retain existing customers through implementation of digital
technologies. Utilizing digital communication tools can make patients feel valued and engaged, fostering
loyalty to the hospital. In addition, implementing digital feedback mechanisms, such as online surveys or
satisfaction ratings may enable the facility gather insights into patient experiences which if acted upon
improves customer satisfaction and therefore loyalty and retention.

Kiambu Level 5 Hospital should also invest in acquisition of digital technology to improve productivity of the
hospital. Implementing workflow automation tools can streamline various administrative processes, such as
billing, claims processing, and patient registration. In addition, utilizing data analytics tools can help hospitals
monitor key performance indicators.

There is a need to invest to invest in technology that ensures that health services are delivered on time.
Technologies that monitor and manage patient flow can help hospitals identify and address delays in real-time.
Advanced scheduling software for instance, can optimize appointment bookings, reduce no-show rates, and
ensure that patients are seen in a timely manner.

Suggested Areas for Further Study

A comparable research should be conducted at other level 5 institutions for comparison analysis. Future
research should include patients to get their perspectives, particularly about service delivery. Future research
should investigate other data gathering techniques, such as observation.
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