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Abstract 

The general objective of this study was to determine the influence of emotional intelligence 

competencies on internal service quality among county employees in Kenya. In particular the 

study soughtto determine the influence of self-awareness competencies on internal service 

quality among county employees in Kenya. The study was grounded on three key theories, 

emotional intelligence theory, learning organization theory and quality management theory. 

This study adopted positivist philosophy and explanatory correlational design. The target 

population consisted of 9165 employees drawn from the 47 counties in Kenya. The sample 

size was determined using Yamane’s formula to obtain 383. Data was collected using 

structured questionnaire from which a response rate of 85% was achieved. Data analysis was 

conducted using SPSS version 26, employing both descriptive and inferential statistical 

analyses. Moderation effects were tested through stepwise regression modeling. The findings 

indicated that self-awareness competencies had a moderate positive correlation (r = 0.569, p 

< 0.01), and explained 32.4% of the variation (R² = 0.324, β = 0.636, t = 12.468, F = 155.457, 

p < 0.001) in internal service quality.The study concludes that self-awareness competencies 

have statistically significant influence on internal service quality among county employees in 

Kenya rejecting the null Hypothesis. The study recommends that County governments 

institutionalize structured programs aimed at enhancing self-awareness among county 

employees. The study further recommends that more effort should be invested in 

development of emotional intelligence competencies in order to further enhance internal 

service quality county employees.  

Key words 

Competencies, County Employees, Emotional Intelligence Competencies, Internal Service 
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Introduction 

Internal service quality (ISQ) involves the delivery of high-quality, supportive services, 

resources, and communication occurring between an organization's internal departments, 

teams, and personnel, adapting core SERVQUAL dimensions such as rapid responsiveness, 
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consistent reliability, empathetic engagement, assured competence, and sufficient resources 

tailored for internal operations (Hogreve, Iseke& Derfuss 2022). Internal service quality 

within businesses is essential in today’s globalized and competitive business world. In 

businesses, particularly those that provide public goods, better communication, teamwork, 

and resource management are encouraged by high internal service quality, and this results in 

an organizational structure that is more robust and dynamic and can better handle the 

complex demands of the contemporary market (Bwachele, Chong &Krishnapillai 

2023).Within public institutions, ISQ emerges as a foundational management element, 

seamlessly orchestrating inter-departmental collaboration, precise resource stewardship, and 

optimized processes that ultimately deliver tangible citizen benefits like accelerated permit 

processing or readily accessible services (Al-Ibrahim, 2022). 

In the public sector, internal service quality is essential for ensuring that public servants can 

efficiently and effectively deliver services to the community. High internal service quality 

leads to better resource allocation, streamlined processes, and improved employee morale, all 

of which contribute to more responsive and reliable public services. Enhancing internal 

service quality in the public sector can help overcome bureaucratic inefficiencies and 

improve the overall trust and satisfaction of the public with governmental operations. 

Additionally, it can foster innovation and adaptability in public service delivery, aligning 

with the evolving needs of the community (Ferguson, 2022). 

In the global environment today, emotional intelligence enables employees to better manage 

emotions, handle interpersonal relationships, and navigate workplace dynamics, which 

directly enhances service quality within organizations (Jasleen & Anupam 2022). Goleman 

(1995) emphasized that employees with high emotional intelligence are better at 

understanding and responding to internal customer needs, fostering a culture of empathy and 

collaboration that improves overall service quality. Building emotional intelligence 

competencies in staff members is one strategy to improve internal service quality in 

businesses (Kang, Jame& Alexandris 2022). Internal service quality being the efficacy and 

caliber of interactions that occur within a company and have an impact on staff retention and 

general productivity. The capacity to control emotions and comprehend others is essential in 

a workplace where people frequently collaborate and communicate.  

Self-awareness competencies involve understanding one’s emotions, strengths, weaknesses, 

and values (Carden, Jones & Passmore 2022). Self-awareness competencies have been 

widely studied for their impact on internal service quality. Studies have shown that 

employees with high self-awareness are better equipped to recognize how their behavior 

affects others, leading to improved interpersonal interactions and service delivery. County 

governments in Kenya face significant challenges in delivering quality internal services, 

which directly impacts public service delivery (Anguche, Kimani &Ndururi 2024). Despite 

the devolution of power and resources under the 2010 Constitution, many counties have 

struggled to meet citizens' expectations for efficient and effective service delivery.  

The inefficiency of delivering quality internal services has been attributed to various factors, 

including a lack of emotional intelligence (EI) competencies among county employees, which 

are critical in fostering a conducive work environment, improving teamwork, and ensuring 

responsive service. Research indicates that emotional intelligence competencies such as self-

awareness are integral to enhancing internal service quality, yet these competencies are 

underdeveloped in many counties (Kamau, 2022).Recent reports show that public 
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dissatisfaction with service delivery is widespread across several counties. According to a 

2022 report by the Office of the Auditor-General, more than 60% of counties failed to meet 

operational efficiency targets, with delays in service response times and employee 

dissatisfaction cited as key issues (GOK, 2022). For example, Nairobi, Kisumu, and 

Mombasa counties reported in-service delivery audits that only 40% of requests for services 

were addressed within the stipulated time frame. In addition, employee turnover and low 

morale is persistent problem in these counties, further exacerbating inefficiencies in internal 

service quality. 

