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ABSTRACT 

This study sought to determine attrition causes and their effects on organizational 

performance in the Kenyan telecommunication industry, with a specific focus on 

Airtel Kenya Limited. The objectives of the study were to establish measures of 

organizational performance, determine the effects of attrition on organizational 

performance, and determine the moderating role of government policies and 

competition on organizational performance. The study was guided by the reward 

theory of attraction, survival-based theory, human capital theory, and system theory. 

A descriptive research design was used, and the study population was the 476 

employees of Airtel Kenya Limited. The target population comprised 245 employees 

drawn from five departments, namely logistics and procurement, information and 

communication technology, administration and human resources, marketing and 

customer service, and finance and accounts. The study had a sample size of 76 

(employees of Airtel Kenya Limited) identified through purposive sampling. For data 

collection, a questionnaire was used, and the data was processed and analyzed using 

the Statistical Package for the Social Sciences (SPSS), version 23. Means, standard 

deviation, and variance on the dependent and independent constructs were used to 

show how clustered or dispersed the constructs were. According to the findings, the 

causes of attrition in the Kenyan telecommunication industry include salaries and 

wages, competition for the workforce, job security, training and development 

programs, and government policies. The study concluded that employee reward 

management is vital for organizational performance and recommended a positive 

relationship between employee development and organizational performance.  
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CHAPTER ONE 

INTRODUCTION AND BACKGROUND TO THE STUDY 

Introduction 

Attrition rate is the calculation of the number of individuals or staff that vacate 

or move out of a larger, collective group over a specified time frame (Alamsjah, 

2011). Hence, in terms of an organization, attrition rate refers to the turnover rate of 

staff or employees of an organization as a result of personal or organizational reasons. 

Telecommunication firms in Kenya have experienced attrition or employee turnover 

due to various reasons (Latha, 2013). The rate of attrition should be managed 

adequately by organizations so that they (organizations) can sustain improved 

organizational performance by yielding more from the concerned manpower. 

Organizational performance refers to the composition of an organization’s 

actual output measured against the intended target output (Latha, 2013). The 

organization leaders should curb the rate of employee turnover to sustain an improved 

performance of the organization amid the challenges faced. Since an organization’s 

performance is impacted by its level of attrition rate, organizations should execute 

measures and policies to reinstate efficiency in their services. An organization’s 

extent or rate of performance is an indication of whether it (the organization) would 

achieve its objectives within a given period (Barata, 2012).  

Job satisfaction in an organization is explained as an individual's self-

evaluation in the context of job and work. This is in regard to how individuals feel, 

that is, either positively or negatively, about the intrinsic or extrinsic aspects of their 

jobs (Basariya, 2019). It should be recalled that issues, such as commitment, 

absenteeism, and staff turnover, are all associated with the employees' job satisfaction 
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levels. Satisfaction levels defined by satisfied or dissatisfied have drawn research 

attention to employees' motivation and work performance (Haldorai, Kim, Pillai, 

Park, & Balasubramanian, 2019). 

An organization's attrition rate reflects on its (organization) performance and 

productivity within a specified or unspecified period of time (Armstrong, 2006). The 

rate of employee turnover in an organization affects how the organization handles its 

day-to-day business. Many companies around the globe initiate and propel measures 

that are used to gauge organizational performance. Firms’ leaders often regulate 

policies to ensure employees’ retention, and this manifests in such firms' 

performances (Jontes, 2015). 

Human resource managers should be more effective in addressing high 

turnover rates by acquiring proper workforce retention strategies, adopting staff 

retention plans, and providing managerial assistance in order to reduce expensive 

replacements and recruitment expenses. Employees would have a higher level of 

workplace satisfaction and stability as a result of this. Few organizations have better 

health insurance packages for their staff and the staff’s extended family members in 

order to keep them (staff and family) safe and comfortable. Even though such 

packages are not inexpensive, employers feel that such an investment would 

encourage workers to remain with the firm for a prolonged period. In this segment, 

the researcher delves into the study's background, problem statement, purpose, 

objectives, questions to be addressed, scope, justification, and significance. 

Background to the Study 

Attrition Causes in Organizations 

Employee turnover has been a challenge to human resource managers and the 

respective employers in both fast and slow-growing economies around the globe 
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(Iqbal, 2010). Organizations around the world initiate and formulate measures and 

policies that would ensure that their workforce is motivated towards the 

organizations’ general and specific agendas. Despite the benefits experienced by the 

manpower within organizational settings, organizations still experience particular 

levels of employee turnover. 

The telecommunications industry around the world has both internal and 

external competition for the available but limited resources (Saini & Subramanian, 

2014). Additionally, due to differences in reward systems in the telecommunication 

industry, there has been high attrition rates considering that employees shift jobs as 

they seek greener pastures (Saini & Subramanian, 2014). The United States of 

America (USA), European countries, and the far East Asian countries experience high 

levels of employee turnover resulting from the marginal development of structures 

and payment parities among concerned institutions (Iqbal, 2010). This has been a 

global concern that is also experienced in Africa. In the endeavors to better a country, 

high attrition rates are experienced at the end of the day due to various reasons that 

affect the human resource. 

Telecommunication firms in Africa are undergoing many tangible and 

intangible changes with the sole agenda of improving services and operations (Latha, 

2013). Firms in the telecommunication industry in Africa have experienced high 

attrition rates because there is a disparity in terms of rewards intended for firms’ staff. 

The reduction of border tariffs and barriers in Africa has increased the movement of 

workforce and services along the borders, hence certain economic changes (Iqbal, 

2010).  

In Kenya, the telecommunication firms compete for both skilled and unskilled 

personnel thus the constant shift of jobs by employees in the related firms 
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(Sutherland, 2016). The differences in the internal policies of the firms have 

contributed to increased attrition rates in the industry. The various causes of attrition, 

which include salaries and wages, competition for the workforce, job insecurity, and 

training and development, were the focus of this study with the aim of unearthing the 

reasons for such attrition rate at Airtel Kenya Ltd  

A number of factors related to the work atmosphere lead to attrition. These 

include the absence of opportunities for workers to air their views or attain functional 

and mental development, the lack of favorable human resource policies, and 

employees working for more hours than is logical. An unfavorable work environment 

urges a worker to hunt for some protected position, thus triggering attrition from the 

present position (Saini & Subramanian, 2014). 

Organizational Performance 

Many companies all over the world employ strategies or policies which ensure 

that an alternative functionality of the company is accelerated at a constant speed or 

even maintained to satisfy the predetermined goal (Barata, 2012). The performance of 

the telecommunications market in Kenya continues to be monitored by similar 

organizations to boost output amid problems facing the industry. There are different 

ways of measuring the performance of different companies, and an organization uses 

various methods to guarantee that performance is properly measured. Profitability, 

increased market size, effectiveness of operations, and amplification of creation are 

some of the methods of detecting the amount of functionality of an organization 

(Borjas, 2013).  

The performance improvement process is a recurring set of events in every 

social system that is concerned about changing itself and how it interacts with its 

environment. The system may be an individual, a group, a company's recurring 
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operation, or the company itself. The process clarifies the system's intent, its aims for 

achieving that purpose, and how those goals can be met. When working to achieve its 

objectives, the company reviews its performance and makes any possible 

improvements. 

Profitability shows the ability and the capability of a business entity to 

generate benefits (Arora & Jain, 2013). Companies all over the world work tirelessly 

to make sure that they are worth in all of the functions that they engage in. Profits are 

usually utilized to evaluate the functionality of a business entity. Thus numerous 

businesses guarantee that earnings are attained in the long run. The businesses in the 

Kenyan telecommunications market aim to boost their profits according to their 

products and services to Kenyans. Profitability is a great indication of organizational 

performance. Therefore, any business's leadership must be keen to ensure that the 

business’s earnings are aligned with the business’s design. 

An individual or company's market share refers to the percentage of the 

market they control (Jones & Watkins, 2009). An increase in market share indicates 

that a business is doing well. This is because the business is viewed in terms of 

increasing consumer parameters. Kenya's telecommunications industry seeks to grow 

its market share in East Africa and beyond in order to protect its goods and expand the 

market's dimensions (Latha, 2013), since a gain in market share is proportional to an 

increase in profits. 

Effectiveness in running a business is really crucial as it is connected to the 

use of each intangible and tangible resource, and this guides a company in its daily 

activities (Bruton, Lau, & Obloj, 2014). Effectiveness in a company guarantees that 

the materials of the business are nicely used in order to take full advantage of the 

rewards. The Kenya telecommunications industry businesses aim to be effective in 
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their use of finances, as well as in their use of other concerned facilities and raw 

materials. This helps in enhancing the businesses’ performance despite competition 

from other businesses outside the national boundaries. Effectiveness in the 

telecommunications industry continues to be an issue for numerous businesses 

because of limited customers and raw materials (Sutherland, 2016). 

Organizational performance improvement includes defining objectives, 

tracking the accomplishment of the above objectives by workers, providing input with 

employees, and assessing and enhancing employees' performance. The boss will 

collaborate with the employee to improve efficiency or, in the worst-case scenario, 

terminate them (employees) if they did not meet the organization’s objectives. Teams, 

internal repetitive tasks, and companies will all benefit from this basic success 

assessment series (Zainal & Madon, 2013). 

Telecommunication Industry 

Telephone, television (TV), Internet, and other utilities are provided to 

subscribers by the telecommunications industry. Telecom companies provide 

invaluable support for the country by supplying the main means of connectivity to 

nearly all companies, families, and individuals. In addition to the conventional 

networks offered by cable television and wired telephone, telephone providers 

provide cellular, fibre, mobile Internet services, and satellite TV. The 

telecommunications market is split into four major sectors: wireless, wired, satellite 

and others. The main segment of the market continues to consist of wired 

telecommunications carriers. Establishments in this field include, in particular, 

telecommunications networks such as wired (landline) telephone, wireless subscriber 

line (DSL), Internet and cable TV, and Internet services (Sutherland, 2016). 
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Companies operating under telecommunication industries across the world 

engage in transactions that fasten the facilitation of the conveyance of communication 

and information to the intended recipients (Furseth & Cuthbertson, 2016). Different 

countries have for quite some time invested in their telecommunication industries so 

as to ensure proper articulation and passage of information within the private and 

public sectors. As a result of different policies in terms of firms’ operations, the 

telecommunications industry has experienced a turnover of employees. According to 

Sutherland (2016), telecommunication firms in the USA, Canada, and the United 

Kingdom basically improve the welfare of their stakeholders in order to improve and 

sustain their competitive edge in the volatile global market. This indicates that such 

firms have put measures in place to curb attrition. 

In Africa, communication has been advanced rapidly from the traditional 

mechanisms to modern ones that are more reliable and facilitative (da Silvaa & 

Borsatoa, 2017). A number of countries in Africa, such as Egypt, Nigeria, South 

Africa, and Libya have benefited immensely from their own telecommunications 

aspects. The governments of African countries allocate reasonable budgets targeted to 

enhance the telecommunication structures that improve media performance in the 

midst of challenges (Latha, 2013). This results from the unending concern of 

improving the private and public sectors' performance in these countries.  

Another factor affecting job growth or decline is changes in business practices, 

such as restructuring businesses or outsourcing contracting out work. Corporate 

restructuring has made many organizations flatter, resulting in fewer middle 

management positions. Also, in the past few years, a number of industries, for 

example, have been outsourcing sales and claims adjuster jobs to large, 24-hour call 
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centers, leading to lower demand for these workers (Ahmed, Sabir, Khosa, Ahmad, & 

Bilal, 2016). 

Occupation describes the primary duties of the worker, as opposed to that of 

the industry, which describes the primary functions of the state. Industries are 

commonly made up of a number of professions. This segment discusses the different 

occupations that make up the industry and explains how each of them integrates into 

the process of manufacturing products or providing services. This information is 

organized by the human resources department, which is a set of occupations with 

common roles and responsibilities. Some businesses have a high concentration of one 

occupational sector, while others have a wide range of occupations. (Nyaga, 2015).  

The training and advancement section addresses standard entry-level 

qualifications for major occupations and occupational groups in the industry, as well 

as on-the-job training, suitable personal characteristics, and prospects for 

advancement. On-the-job preparation involves instructions to be given to employees 

after receiving a job and is mandatory if one is to be completely prepared for a job. It 

can take the form of structured classroom study, apprenticeship programs, or simply 

receiving instructions from another worker. (Hoffman & Tadelis, 2018). 

Telecommunication Industry in Kenya 

In Kenya, the telecommunications industry competes for both skilled and 

unskilled personnel, hence the constant shift of jobs by employees in the related firms 

(Sutherland, 2016). Telecommunications in Kenya focuses on telephony, the internet 

and broadband, and the infrastructure that supports telephony and the internet. It 

includes comprehensive information and key statistics on the industry, including 

telephony, the internet, fiber-optic, undersea cables, and the internet of things.  
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The Kenyan firms currently operating under the telecommunications industry 

are majorly Safaricom Ltd, Airtel Kenya Limited, and Telkom Kenya. These three 

firms have experienced employee attrition due to different reasons known to the 

employees. Differences in the internal policies of the firms in the telecommunications 

industry have contributed to increased attrition rates in the industry. Each Business in 

the Kenyan telecommunications industry has the goal of achieving success in terms of 

the use of funds, raw materials, and other concerned facilities so that it can 

outperform its rivals. This aids in enhancing the performance of such businesses 

despite competition from businesses that work past the national boundaries. 

