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 ABSTRACT 

Interpersonal relations at the workplace create an advantageous effect on the 

organizational and individual variables. The core purpose of this study was to establish 

the effect of interpersonal relation strategy on sustainable performance of service firms in 

Eldoret town, Kenya. This research aimed at: determining the impact of employee trust, 

employee interpersonal sensitivity and employee perspective taking on sustainable 

performance. The study was guided by two theories; Relational Dialectic Theory and 

Capital-Based Theory of Sustainability. An explanatory research design was employed. 

Simple random sampling was utilized to choose 486 employees from a target population 

of 3513 employees in 26 service firms. The study used a five-point likert scale 

questionnaire to collect data from sampled employees. Reliability of the information 

gathered was reviewed through the utilization of Cronbach alpha coefficients, Internal 

and External Validity was measured using face to face and factor analysis respectively. 

Descriptive and inferential statistics were used in data analysis. Correlation coefficient 

was utilized to test the correlation of the variables and multiple regression model was 

utilized to empirically test the hypotheses. The study findings indicated that employee 

trust had a positive significant effect on sustainable performance (β1 = 0.286, p < 0.000). 

Employee interpersonal sensitivity had a positive significant effect on sustainable 

performance (β2 = 0.132, p < 0.000), and that employee perspective taking had a positive 

significant effect on sustainable performance (β3 = 0.458, p < 0.000). Based on the 

findings of the study, it was concluded that interpersonal relation strategy among 

employees increased sustainable performance. Thus, the study provided knew knowledge 

that informed service firms’ management on interpersonal relation strategies which 

included employee interpersonal sensitivity, employee trust and employee perspective 

taking that were employed to increase sustainable performance of service firms. 

Therefore, service firms need to intentionally focus on fostering trust, interpersonal 

sensitivity, and perspective taking as dimensions of interpersonal relation strategy 

significant in upgrading social communication, customer satisfaction and creating a long 

term client relationship as a reason for building and maintaining client dependability 

which are essential in sustainable performance achievement. 
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OPERATIONAL DEFINITION OF KEY TERMS 

Employee Interpersonal Sensitivity: Employee Interpersonal Sensitivity refers to 

being aware of fellow employee’s feelings in 

terms of worrying about them and caring for 

them. Efforts to be cautious and reactive to the 

wants of others are quite obvious (Hall et al., 

2011, 2006).  

Employee Perspective Taking:  Perspective taking refers to an employee having 

different views on matters concerning their 

fellow employees; thinking about them whether 

or not they interact on a daily routine. It images 

on the affinity of a person to see issues from 

more than one point of view, (Galinsky, Joe, 

Magee, Ena, and Deborah, 2006). 

Employee Trust:  Employee trust is being in a position to share 

critical information with fellow colleagues and 

keeping a close contact on a daily basis. In brief, 

being loyal and dependable (Wei, 2013). 

Interpersonal Relations Strategy:  Interpersonal relation strategy is a social link 

between two or more persons in this case the 

employee and the manager, (Phan et al., 2015)  

Sustainable Performance:  Sustainable Performance is growth in the 

organization in terms of increase in sales, profit 
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levels as compared to competitors, customer 

loyalty and increase in number of new 

customers. As such, it is one that is able to: stay 

reactive to the market place’s expectations and 

maintain the characters required to meet the 

market place’s expectation (Penrose, 2006). 

Service Firms:  A commercial enterprise that provides work 

performed in an expert manner by an individual 

or team for the benefit of its customers. The 

typical service business provides intangible 

products, such as accounting, banking, 

consulting, education, and transportation services 

(Sirmon, & Trahms, 2011). 
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CHAPTER ONE 

INTRODUCTION 

1.1 Introduction to the study 

This chapter outlines the background to the study, statement of the research problem, 

objectives, purpose, scope, significance of the study and limitations. 

