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Abstract

Effective service delivery is a fundamental component of any firm’s success. Organizations
strive to ensure that clients receive high-quality service at every point of interaction. However, in
the case of Equity Bank, satisfactory service delivery has remained a significant challenge and a
major source of frustration for its customers. A review of existing literature reveals limited
empirical evidence on the effect of knowledge acquisition on service delivery within the banking
industry. Therefore, the study sought to establish the effect of knowledge acquisition on quality
service delivery at Equity Bank headquarters in Nairobi City County. The research was based on
knowledge-based theory of the firm. The research utilized both descriptive and explanatory
research designs. The unit of observation was 25 staff working in middle level management and
105 staff working in low level management at the Equity Bank head Office. A census approach
was used. Semi-structured questionnaires were employed for primary data collection. Validity
and reliability were assessed through pilot study and cronbanch alpha. Both quantitative and
qualitative data was collected. Content analysis was used to analyse qualitative data obtained
while quantitative data was analyzed using both inferential and descriptive statistics The study
found that knowledge acquisition has positive and significant effect on quality of service
delivery at Equity Bank headquarters in Nairobi City County (B:=0.629, p-value=0.000). The
study concludes that employees’ proactive efforts to seek knowledge from both external and
internal sources greatly contribute to enhanced efficiency and improved service delivery at
Equity Bank. To enhance service delivery, Equity Bank should establish structured cross-
functional knowledge-sharing platforms and invest in regular training programs focused on
strategic knowledge acquisition. Additionally, the bank should adopt advanced documentation
systems to streamline knowledge storage and retrieval, ensuring employees have timely access to
accurate and relevant information.
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INTRODUCTION

The banking industry is one of the most crucial sectors of any economy as it plays a central role
in financial intermediation. It serves as a vital component of economic activity by mobilizing
deposits and extending credit to governments, individuals, households, and businesses, thereby
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supporting investment, consumption, and overall economic growth (Gakuo & Rotich, 2019).
Over the past two decades, the industry has witnessed significant growth and undergone
considerable structural and technological changes, driven by globalization, financial innovation,
and regulatory reforms. Globally, the sector is marked by intense competition resulting from the
entry of new financial players and the growing expectations of increasingly informed and
demanding customers (Chesaina & Gitonga, 2019). In this highly dynamic and competitive
environment, commercial banks must prioritize delivering high-quality services to retain clients,
build customer loyalty, and maintain a competitive edge within an ever-evolving financial
landscape.

The banking sector industry is one that prioritizes customer service. Efficiency and effectiveness
are crucial, especially when it comes to offering services to clients. (Galdolage & Rasanjalee,
2022). The provision of efficient service to customers involves satisfying the needs of customers
consistently. Service quality is essential in building and maintaining valuable connections with
clients and stays up to date with their constantly evolving needs (Wanyama, 2018). However, in
developing countries banking industry's service delivery has been defined as poor leading to loss
of financial service accessibility. For instance, the World Bank Global Financial inclusion
database (2019) report indicates that 37 percent of the population in developing nations is still
unbanked. Additionally, commercial banks have long queues, a high turnaround time and
consistent complaints about poor attitude of tellers (Ocloo & Dzisah, 2019).

Knowledge acquisition plays a crucial role in ensuring quality service delivery by enabling
organizations to gather, integrate, and apply relevant information to better understand customer
needs, improve decision-making, and enhance operational efficiency. Knowledge acquisition
encompasses the process of obtaining and understanding relevant data from a variety of external
and internal sources, like plans, experiences, relevant documents, experts, and so on, is referred
to as knowledge acquisition. The most well-known methods for gaining knowledge are training,
teaching, observing, concept mapping, process mapping, laddering and interviewing. Kijugu and
Moronge (2021) indicate that knowledge acquisition, capturing, or gathering is the process of
integrating knowledge into an organization.

Knowledge acquisition plays a fundamental role in enhancing organizational performance by
enabling firms to gather and internalize valuable information necessary for innovation,
adaptability, and improved service delivery. In China, Sahibzada and Sahibzada (2022) found
that knowledge acquisition, as a core component of knowledge management, significantly
contributes to operational efficiency by helping organizations respond to technological and
market changes. Similarly, in Pakistan, Akram (2018) emphasized that acquiring relevant
knowledge supports the optimization of internal banking processes, leading to better customer
service and operational effectiveness. In Jordan, Shawaqfeh (2019) observed that systematic
knowledge acquisition improves employee functionality by fostering informed decision-making
and productivity.

