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JOMO KENYATTA UNIVERSITY OF AGRICULTURE AND TECHNOLOGY
UNIVERSITY EXAMINATION 2017/2018
FIRST YEAR SECOND SEMESTER EXAMINATION FOR THE DIPLOMA IN COUNTY GOVERNANCE

HLG 0207: DEVOLUTION AND MANAGEMENT OF SERVICES

DATE:  AUGUST 2018	                                                                            TIME: 2  HOURS   

INSTRUCTIONS: 	ANSWER QUESTION ONE (COMPULSORY) AND ANY OTHER TWO QUESTIONS 

QUESTION ONE: 30 MARKS

a.	Distinguish between services and products.			(3 marks)

b.	Define the term devolution as used in the Kenyan context.	(2 marks)

c.	Describe the benefits of devolved governments.			(3 marks)

d.	i.	Briefly explain the risks involved in outsourcing IT.	(2 marks)

	ii.	State the causes of internal/External customer churn at 
county lever.							(3 marks)
			
e.	i.	State the role of stakeholders in maintaining good governance in
 Kenya.								(3 marks)

ii.	Explain the importance of  management in country governments in Kenya.								(4 marks)

f.	i.	State the features of customer relationship management. (4 marks)

	ii.	State three characteristics of a grievance in county government.												(3 marks)

g.	i.	State any two objectives of a grievance procedure.	(2 marks)

	ii.	Define the term value chain.					(1 mark)






QUESTION TWO: 15 MARKS

a.	Outline the characteristics of good governance which will help reform the public sector in Kenya.							(7 marks)

b.	Discuss the four types of decentralization.				(8 marks)

QUESTION THREE: 15 MARKS

a.	Explain the benefits of the business process outsourcing (BPO) sector to the Kenyan County governments.					(8 marks)

b.	Briefly discuss the concept of outbound logistics in value chain of an organization as brought out by Michael Porter.			(7 marks)

QUESTION FOUR: 15 MARKS

a.	Decentralization take four dimensions that are important.  Discuss													(8 marks)

b.	Describe at least two external environments that a manger is likely to encounter in her service delivery.					(4 marks)

c.	State the importance of employee relationship management.	(3 marks)
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