Despite the recognition of emotional intelligence as a potential driver of improved service 

delivery, there is a lack of empirical studies focusing on the role of EI competencies in 

enhancing internal service quality within county governments. This presents a critical 

knowledge gap, as existing research on service quality largely focuses on technical aspects 

such as operational procedures, neglecting the influence of interpersonal skills and emotional 

intelligence. Thus, the problem remains inadequately addressed, with no defined strategy to 

develop the necessary emotional intelligence competencies among county employees, leaving 

a gap in both theory and practice. This study seeks to fill this gap by investigating the 

influence of self-awareness competencies on internal service quality.  

For this study, figure 1 illustrates the influence of the independent and dependent variables 

and the moderator. Self-awareness competencies were essential for recognizing one’s 

emotional states and understanding how these influenced different aspects of work 

performance. Related indicators include emotional recognition, self-confidence, accurate self-

assessment, and decision-making processes. 
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Methodology 

Study Design 

The study was grounded on three key theories, emotional intelligence theory, learning 

organization theory and quality management theory. This study adopted Positivist philosophy 

and explanatory correlational design. This study adopted the positivism philosophy because it 

sought to objectively measure and analysed the influence of emotional intelligence 

competencies on internal service quality among county employees using quantifiable data. 

Positivism emphasized the use of scientific methods to test hypotheses, focusing on 

observable phenomena and measurable variables. In this study, emotional intelligence 

competencies such as self-awareness along with internal service quality, were treated as 

concrete constructs measurable through standardized tools such as questionnaires. The study 

aimed to establish cause-and-effect relationships, consistent with the positivist approach, by 

using empirical evidence to draw conclusions and ensuring that the research outcomes were 

valid, reliable, and generalized across the population. 

This study adopted explanatory correlational design which assseed the nature and strength of 

relationships between variables in this case, self-awareness and internal service quality. It 

helped to determine whether changes in emotional intelligence levels are associated with 

changes in service quality among county employees, without manipulating any variables. 

Explanatory moderation design was also used since the study included a moderating variable 

learning organization practices this design was relevant. It tested whether the strength or 

direction of the relationship between emotional intelligence competency and internal service 

quality varies depending on the presence or level of learning organization practices.The 

quantitative approach was also used as it allowed for the objective measurement of self-

awareness and its influence on internal service quality. It also supported the examination of 

the moderating role of learning organization practices in this relationship. 

Participants and Sampling 

The target population for this study was county employees in Kenya. Specifically, the study 

targeted county employees working within public organizations across all 47 counties of 

Kenya. The county employees were selected because they represent the critical 

implementation level of Kenya's devolved governance system, where effective internal 

service delivery directly impacts public service quality. As such, the research captured the 

diverse operational contexts of urban and rural counties while addressing a significant gap in 

emotional intelligence research within African public sector settings.According to the data 

available from the Salaries and Remuneration Commission (SRC) (2025), there are 

approximately 226,540 county employees in Kenya. Specifically, the study targeted the 

County Executive Employees, County Assembly Members, Directors, Sub- County 

administrators, and County Public Service employees, who were 9165 employees (SRC, 

2025). 
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Table 1 

Population Distribution 

Structure  Target Population       Percentage  

County Executive Members 658 7% 

Chief Employees  756 8% 

County Assembly Members 4089 5% 

Directors  1739 47% 

Sub County Administrators 408 5% 

County Public Service Employees 1515 28 

Total           9165           100%  

 

The study employed purposive sampling to strategically select county employees who could 

provide the most relevant insights into the relationship between emotional intelligence 

competencies and internal service quality. Given the need for participants with direct 

experience in service delivery and interdepartmental collaboration, the researchers targeted 

employees in supervisory roles, frontline service positions, and administrative departments 

across Kenya’s 47 counties. This approach ensured representation of diverse perspectives 

while focusing on individuals whose roles inherently required emotional intelligence for 

effective service coordination. Probability random sampling was used to select participants 

based on their job functions and organizational influence, the study enhanced the depth and 

applicability of findings to Kenya’s devolved governance context. 

 

The sample size for this study was determined using Yamane’s formula, which is appropriate 

for calculating sample size when the population is known. Yamane’s formula is expressed as:  

 

� =  
�

(1 + �(�)
)
 

 

Where n = sample size required, N = population size, and e = alpha level, i.e., e = 0.05 if the 

confidence interval is 95%. Yamane’s formula to determine a sample size from the target 

population of 9165 at 95% confidence interval (e = 0.05) as follows: 

 

� =  
9165

(1 + 9165(0.05)
)
 

 

� = 383 

Table 2 
Sample Size Distribution 

Structure  Target Population Sample Distribution Percentage 

County Executive Members 658 28 7.3 

Chief Employees  756 32 8.4 

County Assembly Members 4089 171 44.6 

Directors  1739 73 19.1 

Sub County Administrators 408 17 4.4 

County Public Service Employees 1515 62 16.2 

Total           9165           383          100% 
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Data Collection Instruments 

A structured questionnaire was used to collect data from a large sample of county employees 

across the 47 counties. The questionnaire was distributed electronically through Google 

Forms, and physical copies were provided in areas with limited internet access. The 

instrument was pilot-tested to ensure clarity and reliability, and steps were taken to maintain 

respondent anonymity and data confidentiality. The survey was kept concise to encourage 

completion and improve data quality. 