Quality Service delivery challenges, such as long waiting times, transaction errors, and rising
customer complaints, have become prevalent across several African countries, including
Zimbabwe, Nigeria, Ghana, and Tanzania. These inefficiencies point to deeper organizational
issues that could be addressed through strategic knowledge acquisition. By systematically
gathering customer feedback, market intelligence, and internal process evaluations, organizations
can identify service gaps and implement targeted improvements. For instance, in Ghana, Ocloo
and Dzisah (2019) emphasized that knowledge acquisition enables employees to make informed
decisions, fostering operational efficiency and improved customer experiences. Similarly, in
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Nigeria, Osayande (2021) found that effective knowledge acquisition enhances marketing and
customer engagement, directly contributing to better service outcomes. In Uganda, SMEs
utilizing knowledge-based strategies reported improved customer satisfaction (Wijaya & Suasih,
2020). These findings collectively suggest that enhancing knowledge acquisition processes is key
to addressing service bottlenecks and delivering timely, efficient, and customer-centered services
in the region.

In Kenya, commercial banks face mounting pressure to enhance quality of service delivered
amid rising customer volumes and increasing competition within the financial sector. Many
institutions struggle with long waiting times, frequent transaction errors, and rising customer
dissatisfaction, with complaints increasing by over 30% in recent years (Ouma & Kirori, 2019;
Koskei, 2020). In response, banks have increasingly adopted knowledge management practices
to address these service inefficiencies. Knowledge acquisition, in particular, plays a vital role by
enabling banks to systematically collect valuable insights from customer interactions, market
trends, and internal processes. According to Wamwea (2019), acquiring relevant knowledge
equips employees with the information needed to identify service gaps, tailor solutions, and
respond more effectively to client needs. This is supported by Omar and Kilika (2018), who
emphasized that knowledge-based employee empowerment enhances service quality.
Consequently, improved knowledge acquisition strategies have become essential for boosting
responsiveness, efficiency, and overall customer satisfaction in Kenya’s banking sector.
Statement of the Problem

Commercial banks in Africa, particularly those aiming to grow and gain market share, must
focus on maintaining financial stability while also improving customer service (Njenga, 2022).
This is evident from a survey by the Kenya Bankers Association, which found that 59.8% of
respondents indicated that service quality could influence their decision to remain with or leave a
financial institution (Kenya Bankers Association, 2022). While customers consider various
factors when choosing a bank, the study showed that bank stability was initially the most
important criterion, likely due to the global trend of bank collapses at the time. However, this
trend has since shifted, and customer service has emerged as the top factor influencing bank
selection (Wanjohi, 2023). Quality of service has become a key differentiator that separates
market leaders from competitors.

At Equity Bank, service quality has reportedly declined, as reflected in a drop in customer
satisfaction, long queues (despite the adoption of digital platforms), and a rise in customer
complaints (Agatha, 2022). According to Rotich (2021), customers wait an average of 30 to 45
minutes before being served in Equity Bank branches. Additionally, Wambugu (2021) observed
that only 48% of Equity Bank customers reported satisfaction, implying that 52% were
dissatisfied. It is therefore critical to explore how knowledge management practices influence
service delivery quality in Equity Bank.

Recent findings further highlight the decline in Equity Bank's service quality. For instance,
Agatha (2022) reports that the customer satisfaction index dropped by 12%, from 85% in 2021 to
73% in 2022. Mwaura (2023) noted that average waiting times in branches increased by 15%,
with 35% of customers experiencing delays, despite the implementation of digital platforms like
mobile and online banking aimed at alleviating such issues. Karanja and Ombui (2020) add that
customer complaints rose by 20%, largely due to poor service delivery and slow response times.
Kalinda, Rukangu, and Rintaugu (2022) also observed that while digital platforms have
improved accessibility, they have been accompanied by increasing complaints about money loss
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and service interruptions. These indicators point to urgent service quality challenges that the
bank must address.

Various studies have examined the effect of knowledge acquisition on service delivery quality.
For instance, Chebet and Njuguna (2020) studied the relationship between Knowledge
acquisition and service delivery at Oxfam International, Kenya; Kijugu and Moronge (2021)
examined the influence of knowledge acquisition on service delivery in Nairobi County's public
hospitals; and Ouko and Gatero (2023) conducted a study on the effect of knowledge acquisition
on service delivery performance in Nairobi City County’s Huduma Centres. However, these
studies were limited contextualized to specific organizations and hence the findings cannot be
generalized to commercial banks. In addition, the three studies utilized descriptive research
design while this study utilized both explanatory and descriptive research designs. Thus, the
focus of this study was to examine the effect of knowledge acquisition on quality of service
delivery at Equity Bank headquarters in Nairobi City County.