1.2 Background of the study 

Sustainable performance generally connotes an organization’s inherent ability to 

progressively carry on its functions and services, whichever the case, in consonance of its 

legal objectives while at the same time operating at an optimum decibel and enhancing 

itself every time (Ismail and Jenatabadi, 2014). Sustainable performance may be in the 

form of operational sustainability, financial sustainability, continuous customer 

satisfaction and all the time employee satisfaction (Roberts, 2013). According to Hitt, 

Ireland, Sirmon, & Trahms (2011), impalpable resources are most probably than tactile 

resources to create a viable performance.  

This view was also advanced by Hitt et al., (2011) that an organization’s paramount 

sustainable performance relies on its competence to protect and utilize the impalpable 

capital it generates. Sustainable performance can be regarded as the firm’s core as it 

traverses to its advancement adequately. Positive interpersonal relation strategy at the 

workplace fosters a selection of advantageous end-results for a person’s work 

productivity and organizational sustainable performance.  
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Some other researchers, such as Hitt et al., (2011) apparently nurtured an idea of 

sustainable performance. Researchers like these argue that the ultimate criterion of 

sustainable performance is its growth and long-term survival. In other words, continuous 

improvement of sustainable performance forms its vital objective. What these definitions 

had in common was the effectiveness or realization of the objective component of 

sustainable performance.  

Contextual and demographic antecedents of benefits attributed to positive interpersonal 

relation strategy at work forming interpersonal dimensions that have been examined 

(Carlile, 2014; Carlile & Rebentisch, 2013; Bussing, 2012; Clariana & Koul, 2015). 

Research studies conducted by Song and Olshfski (2008) content that creating 

interpersonal association plan at the workplace has firm propensity background and thus, 

workers’ individuality will determine their advancement of purposeful interpersonal 

dimensions that foster good working relations. 

To improve service firm sustainable performance, interpersonal relation strategy will 

depend on the ability of the employees to adequately engage with their bosses, juniors 

and fellow workmates in the bounds of the service company and customers, supplies and 

the general masses (Song and Olshfski, 2008). Interpersonal relation strategy therefore, is 

a very crucial aspect in any institution or company. Several service firms experience 

employee shortcomings instead of business shortcomings. Employee shortcomings are 

mostly due to faulty cross-personal relation strategy, which inhibit the achievement of 

sustainable performance, Robinson, Roth, and Brown (2014). Concerted efforts should 
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therefore be exerted to improve the cross-personal relation strategy of the employees at 

the workplace.  

Interpersonal relation strategy at the workplace has a fruitful effect both on the 

organizational and individual variables. Studies have in the past pointed out to the fact 

that interpersonal relation strategy at the workplace enhances individual worker feelings 

such as work gratification, work commitment, engagement and perceived firm support 

(Ellingwood, 2011; Morrision, 2009; Zagenczyk 2010). To add to this, a worker’s 

negative work attitudes can be reduced when coworkers take the role of confidants to 

debate non-pleasant job experiences (Morrison, 2009; Song and Olshfski, 2008). 

Interpersonal relation strategy gradually develops with good team participation with other 

members (Stephen, 2010). 

There exists a close connection between work satisfaction and cross-personal relation 

strategy Ilies (2009). Barrick, Mount, & Judge, (2011) argue that there are other 

intermediary variables which link employee interpersonal relation strategy and overall 

job productivity such as rapport striving, the purpose for acceptance and workplace unity. 

Interpersonal relation strategy adds to the elaboration of sustainable performance of inter-

firm relationships (Phan, 2013) and cross-firm inter-functional working relationships 

(Walker, 2014).  

A comprehension of individual workers' practices' and mentalities at work may help with 

distinguishing hindrances that restrain sustainable performance similarly they may help to 

improve sustainable performance. Relationships between all workers, paying little mind 

to their level in the progression, must be worked through shared qualities and commonly 
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useful interpersonal relation strategies. This can't be accomplished without thinking about 

the workers' interpersonal relation methodology. Poor hierarchical reaction in creating 

interpersonal relation methodology can block work fulfillment thus prompting 

maintenance issues and consistence issues (Carter & Gray, 2017). 