The businesses in the telecommunications market in Kenya aim at boosting 

their earnings according to their products and services s (Nyaga, 2015). Additionally, 

these businesses have usually been able to poach the very best and hardworking 

workers from rival firms towards enhancing their own functionality. Competition 

from the main players in the telecommunication industry has resulted in high 

employee turnover rates in Airtel Kenya Limited, which has shaken the company's 

performance.  

Kenya's telecommunications sector grew relatively high in 2018, primarily 

driven by growth in the digital economy, mobile communications, and Internet 

penetration. Internet access is mainly achieved by mobile phones, which have become 

increasingly accessible and affordable, and data subscriptions totaled 46.8 million, of 

which almost half were on broadband (Wanyama & Rotich, 2018). The Kenyan 

government has described the telecommunications industry as a leading sector 

capable of supporting rapid economic development. The sector is undergoing a surge 

of digital innovation expected to impact the telecommunications, digital services, and 

cyber security industries. 
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Airtel Kenya Limited 

Airtel Kenya Ltd is a telecommunications company that provides voice 

internet, SMS, and value-added services designed to meet customer demands 

(Sutherland, 2016). The business started operations in November 2010 following the 

purchase by Bharti Airtel of Zain earlier in June of the same year. The company's 

network reaches about 80% of the population, with continuing attempts to expand 

coverage in all areas of the world. Since 2010, the organization has been working to 

bring the cost of connectivity to an affordable level by providing value-for-money 

goods and services, thereby offering the requisite competition in the Kenyan 

telecommunications industry. 

Airtel Kenya Ltd has adopted and implemented policies that enhance its 

performance in the market, improves its return, and ensure effective usage of its 

resources. Due to income and economic parities among the involved firms, a high 

level of employee turnover has been experienced in this particular industry. As one of 

Kenya’s top mobile communications companies, Airtel Kenya Ltd aims to connect 

communities across Kenya by providing relevant and innovative mobile solutions to 

all. Despite such an agenda, the attrition level has directly or indirectly affected the 

performance and position of the company in the industry. This, in turn, has affected 

the general and specific performance of the company as it seeks to meet its goals and 

objectives.  

Consequently, this study concentrated on identifying the causes of attrition, 

measures of attrition, and organizational performance causes on organizational 

functionality. This is because, in the modern competitive telecommunications 

business atmosphere, the effect of attrition on a company leads to damage of 

important things such as morale. Attrition entails the loss of the telecommunications 
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industry employees. Wynen, Van Dooren, Mattijs, & Deschamps (2019) stated that 

employee turnover and failing to keep clients over time tasks managers. To reduce 

attrition, managers must comprehend the sources of the customer and employee 

turnover, expenses related to attrition, and institute measures to lower attrition rates. 

Statement of the Problem 

Telecommunication firms around the world have experienced employee 

turnover as a result of competition from rivals or other unrelated firms. The 

performance of telecommunication firms heavily relies on the rate of employee 

turnover over a period of time. Increased attrition rate changes the organization's 

performance matrix due to constant gains and loss of specified and unspecified 

personnel (Armstrong, 2006).  

Airtel Kenya Ltd faces competition from other firms that offer similar services 

in the industry. Competition in the telecommunications industry in Kenya is tough, 

with Safaricom Ltd. commanding the larger market share of 65.4%; Airtel Kenya Ltd, 

21.4%; Telkom Kenya, 8.9%; and others, with 4.4% (Iqbal, 2010). There has been a 

need to curb the employee turnover rate so that the firm can achieve both its long- and 

short-term objectives within a stipulated period.  

Airtel Kenya Ltd has experienced a high employee turnover rate, which has 

affected the organization’s performance. This has made other telecommunications 

firms, such as Safaricom Ltd and Telkom Kenya, to offer stiff competition, 

consequently capturing some of Airtel Kenya Ltd’s market. This, in turn, has affected 

the normal or anticipated transactions and operations of the firm. Employment in the 

telecommunications industry was expected to decline by 9% over the years 2008 to 

2018, compared with 11% growth for all industries combined. Despite an increasing 
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demand for wireless Internet, cable television, and mobile technologies, productivity 

gains are expected to result in reduced demand for skilled workers. 

Latha (2013) researched the effect of employees’ attrition rate and retention on 

organizational performance in India. The study indicated that a high employee 

attrition rate hinders the retention of key personnel in the workforce, hence affecting 

organizational performance as a result of competition within the industry. The 

implication of Latha’s study is that the attrition rate in the firms affects the level of 

employee retention. Jontes (2015) undertook a study on the effect of high attrition 

rates on the operational efficiency of construction companies in Mexico. The result of 

the study was that high attrition rates hinder operational efficiency since the 

organization would spend much time on replacing the lost personnel of its workforce.  

None of the above studies addressed the effect of high attrition rate on 

organizational performance, and specifically at Airtel Kenya Ltd, hence leaving a 

research gap which this study sought to address. 

Purpose of the Study 

The purpose of this study was to determine the causes of attrition on 

organization performance in the telecommunication industry in Kenya, with a specific 

focus on Airtel Kenya Ltd. 

Objectives of the Study 

The study sought  to meet the following objectives: 

1. Establish the measures of organizational performance in Airtel Kenya Ltd.  

2. Determine the effects of attrition causes on organizational performance in 

Airtel Kenya Ltd.  
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3. Identify the moderating effect of government policies on organizational 

performance inAirtel Kenya Ltd.  

Research Questions 

1. What are the measures of organizational performance in Airtel Kenya Ltd? 

2. What is the effect of attrition causes on organizational performance in Airtel 

Kenya Ltd? 

3. How do government policies and the relationship between attrition causes 

moderate organizational performance in Airtel Kenya Ltd? 

Justification for the Study 

For a very long period, organizational performance has shaped organizations’ 

future in the terminology of survival and growth. For an optimistic development of 

business to be portrayed, organizational performance must constantly be on the rise. 

Kenya’s client base depends on the merchandise of the telecommunication businesses. 

When issues of high attrition rate negatively impact the effectiveness of businesses in 

the telecommunication industry, such businesses are likely to collapse, and 

consequently, the stakeholders pay the price.  

Since attrition rate can either negatively or positively influence 

organizational performance, businesses must do a lot to curb the issues of attrition in 

these particular industries. A clear understanding of the sources of attrition rate in the 

industry can help organizations develop solutions for ensuring that organizational 

performance is enhanced to high levels. The rate of workers’ turnover reflects 

considerably on the respective organizations’ efficiency and functionality (Bruton et 

al., 2014). Hence, the correlation between attrition and organizational performance 
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ought to be keenly identified for the sake of the success of the telecommunication 

industry businesses in Kenya. 

Significance of the Study 

The possible benefits of this study to business and society at large cannot be 

overstressed. Many businesses all over the world have created steps to regulate 

attrition rate and, as such, can fulfill their objectives and goals as needed. Companies 

usually work effectively to make sure that their functionality is enhanced to be able to 

drive the economic system of the nation to high levels. Hence, this study would 

benefit many stakeholders, specifically Airtel Kenya Ltd, other telecommunication 

firms, and the government of Kenya.  

Identifying the causes of attrition in Airtel Kenya Ltd could result in the 

company putting mitigation measures to correct their wrongs, which can translate to 

improved performance as the company would be able to retain its skilled employees. 

Consequently, the government of Kenya would benefit via improved tax contributions 

by Airtel Kenya Ltd. Furthermore, the telecommunication industry as a whole would 

benefit in that it would ensure that the findings of the study are adequately 

implemented by other firms in the industry, with the likely result being improved 

industry performance. 

The study would additionally be a useful addition to the current literature on 

attrition and its effect on organizational performance and thus benefit interested 

scholars. 

Assumptions of the Study 

This study was based on the following assumptions: 

1. Attrition causes are experienced in Airtel Kenya Ltd. 
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2. There are measures used to gauge organizational performance at Airtel Kenya 

Ltd. 

3. There is a relationship between attrition causes and organizational 

performance at Airtel Kenya Ltd. 

Scope of the Study 

The study was undertaken in Nairobi County and specifically focused on 

Airtel Kenya Ltd as an enterprise in Kenya. The study respondents were Airtel Kenya 

Ltd’s staff from the following departments: logistics and procurement, Information 

and Communication Technology (ICT), human resources and administration, finance 

and accounts, and marketing and customer service. The study adopted the descriptive 

research design, and the population was 245 employees working at Airtel Kenya Ltd 

headquarters along Mombasa Road, Nairobi County.  

The study collected primary data using a self-directed questionnaire. 

Multiple linear regression analyses were used to test the statistical significance of the 

various independent variables, including salaries and incomes, competitiveness for the 

workers, employment instability, and training and development on organizational 

success in Kenya's telecommunications industry. 

Limitations and Delimitations of the Study 

The researcher anticipated the following limitations: 

The possibility of facing difficulties in obtaining data because of the 

defensive nature of telecommunication companies. There was the possibility that the 

respondents may not be willing to release needed information either for protection or 

as a result of anxiety about the unknown. To moderate this, the researcher defined the 
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motives and the degree of the study. Additionally, the researcher sought authorization 

from Airtel Kenya Ltd, and this enabled a smooth data collection process. 

The likelihood of encountering very subjective people in the organization. 

This would have gone contrary to the core and results for this particular research 

study. As a mitigation measure, the researcher made it clear to the respondents that 

the study was solely for academic purposes. Moreover, the researcher used the proper 

data collection tool. 

Definition of Terms 

This part of the document provides definitions for the key terms used in the 

study, as follows: 

Attrition rate: “A metric used to measure employees or customers lost over a 

period of time who are not replaced. The rate is shown as a percentage compared to the total 

workforce or customer base” (Indeed Career Guide, 2020, para. 2). It is the metric 

human resources staff usually utilize when they need to ascertain the quantity of 

“vacant or eliminated positions” (Indeed Career Guide, 2020, para. 2). In this study, 

the term was used as defined by Indeed Career Guide (2020). 

Organizational performance: The undertaking of making certain that the 

utilization of an organization’s resources is geared towards the achievement of the 

goals of the organization. It is a concept generally used regarding the development of 

employees (Latha, 2013). This study used the same definition. 

Profitability: The ability as well as capability of a business entity to generate 

benefit (Arora & Jain, 2013). For this study, the same definition was applied. 

Market share: Describes some or may be part of the marketplace managed by 

a particular product or company (Jones & Watkins, 2009). The same definition was 

used in this study.  
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Efficiency: Efficiency reflects a peak output standard that utilizes the lowest 

input to reach the maximum production point (Bruton et al., 2014). 

Government policy: “A rule or principle that hopefully better guides 

decisions, resulting in positive outcomes that enhance the community or unit. 

Government policies contain the reasons things are to be done in a certain way and 

why” (LiveCareer Staff Writer, n.d., para. 7).  

Job insecurity: According to De Witte and Vander, De Witte, and De 

Cuyper, “job insecurity has been defined as the subjectively perceived and undesired 

possibility to lose the present job in the future, as well as the fear or worries related to 

the possibility of job loss” (as cited in Nella, Panagopoulou, Galanis, Montgomery, & 

Benos, 2015, p. 1). This study applied the same definition. 

Salaries and wages: “the payment for work agreed between an employee and 

his or her employer under the contract of employment in the private sector and for 

contractual agents in the public service, or employment for civil servants” (Insee, n.d., 

para. 1). The same definition was used in this study. 

Summary 

In this section, the researcher has introduced the study. The study’s 

backdrop; problem to be addressed; intent; objectives; presumptions; premise; 

possible impact; scope; and possible impediments, including mitigation measures for 

the same, are addressed. The section also incorporates the definitions of significant 

terms utilized in the study. 
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CHAPTER TWO 

LITERATURE REVIEW 

Introduction 

Literature review alludes to the substance of a scholastic paper that integrates 

significant, meaningful unearthings on a specific theme with the current information 

on the same (Ayabi, 2013). In this section, the researcher details the fundamental 

writings that identify with the factors under the subject of this current study. With a 

focus on the study variables, the section entails the study’s theoretical framework, 

general and empirical review of literature, and the conceptual framework.  

Theoretical Framework 

A theoretical framework involves the inclusion of theories or models that add 

value and quality to a study, hence portraying the study’s relevance (Mugenda & 

Mugenda, 2003). In this current study, the researcher used four theories, namely 

reward theory of attraction, survival-based theory, human capital theory, and system 

theory. 

Reward Theory of Attraction 

The theory was introduced by Elder & Caspi (1988) and postulates that 

people prefer others whose action is rewarding them or who are associated with 

rewarding activities. This means that people are drawn to those who make them feel 

comfortable in some way or to those who remind them that they love being around 

them. Therefore, a friendship that gives us more satisfaction and enjoyment than cost 

and pain is likely to survive (Dobre, 2013). 
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This theory is very critical to employees as they see their leaders as sources 

of satisfaction or dissatisfaction based on their (leaders) character, behavior, and way 

of handling the instruments of reward. The theory encourages organizations to use 

recognition policies in their organizations, and recognition should be based on 

meeting organizational objectives, as an employee’s duties and functions may change 

in complexity and responsibility (Harrison, 2013). Often, employee recognitions are 

focused on a shift of rank that requires increasing degrees of accountability. In 

addition, the advantages of recognition act as a motivation for higher success at work, 

improved morality, and the development of a sense of individual accomplishment and 

recognition. 