LITERATURE REVIEW

Theoretical Framework

The study was anchored on the Knowledge-Based Theory of the organization, introduced by
Grant (1996). It emphasizes that a firm’s most critical asset is its knowledge. According to the
theory, diverse knowledge capabilities and intellectual assets within an organization determine
its ability to gain a competitive advantage and achieve superior performance. Unlike tangible
resources, knowledge is often socially embedded, complex, and difficult for competitors to
imitate (Zhao & Gong, 2021). It is stored and transmitted through personnel, systems,
organizational culture, procedures, and routines (Srivastava & William, 2022). This embedded
nature makes knowledge uniquely valuable and sustainable as a strategic resource. As businesses
increasingly operate in complex, knowledge-driven environments, leveraging internal knowledge
becomes essential for driving innovation, improving operational efficiency, and securing long-
term success in competitive and dynamic markets.

The Knowledge-Based Theory also serves as a robust framework for organizational learning and
strategic knowledge management. It provides guidance on how firms can effectively mobilize
and utilize their knowledge assets to achieve a sustainable competitive advantage. This is largely
facilitated through active employee participation in decision-making processes, strategy
development, and long-term planning (Kengatharan, 2019). In rapidly changing market
conditions, driven by globalization, technological innovation, and deregulation, continuous
knowledge acquisition and transfer are increasingly necessary (Zhao & Gong, 2021). Firms that
manage knowledge well are better positioned to adapt, innovate, and outperform competitors.
The theory emphasizes that socially embedded knowledge is difficult to replicate, making it a
powerful tool in sustaining economic performance, enhancing productivity, and fostering
organizational resilience amid shifting business environments.

According to the knowledge-based perspective, a firm operates as a distributed system where
valuable knowledge resides within individuals and teams, and the role of the organization is to
coordinate this knowledge to produce value. Employees are seen not only as operational staff but
also as vital knowledge holders and contributors to strategic development (Kengatharan, 2019).
Knowledge assets, such as skills, expertise, and experience, are considered equally or more
important than physical or financial capital for achieving competitive advantage. Hodgkinson
(2022) argues that knowledge is the foundation for innovation, diversity in strategic thinking,
and long-term adaptability. As such, knowledge-based and capability-oriented views have
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broadened the scope of strategic management by placing intellectual capital at the center of
sustainable growth, competitive strength, and value creation in modern organizations.

The theory anchored the independent variable - knowledge acquisition. Knowledge acquisition,
as a key element of knowledge management, involves the systematic gathering of relevant
information, expertise, and insights necessary to meet customer expectations and adapt to market
dynamics. Drawing from both internal sources—such as employee experiences—and external
ones like customer feedback and industry trends, this process enables the bank to make informed
decisions that improve operational efficiency and client satisfaction. According to the
knowledge-based theory of the firm, knowledge is viewed as a strategic asset that can drive
innovation and competitive advantage (Srivastava & William, 2022). At Equity Bank, the
effective acquisition of knowledge is expected to empower employees to anticipate client needs,
enhance service delivery, and maintain a responsive approach in the fast-evolving financial
services sector.

Empirical Literature Review

Agbim (2019) conducted an evaluation of the impact of knowledge acquisition on service
delivery in Nigerian hotels. The research utilized a multi-stage sampling method and an ex-post-
facto research approach to choose the participants who answered the questionnaire from the pool
of workers of the chosen hotels. It was determined that service delivery and knowledge gain are
strongly correlated. To further improve knowledge acquisition, the study recommended that
hotel managers and hoteliers utilize ICT systems, knowledgeable staff, and all other pertinent
knowledge management tools. The study findings though valuable do not apply to commercial
banks environment in Kenya because of the significant variations in socio-cultural and
macroeconomic environments between the two countries In addition, an ex-post-facto research
methodology was utilized in the research, but the current study used both descriptive and
explanatory research designs.