In optimum performance job cultures for instance, workers should have the ability to 

exercise interpersonal relation strategy dimensions like trust, interpersonal sensitivity and 

perspective taking (Boxall & Macky; 2009). Similarly, Carter (2012) contends that 

human resource administrators must prepare workers on the best way to utilize their 

predominance and decisiveness shrewdly with the goal that sustainable performance is 

accomplished. Sustainable performance may likewise be decidedly connected with 

expanded employment fulfillment. Workers with abnormal amounts of interpersonal 

relation methodology will probably play out their activity parts all the more adequately. 

Nonetheless, these representatives may likewise be less fulfilled if their objectives of 

upward versatility are not adjusted by putting into consideration the others need as they 

do their day to day undertakings. 

However, not all scholars have identified interpersonal relation strategy as an important 

factor that could influence prosperity, work fulfillment, performance and profitability 

(Stoetzer, 2010). According to Sias (2008) interpersonal relation strategy is necessary for 

existing systems and is the hub of service firms. However, not all interpersonal relation 

strategy maintains sustainable performance. Wheatley (2011) furthermore recommends 

that scholars should pay regard for how a job environment sorts out its interpersonal 

relation methodology; its errands, parts and progressive systems, together with, the kind 
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of interpersonal relation technique and extents created to maintain and change them. 

Interpersonal relation procedure contains those measurements in which people are 

engaged with the course of carrying out their employments. 

The test for directors is to select and hold staff with elevated amounts of interpersonal 

relation technique. Interpersonal relational measures, for example, interpersonal 

sensitivity and point of view taking may indeed be the sure way to recognizing holes in 

current methods (Carter 2011). Other interpersonal relation strategies, for example, 

interpersonal affectability, trust and point of view taking can likewise be produced to 

keep up and lead to an increment in workers' levels of occupation fulfillment, 

maintenance and consistence.  

The service industry has been recognized as a standout amongst the most critical 

segments that have a positive correlation with interpersonal relation strategy. The Kenya 

National Bureau of Statistics (2012) featured that the cost of service firms’ services is 

relied upon to lead to increment all around in light of the present world financial 

circumstances. The service firm’s industry in Kenya is facing several challenges which 

have been affecting their sustainable performance. Kenya has been experiencing 

turbulent times with regard to its organizational sustainable performance in the last two 

decades. This has resulted in generally low profits across the economy and this picture is 

fairly well replicated in the service firms industry (Namusonge et al., 2012). Thus, the 

main aim of the study was to establish the effect of interpersonal relation strategy on 

sustainable performance of service firms in Eldoret Town, Kenya. 
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1.3 Statement of the Problem 

Sustainable performance advancement is regularly a troublesome goal to accomplish for 

any service firm whether large or small. Many service firms are facing challenges in their 

efforts to achieve sustainable performance and this occurs due to lower morale from 

employees, leading to dissatisfactory results, wasted resources and high employee 

turnover (Song & Olshfski, 2008). Previous research has demonstrated that interpersonal 

relation strategy is related to sustainable performance, (Ellingwood, 2011). Nevertheless, 

negative interpersonal relation strategy might be harmful to service firm’s sustainable 

performance (Song & Olshfski, 2008). Some of the studies have demonstrated inadequate 

sustainable performance in service firms as results of high employee turnover, mistrust 

among employees themselves and management (Aryee, Budhwar, & Chen, 2012). 

However, this issue is not being treated as important in emerging economies like Kenya 

as it is in the western countries (Bond, Walker, Hutt., & Reingen, 2014). Numerous 

associations in the service industry confront challenges in holding employees. Henceforth 

confront troubles in accomplishing sustainable performance. This is due to the fact that 

they can't recognize the elements that add to both representative fulfillment and 

faithfulness, for example, interpersonal relation technique (Abdullah, Uli & Tari 2009). 

In Kenya, the service firm’s industry has been thought of as a potential prospect in the 

growth of the country’s economy. As it is, the growth is limited by the optimum turnover 

rates of workers (Service firm’s annual report, 2015). In addition, workers turnover 

continues to accelerate in the service firms despite changes in management, for example 
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in 2010 there was 10% employee turnover which increased to 20% in 2011 (Service firms 

annual report, 2015), hence the need for the study.  