The reward theory of attraction proposes following career routes for different 

posts and that this should be clearly articulated with each career post having a 

different route. For instance, an accounts clerk may be promoted to the position of 

assistant accountant. All employees in the organization should be given complete 

information regarding the career routes as this serves as motivation to the employees 

to work harder to achieve the promotion. The theory encourages employee 

specialization as well as the establishment of responsibility centers through the 

promotion of autonomy. This means that employees can decide how their work 

should be done, no matter which concept is being applied; higher levels of autonomy 

tend to increase job satisfaction (Tran, 2015). 

Survival-Based Theory 

The theory 'high turnover can reduce the morale of employees' was introduced 

by Schumpeter in 1934. It builds on the premise that organizations must continuously 

adapt to the competitive environment to survive and accomplish their objectives. 

(Raduan, Jegak, Haslinda, & Alimin, 2009). Based on the survival-based theory, an 
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organization needs to adjust its activities to accommodate the constant changes that 

the planet is undergoing. The competitive environment is extremely harsh, affecting a 

stationary organization. The survival-based principle involves survival for the fittest 

hence organizations should be able to maneuver across all competitive dynamisms for 

survival purposes (Jamali, Hallal, & Abdallah, 2010). 

The survival-based theory proposes that the competitive atmosphere of a 

company can prove to be challenging if not looked after properly (Tehrani & Mansor, 

2012). To achieve their objectives, companies should embrace the most recent model 

of handling services and operations. The changes in the business community may 

render several activities and products obsolete hence a company must be up to date 

with the modifications in its outside environment.  

Technology advances at a faster rate laying the foundation for the survival-

based theory (Leichter, 2013). This particular principle aligns with this study’s 

perception that remote management includes the needs of the business atmosphere to 

guarantee efficiency within the business. This is because this kind of management 

embraces the continual use of technology that complements the competitive 

environment of the company. By addressing the attrition rate, a company can endure 

any changes and enhance the functionality of its operations and affiliated offices. 

Likewise, Airtel Kenya Ltd can deal with attrition issues and enhance its performance 

regardless of modifications in the business environment. 

Human Capital Theory 

According to Becker (1964), human capital refers to any stock of experience 

or characteristics that workers have (either natural or acquired) that contribute to their 

success at work. The theory postulates that, while spending on training and education 

is expensive, it should be considered an investment because it is intended to improve 

Daystar University Repository

Library Archives Copy



 

21 

personal efficiency. Human capital is a human factor in the enterprise, that is, a 

combination of experience, talents, and experience that gives the organization its 

distinctive character. 

However, this theory assumes that training raises efficiency at the workplace, 

resulting in higher individual incomes, but gives little insight into the mechanisms by 

which education and training are converted into higher wages. The theory of human 

resources is founded on the premise that formal training is strongly instrumental and 

essential to increase the workforce and/or the organization’s competitiveness. The 

principle is concerned with how individuals in an organization contribute their 

experience, expertise, and abilities to the enhancement of organizational capacity and 

the importance of that commitment (Armstrong, 2012). The theory stresses how 

training increases the effectiveness and performance of workers by increasing their 

level of cognitive stock of economically efficient human capacity, which is the 

product of inherent capacity and human capital production. It argues that education 

leads to economic growth and prosperity through its potential to improve the 

productivity of the current workforce. 

According to Torrington, Hall, and Taylor (2008), the philosophy of human 

capital described training as a commitment made by people, organizations, and the 

state. The teaching commitment can be calculated by measuring the amount of 

training inputs in terms of the number of staff trained, time, and cost. The human 

capital theory argues that humans are worth investing in as a form of capital and that 

the people's success and the returns obtained can be used as a return on investment 

and is measured in terms of costs and benefits. The accumulation of human capital 

takes place in three ways: formal schooling, whereby the individual devotes his or her 
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entire time to learning; on-the-job training, which is provided by the current 

employer; and off-the-job training (Zainal & Madon, 2013). 

Employees must have the necessary knowledge and skills to be productive 

hence demonstrating the relevance of this theory. Thus, performance appraisal is one 

of the human resource management practices that can be used in identifying the skill 

gap among the employees so that a necessary course of action is undertaken by the 

organization. Equipping employees with the necessary skills is essential for any 

organization that wishes to remain competitive and relevant (Armstrong, 2012). 

The human capital theory was deemed relevant to this study since the Airtel 

Kenya Ltd.’s Nairobi department organizes various training and development 

programs for officers in different cadres depending on each officer's training needs 

every year. This ensures that the officers are well equipped with any necessary 

knowledge and skills. Some of the training programs include induction courses, 

performance improvement seminars, senior management courses, supervisory 

management, strategic leadership, development program, and technical courses such 

as fingerprints and biometric identification. Additionally, this theory ensures that staff 

are well compensated based on their knowledge and skills level. This study was 

centered around the human capital theory as the theory emphasizes staff training to 

increase employee efficiency and productivity (Meyer & Maltin, 2010). 

Systems Theory 

This study employed the systems theory to determine the moderating role of 

government policies and competition on organizational performance in the Kenyan 

telecommunication industry, particularly Airtel Kenya Ltd. According to Cheong and 

Kim (2018), government policies and investments have a widespread, significant, and 

sometimes positive impact on any developed country's corporate climate and 
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economic growth. The effect of transitions in government policy from central 

regulation to free-market on spatial market convergence is explored by the bivariate 

exponential self-regression of the impact of new evidence on price discovery. As far 

as management is concerned, good managers are individuals who know how different 

processes have an effect on the person and how the systems surrounding them have an 

impact on the individual (Jontes, 2015). On the basis of this definition, the product 

consists of a variety of materials and services that come together as a means of 

achieving the objectives of the enterprise. This helps managers organize and monitor 

systems and act as a collective system for the business's benefit. The systems theory 

offers a broad perception that helps managers to look at the office's activities and 

trends to enhance collective and personal outputs (Bruyere & Barrington, 2012).  

System theory proposes the effective management of the workforce through 

methods that enhance the company's output (Braet & Verhaert, 2007). The company 

must make use of its resources to guarantee its proper management and its affiliated 

outlets, which impacts the development of the firm in terms of efficiency and 

effectiveness. Despite adjustments in the enterprise, the organization's devices can 

ensure it accomplishes its goals and agenda through employee motivation and 

discouraging the hassle of employees.  

The theory encourages the use of buildings or services to ensure the efficient 

operation of the organization (Bruton et al., 2014). Regulatory excellence is achieved 

by understanding how to shift the nature of processes and drive these systems towards 

greater public benefit. It involves the measurement of regulatory results to assess if 

the scheme is going in the right direction. Besides, regulatory excellence is concerned 

with determining how regulators intervene in processes. This means that excellent 

regulators can concentrate on the performance metrics produced by continuous 
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monitoring. Such tracking would enable them to keep track of the steps they are 

taking to convince other partners to join in the process of establishing new 

partnerships. These partnerships, in exchange, would help the continued improvement 

of the organization. In short, excellent regulators should learn to operate in sync with 

and take advantage of the properties of dynamic structures. 

As one systems thinker has described it, “mastery” of working with 

complexity has “less” to do with pushing leverage points than it does with 

strategically, profoundly, madly, letting go, and dancing with the system. (Meadows, 

1999). This principle pertains to the subject of this research in that companies can 

utilize their devices to retain their employees and also enhance their output. This is 

achieved by having an effective system that keeps the staff motivated to operate in the 

organization, hence cutting down on the employee turnover rate. Furthermore, the use 

of appropriate systems that involve technical areas can increase the welfare of a 

company’s employees, thus lowering the attrition rate. Therefore, making sure that the 

appropriate methods are up and operating is vital to guarantee optimum utilization of 

a company’s resources. However, these effective systems and their components, 

encouraged by the systems theory, may be costly at the company's expense 

(Armstrong, 2006). 

There is a non-linear relationship between the individual changes produced by 

the actors in the structure and the sequence that results from these adaptations. When 

elements are interdependent, variations in one component influence those in a 

complex structure, thus showing non-linearity properties. Together, these non-linear 

features of dynamic systems make it impossible to determine how the mechanism will 

respond to any specific action that the regulator wishes to introduce. The 
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unforeseeable existence of dynamic processes poses further problems in the regulation 

of event flow within the system. 

General Literature Review 

Numerous analysts and researchers have conducted research investigations on 

the theme of attrition. This study explored the causes of attrition and the impact of a 

high attrition rate on authoritative execution at Airtel Kenya Ltd. The causes of 

attrition include salaries and wages, competition in the workforce, job security, and 

training and development. The general literature addressed the independent variables, 

dependent variables (productivity, efficiency of service, and market share), and the 

moderating variables of the study, which include government regulations and 

competition from the rival firms. Managing the attrition rate is important as it affects 

the growth of the organization. A high attrition rate in an organization disorganizes 

the organization's agenda and operations, and it (the organization) requires a lot of 

time to recover from such (Barata, 2012). 

Causes of Attrition in Organizations 

The attrition rate level is always a subject of concern as it is linked with the 

organization's performance, particularly in its role in the process of conformance 

(Wynen et al., 2019). Companies in various industries compete for the industry's best 

workforce to improve their general and specific performance. As a result of this, 

companies implement different policies and measures to attract and retain the 

workforce. The differences in policies and goals in various companies contribute to 

employee turnover. For instance, the telecommunication industry in Kenya has 

experienced a high rate of employee turnover as a result of the different policies in the 

various companies involved. Attrition in the telecommunication industry is caused by 
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various factors which, in turn, affect the productivity and performance of firms in the 

industry. Inadequate training and development, poor remuneration, competition for 

skilled and unskilled personnel, poor working conditions, and policies are among the 

major causes of high attrition rates in various industries (Latha, 2013).  

Causes of attrition can be as diverse as individual figures, but specific 

fundamental causes need to be recognized. Employees often share ideas with the boss 

in pursuit of increased pay, career promotion, discontent with the immediate 

management, a staff style that does not suit the role, and a desire for additional 

expertise for the employee's present role. An employee who lacks the skills required 

for a job is likely to resign from the job (Wanyama & Rotich, 2018). Inaccurate 

employment profiles also add to the turnover of jobs and attrition rates. Job 

descriptions state the qualifications needed for a career, as well as what kind of 

working atmosphere applicants can expect. 

Employers who have not taken the time to build a recruiting description that 

clearly explains the work specifics run the risk of misleading potential applicants. 

This is because they (employers) will likely fail to deliver on their commitments or by 

hiring candidates who do not have the right skills to be effective in a role. These acts 

or lack of action generate an attrition challenge (Cheong & Kim, 2018). With the high 

cost of employee turnover, this condition does not pay for the applicant and the 

company. Presenting truthful facts in a career or job description is the only way to 

escape situations of this kind. This involves deciding the transition the workers will be 

working on, what progress will be made, what opportunities will be available, and 

when and how much flexibility employees will have (Acikgoz, 2019).  

Attrition is not an inherently impossible issue; hence it should be resolved as 

soon as possible during the recruiting phase. First, the retention rate should be 
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measured so that the management truly knows the problems affecting the turnover of 

employees and how to deal with such. Next, a well-rounded and data-driven recruiting 

procedure to target work applicants that hold the skills needed to perform well should 

be developed (Ahmed et al., 2016). The costs of employee attrition range from 

quantifiable numbers to hidden costs. Companies incur additional costs when they 

recruit and train new employees after their previous employees resign. Until the new 

employees learn the business, the level of productivity will be lower. In case the 

business is customer-based, and the new hire is not proficient, the customers could be 

dissatisfied with the services they receive. Consequently, the business could lose 

dissatisfied customers, and its revenue would decrease. 

Salaries and wages 

The remuneration policy is one of the key factors that attract, retain, or repel 

personnel in and out of the organizational settings (Alamsjah, 2011). Although the 

ongoing debate is that money or goods should not be the primary motivator for the 

workforce in an organization, at the end of the day, this is not the case. The workforce 

has always required lucrative or better remuneration policies that would ultimately 

ensure its personal and collective growth. Better salaries and wages have motivated, 

attracted, and retained the employees in an organization, leading to the organization’s 

improved performance (Armstrong, 2006). The various companies in the Kenyan 

telecommunication industry have different payment packages that ultimately 

contribute to employee turnover. 

When employees are de-motivated by their salaries and wages within the 

organization, the result is usually the eventual decline of their general and specific 

performances in the organization (Barata, 2012). The workforce may not be in a 

position to meet their daily needs if they receive insufficient salaries and wages. This 
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will eventually affect individual performances and ultimately reflect on the collective 

output of the organization. Safaricom Ltd and Airtel Kenya Ltd, being the major 

stakeholders in the Kenyan telecommunication industry, have different payment 

policies by which they poach employees from each other (Kyengo, Ombui, & Iravo, 

2016). Salaries and wages are a hindrance to organizational performance as they can 

result in attrition competition for the workforce 

In the dynamic business society, competition is the norm of the day; hence lots 

of companies invest heavily in skilled personnel to give them (companies) an edge in 

the competitive market (Borjas, 2013). Human capital is significant to the growth and 

development of organizations around the globe. Firms in the telecommunication 

industry in Kenya compete for the workforce in hopes of enhancing and safeguarding 

their developments amid competition from rival firms (Kyengo et al., 2016). They 

compete for cheap or efficient labor, even from rival firms, to produce better services 

and products in a manner that result in high turnover rates. This, in turn, leads to a 

high attrition rate since the personnel is often offered better packages and policies 

than those offered in their initial place of work. 