Ibojo and Mobolade (2023) examined the impact of knowledge acquisition on organizational
performance among manufacturing companies in Ghana. The study used a survey research
design. The findings revealed a significant positive relationship between knowledge acquisition
and organizational performance. It emphasized that enhanced knowledge acquisition supports
sustainability and the development of organizational competencies. However, having been
limited to the manufacturing companies in Ghana, the findings of this study cannot be
generalized to the banking industry in Kenya due to differences in business environment. In
addition, the study used organizational performance as the dependent variable, but the current
study adopted quality of service delivery as the dependent variable. Also, the study used survey
research design, but the current study used both descriptive and explanatory research designs.
Matar and Raudelitiniené (2021) conducted a study on the influence of knowledge acquisition on
key knowledge management processes within higher education institutions in Lebanon. The
study employed a quantitative research design, collecting data through a structured
questionnaire. The findings revealed that knowledge acquisition plays a leading and highly
significant role in shaping other knowledge management processes, particularly knowledge
creation. However, the study also acknowledged its geographical limitations, noting that the
results are specific to Lebanon and may not be generalizable to institutions in other countries. In
addition, the study used key knowledge management processes as the dependent variable, which
is different from quality of service delivery used in this study. In addition, the study was limited
to Lebanon and hence the findings cannot be generalized to commercial banks in Kenya.
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Aslam, Ali and Dhir (2022) explored how knowledge acquisition influence competitiveness
among international alliance partners like Pakistani and Chinese engineering firms. The study
employed a qualitative case study approach. The findings revealed that both explicit and implicit
knowledge acquisition took place through integrated consultancy work, leading to an
improvement in the competitiveness of the engineering firms. However, the study was limited to
Pakistani and Chinese engineering firms, which are different from commercial banks in Kenya in
terms of operational business environment, regulatory frameworks, and industry-specific
dynamics, suggesting that the findings may not be directly applicable to the banking sector in
Kenya without further research tailored to that context. Moreover, the study used
competitiveness as the dependent variable, which is different from quality of service delivery,
which was used as the dependent variable in this study.

Ouko and Gatero (2023) conducted a study on the effect of knowledge acquisition on service
delivery performance at Huduma Centres in Nairobi City County. The research adopted a
descriptive approach. The findings indicated that knowledge acquisition has a substantial impact
on service delivery at the Huduma Centres, highlighting the critical role knowledge acquisition
plays in improving service performance. However, the results may not be generalizable to the
banking sector, as the study focused on Huduma Centres, which have different objectives, vision,
and mission compared to Kenyan commercial banks. Additionally, the study targeted 700
employees, making its findings less applicable to the current study, which focuses on 130
employees. Furthermore, the research concentrated on the impact of knowledge acquisition in
Huduma Centres, limiting the generalizability of its findings to sectors beyond the public service
context.

Kijugu and Moronge (2021) examined the influence of knowledge acquisition on service
delivery in public hospitals within Nairobi County. The study employed a descriptive research
methodology. The findings indicated that knowledge acquisition positively and significantly
impacted service delivery. Furthermore, the study demonstrated that knowledge facilitates the
development of new goods and services to meet consumer needs, highlighting the importance of
innovation in enhancing service quality. However, the study focused on public hospitals in
Nairobi City County, which differ from Kenyan commercial banks in terms of mission, services,
and objectives, thereby limiting the applicability of the findings to the banking sector.
Additionally, while the research employed a descriptive research methodology, the current study
utilizes both descriptive and explanatory research designs, further differentiating the two
approaches.

Njoroge and Bula (2020) assessed the impact of knowledge acquisition on employee
performance in classified hospitality companies in Kenya. The study employed a descriptive
research design. The findings revealed a significant positive relationship between knowledge
acquisition and employee performance, with a particularly strong effect on service delivery and
operational efficiency. However, the study was limited to the hospitality industry, and the
dependent variable was employee performance, which differs from service delivery. As such, the
findings may not be directly transferable to other sectors, such as commercial banks, which
operate under different structures and pursue distinct objectives.

Mungai (2019) examined the influence of knowledge acquisition on service delivery within
SMEs in Nairobi City County, Kenya. The study adopted a descriptive research design. The
findings indicated that knowledge acquisition, measured through external surveys and
technological advancement had a significant impact on the service delivery of SMEs. However,
the study focused on SMEs, which differ substantially from Kenyan commercial banks in terms
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of structure, services, and objectives, making the findings less generalizable to the banking
sector. Additionally, the study employed a descriptive research design, which does not establish
causation, whereas the current research adopts both descriptive and explanatory designs to better
explore the cause-and-effect relationship between knowledge acquisition and service delivery.
Chebet and Njuguna (2020) investigated the relationship between knowledge acquisition and
service delivery at Oxfam International in Kenya. The study employed a descriptive research
design. The findings revealed that knowledge acquisition significantly affects service delivery at
Oxfam International. The process of acquiring knowledge enhances the efficiency, quality, and
impact of the organization’s services. By actively seeking and applying knowledge, Oxfam
International strengthens its capacity to address complex global challenges and improve the lives
of its beneficiaries. However, since the study focused on a nonprofit organization, its findings
may be less applicable to profit-oriented institutions such as commercial banks in Kenya, which
operate under different financial goals, structures, and objectives.