Procedure 

Research procedures involved obtaining the necessary permissions and approvals from 

relevant regulatory bodies, including the Institutional Ethics Review Committee (IERC) and 

the National Commission for Science, Technology, and Innovation (NACOSTI). The IERC 

ensured that research involving human subjects was conducted ethically and in compliance 

with established standards to protect participants’ rights and welfare. NACOSTI regulates 

research activities in Kenya to ensure alignment with national priorities and scientific 

integrity. The study was submitted to both bodies for review and approval prior to the 

commencement of data collection, in order to guarantee ethical conduct and adherence to 

legal requirements. 

The pilot study for this research involved administering 38 questionnaires to county 

employees working in public offices within Kenya's 47 counties which was 10% of the 

sample size of 383. Reliability was tested using a pilot study involving 38 county employees, 

with Cronbach’s Alpha values exceeding the 0.7 threshold for all constructs.  

Data Analysis 

Reliability analysis was conducted to assess the internal consistency of the research 

instrument using Cronbach’s Alpha, which measures the extent to which all items within a 

construct are correlated. According to Sekaran and Bougie (2022), a Cronbach’s Alpha 

coefficient of 0.7 or higher is considered acceptable for basic research. Additionally, Kothari 

and Garg (2022) highlight that reliability can be assessed from two perspectives: the extent of 

accuracy (reliability) and the extent of inaccuracy (unreliability). Cronbach’s Alpha is widely 

used because it evaluates internal consistency by determining how individual questionnaire 

items relate to each other and to the overall construct. The reliability score ranges from 0 to 1, 

with higher values indicating stronger internal coherence and reliability of the measurement 

tool. 

Table 3 presents the reliability results for the pilot study, confirming that all constructs in the 

research instrument achieved acceptable reliability levels. The Cronbach’s Alpha values 

ranged from 0.713 to 0.84, demonstrating that the instrument exhibits high internal 

consistency. 

Table 3 
Reliability Statistics 

Variable Cronbach’s 

Alpha 

Number of 

Items 

Conclusion 

Self-Awareness Competencies 0.84 16 Reliable 

Learning Organization Practices 0.755 16 Reliable 
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Internal Service Quality 0.713 16 Reliable 

Source: Pilot Survey Data (2025) 

 

In the final study data analysis was conducted using SPSS version 26, employing both 

descriptive statistics (means, standard deviations, and percentages) and inferential analyses 

(correlation and regression). Moderation effects were tested through stepwise regression 

modeling. 

To test the specific objective, simple linear regression model was estimated individually for 

the emotional intelligence construct (Self-awareness competencies). The model was 

structured as follows: 

� = �� + ���� + � 
Where: 

Y= Internal Service Quality (ISQ), the dependent variable 

�0 = Regression constant or intercept 

�1 = Regression coefficients for each independent variable 

�1 = Self-Awareness Competencies (SAC) 

� =Error term assumed to be normally distributed with mean z 

 

Ethical Considerations 

Ethical considerations are critical to ensuring the integrity of the research process and 

protecting the rights of the participants (Saunders, Lewis & Thornhill 2022). Before data 

collection began, clearance was sought from relevant authorities, including the Institutional 

Review Board (IRB) and the county government offices. This ensured that the study 

complied with all legal and ethical standards. All participants were provided with detailed 

information about the study, including its purpose, the procedures involved, the potential 

risks and benefits, and their rights as participants. Consent forms were obtained, and 

participation was entirely voluntary. The confidentiality of the participants was strictly 

maintained. Personal identifiers were removed from the data, and responses were 

anonymized. The data were stored securely, and access was restricted to authorize personnel 

only. Participants were informed of their right to withdraw from the study at any time without 

any negative consequences. They were also assured that they could skip any questions they 

were uncomfortable answering. In cases where sensitive information was collected, 

additional measures were taken to protect the privacy and security of the data. This included 

encrypting electronic data and securely storing physical copies. After the data collection, 

participants were debriefed about the study’s findings and how their data would be used. 

They were also given the opportunity to ask questions and provide feedback on the process. 

 

RESULTS 

Response Rate 

The primary data collection method employed in the study was a self-administered 

questionnaire. The survey was distributed using a method in which participants were 

provided with the questionnaire and requested to return it upon completion. The study 

targeted a sample size of 383 county employees across Kenya. Out of this sample, 327 

participants completed and returned the questionnaires, resulting in a response rate of 85.4%, 
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as shown in Table 4 According to Sataloff and Vontela (2021) a response rate of 50% is 

adequate, 60% is good, and 70% and above is considered very good for analysis. Therefore, 

the 85.4% response rate achieved in this study was deemed highly satisfactory and sufficient 

for conducting both descriptive and inferential statistical analyses to address the study 

objectives. 

Table 4 

Response Rate 

Respondents  Targeted Number  Response  Response Rate  

County employees 383 327 85.4% 

Total  383 327 85.4% 

 

Demographic Information of the Respondents 

To enrich the interpretation of the study findings, a demographic analysis was carried out 

focusing on key participant characteristics, including gender, age, level of education, duration 

in current designation, job position, reporting department, and type of employment. These 

variables provided important context for understanding how individual backgrounds may 

have influenced respondents’ perceptions and experiences related to emotional intelligence 

and internal service quality. 