Today's workplace is marked by dynamic, tactical, and strategic challenges 

requiring the multiculturalism of increasing amounts of new information, personal 

reasoning, application and problem-solving skills, and a high workload of highly 

variable content. This is a long cry from the assembly line of previous years, which 

stressed procedural, set protocols, and procedures that depended profoundly on 

psychomotor skills (Borjas, 2013). Organizations require people who are agile and 

able to respond quickly to the shifting aspects of the working world. Today's staff 

need to study emerging technology, implement novel approaches, shape cross-

functional work teams, work individually, and play a leading role in front-line roles. 
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Typically, companies define a good employee as one who embodies the attributes of 

inspiration, determination, commitment, and willingness to face obstacles (Acikgoz, 

2019). 

Competition for the workforce is a common case in various industries which is 

solely intended to increase the competitive edge of the involved companies (Bruton et 

al., 2014). Companies in telecommunication industries compete for the available or 

limited workforce, mostly to ensure that their welfare is safeguarded both in the short 

and the long term. Such companies offer better or different policies that attract various 

employees of other organizations to advance some selfish or specific agenda. 

Competition for the workforce by offering better terms and conditions can lead to 

attrition. As the participants seek greener pastures, the attrition rate increases (Furseth 

& Cuthbertson, 2016). 

A monopsony employer has the right to cut pay below the competitive 

standard, to reduce jobs, or to impose other terms and conditions of employment. 

Monopsony is thought to occur in conventional economic models only in isolated 

labor input markets with a single employer in relatively specialized sectors. Current 

economic models show that monopsony may not be as uncommon as widely assumed, 

with many variables developing, consolidating, or encouraging the exercise of market 

control by employers (Borjas, 2013). 

Job insecurity 

The level of job security in an organization plays a major role in employees' 

satisfaction and motivation at the workplace (Armstrong, 2006). The welfare of the 

staff is paramount; hence job security affects their final decision when looking for a 

job or staying in their current jobs. The telecommunication industry in Kenya is 

comprised of various firms that have different levels of job security. Companies such 
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as Airtel Kenya Ltd have experienced challenges in the industry, and this has affected 

their recruitment and cost-cutting measures. Airtel Kenya Ltd has faced various 

challenges created by players in the industry, resulting in the lay-off of staff to meet 

the company’s planned agenda (Wanyama & Rotich, 2018). Organizations that offer 

no job security attract or retain few applicants or personnel, and as a result, contribute 

to employee turnover in the organizations. 

An improved policy on job security motivates the employees to deliver 

optimally, in turn, lessening the attrition rate in the involved organization (Alamsjah, 

2011). The caution aspect of organizations, brought on by changes in the business and 

economic environment, eventually increases job insecurity chances. Employees 

seeking job security that would stabilize their various needs in life can lead to attrition 

experienced in the telecommunication industry.  

Job insecurity leads to dissatisfied employees who then seek a solution in 

other organizations, therefore, increasing the employee turnover rate in their previous 

organization (Iqbal, 2010). Job insecurity decreases employee satisfaction and 

organizational commitment and contributes to the employees’ desire to leave the 

organization. However, this concern was minor compared with the effects of job 

insecurity on employees who were not so job-dependent. 

Whether or not workers are justified in their fear of losing their employment, 

their workplace instability can nonetheless have harmful consequences on their 

mental health for several reasons. The economic explanation is the high possibility of 

a time of unemployment and reduced incomes in the future (Bruton et al., 2014). As a 

result of work instability, an employee's estimated long-term income, measured over a 

number of years, is reduced. In addition, those with little assets to be recovered will 

be severely affected by the lack of income after a job loss. 
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As income is linked to both mental and physical well-being, it can be inferred 

that lack of anticipated income due to work instability can lead to compromised 

health. However, the economic decline may be less significant than the psychological 

loss of identity and the loss of a sense of employment. Ingersoll et al. (2019) showed 

that the well-being effect of wages is even larger than can be represented purely by 

the lack of unemployment income. The discomfort associated with instability is a 

significant psychological feature of work insecurity. Psychological research on work 

instability has stressed that it should be categorized as a significant cause of stress. 

Training and development 

Training and development are meant to enhance the employees' talents and 

skills so that they (employees) can yield more results for the organization within a 

given period (Bruton et al., 2014). Organizations around the world engage in the 

training and development of their employees to improve their (employees) 

performance, efficiency, and general productivity. Training and development enable 

the achievement of the industry standards; hence the companies that meet that or even 

surpass it enjoy the ultimate results. Companies operating in the Kenyan 

telecommunication industry train their staff on the job's demands and requirements to 

enhance efficiency.  

The lack of personnel training hinders both the organization's personal and 

collective growth, which contributes to the discontent of employees (Cherner, 2018). 

Good training and development services help businesses attract talented employees 

and increase earnings. When the battle for top talent gets more intense, executive 

growth and advancement strategies are more critical than ever before. Hiring top 

talent takes time and effort, and the company engages and grows that talent by 
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training programs from the time new staff are recruited, affecting employee 

engagement and business development (Basariya, 2019). 

Continuous training of the staff on job requirements enhances the employees' 

capabilities and skills, which, in turn, motivates and retains them in the organization 

(Bruton et al., 2014). In cases where the companies do not deliver adequate and 

relevant training on the job requirements, the effect will be experienced by the 

employees in the organization. Consequently, the employees become discouraged and 

develop a desire or need to shift to a different organization just to further their careers.  

Substandard training and growth plans decrease the workforce's quality and 

performance, thereby reducing the competitiveness of the workforce (Armstrong, 

2006). The most successful training systems use layered, sustainable learning 

practices to increase success over time. A stratified preparation strategy is aimed at 

the core interests of employees, customers, and businesses. Also, a layered approach 

to training is the best of both worlds, as it combines learning opportunities and 

training strategies that optimize the advantages of time. (Al-Rfou, 2012). 

Organizational Performance 

Policies and measures of the organization are meant to sustain and facilitate 

the improved general performance of organizations (Caspar, 2011). It is upon the 

organizations' leaders and managers to ensure that the organizations are constantly 

improving to secure and sustain the achievement of their (organizations) agendas. 

Different organizations across the world use different parameters to measure both the 

general and individual performance of the employees. The measures of performance 

are used to gauge the actual performance against the stipulated standardized 

performance. Productivity, market performance, and efficient use of organizational 
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resources are some of the indicators used to gauge the organization's performance 

(Borjas, 2013). 

Teams, along with other cross-functional groups in the organizations, are 

made up of people who play a part in ensuring that the collective objectives are 

achieved. An individual's efficiency is considerably improved when the collective 

output is achieved. The collective output from organizations, specifically those in the 

telecommunication industry, is crucial as it makes sure that the businesses' motives 

are carried out. This may be attained by the management and components of 

leadership, which are in a position to govern the operations of the staff. Improved 

output and team performance are an indication of correct working components in the 

group (Bruton et al., 2014). 

Furthermore, the profitability of the business could be surveyed as far as work 

yield. Employment yield is the level of yield that is associated with the venture or, in 

some cases, the process which is cultivated by individuals in the organization 

(Armstrong, 2006). Occupation yield empowers one to decide the person's yield as 

per the human asset strategies and approaches. When an organization gets to the point 

where a worker can amplify the measure of business yield, the next worker’s 

profitability will grow overall. Occupation yield can be increased by the 

administration type that an organization has. For this advantage, the high steady loss 

rate ensures that the number of yields is affected due to various components. 

Occupation yields are a challenge to human asset chiefs who bank on strategies to 

guarantee the business's usefulness. 

Market Share 

The worth of a market share is grounded on the entire share of a business out 

of total segment sales, while the volume market share refers to the real amounts of 
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units that a firm sells out of total units sold in the market (Cherner, 2018). It is then up 

to the organization to establish measures that would influence and motivate the 

employees to yield abundantly and improve the organizational performance over a 

specified time. 

The size of market share is a worry to various organizations as it is utilized to 

present the organization's image in the market (Barata, 2012). This on the ground that 

the organization is found, as far as expansion in the size of the market, amid the 

decisions of the entirety of the economy's components. There is intense competition 

for the market size among the telecommunication companies in Kenya. Therefore, 

adequate strategies should be developed and used to curb rival companies (Wanyama 

& Rotich, 2018). With an improved market share, an organization can attract a larger 

number of clients, and this will reflect on its output and profitability. 

The market share consolidation of organizations has adequately helped in 

ensuring that the organizations grow and expand their services beyond restricted 

boundaries (Brown, 2010). Reinforcement of effective strategies in the 

telecommunication companies in Kenya may improve the companies’ market share 

and build upon their performance in the telecommunication industry. Controlling for 

the impact of technological innovations and growing product market competitiveness, 

as proxied by the share of new entrants or the number of competitors, typically 

contributes to efficiency and quality improvements. It also lowers the cost of all 

telephone networks in the industry. 

Efficiency 

Organizational efficiency refers to the organization's potential to carry out its 

operations with the smallest possible expenditure of resources (Armstrong, 2006). 

This is an important element in ensuring the organization’s effectiveness in achieving 
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its goals. An efficient organization can channel marginal resources to activities that 

would facilitate the prosperity of the organization. Telecommunication companies 

competently evaluate their activities to ensure that their actual output matches the 

standardized output. If this is not the case, measures are put in place to fix the 

discrepancies. These measures are implemented with the companies’ resources in 

mind by ensuring that there is no misappropriation or misuse of the resources. Despite 

competition from rival organizations that work past the national limits, organizational 

efficiency assists organizations' growth (Bruton et al., 2014). 

Organizations in Kenya aim to be effective in the use of their intangible and 

tangible resources. Telecommunication companies around the globe occasionally 

evaluate their transactions to ascertain their effective use of the materials. Constant 

strategies and plans are needed to maintain an organization's effectiveness and prevent 

frequent waste of its resources. An organization should be at a place whereby it can 

produce highly effective plans that are needed to achieve its objectives (Barata, 2012). 

Because of technological and structural shifts, working processes are 

continually changing. It is also up to the leaders to ensure that workers working under 

them use the modified structures effectively for optimal efficiency. Efforts towards 

the improvement of processes vary greatly and include reducing the time taken to 

conduct such tasks, lowering costs, or improving the quality of service (da Silvaa & 

Borsatoa, 2017). According to Hoffman and Tadelis (2018), the consultant's role in 

the process could involve critically evaluating individual systems, practices, 

strategies, or events and finding areas in need of change. The consultant may also 

propose methods for measuring and mapping and suggest methods to measure and 

map current processes and facilitate meetings and activities that will provide different 

outlooks in conducting business. 
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Government Policies 

The legislature enforces control measures on organizations' tasks and exercises 

by establishing business laws as rules (Resnik, 2015). With respect to business 

exercises, government strategies can be critical to the achievement and advancement 

of an organization’s goals. Government projects can encourage the accomplishments 

of the hierarchical objectives (Armstrong, 2006). Many organizations conduct their 

day-to-day businesses within the boundaries of government regulations. This is 

because the government policies clearly state that the ethics and standards expected 

from the organizations are for safety purposes.  

The government policies shape and dictate the internal policies of a company, 

hence determining their functionality level within their particular industry (Arora & 

Jain, 2013). Airtel Kenya Ltd is affected by the government policies in such a way 

that it determines the degree of its performance, therefore, affecting its attrition rate. 

The telecommunications industry delivers a wide variety of services to companies and 

customers, using an ever-expanding range of technologies and communications media 

such as audio, image, and data. Furthermore, some systems, such as local fixed voice 

telephony, remain overwhelmingly monopolistic in the vast majority of countries, 

while others, such as value-added services, have been widely competitive for decades. 

(Tuan, 2019). 

Empirical Literature Review 

Empirical literature review involves research that has already been done that 

identifies with the current study. Studies on attrition and its effect on organizational 

performance and productivity have been done over time. Various researchers have 

conducted studies that identify with the factors under investigation in this study, 

which are high attrition rate and business execution. 
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For instance, Latha (2013) conducted a study in Mumbai, India, on the impact 

of employees' attrition rate and retention on organizational performance. The study 

utilized descriptive research design and used a questionnaires to gather information 

from the institutions. The outcome of the study suggested that a high employee 

attrition rate hinders the retention of key personnel in the workforce, thus affecting the 

functionality of the production companies. The implication of this research is the fact 

that the attrition rate within the companies impacts the retention of employees (Latha, 

2013). 

A study done in India by Tuan (2019) focusing on ‘human resources mobility 

and job crafting in public organizations’ suggested that losing talents leads to 

performance losses which could have long-term adverse impacts on businesses. This 

is particularly so if the departing talent leaves gaps in the organization’s delivery 

capability and human resource functioning that not just involves lost efficiency but 

also loss of job team harmony and community goodwill. Tuan concluded that with 

attrition rates becoming the bane of any market, businesses are devising innovative 

business models for the successful retention of employees and their talents. Further, 

plenty of elements are accountable for attrition, and employers are becoming 

progressively more aware of the elements which can hold a worker’s commitment 

(Tuan, 2019). 