Conceptual Framework

Figure 1 provides a conceptual framework, a diagrammatic conceptualization of the relationships
between study variables. The independent variable was knowledge acquisition and the dependent
variable was quality of service delivery as illustrated in Figure 1.

Figure 1: Conceptual Framework

Knowledge Acquisition Quality of Service Delivery
e Identification of information | ® Customer satisfaction
e Information sources "| e Efficiency (waiting time)
e Information Gathering e Customer complaints
¢ Documentation

Independent Variable Dependent Variable

Knowledge acquisition, as operationalized in this study, comprises three key dimensions:
identification of information, identification of information sources, and information gathering.
Identification of information refers to the ability of employees to recognize the specific types of
knowledge or data required to enhance service delivery, such as customer needs, operational
challenges, or market trends. Identification of information sources involves pinpointing both
internal (organizational databases, experienced staff) and external (industry reports, competitors,
academic publications) avenues from which this information can be obtained. Information
gathering entails the systematic collection of relevant data from these sources to inform decision-
making and improve service outcomes.

Quality of service delivery in this study is operationalized using three measurable indicators:
customer satisfaction, efficiency (measured by waiting time), and customer complaints.
Customer satisfaction is assessed through client feedback on how well the services provided
meet or exceed their expectations, often measured using satisfaction surveys or rating scales.
Efficiency, specifically reflected by waiting time, is gauged by tracking the average duration
customers spend before receiving services—shorter wait times are taken as a sign of efficient
service delivery. Customer complaints are measured by the number and nature of grievances
recorded over a specific period, highlighting areas where service quality may fall short.

RESEARCH METHODOLOGY
The study utilized both explanatory and descriptive research designs. The unit of observation
was 130 employees in middle and lower level management serving at the Equity Bank
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headquarters. Frontline employees, often have direct and frequent interaction with customers.
Employees such as customer service representatives, sales associates, or support staff, play a
critical role in providing immediate assistance, resolving issues, and ensuring a positive customer
experience. They are the first point of contact for customers and handle day-to-day customer
service tasks. The study used a census approach to select 130 staff working in middle and low
level management at the Equity Bank head Office.

Both secondary and primary data was used. Secondary data was sourced from Equity Bank’s
annual reports by use of a data extraction checklist. Primary data was collected using semi-
structured questionnaires. A pilot study was conducted at Equity Bank Mundi Mbingu branch
with 10% of target population (13). The study will focus on three types of validity, which include
content validity, face validity and construct validity. Content validity was evaluated through a
comprehensive process that involved not only the input of the research supervisor but also
insights from relevant theories and prior studies. In enhancing face validity, the researcher
reviewed the instrument by seeking opinion of the university supervisor to recommend for
improvement and verify whether the instrument was able to address the aims of the research.
Construct validity was measured using confirmatory analysis. Reliability of the research
instrument was tested using Cronbach’s alpha. In this investigation, a Cronbach's alpha of 0.7
was deemed appropriate.

Content analysis was used to analyse qualitative data obtained from open-ended questions and
the results were presented in a narrative form. Quantitative data was analyzed using both
inferential and descriptive statistics. Descriptive statistics included frequency distribution,
percentages, mean and standard deviation. Inferential statistics comprised of regression and
correlation analysis. The regression model used was as follows;

Y =0+ B1X; +¢

Where: Y = Quality Service Delivery; X;= Knowledge Acquisition; By = constant; f; =
coefficients of determination and ¢ is the error term.

RESEARCH FINDINGS AND DISCUSSIONS

A total of 130 questionnaires were distributed, out of which 25 were distributed to middle-level
management staff and 105 to low-level management staff at Equity Bank Headquarters. Out of
these, 23 questionnaires from middle-level management and 93 from low-level management
were completely filled and returned back, resulting in a total response of 116 questionnaires. The
valid questionnaires accounted for an overall response rate of 89.23%. According to Waddell
(2020), a 75% response rate is considered adequate for population analysis and inference
deeming the 89.23% response rate adequate for conducting further analysis.