Nonetheless, analysts have given careful consideration to the interpersonal relation 

methodology that employees require to improve their juniors’ pledge to the hierarchical 

sustainable performance, (Bambacas & Patrickson, 2008; Morrison, 2009; Song & 

Olshfski, 2008). In addition, African researchers have for long ignored the concept of 

interpersonal relation strategy and how it links with sustainable performance (Abdullah et 

al., 2009). Each of these issues prompts basic inquiries regarding the achievement and 

advantages of interpersonal relation dimensions in firms’ sustainable performance. The 

core part of these issues centralizes the study's aim on whether or not the interpersonal 

relation strategy employed is of benefit to sustainable performance of service firms in 

Eldoret Town, Kenya. 

1.4 General Objective of the Study 

The purpose of this thesis was to establish the effect of interpersonal relation strategy on 

sustainable performance of service firms in Eldoret Town, Kenya. 

1.4.1 Specific Objectives of the Study 

i. To determine the effect of employee trust on sustainable performance of service 

firms in Eldoret Town, Kenya. 

ii. To determine the effect of employee interpersonal sensitivity on sustainable 

performance of service firms in Eldoret Town, Kenya. 
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iii. To establish the effect of employee perspective taking on sustainable performance 

of service firms in Eldoret Town, Kenya. 

1.5 Research Hypotheses 

This research was based on the following hypotheses: - 

Ho1 Employee trust has no significant effect on sustainable performance. 

Ho2 Employee Interpersonal sensitivity has no significant effect on sustainable 

 performance. 

Ho3 Employee perspective taking has no significant effect on sustainable performance. 

1.6 Significance of the Study 

Interpersonal relation strategy among employees was vital in fostering higher job 

performance in well performing organizations. This study was of great significance to 

practicing managers who strive to ensure conducive working relations among employees 

in service firms. The study was valuable not only to the employees but also other 

managers in other service firms and industries. It would help them understand the effect 

of interpersonal relation strategy on sustainable performance to achieve competitive 

advantage. 

The study ensured improved interpersonal relation strategy through encouraging 

contributory participation by employees and managers to the overall sustainable 

performance of the organization, apart from that it would significantly contribute to the 
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existing literature on employee interpersonal relation strategy on sustainable 

performance. 

The consequences of this study would likewise be profitable to scholars and researchers, 

as it would shape a reason for additional research. Future understudies could utilize this 

study as a reason for dialogs on the impact of interpersonal relation procedure on 

sustainable performance. This study additionally gives a future referential material to 

future researchers around related topical issues; it could also aid distinct researchers who 

could engage a comparative point in their works.  

1.7 Scope of the Study 

The research was carried out in Service firms in Eldoret town, Kenya between July and 

September 2017. The study targeted a population of 3513 and a sample size of 486 

employees drawn from 26 Service firms. Structured questionnaires were utilized to gather 

information from employees in light of a five-point likert scale poll. Simple random 

sampling was utilized to choose employees. 

1.8 Limitations to the Study 

The study assessed the respondents based on their perception of the objectives at a 

specific time. The information gathered from the respondents was based on specific 

questions thus the respondents gave information based on what the researcher wanted to 

know. The study was limited to only service firms in Eldoret Town, Kenya. This showed 

that the nature of the industry was too narrow. Therefore, results may not be 

generalizable. This implies that, the replication of the study in different towns would 
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enable better generalizability of the findings of the study. Limited studies in the research 

area, little research had been done on interpersonal relation strategy and how it affected 

sustainable performance of service firms. 
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 CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

This chapter covers the concept of sustainable performance, interpersonal relation 

strategy, employee trust, employee interpersonal sensitivity, employee perspective taking, 

theoretical framework, literature gap and conceptual framework. 