A study was done on the impact of a higher attrition rate on the operational 

performance of construction businesses in Mexico (Jontes, 2015). The study set out to 

determine how exactly the rate of attrition in the construction companies improved or 

decreased their operational efficiency. The respondents in the research were the 

employees and managers of the construction businesses. The study's outcome was that 

a higher attrition rate hinders operational effectiveness since the business spends more 
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time replacing the lost personnel (Jontes, 2015). Scientific studies have revealed that 

the attrition of personnel has a long-lasting effect on an organization’s bottom line. 

When a worker quits, the demand for replacement develops, leading to the company 

incurring several tangible costs. The influence ranges from replacement costs to 

culture control problems with the recruit (Haldorai et al., 2019). 

Ahmed et al. (2016) carried out a study on the effect of employee turnover on 

organizational efficiency in Pakistan's telecommunication sector. The study was done 

in Multan offices and D.G Khan of the telecommunication sector in Pakistan, which 

targeted the elements and sources of staff turnover within the particular sector. 

Questionnaires were distributed to different respondents. The study outcomes 

revealed that organizational stability, work situation, industry, pay level, training and 

development, and supervision are the factors causing the high rate of employee 

turnover in the telecommunication sector. Based on Ahmed et al.’s study, high 

attrition indicates the disappointment in the company's potential to create efficient 

human resource priorities.  

The challenges brought on by high employee turnover include hiring new 

employees continuously, additional expenses in training employees, and getting the 

emplyees aligned with the business culture (Basariya, 2019). The turnover of 

employees affects both high and poor performers. There are two aspects of the 

turnover of employees: good and bad. Positive turnover happens as low-performing 

employees abandon their jobs on a voluntary basis or are dismissed. However, when 

the top-performing workers responsible for driving sales and increasing revenue are 

demotivated and start searching for an exit, it is known as negative attrition. Negative 

attrition involves a broader, more serious issue within an organization. 
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Nyaga (2015) evaluated organizational efficiency and employee turnover at 

Livestock Research Institute in Kenya. The investigation was conducted through a 

survey that involved the use of a questionnaire as the data collection tool. The 

respondents were drawn from the top, low-level, and middle-level management within 

the institution. The study results revealed that a high employee turnover contributed to 

organizational inefficiency and restricted product sales due to a low number of 

employees and poor retention strategies to increase employee motivation (Nyaga, 

2015). 

da Silvaa and Borsatoa (2017) researched organizational performance and its 

indicators. The study was done in Brazil and targeted manufacturing firms in Rio de 

Janeiro. The study established that management, competitiveness, and efficiency were 

the indicators of organizational performance. The research demonstrated that call and 

contact centers with leaders who stay longer tend to have employees who also stick 

around longer and report higher job satisfaction rates. Directors with five or more 

years of tenure reported average monthly attrition rates that were lower than directors 

with less than two years of tenure.  

Another study by Ahmed and Yang (2017) looked at the factors determining 

the high attrition rate in the ICT sector in Malaysia. High attrition rate determinants 

included job opportunities, job stability, job satisfaction, managerial support, and 

talent management. For sampling, non-probability approaches were employed. 

Questionnaires were sent via email to 300 employees of local and multinational ICT 

firms with with the status of multimedia supercorridor (MSC). The research identified 

the most significant determinants of high attrition in the ICT sector in Malaysia. The 

study results were intended to offer clearer advice and consistent direction when 
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adopting employee engagement techniques to minimize turnover, in turn, benefiting 

ICT organizations in Malaysia.  

Ahmed and Yang’s (2017) study concluded that the lack of resources for 

development and improvement is a cause for attrition. When businesses do not 

provide prospects for growth and improvement to skilled and ambitious people, they 

end up losing talented staff and retaining low performers. Offering upward career 

mobility is one way to better inspire certain high-performing workers to commit to 

their job employees, enabling them  to stick around longer. 

Acikgoz (2019) sought to “develop an integrative model of job search and 

employee recruitment” (abstract). The study adopted a mix of qualitative and 

quantitative techniques. Interviews, focus groups and surveys were used to investigate 

factors influencing executive attrition among young, well-educated professionals in 

the Malaysian service industry. In the first phase, randomly selected service-based 

companies throughout Malaysia were contacted by e-mail, telephone, or letters with a 

request to permit employees to take part in the research on employee attrition. The 

study found that the accomplishments of service endeavors depend, in part, on the 

recruitment, selection, and retention of staff with an acceptable combination of skills.  

However, the service sector is threatened by high rates of turnover of workers 

due to job-shopping. The findings revealed a strong need for this particular group of 

young workers to change duties. The young workers were motivated by both driving 

forces (interference with work-family-lifestyle equilibrium, bad connections with 

coworkers, among others) and pull factors (for example, offers of higher pay and a 

search for a much more interesting task) (Acikgoz, 2019). 

Cheong and Kim (2018) did a study in China assessing the effect of the 

government in the improvement and advancement of the business organizations in 
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relevant industries. Questionnaires and interviews were used to gather information 

from the field. The study results revealed that government regulations and restrictions 

direct and dictate the procedures, structuring, and performances of the business 

organizations, thus affecting the organizations’ progress and performance. 

Al-Rfou (2012) investigated the effect of competition intensity on the 

organizational performance of Jordanian industrial businesses listed in the Amman 

Stock Exchange. For data collection, interviews and questionnaires were used. The 

study results suggested that competition influences the strategic measures, policies, 

and reach of the businesses and as such plays a major role in the performance of the 

businesses. 

Conceptual Framework 

The conceptual framework is the investigator’s position on a problem and 

gives direction to the study through a presentation of a model that suits the study 

(Ayabi, 2013). It indicates the relationship between the independent and dependent 

variables of a study. The conceptual framework for this study is shown in Figure 2.1. 
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Source: Author (2021) 

Discussion 

The independent variable in this study consists of attrition causes (salaries and 

wages, competition for the workforce, job insecurity, and training and development) 

while the dependent variable involves the organizational performance (productivity, 

efficiency of services, and market share) at Airtel Kenya Ltd. This study also had 

moderating variables, which include competition in the industry and government 

regulations 

Attrition Causes  

 Poor Salaries and Wages 

 Competition forWorkforce 

 Job Insecurity 

 Poor Training and 

Development 

 

Organizational 

Performance 

 Productivity 

 Efficiency of 

Services 

 Market Share 

Government Policies  

 Labour Laws 

 Recruitment &Selection Policies  

 Collective Bargaining  

Independent Variables Dependent Variables 

Moderating Variable 

Figure 2.1: Conceptual Framework 
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Summary 

This chapter has covered the theoretical framework, a review of both general 

and empirical literature, and the conceptual framework. The applied structures and the 

interceding factors of attrition have been addressed in the chapter. The following 

section will address the research methodology. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

Introduction 

Research methodology is a procedure that systematically solves the research 

problems that were previously created by a researcher (Obwatho, 2014). It is a clear 

approach to extracting the meaning of data and is a continuous process conducted by a 

researcher to meet the demands of the research study. The research methodology 

leads the analysis in finding answers to topics of interest. This chapter deals with 

study design, population, sampling techniques, data collection tools, and the data 

collection methods and procedures. The pretesting of data collection instruments, as 

well as ethical considerations, are also discussed. 

Research Design 

Research design is described as an investigative schedule, framework, and 

approach designed to provide answers to research questions and reduce variance. 

According to Orodho (2012), the research design refers to both the methods chosen by 

a researcher to evaluate a specific sequence of questionnaires or hypotheses and the 

process for the compilation and interpretation of data appropriate to research 

questions.  

Research design is a guide about how to respond to research questions. A 

successful research design has a well-identified objective and is consistent between 

the research issues and the proposed research process (Cooper & Schindler, 2014). 

This thesis used a descriptive study design. A descriptive survey is a means of 

gathering information by interviewing or conducting a questionnaire to a group of 
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individuals (Orodho, 2012). According to Kothari (2011), the main object of the 

descriptive research design is the definition of the current state of affairs.  

Population 

A study population refers to a group of individuals with certain common 

characteristics, which are of interest to the researcher or relevant to the study 

(Creswell, 2013). This study's general population consisted of 476 employees 

working at Airtel Kenya Ltd headquarters along Mombasa Road, Nairobi County. The 

employees worked in different departments, including the logistics and procurement 

department, finance and accounts, ICT, marketing and customer service, and 

administration and human resources. The main unit of analysis was Airtel Kenya Ltd 

headquarters. The sampling frame is a comprehensive list of all sampling units from 

which a sample can be selected (Mugenda & Mugenda, 2012). 

Target Population 

The target population is a section of the entire population that the researcher is 

interested in and utilizes to generalize the research results (Obwatho, 2014). The 

target population for this study was 245 employees of Airtel Kenya Ltd headquarters 

along Mombasa road, Nairobi County. More information on this presented in Table 

3.1. 

Table 3.1: Target Population 

Business Departments Target Population 

Logistics and Procurement 26 

Finance And Accounts 35 

ICT 28 

Marketing  47 

Administration & HR 57 

Customer Service 52 

Total 245 
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Sample Size 

The sample size is the number of perceptions or people representing a 

population and acts as an agent of the whole population (Ayabi, 2013). The sample 

size ought to be sufficiently large enough to speak for the whole population. The ideal 

sample size of a study ought to be between 10% to 30% of the objective population 

(Mugenda & Mugenda, 2003). For this investigation, the sample size was made up of 

76(30%) respondents of the objective population which consisted of 245 respondents 

from the different departments of Airtel Kenya Ltd. Table 3.2 gives more information 

on this. 

Table 3.2: Sample Size 

Business Departments Target Population Sample Size 

Logistics and Procurement 26 8 

Finance And Accounts 35 11 

ICT 28 9 

Marketing  47 15 

Administration & HR 57 18 

Customer Service 52 16 

Total 245 76 

Sampling Techniques 

A sample is a subset of the population under investigation which represents 

the whole attributes of the examination (Mugenda & Mugenda, 2003). A sample can 

be drawn from a population by gathering information from a small segment of the 

population and summing up the results. Many sampling techniques are at the disposal 

of analysts. There are probabilities and non-probability sampling techniques that help 

researchers in attaining their desired results (Mugenda & Mugenda, 2003). This 

study’s researcher used purposive sampling. 

Purposive Sampling  

This is a non-probability sampling technique where the choice of samples 

relies upon the specialist's tact with regard to the sort of respondents required for the 
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investigation (Obwatho, 2014). This sampling technique incorporates the subjects 

chosen based on explicit attributes, and it discards the individuals who do not meet 

the set standards. This study’s investigation intentionally chose departments that gave 

sufficient data concerning the factors under examination. Purposive sampling is 

explicit to the specialist's plan and helps in the accomplishment of applicable 

objectives of a study (Bergold & Thomas, 2012). Nonetheless, this sampling 

configuration has one issue. Purposive sampling is one-sided since the population 

subjects have no equivalent choice possibilities (Caspar, 2011).  

Types of Data 

There are two kinds of data used by scholars, that is, primary and secondary 

(Mugenda & Mugenda, 2003). Primary data contains information that has recently 

been collected, whereas secondary data is information that has been written by 

various scholars. The researcher used primary data from Airtel Kenya Ltd for this 

analysis because primary data is simple and convenient to gather. Primary data is 

quickly assembled, and there is a possibility of new disclosure during the time spent 

in the data assortment (Bergold & Thomas, 2012). 

Data Collection Instruments 

The data for this study was obtained using a self-administered questionnaire, 

which contained open- and closed-ended questions. The questions focused on causes 

of attrition on organizational performance in Kenya's telecommunication industry, 

specifically on Airtel Kenya Ltd. The open-ended questions were utilized to 

encourage the respondents to give a more detailed response without restrictions, while 

the closed-ended questions enabled the respondents to choose from limited choices in 

their responses.  
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As observed by Saunders, Lewis, and Thornhill (2014), open-ended questions 

permit in-depth responses from the respondents, while closed-ended questions are 

structured thoughts that are usually much easier to assess. The questionnaire is usually 

utilized in an attempt to save money and time and also to facilitate a simpler 

evaluation. Secondary data was obtained from the Airtel Kenya Ltd website, from 

where the researcher sampled Airtel Kenya limited journals and posted financial 

statements. 

Data Collection Procedures 

The researcher obtained the requisite permissions from Daystar University, 

Airtel Kenya Ltd, and the government to carry out the research report. Questionnaires 

were to gather data for the study. The researcher began the analysis process by 

communicating to all individuals regarding their positions in the study and the 

benefits of sharing truthful information. This communication was done through a 

cover letter accompanying the questionnaire. The researcher distributed the 

questionnaire copies and carried out a follow-up on whether to endure the 

questionnaires had been filled by the intended respondents. The primary goal of using 

a questionnaire was to reduce bias by gaining different answers from the respondents 

compared to blanket answers. Furthermore, questionnaires are economical, hence, 

were perfect for data collection from the relatively large sample size of this study. The 

questionnaire also enabled easy analysis of the data. 

Pretesting 

Kothari and Garg (2012) argued that before using a questionnaire as a data 

collection tool, it is always advisable to conduct the instrument pretesting. This helps 

to bring into light the weaknesses (if any) of the questionnaire, and the experience 
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gained from the pretest can be used to effect improvement. Prior to the survey 

administration, the researcher distributed seven questionnaires for pretesting among 

Airtel Kenya Ltd employees in Nairobi County. This made up 10% of the target 

population.  