Descriptive Statistics

Quantitative data was obtained from closed-ended questions and items assessed using a 5-point
Likert scale, where 1 represents "Not at all," 2 indicates "Strongly Disagree," 3 signifies
"Disagree," 4 denotes "Agree," and 5 stands for "Strongly Agree." The study also used secondary
data on customer satisfaction index, waiting time and customer complaints obtained from Equity
Bank’s yearly reports of for the period between 2019 and 2023.

Knowledge Acquisition

The participants were requested to rate their agreement with different aspects of knowledge
acquisition. The results were as summarized in Table 1.
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Table 1: Aspects of Knowledge Acquisition

Statements Mean Std.
Deviation

I am aware of the various internal sources of knowledge within my organization. 4.284 0.453

I actively seek knowledge from external sources to enhance my work within the = 4.327 0.766

bank.

Our organization has clear processes for identifying and validating knowledge  4.285 0.629

sources.

I regularly explore new sources of knowledge to stay informed and improve my  4.138 0.617

work.

I collaborate with colleagues from different departments to identify valuable 4.293 0.457

knowledge sources within the organization.

I am aware of the various data sources available for information gathering within ~ 4.293 0.659

the organization.

I frequently engage with colleagues to gather information and insights relevantto ~ 4.207 0.947

my tasks and projects.

I am comfortable utilizing various data collection methods, like surveys, 4.379 0.599

observations and interviews.

I actively seek out new data sources to improve the quality of information I  4.163 0.721

gather for my work.

I am confident in my ability to analyze and interpret the data I collect from  4.224 0.576

various sources within the organization.

Our organization maintains a systematic approach to documenting acquired 4.103 0.464

knowledge.

I am aware of the available documentation methods and systems for recording  4.198 0.4

knowledge within the bank.

Our organization's documentation process encourages collaboration and input 4.181 0.909

from employees at all levels.

I consistently follow the organization's guidelines for documenting knowledge  4.146 0.675

and information.

I find the available documentation systems easy to use and effective for 4.017 0.769

recording important knowledge.

Average 4.216 0.643

From the results in Table 1, the overall average mean of 4.216 (SD = 0.643) indicates a strong
agreement among respondents on aspects of knowledge acquisition, including the identification
of knowledge sources, information gathering, and documentation. The standard deviation
suggests moderate variability in responses. Respondents expressed the greatest agreement with
actively seeking knowledge from external sources to enhance their work within the bank (Mean
= 4.327, SD = 0.766), and collaborating with colleagues from different departments to identify
valuable knowledge sources within the organization (Mean = 4.293, SD = 0.457). These findings
align with those of Ouko and Gatero (2023), who also observed high engagement in diverse
knowledge gathering practices.

There was relatively less agreement with statements concerning the ease of use and effectiveness
of available documentation systems for recording important knowledge (Mean = 4.017, SD =
0.769), and the regular exploration of new sources of knowledge to stay informed and improve
work performance (Mean = 4.138, SD = 0.617). Despite the slightly lower scores, these means
still reflect overall agreement among respondents, indicating a generally strong knowledge

IRJBSM ISSN 2710-2742 (online), www.irjp.org Page 96



acquisition culture. Furthermore, respondents affirmed awareness of various internal and external
sources of knowledge, confidence in analyzing collected data, and participation in collaborative
documentation processes. These insights support the findings of Agbim (2019) and Kijugu and
Moronge (2021), who emphasized the importance of structured knowledge systems in enhancing
employee performance and fostering organizational learning.

Quality of Service Delivery

The participants were asked to rate their agreement level on a number of aspects regarding
quality of service delivery in Equity Bank. The observations related to aspects indicating quality
service delivery have been analyzed and depicted in Table 2.

Table 2: Quality of Service Delivery

Statements Mean Std.
Deviation

Equity bank strives to meet or exceed customer expectations in my interactions 3.922 0.886

and service delivery.

Equity bank receives referral from customers for offering best services to them 4.172 0.815

Our customers are always happy and satisfied with our services 4.129 0.797

I believe that customer satisfaction is a key priority for Equity Bank and drives 4.051 0.883

our service delivery approach.

I actively seek feedback from clients to ensure that their expectations and 4.258 0.439

necessities are being met or exceeded by our services.

Equity bank reduces waiting times and queues in my area of responsibility to 4.172 0.48

enhance customer satisfaction.

Equity bank reviews customer wait times to identify opportunities for 4.387 0.489

improvement.