Gender of the Respondents 
The research evaluated the gender distribution of the respondents.  

 

Figure 2 Gender of Respondents 

As shown in Figure 2, most study participants were male, accounting for 55.35%, while 

female respondents comprised 44.65%. These findings indicate a relatively balanced gender 

mix among county employees. Although male respondents were slightly more than female, 

the difference was not significant, suggesting that both genders were well represented in the 

roles targeted by the study, including administrative, technical, and managerial positions 

across county governments. 

Age of the Respondents 
The study explored the respondents’ age distribution. As illustrated in Figure 3, the largest 

proportion of respondents (37%) were aged between 26 and 35 years, followed closely by 

those aged 36 to 45 years, who accounted for 34.9%. Respondents aged 46 to 55 years made 

up 11.6%, while those aged 18 to 25 years comprised 10.4%. Only 6.1% of the respondents 

were above 55 years. These findings indicate that most county employees who participated in 
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the study were in the 26 to 45 age range, suggesting that mid-career professionals made up a 

substantial portion of the public service workforce engaged in internal service delivery. 

 
Figure 3 Age of Respondents 

 

Education Level 
The study examined the highest level of education attained by the respondents. As shown in 

Figure 4, majority of county employees (55.96%) held an undergraduate degree. This was 

followed by 22.32% who had attained a master’s degree, 8.87% who held a diploma, and 

7.34% who had completed a PhD or doctorate. Additionally, 5.50% of the respondents 

reported having completed a professional course. These findings suggest that most 

respondents were well-educated, with a significant proportion holding advanced academic or 

professional qualifications, which likely contributed to their understanding and application of 

emotional intelligence competencies in the workplace. 

 

Figure 4 Highest Education Level 

Length of Tenure 
The study also analyzed the length of time respondents had served in their current 

designation. As presented in Figure 5, 28.44% of county employees had worked for a period 

of 1 to 3 years, followed closely by 26.30% who had been in their roles for 8 to 10 years. 

Respondents with 4 to 7 years of experience accounted for 19.27%, while those with less than 

1 year represented 16.51%. Only 9.48% had served in their current roles for more than 10 

years. These findings indicate that the majority of respondents had between 1 and 10 years of 
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experience, suggesting a workforce composed largely of early to mid-career professionals 

with considerable familiarity with county government operations 

 
Figure 5 Length of Tenure 

Current Position 
The study assessed the current job positions held by county employees who participated in 

the research. As presented in Figure 6, the largest proportion of respondents were technical 

staff, accounting for 21.10%, followed by middle-level managers at 18.35% and support staff 

at 17.74%. Administrative staff represented 16.21% of the respondents, while senior-level 

managers made up 15.60%. Additionally, 11.01% of the participants identified their role as 

consultants. These results demonstrate that the sample included a diverse range of job 

categories within county governments, ensuring that insights into emotional intelligence and 

internal service quality reflected experiences across different functional and managerial 

levels. 

 

Figure 6 Current Position 

 

Departmental Affiliation 
The study also examined the departments to which the respondents reported within their 

respective county governments. As shown in Figure 7, the highest proportion of respondents 

worked in the finance department (18.65%), followed closely by human resources (18.04%) 

and IT (17.74%). Operations accounted for 17.43% of responses, while customer service 

represented 16.21%. The legal department had the smallest proportion of respondents at 

11.93%. These findings indicate that the study captured perspectives from a wide range of 
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functional areas, ensuring a well-rounded understanding of how emotional intelligence 

competencies influence internal service quality across different operational contexts within 

county administration. 

 

 

 

Figure 7 Departmental Affiliation 

Employment Type 

The study investigated the employment status of county employees who participated in the 

survey. As indicated in Figure 8, majority of respondents were permanently employed, 

accounting for 29.05%, followed by those on contract terms at 22.94%. Part-time employees 

made up 21.10% of the respondents, while casual workers represented 18.35%. Interns 

comprised the smallest group at 8.56%.  

 

Figure 8 Employment Status 

Descriptive Analysis for Internal Service Quality 
This section presents the descriptive findings on the dependent variable, internal service 

quality, as reported by county employees in Kenya. Internal service quality was assessed 

through four dimensions: operational efficiency, responsiveness, employee satisfaction, and 

work collaboration. Respondents rated their agreement with several statements on a five-

point Likert scale, and the results were summarized using mean scores and standard 

deviations. The overall aggregate mean score for internal service quality was 3.42 with a 

standard deviation of 1.27, indicating a moderate to strong perception of service quality 

within county departments. 

The dimension of operational efficiency recorded a mean of 3.47 and a standard deviation of 

1.26. Respondents agreed that service delivery processes are well-structured to reduce delays 

and inefficiencies (M = 3.57; SD = 1.30), and those internal workflows are optimized for 

accuracy and timeliness (M = 3.39; SD = 1.29). They also reported having adequate tools and 

resources to perform their duties (M = 3.52; SD = 1.23), and noted that their organizations 

continuously improve efficiency through better processes and technology (M = 3.41; SD = 

1.23). This finding implies that organizations are moderately investing in process and 

technological improvements. Continuous innovation may enhance productivity and 
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competitiveness. However, the moderate mean suggests room for further optimization and 

employee involvement. 