Validity of the Research Instruments 

Prior to administration, the questionnaires were pretested to ensure accuracy 

and authenticity of the text. The consistency or accuracy of scores over time is 

referred to as reliability, and validity refers to the degree to which the instrument 

actually measures what it was intended to assess or how true the testing instruments 

are (Kothari, 2011). The need for reliability monitoring is to ensure that the 

instrument scores are reliable and precise. This is because scores can be similar as the 

researcher manages the instrument many times at different times. When a person 

answers certain questions in one way, the individual should answer equally related 

questions in the same way on a regular basis. (Crowther, 2016). 

Reliability of the Research Instruments 

Reliability refers to the degree to which the measurement or process achieves 

identical outcomes under constant conditions at all times (Babbie, 2013). Reliability 

shows that the process of a sample, such as data collection procedures, may be 

replicated with the same result (Orodho, 2012). The goal is to ensure that, if a 

researcher applies the same protocols later and does the same case study all over 

again, the same conclusions can be achieved (Orodho, 2012). The researcher used a 

combination of quantitative and qualitative analysis approaches to ensure efficiency 

during the study period. Quantitative analysis is a distinctive research approach that 

emphasizes quantification. (Kothari, 2011). In this research, reliability was assured by 

pretesting the questionnaire with a specified sample of Airtel Kenya Ltd respondents 

Daystar University Repository

Library Archives Copy



 

50 

who were not to be included in the final analysis. Correlation was used to assess 

reliability. Cranach's alpha value of 0.7, according to Bell (2010), is accurate. As a 

result, the researcher took Cranach's alpha of 0.7 to show the dependability of the test 

instruments. This was as shown in Table 3.3. 

Table 3.3: Cronbach’s Alpha Ranges 

Cronbach’s alpha Internal consistency 

 α ≥0.9 Excellent 

0.8≤ α <0.9 Good 

0.7≤ α <0.8 Acceptable 

0.6≤ α <0.7 Questionable 

0.5≤ α <0.6 Poor 

0.5> α Unacceptable 

Source: Babbie (2013) 

Data Analysis Plan 

Data processing refers to the method of evaluating the information gathered 

and making deductions and interventions. The process involves the extraction of 

major factors, detecting deviations, and testing any conclusions (Saunders et al., 

2014). Data analysis involves the editing, classification, and tabulation of data 

gathered so that it is available to analysts (Kothari, 2009). The data processing 

method entails the clearing and interpretation of the data. 

The collected study data was checked for any errors and omissions, coded, 

described, and entered into the Social Science Statistical Package (SPSS), version 23). 

Descriptive figures, including frequency, numbers, and means, were used to present 

the data. The mean, standard deviation, and variance on the dependent and 

independent variables were used to show how clustered or dispersed the variables 

were. Descriptive statistics enable the researcher to meaningfully describe a 

distribution of measurements (Creswell & Plano Clark, 2011) and describe, organize, 

and summarize data (Crowther, 2016). 
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Multiple linear regression analysis was used in the study to assess the 

statistical importance of the various independent variables (salaries and wages, labor 

competitiveness, job insecurity, and training and development) on organizational 

success in Kenya's telecommunications industry. Regression analysis is a 

mathematical method used to investigate the interactions between variables. Usually, 

the investigator seeks to ascertain the effects of one variable upon another. Cooper 

and Schindler (2014) stated that multiple linear regression is used when the number of 

independent variables is more than one. 

The coefficient of determination (R2) was used to calculate the degree to 

which differences in execution on causes of attrition are clarified by variations in 

different variables on organizational success when measuring the model's 

significance. The F-statistic was calculated at a 95% confidence level to determine if 

there was a substantial correlation between the impact of attrition causes on 

organisational success in Kenya's telecommunications industry. 

The multiple regression models generally assumed the following equation: 

Y= Β0 + Β1X1 + Β2X2 + Β3X3 +ε 

Where:  

Y= Organization Performance in the Telecommunication Industry in Kenya  

Β0=Constant 

X1= Causes of Attrition 

X2= Effects of Attrition 

X3= Government Policies 

Ε=Error Term 
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Ethical Considerations 

The researcher requested approval from the National Commission for Science, 

Technology and Innovation (NACOSTI), the Daystar University Ethics Review 

Board, and Airtel Kenya Ltd to conduct the research. This ensured compliance with 

Kenyan law on analysis, granting the researcher the right to perform this study at 

Airtel Kenya Ltd.  

In addition, the researcher took precautionary measures to safeguard 

respondents from any sort of harm or coercion and handled the information gathered 

with the highest degree of privacy.  

Furhtermore, the researcher obtained informed consent from the respondents 

after specifying what was expected of them. Mugenda and Mugenda (2003) stated 

that a study should recognize the contribution of different creators and offer credit to 

their work and exertion. The researcher followed this dictate, making this study free 

from plagiarism.  

Summary 

This section has addressed the approach of the investigation regarding the 

research design, target population, sample size and sampling procedures, tools and 

data collection procedures, and methods of data analysis. This section has also dealt 

with instrument pretesting as well as ethical considerations. The next chapter deals 

with the presentation, the analysis, and the interpretation of the gathered data. 
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CHAPTER FOUR 

DATA PRESENTATION, ANALYSIS AND INTERPRETATION 

Introduction 

This chapter presents the findings of this study based on the data collected 

from the sample of respondents from Airtel Kenya Ltd. The study sought to determine 

the effect of a high attrition rate on organizational performance in the 

telecommunication industry in Kenya, particularly at Airtel Kenya Ltd. The data 

analysis enables critical examination of data and making of inferences. Both 

qualitative and quantitative data were collected. The data was presented in the form of 

tables, graphs, regression models, for the quantitative data; and content analysis for 

the qualitative data.  

Analysis and Interpretation 

Response Rate 

The study targeted a sample of 76 officers from Airtel Kenya Ltd headquarters 

on Mombasa road, Nairobi County. Table 4.1 presents the results of the analysis. 

Table 4.1: Response Rate 

Category N Percent 

Responded 65 85.5 

Non-Response  11 14.5 

Total 76 100 

As indicated in Table 4.1, out of the 76 distributed questionnaires, 65 were 

filled and returned. This translated to a response rate of 85.5%. This implied that the 

results were good enough to represent the population and concurred with Mugenda 

and Mugenda (2012), who noted that for generalization purposes, a response rate of 
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50% is sufficient, that of 60% is great, and a response rate of 70% is excellent. The 

response rate of 85.5% for this study, therefore, was considered good and acceptable. 

Demographic Information 

A preliminary study of demographic statistics was undertaken to provide a 

deeper understanding of the population structure from which the sample was drawn. 

In this case, the researchers wanted to know the respondents' gender, age, level of 

education, and length of service with Airtel Kenya Ltd. 

Gender of the respondents 

The study sought to determine the gender of the respondents as shown in 

Figure 4.1.  

 

Figure 4.1: Gender of the Respondents 

The findings presented in Figure 4.1 show that out of 55% of the respondents 

were female while 45% were male, hence more females than males. The findings 

revealed that female respondents were the dominant employees in Airtel Kenya Ltd 

headquarters along Mombasa road. These findings were in line with those of Wynen 
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et al. (2019) that a moderate level of gender-diverse workforce perceptions differ 

among survey respondents when they are compared by gender. 
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Age of the respondents 

The study sought to determine the age of the respondents, as illustrated in 

Figure 4.2.  

 

Figure 4.2: Age of the Respondents 

The findings in Figure 4.2 indicated that a majority (32.31%) of the 

respondents were aged between 18-30 years, followed by those aged between 31-40 

years at 29.23%. Those aged 41-50 years were 24.62%, while only 13.85% were over 

51 years. This showed that Airtel Kenya Ltd employed young, energetic employees 

who are vibrant and ready to showcase their skills and are well-fitting for the 

telecommunication dynamic market requirement. The findings concurred with those 

of Furseth and Cuthbertson (2016), that young employees bring a fresh perspective 

and a different way of thinking to a business. Most young workers are eager to learn, 

build their experience, and apply their skills in the workplace. This enthusiasm is 

great for team building, productivity, and workplace morale. 
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Respondents’ years of service 

The respondents were requested to indicate the number of years they worked 

at Airtel Kenya Ltd. The responses are depicted in Figure 4.3. 

1- 5 year 6-10 Years 11-15years 16 - 20 years

Frequency 7 21 24 13

Percentages 10.77% 32.31% 36.92% 20.00%
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Figure 4.3: Respondents’ Years of Service 

The respondents indicated that they had been in service at Airtel Kenya Ltd 

for 1-5 years, 6-10 years, 11-15 years, and 16-20 years as indicated by 10.77%, 

32.31%, 36.92%, and 20.00%, respectively. This shows that the respondents had 

worked long enough in Airtel Kenya Ltd and, therefore, clearly understood the 

challenges of high attrition rate on organizational performance in the 

telecommunication industry.  

Respondents’ department 

The study sought to determine the department in which the respondents were 

working in as shown in Figure 4.4. 
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Figure 4.4: Respondents’ Departments 

Most, 29.2%, of the respondents, were working in the administration and 

human resource department, followed by 26.2% who were working in customer 

service, 16.9% were working in marketing, and finally, 10.8% and 7.7% were 

working in finance and accounts and logistics and procurement departments, 

respectively. This implies that human resource management practices and processes 

in Airtel Kenya Ltd were across the board, which involved majorly operational 

departments, hence better employee representation in the study. This gave more 

accurate data since the attrition rate on organizational performance was experienced 

differently by the various employees. 

Descriptive Analysis 

Organizational Performance at Airtel Kenya Limited 

The study sought to determine the extent of indicators of high attrition and 

their effects on organizational performance. The results were as shown in Table 4.2. 
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Table 4.2: Organizational Performance at Airtel Kenya Limited 

Statement N Mean Std 

Declining productivity within a financial year was used 

to measure the performance of the company 65 3.77 0.91 

Inefficiency of service as used by the industry to gauge 

its performance in the company 65 3.55 0.77 

Changes in market share are used as an indication of the 

level of performance of the company 65 3.65 0.95 

Declining productivity within a financial year was used to measure the 

company performance, which was associated with loss of revenue to the company’s 

competitors, as was shown by a mean score of 3.77 and standard deviation of 0.91. 

The declining performance in the telecommunication industry was attributed to the 

inefficiency of services used by the industry to gauge its performance in the company 

as was supported by a mean score of 3.55 and standard deviation of 0.77 (see Table 

4.2). 

The findings established that changes in market share are used as an indication 

of the level of the company’s performance, which affected a majority of the 

telecommunication industries with a mean of 3.65 and standard deviation of 0.95. The 

findings reported a high attrition rate, which was attributed to inefficiencies with the 

departments resulting in poor customer service and majorly affecting the 

organization's gross revenue earnings.  

Attrition Causes at Airtel Kenya Ltd 

Salaries and wages on organizational performance 

This study sought to determine attrition causes at Airtel Kenya Ltd as shown 

in Table 4.3 using a scale of 1 to 5 where 1= strongly disagree; 2=disagree; 3=neutral; 

4= agree; 5= strongly agree. 
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Table 4.3: Salaries and Wages on Organizational Performance 

Statement N Mean Std 

Salaries and wages influence  the company’s productivity 65 3.89 0.96 

Salaries and wages reduces the level of efficiency of 

services in the company 65 3.77 0.99 

Poor salaries and wages contribute to reduced market share 

as a result of less committed employees 65 3.55 0.88 

The respondents, to a large extent, agreed that salaries and wages influence the 

company’s productivity with a mean score of 3.89 and a standard deviation of 0.96. 

The study findings further indicated that salaries and wages reduce the level of 

efficiency of services in the company with a mean score of 3.77 and a standard 

deviation of 0.99 (see Table 4.3). 

The study further established that poor salaries and wages contribute to 

reduced market share due to less committed employees with a score of 3.55 mean and 

0.88 standard deviations. From these findings, it can be observed that increasing 

employee salaries is not just a move to make the employees happier, but an 

investment toward a more productive business. The findings concurred with those of 

Ahmed et al. (2016) that offering an above-average salary will help lure employees 

who can significantly impact the telecommunication business’s bottom line. Wynen et 

al. (2019) added that while money might not be the primary reason for high turnover, 

giving an organization’s employees a fair wage that increases on par with their 

professional development ensures their retention.  

Competition for the workforce on organizational performance 

The study aimed to assess the effect of competition for the workforce on 

organizational performance in the telecommunication industry, particularly at Airtel 

Kenya Ltd, as shown in Table 4.4. 
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Table 4.4: Competition for Workforce on Organizational Performance 

Statement N Mean Std 

Competition for the workforce in the industry contributes to 

the company’s productivity 65 4.23 1.02 

Extent of competition in the industry causes the reduction of 

the level of efficiency of services in the company 65 3.91 0.91 

Reduced market share of the company is experienced as a 

result of stiff competition for the workforce in the industry 65 3.83 0.89 

As demonstrated in Table 4.4, competition for a skilled workforce in the 

industry negatively contributes to the company’s productivity owing to a high 

turnover rate, as shown by a mean of 4.23 and standard deviation of 1.02. This study 

revealed that the extent of competition in the industry causes the reduction of the level 

of efficiency of services in the company, since employees may be forced to perform 

more duties to cover up for the employees who had left. This revelation is supported 

by a mean score of 3.91 and a standard deviation of 0.91. The study revealed that 

reduced market share of the company is experienced due to stiff competition for the 

workforce in the industry as it takes a long time for the organization to train new 

employees.  