Equity bank emphasizes the importance of reducing customer wait times as part 4.344 0.561

of its service culture.

I believe that minimizing customer wait times is crucial for improving the overall  3.939 0.847

customer experience at Equity Bank.

I actively contribute to identifying and implementing solutions to reduce waiting 4.043 0.75

times and enhance service efficiency.

Equity bank listens to customer complaints and takes prompt action to resolve 3.956 0.806

their issues to enhance customer satisfaction.

Equity bank reviews customer complaints to identify patterns and opportunities 3.913 0.928

for service improvement.

Equity bank places a strong emphasis on addressing and resolving customer 4.189 0.709

complaints

I believe that addressing customer complaints effectively is essential for building 4.034 0.617

long-term customer loyalty at Equity Bank.

I actively participate in processes aimed at resolving customer complaints and 4.008 0.597

improving service quality based on customer feedback.

Average 4.101 0.707

From the findings as indicated in Table 2, the overall average mean of 4.101 (SD = 0.707)
indicates a strong agreement among respondents on the identification of knowledge sources,
information gathering, and documentation. With a mean of 4.387 (SD = 0.489), respondents
agreed that Equity Bank reviews customer wait times to identify opportunities for improvement.
Respondents also agreed with a mean of 4.344 (SD = 0.561) that Equity Bank emphasizes the
importance of reducing customer wait times as part of its service culture.
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Conversely, the two statements with the lowest mean scores included respondents agreeing that
they believe minimizing customer wait times is crucial for improving the overall customer
experience at Equity Bank (Mean = 3.939, SD = 0.847), and that Equity Bank reviews customer
complaints to identify patterns and opportunities for service improvement (Mean = 3.913, SD =
0.928). Despite being the lowest, these means still reflect a strong agreement on the importance
of addressing wait times and customer complaints. These findings align with Anamarija and
Colnar (2023), who observed that reducing customer wait times is essential for enhancing the
overall customer experience and increasing operational efficiency.

Secondary data was retrieved from Equity Bank’s yearly reports of for the period between 2019
and 2023. Table 3 illustrates the study results.

Table 3: Quantitative Measures of Quality of Service Delivery

2019 2020 2021 2022 2023

Customer Satisfaction Index (%) 78 80 85 73 70
Waiting Time (Minutes) 25 20 30 32 25
Customer complaints (%) 32 28 24 27 25

Secondary data retrieved from Equity Bank’s yearly reports for the period between 2019 and
2023 further validates these findings. As shown in Table 3, the data reflects fluctuations in
customer waiting times, decreasing from 25 minutes in 2019 to 20 minutes in 2020, rising to 32
minutes in 2022, and then dropping back to 25 minutes in 2023. Additionally, the percentage of
customer complaints declined from 32% in 2019 to 24% in 2021, with slight increases in 2022
and 2023, ending at 25%. These trends confirm the bank’s ongoing efforts to reduce wait times
and address customer complaints, as reflected in the respondents’ views.

Inferential Statistics

Correlation analysis

Pearson correlation analysis was employed to ascertain the link between response (quality
service delivery) and independent variable (knowledge acquisition). The results were as
illustrated in Table 4.

Table 4: Correlation analysis

Quality of Service Delivery  Knowledge Acquisition

Quality of Service Delivery Pearson Correlation 1
Sig. (2-tailed)
N 116
Knowledge Acquisition Pearson Correlation 37**
Sig. (2-tailed) .000
N 130

The study found a strong and statistically significant positive relationship between knowledge
acquisition and service delivery quality at Equity Bank headquarters in Nairobi City County (r =
0.737, p-value = 0.000). This indicates that as the bank improves its processes of acquiring
relevant knowledge—whether from internal sources such as employee insights or external
sources like customer feedback and market trends—there is a corresponding enhancement in the
quality of services delivered. The p-value being well below the 0.05 significance level confirms
that this relationship is not due to chance. These findings suggest that organizations that actively
invest in gathering and integrating useful information are better positioned to respond to
customer needs, make informed decisions, and maintain a competitive edge through improved
service performance and client satisfaction.
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Regression Analysis

Linear regression analysis was utilized to examine the impact of the predator variables on the
response variable. In this study, regression analysis was used to examine the effect of knowledge
acquisition on quality of service delivery. The regression model was as follows;

Y = BO + Ble + ¢

Whereby: Y = Quality Service Delivery; X;= Knowledge Acquisition; By = constant; ; =
coefficients of determination and ¢ is the error term.