Responsiveness had an overall mean of 3.46 and a standard deviation of 1.25. Participants 

indicated that their departments respond to service requests in a timely manner (M = 3.47; SD 

= 1.36), prioritize urgent matters to maintain efficiency (M = 3.65; SD = 0.90), and 

encourage swift, proactive action in response to service needs (M = 3.27; SD = 1.42). They 

also took personal responsibility to ensure their work met responsiveness standards (M = 

3.43; SD = 1.31). Employees demonstrate a fair level of accountability toward meeting 

service expectations. This can improve client satisfaction and operational reliability. Yet, 

standard deviation shows varied commitment levels across staff. 

Employee satisfaction was rated moderately with a mean of 3.29 and a standard deviation of 

1.29. Employees reported feeling valued and motivated (M = 3.31; SD = 1.31), supported by 

inclusive work environments (M = 3.28; SD = 1.40), and equipped with professional 

development and leadership support (M = 3.24; SD = 1.43). The workplace culture was 

described as encouraging engagement and commitment (M = 3.31; SD = 1.03). A culture that 

promotes engagement can foster loyalty and drive performance. The moderate score indicates 

foundational support, but more can be done to deepen employee motivation. Management 

may need to reinforce cultural values consistently. 

Work collaboration recorded the highest dimension mean at 3.48 with a standard deviation of 

1.29. Respondents affirmed that teamwork is promoted through open communication and 

shared responsibilities (M = 3.44; SD = 1.35), and those colleagues support one another to 

complete tasks efficiently (M = 3.50; SD = 1.26). Interdepartmental collaboration was also 

noted as a strength (M = 3.52; SD = 1.28), along with joint decision-making and cooperative 

goal pursuit (M = 3.46; SD = 1.29).  These findings indicate that county employees 

experience moderate to strong internal service quality, with strengths in collaboration and 

operational efficiency. However, there remains an opportunity to enhance responsiveness and 

deepen employee satisfaction through improved engagement and support system. 

 

Table 5 
Descriptive Statistics for Internal Service Quality 

Internal Service Quality Statements Mean Std Dev 

Operational Efficiency 3.47 1.26 

My department ensures that service delivery processes are well-

structured, reducing delays and inefficiencies. 

3.57 1.30 

Internal workflows in my organization are optimized to ensure 

that tasks are completed efficiently and with minimal errors. 

3.39 1.29 

I have access to the necessary tools, resources, and support 

required to perform my duties effectively. 

3.52 1.23 

My organization continuously evaluates and improves 

operational efficiency by implementing better processes and 

technological advancements. 

3.41 1.23 

Responsiveness 3.46 1.25 

My department addresses service requests and inquiries in a 

timely manner to ensure a seamless workflow. 

3.47 1.36 
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My organization prioritizes urgent matters and actively resolves 

service-related challenges to maintain high efficiency. 

3.65 0.89 

Employees are encouraged to act swiftly and proactively when 

responding to internal and external service needs. 

3.27 1.42 

I take necessary measures to ensure that my work output aligns 

with the organization’s responsive standards. 

3.43 1.31 

Employee Satisfaction 3.29 1.29 

I feel valued and appreciated in my workplace, which enhances 

my job satisfaction and motivation. 

3.31 1.31 

My organization fosters an inclusive and engaging work 

environment that prioritizes employee well-being. 

3.28 1.39 

I receive adequate support in terms of resources, professional 

development, and leadership guidance to ensure job 

satisfaction. 

3.24 1.43 

My workplace culture promotes employee engagement, leading 

to a high level of commitment and enthusiasm for my work. 

3.31 1.03 

Work Collaboration 3.48 1.29 

My department encourages teamwork by fostering open 

communication and shared responsibilities. 

3.44 1.35 

Colleagues in my workplace support each other, ensuring that 

tasks are completed efficiently and with cooperation. 

3.5 1.26 

Interdepartmental collaboration is highly encouraged in my 

organization, ensuring that work processes are integrated and 

effective. 

3.52 1.28 

My team engages in joint decision-making and cooperative 

efforts to achieve our shared goals. 

3.46 1.29 

Aggregate 3.42  1.27 

 

Descriptive Analysis for Self-Awareness Competencies 

The descriptive findings as shown in table 6 indicates that the aggregate mean score for self-

awareness competencies was 3.55, with a standard deviation of 1.21, indicating that, on 

average, respondents agreed with the statements provided.  

The emotional recognition dimension recorded an overall mean of 3.37 and a standard 

deviation of 1.31, reflecting moderate agreement. Respondents reported varying ability to 

identify and regulate emotional responses. Specifically, the statement on being aware of how 

emotional state influences productivity and decision-making had the highest agreement (M = 

3.51, SD = 1.28), followed by the ability to recognize colleagues’ emotions based on tone and 

behavior (M = 3.42, SD = 1.24), and conscious adjustment of emotional responses to 

maintain professional judgment (M = 3.39, SD = 1.28). The lowest-rated item in this 

dimension was the ability to identify personal emotions in workplace situations and 

understand their impact (M = 3.14, SD = 1.45), suggesting that while most officers had 

emotional awareness, some found it difficult to consistently apply it in dynamic situations. 