2.2 The Concept of Sustainable performance 

Sustainable performance is characterized as the degree to which an organizations member 

adds to accomplishing the objectives of the firm. Therefore, it's one that can: stay 

receptive to the market demand desires and maintain the practices required to meet the 

markets’ demands (Penrose, 2016). Service firms start a new business to make long haul 

sustainable performance and value addition. Along these lines, a sustainable firm is one 

that flourishes as time goes on, not only the short pull. This does not imply that it is a 

static association; rather it suggests that it is an association that is much similar to a 

profoundly versatile life form, one that beats the developmental chances and survives 

through adaptation (Carvalho, Meier, and Wang 2010). 

Service firms accomplish sustainable performance as long as the senior management 

comprehend and viably react to their market. Markets change after some time because of 

elements, for example, rivalry, technological change, and the financial condition. 

Effective service firms can envision and adjust to these progressions. At the point when 

service firms offer items and services that address market issues regarding unwavering 
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consistency, quality, and client service, at a value which is viewed as sensible and, with 

installment terms which are reasonable, they are probably going to secure clients who are 

faithful and loyal to the service firm (Ritta & Ensslin, 2010). 

Effective interpersonal relation strategy is among the tools to improve sustainable 

performance (Marques & Cunha, 2012). Sustainable performance involves awesome 

worry in various service firms private or public. Service firms across all strata are 

endeavoring to guarantee that their areas of expertise and units are accomplishing more 

with less (Nascimento 2009). In this specific situation, sustainable performance 

examination framework can be considered as an apparatus that can quantify and 

recommend how to enhance efficiency (Vallance, 2009). Sustainable performance 

reflects an objective end of the move of service firms in the corporate obligations 

continuum (Bhimani and Soonawalla, 2015; Schaltegger and Wagner, 2016; Johnson, 

2017) from corporate conformance, affirming, consistence and revealing with offered 

guidelines to support service firm’s sustainable performance in relation to stakeholder 

desires (Epstein, 2008).  

Albeit sustainable performance estimation has a long history (Neely, 2008) early 

observational research into natural and social performance administration and detailing 

was halfway established in the 1970s business morals debate (Schaltegger and Wagner, 

2016). Business strategists, over the most recent 30 years, have created wide inner 

frameworks and estimations. A scope of techniques and activities were created over the 

most recent 20 years to quantify distinct levels of sustainable performance of service 

firms; including principles of sustainable performance measurement, sustainable 
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performance accounting, sustainable performance reporting activity and other financial 

estimations. All findings considered by Schaltegger and Wagner, (2016) the examination 

amid the 1980s, which based on two highlights, had additionally made fundamental 

commitment to the study. The first managed the societal which includes natural and 

social performance of service firms. The second centered on a hypothetical talk of how to 

characterize and measure sustainable performance.  

Overseeing sustainable performance comprehensively is testing and requires a sound 

administration structure that coordinates ecological and social performance with 

monetary business performance (Johnson 2017; Schaltegger and Wagner, 2016; Epstein 

and Roy, 2013). In any case, Schaltegger and Wagner, (2016) bring up a fundamental 

issue on overseeing sustainable performance as its exercises may bring about building up 

a parallel organization inside the organization managing non-monetary issues and 

estimating non-financial parts of sustainable performance.  

Administration is progressively asking how service firms can enhance sustainable 

performance, and, all the more particularly, how they can distinguish, oversee and 

measure the drivers of enhanced sustainable performance and the frameworks and 

structures that can be made to enhance sustainable performance estimations Epstein, 

(2008). Hence Sustainable Performance Measurement (SPM) needs to incorporate a few 

elements in light of the financial, environmental, and societal issues (Epstein, 2008; 

Johnson, 2017; Waddock & Bodwell, 2017; Schaltegger & Wagner, 2016; DeSimone & 

Popoff, 2013) 
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Sustainable Performance is measured using the Quantitative models for sustainable 

performance measurement systems (QMPMS), a model for estimating sustainable 

performance concerning a factor as created by Suwignjo, Bititci, and Carrie (2010). The 

model uses maps and scientific chain of command procedure to recognize factors on 

sustainable performance and their interpersonal relation technique, measure the impact of 

the variables on sustainable performance, and explain them quantitatively. 