Table 5: Model Summary

Model R R Square Adjusted R Square  Std. Error of the Estimate
1 7372 0.543 0.454 0.2259

a. Predictors: (Constant), Knowledge Acquisition

As illustrated in Table 5, the R-squared value for the association between knowledge acquisition
and quality of service delivery at Equity Bank headquarters in Nairobi City County is 0.543. This
means that 54.3% of the variation in the quality of service delivery could be explained
knowledge acquisition. These findings align with Kijugu and Moronge (2021) observations that
knowledge acquisition significantly impacts service delivery by improving efficiency, decision-
making, and innovation.

Table 6: Analysis of Variance

Model Sum of df Mean F Sig.
Squares Square
1 Regression 14.935 1 14.935 108.694 .000°
Residual 15.664 114 0.1374
Total 30.599 115

a. Dependent Variable: Quality of Service Delivery
b. Predictors: (Constant), Knowledge Acquisition

ANOVA was used to assess whether the model is a good fit for the data. As presented in Table 6,
the F-calculated was 108.694, while the critical F-value from the F-distribution table was 3.92.
Since the calculated F-calculated exceeded the F- critical and the p-value (0.000) was less than
the significance level of 0.05, the model was considered a good fit for the data.

Table 7: Regression Coefficients

Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
1 (Constant) 0.231 0.081 2.852 0.005
Knowledge Acquisition 0.629 0.135 0.548 4.659 0.000

a. Dependent Variable: Quality of Service Delivery

The regression was as follows:

Y=0.231 + 0.629X;

The study established that knowledge acquisition has positive and significant effect on quality of
service delivery at Nairobi City County’s Equity Bank headquarters ($,=0.629, p value= 0.000).
Because the p-value (0.000) was less than the significant level of (0.05), the relationship was
considered significant. This indicates that improvements in knowledge acquisition directly
contribute to enhanced service delivery outcomes. Organizations aiming to improve service
quality should, therefore, prioritize strategies that support effective knowledge acquisition—such
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as facilitating access to relevant information, promoting knowledge-sharing platforms, and
investing in staff training programs. These findings align with descriptive statistics, showing that
employees who are proficient in sourcing diverse information can better understand customer
needs and provide more informed, responsive services. Moreover, the results support previous
research by Agbim (2019), who found a strong link between knowledge acquisition and service
delivery, as well as Ouko and Gatero (2023), who reported similar effects within Kenya’s
Huduma Centres.

Conclusions

The study found that knowledge acquisition has a positive and significant effect on quality of
service delivery at Equity Bank headquarters in Nairobi City County. This means that employees
effectively gather and utilize knowledge through various data collection methods, such as
surveys, interviews, and observations. They actively seek external knowledge, collaborate across
departments, and leverage well-structured internal knowledge sources. The bank has clear
processes for identifying and validating knowledge, ensuring access to credible information.
Additionally, employees confidently analyze data, engage in knowledge-sharing, and utilize
user-friendly documentation systems for systematic knowledge management. In summary,
knowledge acquisition is embedded in the bank’s culture, fostering informed decision-making
and service quality. The study concludes that structured knowledge acquisition creates a well-
informed workforce, leading to improved efficiency, productivity, and customer satisfaction.
Recommendations

To enhance quality of service delivery at Equity Bank, the management should implement
structured cross-departmental knowledge-sharing forums to foster collaboration and knowledge
exchange among employees. Additionally, forming strategic partnerships with external
organizations can provide valuable insights and industry best practices. The bank should also
regularly review and update its knowledge identification and validation processes to align with
emerging trends, ensuring that employees have access to the most relevant and credible
information. Furthermore, improving the organization's systematic documentation processes by
adopting advanced, user-friendly documentation software will enhance efficiency and
accessibility, making it easier for employees to record, retrieve, and share knowledge.

Areas for Further Research

The aim of this study was to establish the effect of knowledge acquisition on quality of service
delivery at Equity Bank headquarters in Nairobi City County. However, the study was limited to
Equity Bank headquarters in Nairobi City County thus; results cannot be applied to other Kenyan
banks. Thus, the research recommends that more research ought to be conducted to establish the
effect of knowledge acquisition on quality of service delivery in other commercial banks in
Kenya. Furthermore, the study discovered that knowledge acquisition explains 54.3 per cent of
quality of service delivery at Nairobi City County’s Equity Bank headquarters. As a result,
further research ought to be conducted to establish other factors that affect quality of service
delivery at Equity Bank headquarters in Nairobi City County.
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