Self-confidence emerged as the strongest dimension, with a mean of 3.82 and a standard 

deviation of 1.07, indicating strong agreement. County employees expressed high levels of 
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belief in their ability to perform, adapt, and lead effectively. The highest-rated item was the 

belief in one’s ability to find effective solutions when faced with challenges (M = 4.08, SD = 

1.14), followed closely by confidence in taking on new responsibilities and leadership roles 

(M = 3.92, SD = 1.05), and trust in personal ability to complete work and make sound 

decisions (M = 3.81, SD = 1.19). Comfort expressing differing opinions was rated lower 

within this dimension (M = 3.46, SD = 0.89), although still within the agreement range. 

The accurate self-assessment dimension had a mean of 3.55 and a standard deviation of 1.17, 

also reflecting general agreement. Respondents reported frequently evaluating their own 

strengths and weaknesses (M = 4.05, SD = 1.09), and acknowledged being open to seeking 

support when facing limitations (M = 3.46, SD = 0.88). However, there was less consistency 

in seeking feedback from supervisors and colleagues (M = 3.39, SD = 1.32), and in using 

self-reflection to understand personal growth and behavioral impact (M = 3.29, SD = 1.39), 

suggesting some gaps in feedback-seeking and introspective practices. 

The decision-making process dimension recorded a mean of 3.46 and a standard deviation of 

1.28, again showing overall agreement. Respondents noted their ability to remain objective in 

decision-making (M = 3.43, SD = 1.29), evaluate different options critically (M = 3.46, SD = 

1.27), and handle high-pressure situations with composure and rationality (M = 3.56, SD = 

1.23). There was slightly less agreement on considering multiple perspectives before 

implementing decisions that affect others (M = 3.40, SD = 1.32), though this still fell within 

the positive agreement range. In summary, county employees demonstrated moderate to 

strong self-awareness competencies, with self-confidence standing out as the most developed 

attribute. While emotional recognition and accurate self-assessment were also evident, there 

were areas for growth in self-reflection and interpersonal emotional recognition.  

Table 6 
Descriptive Statistics for Self-Awareness Competencies 

Self-Awareness Competencies Statements Mean Std Dev 

Emotional Recognition 3.36  1.31 

I can identify my emotions in different workplace situations 

and understand their impact on my interactions. 

3.14 1.45 

I am aware of how my emotional state influences my 

decision-making and productivity at work. 

3.51 1.28 

I can recognize the emotions of my colleagues based on their 

tone, facial expressions, and behavior. 

3.42 1.24 

I consciously adjust my responses when I realize my 

emotions are affecting my professional judgment. 

3.39 1.28 

Self-Confidence 3.82 1.07 

I trust my abilities to complete my work efficiently and make 

sound decisions independently. 

3.81 1.19 

I am comfortable expressing my opinions and ideas even 

when they differ from those of my colleagues. 

3.46 0.89 

I approach challenges with a belief in my ability to find 

effective solutions. 

4.08 1.14 

My confidence enables me to take on new responsibilities and 

leadership roles without hesitation. 

3.92 1.05 



 

DOI: https://doi.org/10.58216/kjri.v15i02.642          Kabarak J. Res. Innov. Vol. 16 No. 1 (2026)         Page 97 

 

Kabarak Journal of Research & Innovation 
https://journals.kabarak.ac.ke/index.php/kjri/ 

Musyoki P. K. 

Accurate Self-Assessment 3.55 1.17 

I regularly evaluate my strengths and weaknesses to improve 

my work performance. 

4.05 1.09 

I actively seek constructive feedback from my supervisors 

and colleagues. 

3.39 1.32 

I use self-reflection to understand how my behavior and skills 

impact my professional growth. 

3.29 1.39 

I am open to acknowledging my limitations and seeking 

support when necessary. 

3.46 0.88 

Decision-Making Process 3.46 1.28 

I remain objective when making decisions and avoid being 

influenced by emotions. 

3.43 1.29 

I take time to evaluate different options before making critical 

work-related decisions. 

3.46 1.27 

I handle high-pressure situations calmly and make rational 

decisions even under stress. 

3.56 1.23 

I consider multiple perspectives before implementing a 

decision that affects my colleagues or department. 

3.4 1.32 

Aggregate 3.55  1.21 

 

Correlation Analysis 

The study conducted Pearson correlation analysis to examine the strength and direction of the 

linear relationships between emotional intelligence competencies (self-awareness) and 

internal service quality among county employees in Kenya. The results, as presented in Table 

7, indicate that the emotional intelligence dimensions had statistically significant positive 

correlations with internal service quality. Specifically, self-awareness competencies showed a 

strong positive relationship with internal service quality (r = 0.569, p < 0.01), suggesting that 

county employees who are more self-aware tend to deliver better internal service. This 

finding imply that higher levels of emotional intelligence and supportive organizational 

learning environments are associated with improved internal service quality in the public 

sector. The positive and significant correlations across all variables support the theoretical 

linkages proposed in the conceptual framework and justify further inferential testing through 

regression analysis. 

 

Table 7 

Correlation Matrix 

  1 2 3 4 5 6 

Self-awareness 

competencies 

Pearson 

Correlation 

1      

Sig. (2-tailed)       

N 327      



 

DOI: https://doi.org/10.58216/kjri.v15i02.642          Kabarak J. Res. Innov. Vol. 16 No. 1 (2026)         Page 98 

 

Kabarak Journal of Research & Innovation 
https://journals.kabarak.ac.ke/index.php/kjri/ 

Musyoki P. K. 