The findings imply that competition for a skilled workforce within the 

telecommunication industry in Kenya led to poor service delivery, which resulted in 

the migration of customers as they seek better services from other organizations. This 

affects the net revenue of the company. These findings are in agreement with those of 

Al-Rfou (2012) that organizations require creativity and alternative thinking to 

develop new ideas and answers to work-related problems that are acquired through 

experience in the given organization. 

Job insecurity on organizational performance 

The study sought to determine the effect of job insecurity on organizational 

performance, as presented in Table 4.5. 
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Table 4.5: Job Insecurity on Organizational Performance 

Statement N Mean Std 

Job insecurity in the company contributes to the company’s 

productivity due to a less motivated workforce 

65 3.86 0.97 

Job insecurity causes the reduction of  the level of efficiency of 

services in the company 

65 4.12 0.90 

Reduced market share of the company is experienced as a result 

of poor service delivery due to lack of employee commitment 

65 3.91 0.96 

As per the results (see Table 4.5), the majority of the respondents strongly 

agreed that job insecurity in the company contributes to the company’s productivity 

due to a less motivated workforce caused by anxiety and uncertainty: a mean score of 

3.86 and a standard deviation of 0.97. Thus, it was established that job insecurity 

causes the reduction of the level of efficiency of services in the company caused by 

low employee morale to achieve higher goals, which had a mean of 4.12 and standard 

deviation of 0.90. To an extent, the respondents indicated reduced market share of the 

company is experienced as a result of poor service delivery due to lack of employee 

commitment caused by job insecurity which had a mean score of 3.91 and standard 

deviation of 0.96.  

The findings suggest that when an employee’s job security is threatened, the 

employee no longer has the desire to uphold his or her end of the business contract 

leading to a decrease in productivity once his or her status becomes insecure. The 

study findings disagreed with Caspar’s (2011) observation that job insecurity is linked 

to improved productivity shown by employees working harder to stand out from their 

colleagues and trying to increase their value to the organization. 

Effect of training and development on organizational performance 

The study sought to establish the effect of training and development on 

organizational performance, and the findings were as captured in Table 4.6. 
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Table 4.6: Training and Development on Organizational Performance 

Statement N Mean Std 

Training and development of staff in the company 

contributes to the company’s productivity due to the result 

of less competent employees 65 4.08 0.97 

Training and development causes the reduction of  the level 

of efficiency of services in the company 65 3.60 0.91 

Reduced market share of the company is experienced as a 

result of training and development in the company 65 3.74 0.93 

The majority of the respondents agreed that training and development of staff 

in the company contribute to the company’s productivity due to less competent 

employees, with a mean score of 4.08 and a standard deviation of 0.97. The study 

revealed that training and development cause the reduction of the level of efficiency 

of services in the company with a mean score of 3.60 and a standard deviation of 

0.91. To a moderate extent, the respondents indicated that training and development 

reduced the company's market share as a result of required skills and competency in 

the company, which was shown by a mean score of 3.74 and a standard deviation of 

0.93 (see Table 4.6). 

Based on the findings, it can be concluded that poorly trained employees are 

likely to feel undervalued, resulting in reduced workplace productivity, reduced 

loyalty, and reduced engagement. The findings are in agreement with those of Iqbal 

(2010), that, as well as increased workplace stress, poorly trained employees, are 

likely to feel unappreciated in their jobs. As a result, they will either quit to search for 

better opportunities or be fired for underperforming in the workplace. 

Moderating Effect of Government Policies and Competition 

The study sought to understand the relationship between attrition causes and 

organizational performance. The results are depicted in Table 4.7. 
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Table 4.7: Moderating Effect of Government Policies and Competition 

Statement N Mean Std 

The relationship between attrition and organizational 

performance in the company is affected by government policies 65 3.83 0.83 

The level of competition regulations in the industry dictates the 

extent of the relationship between attrition and organizational 

performance of the company 65 4.42 0.88 

The results (see Table 4.7) reveal that to a moderate extent, the respondents 

indicated that the relationship between attrition and organizational performance in the 

company is affected by government policies, with a mean score of 3.83 and a standard 

deviation of 0.83. The findings revealed that the level of competition regulations in 

the industry dictates the extent of the relationship between attrition and the company’s 

performance, with a mean of 4.42 and a standard deviation of 0.88. This implies that 

telecommunications service providers comply with regulatory requirements that apply 

to their sector and formulation of criteria for the de-registration and removal of 

telecommunication players from the database due to noncompliance with procedures 

or standards.  

The study findings concurred with those of Cull, Demirguc-Kunt, and 

Morduch (2009) that industries’ operations should be informed by laws, legal codes, 

court procedures, precedents, government regulations, executive orders, agency rules, 

and the democratic political process. Grover and Bhalla (2013) added that businesses 

might spend a lot of money and time to comply with regulations that ultimately prove 

to be ineffective and unnecessary. Fair and effective regulations, however, promote 

business growth. 

Statistical Modeling 

Correlation Analysis 

The study undertook correlation matrix analysis, as demonstrated in Table 4.8. 
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Table 4.8: Correlation Analysis 

 Organizational 

Performance 

Causes of 

Attrition 

Effects of 

Attrition 

Government 

Policies 

Organizational 

Performance 

Pearson 

Correlation 

1    

Sig. (2-

Tailed) 

    

N 65    

Causes of 

Attrition 

Pearson 

Correlation 

.611
**

   

Sig. (2-

Tailed) 

.000    

N 65 65   

Effects of 

Attrition 

Pearson 

Correlation 

.788
**

 .920
**

   

Sig. (2-

Tailed) 

.000 .000   

N 65 65 65  

Government 

Policies 

Pearson 

Correlation 

.600
**

 .927
**

 .885
**

  

Sig. (2-

Tailed) 

.000 .000 .000  

N 65 65 65 65 
**. Correlation is significant at the 0.01 level (2-tailed). 

The correlation matrix study on the impact of high turnover rates and 

organizational performance in the telecommunications industry is shown in Table 4.8. 

The correlation factor varied between -1 and 1, and the approval confidence level was 

95%, with a 0.05 significance level. The report used a Pearson moment correlation 

analysis, defined by r, on all of the research hypotheses, including attrition causes, 

effects, and government policies. 

The results indicate that organizational performance, causes of attrition, 

effects of attrition, and government policies negatively influence the performance of 

the telecommunication industry, as demonstrated by the correlation coefficient of 

0.611, 0.788, 0.600, and 0.745, respectively, and a p-value of 0.05. This correlation 

matrix implies that the independent variables - organizational performance, causes of 

attrition, effects of attrition, and government policies - have a negative impact on the 

performance of Kenyan telecommunication industries, particularly Airtel Kenya Ltd. 
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Model Summary 

The study sought to determine the relationship between causes of attrition and 

organizational performance, as shown in Table 4.9. 

Table 4.9: Model Summary 

Model R R Square Adjusted R Square Std. Error Of The Estimate 

1 .850a .723 .704 .556 1 

The model summary results (see Table 4.9) depict a positive correlation 

coefficient (r) 0.704, indicating a strong relationship between attrition rate and 

organizational performance Airtel Kenya Ltd. The r-square value of 0.704 shows that 

the attrition rate accounts for 70.4% of the variation or change in Airtel Kenya Ltd's 

performance. This result supports the general view that the attrition rate is not the 

only factor that affects organizational performance.  

ANOVA Results for Attrition Rate on Organizational Performance 

The study carried out an analysis of variance (ANOVA) effect of competition 

for the workforce on organizational performance in the telecommunication industry. 

The results are presented in Table 4.10. 

Table 4.10: ANOVA Results for Attrition Causes on Organizational Performance 

Model Sum of squares Df Mean square F Sig. 

1 Regression 48.323 4 12.081 39.099 .000
b
 

Residual 18.539 60 .309   

Total 66.862 64    
A. Dependent variable: organizational performance 

The ANOVA results for regression coefficients captured in Table 4.10: f-

statistics tabulated (fα/2=0.05 (39.099) and f statistics calculated 2.640 imply that the 

overall regression model was significant at the 0.05 significance level. Similarly, the 

f-statistics p-value=0.000
b
<0.05, hence the regression model was significant at 0.000 

significance level. The value of f is large enough to conclude that the set coefficients 

of the independent variables are not jointly equal to zero, implying that at least one of 
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the independent variables affected the dependent variable. The f-value in the ANOVA 

shown above was used to test the overall regression model of the goodness of fit.  

Regression Coefficients 

The study sought to understand the relationship between coefficients of 

attrition rate, causes of attrition, effects of attrition, and government policies and their 

effects on organizational performance as tabulated in Table 4.11. 

Causes of attrition, effects of attrition, and government policies 

Table 4.11: Regression Coefficients 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

T Sig. 

B Std. Error Beta 

1 (Constant) 1.482 .267  5.543 .000 

Causes of Attrition -.531 -.176 .667 -3.011 .002 

Effects of Attrition -.312 .-165 .356 -1.885 .003 

Government Policies .705 .192 .853 5.755 .000 
A. Dependent variable: organizational performance 

As presented in Table 4.11, the beta coefficients indicate the extent to which 

organizational performance (dependent variable) changes due to attrition rate 

(independent variables), causes of attrition, effects of attrition, and government 

policies. The regression equation below has established that organizational 

performance in the telecommunication industry, particularly at Airtel Kenya Ltd, 

without the influence of (dependent variable), is at 1.482. The results show that 

holding other variables constant, a unit increase in the adoption of attrition causes 

would lead to a -0.531 decrease in organizational performance in the 

telecommunication industry. This variable was significant since the calculated p-value 

(0.002) is less than 0.05 at a 5% level of significance.  

These findings agree with those of Lear (2012), who claimed that although 

seeking the right employee is challenging, requiring a match with an employee that is 

not a suitable fit for the business culture or values would not produce positive results. 
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Even if companies are desperate to fill the role, recruiting an employee who is not a 

good fit is bad for both the company and the employee. 

Holding other factors constant, the findings suggest that a unit increase in 

turnover effects leads to a -0.312 decline in operational efficiency in the 

telecommunications industry. The estimated p-value (0.000) was less than 0.05 at a 

5% level of significance, indicating that this variable was significant. The beta 

coefficient of .705 indicates that a unit improvement in the application of government 

policy resulted in a 0.705 rise in firm efficiency. At a 5% significance level, the p-

value of 0.003 was less than 0.05, suggesting that the effect was significant. 

The above findings concurred with Cheong and Kim (2018) that the 

government creates the rules and frameworks in which organizations can compete 

against each other. From time to time, the government changes these rules and 

frameworks, forcing organizations to change how they operate. Therefore, 

organizational performance is keenly affected by government policies. Key areas of 

government policies that affect organizations are economic and legal areas. 

The regression equation for the study was as follows:  

Y= 1.482-531x1 -312x2 - +705x4 + ε 

Where: 

Y= Performance in telecommunication industry  

Βo = Constant 

, and  

Β1, Β2, Β3  = Regression coefficients  

X1= Causes of attrition 

X2 = Effects of attrition 

X3 = Government policies 

ε is the error term. 
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Summary of Key Findings 

Causes of Attrition 

The majority of the respondents, with an average mean of 4.12 and Std 

deviation of 0.90, subjectively reported that job insecurity leads to unrest about the 

future for employees. Insecure workers become unsure whether they are going to 

remain in their work positions or not. Eventually, they have to decide between 

remaining in their current company and seeking employment in other companies. 

Poor development and training programs in the telecommunication industry can lead 

to employees ultimately feeling unsatisfied at work, stressed from their job, and 

underperforming. da Silvaa and Borsatoa (2017) supported this statement by stating 

that employees feel satisfied when their time is well spent in attaining value from their 

training sessions. 

Effects of Attrition 

The results showed that the majority of the respondents believed that the rate 

of turnover affected the output of the telecommunications sectors with an average of 

3.89 and 0.96. These results have shown that an incentive for growth and 

advancement is essential to the retention of successful workers. If an employee feels 

trapped in a dead-end position, they are more likely to look towards other companies 

for the opportunity to improve their income and status. These findings coincide with 

those of Wynen et al. (2019) that competition employing a flat structure can harness 

employee creativity to look for ways of adapting quickly to a changing environment, 

for instance, innovative methods, services, and products. Employees can shift efforts 

to match the sudden shifts in the industry. Innovation becomes a competitive tool for 

organizational growth. 
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Organizational Performances 

The respondents, to a moderate extent (Mean 4.23, Std 1.02), indicated that 

human resource increases the key competitiveness of the business from the 

perspective of the inner management of enterprises and perfects the process of human 

resource management practices. It also encourages workers to respond in a 

responsive, high-quality way in perception management and provides the advantages 

of procedural fairness, enhancing the overall efficiency of the whole company, 

eventually facilitating the achievement of the company’s goals. The findings are 

supported by Wanyama and Rotich (2018), who stated that human resources oversee 

the most crucial element of a profitable business, ensuring a productive, engaged, and 

thriving workforce. The role of human resource management is usually to 

strategically manage employees as business resources. 