Internal service 

quality 

Pearson 

Correlation 

.569** .501** .418** .470** .315** 1 

Sig. (2-tailed) 0.000 0.000 0.000 0.000 0.000  

N 327 327 327 327 327 327 

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

*. Correlation is significant at the 0.05 level (2-tailed). 

 

Regression Analysis of Self-Awareness Competencies on Internal Service Quality 
The specific objective of the study was to find out the influence of self-awareness 

competencies on internal service quality among county employees in Kenya. Self-awareness 

competencies, as conceptualized in this study, refer to an individual's capacity to recognize 

their emotions, internal drivers, strengths, and limitations, and to understand how these affect 

their interactions and performance within the organization. These competencies are 

foundational to emotional intelligence and are considered essential for effective interpersonal 

engagement and service-oriented behavior in public institutions. 

To assess this objective, a simple linear regression analysis was conducted. The analysis was 

also used to test the research hypothesis: 

H01: Self-awareness competencies have no significant influence on internal service quality 

among county employees in Kenya. 

The regression model estimating the influence of self-awareness competencies on internal 

service quality was fitted, and the model summary results are presented in Table 8. The 

results indicate that the correlation coefficient between self-awareness competencies and 

internal service quality was moderate and positive (r = 0.569). Furthermore, the coefficient of 

determination (R²) was 0.324, suggesting that approximately 32.4% of the variation in 

internal service quality can be explained by variations in self-awareness competencies. The 

remaining 67.6% is explained by other factors not included in the model, or by random error. 

These findings underscore the substantive contribution of self-awareness to perceived internal 

service quality within county government operations. 

Table 8 

Model Summary for Self-Awareness Competencies on Internal Service Quality 

Model R R Square AdjustedR Square Std.Error of the Estimate 

1 .569 .324 .321 .49776 

a. Predictors: (Constant), Self-Awareness Competencies 

b. Dependent Variable: Internal Service Quality 

To determine the statistical validity of the fitted model, the study also conducted an analysis 

of variance (ANOVA). The results presented in Table 9 indicate that the F-statistic was 

155.457 with a corresponding p-value of less than 0.001, which is below the significance 

threshold of α = 0.05. This confirms that the regression model is statistically significant and 

that self-awareness competencies make a meaningful contribution to predicting internal 

service quality. 
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Table 9 

 ANOVA for Self-Awareness Competencies and Internal Service Quality 

Model Sumof Squares df Mean Square F Sig. 

1 Regression 38.517 1 38.517 155.457 <.001
b 

Residual 80.525 325 .248   

Total 119.042 326    

a. Predictors:(Constant), Self-awareness competencies 

b. DependentVariable: Internal Service Quality 

The regression coefficients presented in Table 10provide further insight into the relationship 

between self-awareness and internal service quality. The results show that the unstandardized 

coefficient for self-awareness was β = 0.636, with a standard error of 0.051. The t-value was 

12.468 and statistically significant (p < 0.001). These findings indicate that self-awareness 

competencies have a positive and statistically significant effect on internal service quality. 

The final regression model is expressed as: 

Internal Service Quality = 1.166 + 0.636(Self-Awareness Competencies) + ε 

 

Table 10 
Regression Coefficients for Self-Awareness Competencies on Internal Service Quality 

  UnstandardizedCo

efficients 

Standardized

Coefficients 

 

Model  B        Std.Error  Beta T Sig. 

1 (Constant) 1.166             .183  6.366 .000 

 Self-awareness .636             .051 .569 12.468 .000 

a. Dependent Variable: Internal Service Quality   

Summary of the Hypotheses Tests and Operational Framework 

Based on the findings on emotional intelligence competencies, self-awareness had 

statistically significant positive influences on internal service quality, as shown in table 11. 

The competency demonstrated a unique and measurable effect, confirming the 

multidimensional nature of emotional intelligence in the context of service delivery. The 

study revealed that emotional intelligence competencies significantly influence internal 

service quality, validating their role as key individual-level predictors in public institutions. 

As a result, the null hypothesis (H01) was rejected. The regression model suggests that a one-

unit increase in self-awareness competencies leads to an estimated 0.636 increase in internal 

service quality. These findings underscore the critical role of self-awareness in enhancing 

service delivery among public sector officers. 
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Table 11 
Summary of the Study Hypotheses 

Study variable Study Hypothesis 
Type of 

analysis 

Hypothesis test 

result 

Self-awareness 

competencies 

H01: There is no statistically 

significant influence of self-

awareness on internal service 

quality. 

Simple linear 

regression 

H01 rejected 

(p < 0.05) 

 

DISCUSSION 

The study established that self-awareness competencies exert a statistically significant and 

positive influence on internal service quality among county employees in Kenya. Self-

awareness competencies recorded a mean of 3.55 (SD = 1.21), demonstrated a significant 

correlation with internal service quality (r = 0.569, p < 0.01), and accounted for 32.4% of its 

variability (R² = 0.324, β = 0.636, t = 12.468, F = 155.457, p < 0.001). These metrics 

underscore that heightened self-awareness fosters superior responsiveness, collaboration, and 

interpersonal service behaviors, directly elevating internal institutional performance in 

devolved public settings. Employees exhibiting stronger emotional recognition, self-

confidence, accurate self-assessment, and rational decision-making deliver more reliable and 

empathetic internal services, confirming self-awareness as a pivotal emotional intelligence 

dimension for public sector efficacy. 