Moderating Effect of Government Policies 

The respondents indicated that the relationship between attrition and 

organizational performance in the company is affected by government policies, with a 

mean score of 3.83 and a standard deviation of 0.83. The findings also revealed that 

the level of competition regulations in the industry dictates the extent of the 

relationship between attrition and the company’s performance, with a mean of 4.42 

and a standard deviation of 0.88. The government policies that shape the business 

environment include tax rates, labor laws, and market regulations.  

Summary 

This chapter has summarized and discussed the thesis research findings. 

Descriptive techniques such as mean, standard deviation, and frequency were used to 

evaluate the data. To evaluate the relationship between variables, inferential statistics 
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(correlation and regression analysis) were used. Data is shown in charts and tables for 

easy analysis and comprehension of the findings. 
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CHAPTER FIVE 

DISCUSSIONS, CONCLUSIONS, AND RECOMMENDATIONS 

Introduction 

This study aimed to establish the causes of attrition on organization 

performance in the telecommunication industry in Kenya, specifically focusing on 

Airtel Kenya Ltd. The study investigated causes of attrition, effects of attrition, and 

government policies on organizational performance in the telecommunication 

industry. In this chapter, the researcher summarizes the study findings, draws a 

conclusion, and gives recommendations based on the research findings and analysis 

done in the previous chapter. 

Discussions of Key Findings 

The study's key aim was to evaluate the effects of high attrition rates on 

organizational performance in the telecommunications industry, specifically focusing 

on Airtel Kenya Ltd. Purposive sampling was used to identify 76 respondents for the 

sample size. To gather primary data for this analysis, a semi-structured questionnaire 

with open-and closed-ended questions was used. 

The drop-and-pick later approach was used to assign the questionnaires to the 

respondents. A pretest analysis was conducted on 7 Airtel Kenya Ltd personnel who 

did not participate in the main study. The collected data was evaluated using 

descriptive and inferential techniques. A multiple linear regression analysis was used 

to analyze and determine the effect of high attrition rate on organizational 

performance. 
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Causes of Attrition on Organizational Performance 

The first objective was to determine the influence of causes of attrition on 

organizational performance in the telecommunication industry, with a specific focus 

on Airtel Kenya Ltd. The study findings indicated that salaries and wages have a 

negative impact on the telecommunication industry performance (β1=-0.531, 

p=0.002<0.05). The study found that employers, in particular employment classes and 

professions and workers doing similar work, are entitled to pay promotions and 

salaries in accordance with their expertise and qualifications. 

Fair pay means that Airtel Kenya Ltd has achieved internal equity hence 

retaining its employees. Competing organizations can make alluring offers with 

higher salaries, better benefits, or an impressive title, but if employees are truly 

satisfied at Airtel Kenya Ltd, they will be less likely to consider these offers seriously.  

These study findings agreed with those of Furseth and Cuthbertson (2016), 

that in addition to salaries and wages reducing morale, poor training could also lead to 

employees underperforming in their jobs. The employees can perform worse than they 

did before receiving the training as they become less efficient or thorough in their 

roles or positions. 

Effects of Attrition and Organizational Performance 

The second objective was to establish the effects of attrition on organizational 

performance in the telecommunication industry, specifically focusing on Airtel Kenya 

Ltd. This study findings indicate that the effects of attrition have a negative impact on 

telecommunication industry performance (β2=-0.312, p=0.000<0.05). Research has 

shown that a significant positive relationship between human resource practises and 

organisational performance practices, such as selective recruitment, compensation 

management, training and development, and status differences, lead to flexibility in 
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operational performance, cost reduction, quality and employee engagement. These 

results are consistent with those of Nyaga (2015) that attrition is substantially 

decreased when problems impacting workers are handled immediately and properly. 

Companies are now trying to limit the attrition rate of employees by providing 

incentives such as compensated maternity days, paid vacations, and flexible 

schedules. 

Government Policies on Organizational Performance 

The third objective was to establish the influence of government policies on 

organizational performance in the telecommunication industry, specifically at Airtel 

Kenya Ltd. The study findings indicated that government policies have the highest 

positive impact on telecommunication industry performance (β3=0.705, 

p=0.003<0.05). The findings revealed that to manage public policies for more 

effective governance and to expand education, infusions of capital alone do not 

suffice to address under development.  

Conclusion 

The study revealed that growth and advancement opportunities are vital for the 

retention of successful workers. If employees are stuck in a dead-end job, they are 

likely to consider opportunities from other firms to increase their position and profits. 

High turnover also means that workers are unhappy with their work, particularly 

because it is relatively easy to find a new opportunity.  

Other predictors of high turnover include dangerous or unsafe workplace 

environments, unreasonable standards of success, improper procedures or resources, 

inadequate applicant selection, lack of employment prospects and challenges, 

discontent with the job scope, disagreement or conflict with the management, and 
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competition to attract the best talent in the market. These findings concur with 

Cherner’s (2018) view that a company goes a long way to lure talented resources from 

its competitors. The availability of lucrative offers from other companies makes it 

difficult to retain good employees for long.  

An employee compensation scheme is essential to organizational success. 

When job benefits, preparation, and incentives have increased the efficiency of human 

resource management outcomes, overall satisfaction and performance are increased. 

There are three separate causes, including recruitment, workforce growth, and pay 

administration, which, when integrated, have an effect on organizational success. 

These results are consistent with Iqbal’s (2010) finding that organizational 

effectiveness captures organizational success as well as numerous internal 

performance outcomes usually correlated with more stable or successful activities.  

The telecommunications industry, which communicates well and promotes 

participatory decision-making among workers, can increase its level of autonomy and 

predictability in its workforce, which, in turn, can reduce perceptions of work 

insecurity. Similarly, workers who are encouraged and valued at the workplace and 

who have faith in their skills are less vulnerable to the negative impact of job 

instability. When the telecommunications sector is conscious of its objectives, it plans 

its intended projects. This study's results are consistent with those of Latha (2013) that 

the company should concentrate on onboarding processes and on new recruit 

preparation to ensure that workers are trained. Well-trained workers will be 

knowledgeable, focused on their various tasks, and will guarantee customer 

satisfaction. Organizations should also partner with regulatory agencies, such as 

occupational safety and health agencies to ensure workplace safety. 
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Government regulations offer general guidelines on the company's approach 

and, consequently, by the company’s staff in relation to different job aspects. These 

observations were consistent with those of Furseth and Cuthbertson (2016), who 

measured public policy's efficacy in terms of their assumed intentions and outcomes. 

The government should decide whether its policies are a positive or a mistake by 

reviewing their effect and outcomes on market organizations. 

Recommendations 

Airtel Kenya Ltd needs to create higher standards of pay administration 

procedures, workforce growth, and corporate citizenship activity in order to achieve 

higher levels of organizational success. According to the findings of this study, salary 

administration is favorably related to organizational efficiency. Furthermore, the 

findings indicate that employee development and corporate citizenship behavior are 

both positive organizational success indicators. 

Employee development programs such as learning opportunities are 

recommended by this study. The study observed a positive relationship between 

employee development and organizational performance, whereby human resource 

policies, procedures, and techniques affect organizational performance.  

The study recommends the auditing of starting wages and salaries, a criteria 

organizations use for salary and wage increase, and circumstances that warrant wage 

and salary adjustments.  

The study observed that the basis of competition for the workforce is 

dissatisfaction and a lack of engagement amongst employees and between staff and 

management. It recommends creating an engaging culture that builds trust and unity, 

making it difficult for employees to desire other positions in other organizations. 
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The study recommends the designing of human resource policies, needs to 

incorporate all working situations, including procedures for equitable and fair 

execution. To accomplish this goal, practices, and processes must be transparent and 

precise while being versatile enough to respond to changing circumstances and 

complying with all relevant laws and regulations. 

Recommendations for Further Research 

This study was carried out in the telecommunication industry; thus, further 

research can be conducted in other industries for comparison purposes.  

This study relied on primary data, hence future similar studies can be carried 

out using secondary data.  

Regression analysis in this study indicated an r squared, signifying the 

existence of other factors significantly affecting organizational performance in the 

telecommunication industry, but which were not addressed by the study. Therefore, 

future studies can be done to uncover these other factors.  
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APPENDICES 

Appendix A: Questionnaire 

Dear Respondent, 

My name is Janet Wanjiru Mwangi and I am presently pursuing a master's degree 

majoring in human resources at daystar faculty. I'm conducting research on attrition 

causes on organizational performance in the telecommunication industry in  Kenya, 

particularly at Airtel  Kenya limited. This's an element of the academic requirement at 

daystar university and the data collected will basically be used for academic purposes. 

All of the info that will be obtained from this procedure will be addressed with the 

utmost confidentiality and will be employed for the purpose of the research study. In 

this research is going to be extremely appreciated. 

Section A: Demographic Information 

1. What is your gender? 

A.  male          (  )                                       female        (  ) 

2. What is your age bracket? 

A. 18-30years          (  )                   b.  31-40  (  )  

B. C. 41-50              (  )                   d. Over 51 years (  ) 

3. What experience(in terms of years) do you have in the company 

A. 1-5            (  )                b. 6-10                 (  ) 

 c. 11-20 (  )                d. 21 years and above               (  )  

4. What is your department? 

A.  human resource              (  )           b.  Finance  & accounts                            

(  )   

C.  Marketing                          (  )            d.  Administration & hr               (  ) 
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E.  customer service             (   ) 

Section B: Measure Of Organizational Performance At Airtel  Kenya Limited 

5. This section involves the parameters used to measure organizational 

performance of the Airtel  Kenya limited. Please tick the extent or degree of 

performance of the following parameters at the Airtel  Kenya limited.  

 1 2 3 4 5 

A Productivity within a financial year is used to measure the 

performance of the company 

  

 

   

B Efficiency of service is used by the company to gauge its 

performance in the company 

  

 

   

C Changes of market share is used as indication of the level of 

performance of the company 

  

 

   

 

Explain . . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . .. . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

.. . . . . . . . . . . . . . .  . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .., . .. . . .. . .. . . 

. . . .. . . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . .  

 

Section C: Attrition causes and their effects on organizational performance 

6. This part of the questionnaire tackles the effects of attrition on organizational 

performance (productivity, efficiency of services and market share) at Airtel  

Kenya limited. 

(i) Effect of salaries and wages on organizational performance 
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This part of the questionnaire addresses the effect of salaries and wages on 

organizational performance at Airtel  Kenya limited. Kindly tick appropriately  

Statement 1 2 3 4 5 

A Salaries and wages lessen the company’s productivity        

B Salaries and wages reduces the level of efficiency of 

services in the company 

     

C Poor slaries and wages contribute to reduced market 

share as a result of less committed employees 

     

 

(ii) Effect of competition for workforce on organizational performance 

This part of the questionnaire addresses the effect of competition for workforce on 

organizational performance at Airtel  Kenya limited. Kindly tick appropriately  

Statement 1 2 3 4 5 

A Competition for workforce in the industry contributes to  

the company’s productivity   

     

B Extent of competition in the industry causes the reduction 

of  the level of efficiency of services in the company 

     

C Reduced market share of the company is experienced as 

as a result of stiff competition for the workforce in the 

industry 

     

 

(iii). Effect of job insecurity on organizational performance 
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This part of the questionnaire addresses the effect of job insecurity on organizational 

performance at Airtel  Kenya limited. Kindly tick appropriately  

Statement 1 2 3 4 5 

A Job insecurity in the company contributes to  the 

company’s productivity due to less motivated workforce   

     

B Job insecurity causes the reduction of  the level of 

efficiency of services in the company 

     

C Reduced market share of the company is experienced as 

as a result of job insecurity in the company 

     

 

 (iv). Effect of training and development on organizational performance 

This part of the questionnaire addresses the effect of training and development on 

organizational performance at Airtel  Kenya limited. Kindly tick appropriately  

Statement 1 2 3 4 5 

A Training and development of staff in the company 

contributes to  the company’s productivity due to the result 

of less competent employees   

     

B Training and development causes the reduction of  the level 

of efficiency of services in the company 

     

C Reduced market share of the company is experienced as as a 

result of training and development in the company 

     

 

Explain . . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . .. . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 
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.. . . . . . . . . . . . . . .  . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .., . .. . . .. . .. . . 

. . . .. . . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . .  

Section D: government policies and competition  

7. This section of the question address how government policy and competition in 

industry moderate the effects of attrition on organizational performance  at 

Airtel  Kenya limited. Kindly tick appropriately  

Statement 1 2 3 4 5 

A The relationship between attrition and 

organizational performance in the company is 

affected by government policies  

     

B The level of competition in the industry dictates the 

extent of relationship between attrition and 

organizational performance of the company 

     

 

8. Kindly suggest a way in which the company can reduce the high attrition rate ?. 

. . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . .. . . . . . . . . . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .. . . . . . 

. . . . . . . . .  . .. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .., . .. . . .. . .. . . . . . .. . . 

. . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . .  
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The attrition causes on organizational performance. 

9. This part of the questionnaire addresses the attrition causes combined on 

organizational performance  by taking 2016 as the base yearKindly tick 

appropriately  

 

Indicators  Performance levels % 

Year  2016 2017 2018 2019 2020 

Productivity level       

Efficiency of services      

Market share      
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