These findings align closely with Oba-Adenugu, Ezeribe, and Oba-Adenugu (2022), who 

surveyed 308 academic staff in Nigerian private universities and uncovered a strong, 

significant positive relationship between self-awareness and task performance via regression 

analysis. Their recommendation for targeted training to enhance self-efficacy mirrors the 

current study's implication that self-awareness training could amplify service quality in 

Kenyan counties, though their focus on universities and task performance, rather than public 

sector internal service quality, highlights a contextual extension here. 

In contrast, Akolo and Adamu (2024) reported a positive but insignificant self-awareness 

effect on employee performance in North Central Nigeria, while self-management proved 

significant. This nuances the present results by affirming self-awareness's value, yet the 

current study's robust significance (β=0.636) in county contexts surpasses their healthcare 

findings, emphasizing its potency when paired with full EI theory over isolated analysis. 

The purpose of Simon Kagwe’s (2025) study was to examine how self-awareness, as a 

dimension of emotional intelligence, influences organizational performance in universities in 

Kenya through a synthesis of existing literature.The study found that self-awareness 

positively contributes to organizational performance by enhancing leadership effectiveness, 

decision-making quality, interpersonal relationships, and employee engagement, ultimately 

improving institutional efficiency and service delivery in universities. Musonye and Makokha 

(2025) confirmed self-awareness's significant positive effect on organizational performance 

in Kenya's Trans Nzoia County Government (n=100, correlation/regression), urging 

emotional recognition training. The current study's broader county scope, higher explanatory 

power, and EI-grounded correlational design extend their single-county, self-awareness 

theory-limited results to validate internal service quality as a key performance conduit. 
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Gitonga, Mburugu and Mwenda (2024) found self-awareness significantly enhanced 

Presbyterian clergy well-being in Kenya (n=176, descriptive stats), recommending 

recruitment testing. Aligning descriptively, the present regression strength (F=155.457) 

applies this to service quality, transcending clergy psychological focus to public employee 

collaboration, with fuller EI integration. Magut (2024) linked self-awareness to optimism in 

Uasin Gishu looked-after youths via mixed-methods, confirming interventions' elevation. The 

current adult county application mirrors this developability, but shifts to service outcomes, 

filling youth-specific gaps with quantifiable variance explanation. 

Thapa,Akashe and Aryal, (2023) demonstrated self-awareness's significant influence on 

leadership effectiveness in Bangladesh enterprises advocating training for engagement. 

Paralleling this, Kenyan public results affirm transferability to service quality, adapting 

enterprise-digital emphasis to devolved governance. Welbeck et al. (2025) showed self-

awareness mediated 29% of internal service quality via thought leadership in Ghanaian 

SMEs. The current direct effect (32.4%) complements this, extending to Kenyan public 

sectors omitted in their private SME analysis. Da Fonseca (2022) revealed strong self-

awareness effects on internal service quality through leadership in South Africa, yet ignored 

frontline employees. The present study's county frontline focus (β=0.636) addresses this, 

aligning EI frameworks while contextualizing to Kenyan devolution. Therefore, these studies 

corroborate self-awareness's positive service influence across Nigeria, USA, Kenya, 

Bangladesh, Ghana, South Africa, and Bangladesh, empirically bridging to Kenyan county 

internal service quality enhancement through targeted competencies. 

 

Conclusion 

The study established that self-awareness competencies exert a statistically significant and 

positive influence on internal service quality among county employees in Kenya.The study is 

important to several key stakeholders in Kenya including county employees, county 

governments, citizens, human resource professionals, researchers and  learning institutions to 

understand how emotional intelligence's link to internal service quality, thus sustaining 

performance. The study guides targeted interventions that can improve internal services, 

organizational environment, job satisfaction, and citizen-centered service delivery. 

The study concludes that self-awareness competencies have statistically significant positive 

influence on internal service quality among Kenyan county employees. Heightened self-

awareness fosters superior responsiveness, collaboration, and interpersonal service behaviors, 

elevating institutional performance in devolved public settings. Employees with stronger 

emotional recognition, self-confidence, accurate self-assessment, and rational decision-

making deliver reliable, empathetic internal services, confirming self-awareness as a pivotal 

emotional intelligence dimension for public sector efficacy. Targeted training is necessary to 

amplify these outcomes. 

The study recommends that county governments should implement targeted self-awareness 

training programs emphasizing emotional recognition, self-confidence, accurate self-

assessment, and rational decision-making to boost responsiveness, collaboration, and 

empathetic internal services. Roll out mandatory workshops for frontline employees during 

onboarding and annually, using 360-degree feedback and reflection exercises tailored to 

devolved public dynamics. Incorporate self-awareness assessments into recruitment and 
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promotions to hire resilient candidates. Leadership should model these competencies through 

peer mentoring, fostering a culture of reliability.  

Future studies should examine additional variables interacting with EI, such as psychological 

safety, organizational commitment, or resilience, to determine their influence on internal 

service quality among county employees in Kenya. Broaden sectoral scope to health services, 

education, or state-owned enterprises for generalizability beyond devolved governments. 
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