Notwithstanding, the model has the constraint to be utilized as an assessment apparatus. 

The criteria considered are: representative's activity disposition, relational abilities, and 

clinical aptitudes. Nonetheless, the author did not expound on how the appraisals on 

different criteria were investigated and conclusions made.  

In wide terms there are two principle regions of concern, the performance of individual 

members of staff, and accumulation performance of the staff as individuals from a group. 

Usually, it is accepted that accomplishing the best from an individual will enhance the 

sustainable performance, while it is similarly flawed that great cooperation is an 

aftereffect of amplifying every individual's performance (Kim, Bjorner, Christensen, & 

Borg, 2014).  

Sustainable performance is disposition towards business related conditions, or parts of the 

activity as per Wiener (2012). Sustainable performance is to a greater degree a reaction to 

a particular occupation. It is an essential component from organizational viewpoint, as it 

urges higher organizational responsibility of employees and high duty prompts general 

organizational achievement and sustainable performance (Feinstein, 2010). Also, 

development, viability and effectiveness of the service firm will decide worker's aims to 
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leave the service firm (Mosadeghard, 2008). Willfully, dismayed individuals leave the 

service firm and burst the inspiration of those remaining there (Feinstein, 2010) and 

therefore laborers loose performance and effectiveness and might sabotage the job and 

leave the activity (Sonmezer and Eryaman, 2008).  

Different scholars have contributed their exploration discoveries from service firm set 

ups, with a specific end goal leading to increment and have given different 

recommendations to support the fulfillment. Feinstein (2010) points out that with a 

specific end goal to build up a person's fulfillment level employees ought to be given 

progression chances. Thus, changes in organizational factors, for example, pay scales, 

representative contribution to policy progression, and workplace could then be attempted 

to increase organizational duty and general result. Bektas, (2013) discovered that 

communication within the group is the greatest satisfier in improving interpersonal 

relation system. Wellbeing, in relation to work and achievement are trailed by cross-

group relations (Bektas, 2013). Mosadeghard (2010) gave sustainable performance 

measurements like nature of the activity, administration and supervision, undertaking 

necessity, employer stability, acknowledgment and advancement had more impact on 

workers' organizational duty in organizational set up. Benefits and benefit sharing 

designs are emphatically connected with sustainable performance (Bender and Heywood, 

2016).  

As indicated by Stephen (2015), one could not be right to think about one singular 

measure of sustainable performance and there might be various factors that should be 

considered. He additionally discovered that genuine work was the greatest satisfier and 
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working conditions were the slightest satisfier; professional stability was likewise a major 

determinant of sustainable performance. Penn, Romano and Foat (2018) found that an 

open door for proficient development is the biggest determinant to differentiate satisfied 

and non- satisfied employees. 

A worker will be fulfilled in the event that he has achieved the beliefs in his guild; he will 

create positive sentiments to his profession (Sirin, 2009). Nonappearance of work-life 

adjust, absence of progression openings, workplace, absence of consolation, absence of 

acknowledgment may prompt pressure, which at last causes disappointment, burnout 

lastly expanded turnover rate inside a service firm and this could influence sustainable 

performance accomplishment (Ahmadi & Alireza, 2017).  

Sustainable performance has been observed to be related with worker trust (Rich, 2008) 

and aid in the increment of sustainable performance (Arnett, Laverie, McLane 2012). 

Sustainable performance additionally fills in as a huge indicator in organizational 

responsibility and maintenance (Kim et al., 2014). Therefore, interpersonal relation 

technique is the key for sustainable performance to be accomplished. At the point when 

employees are happy with their activity, they are all the more eager to give services that 

surpass clients' desires and decidedly impact clients' state of mind towards their service. 

Interestingly, employees who are disappointed with their job are probably going to have 

more work-related pressure and be less gainful (Spinelli and Canavos, 2010). In this way, 

exceedingly dedicated, high performing, and glad employees are profitable assets to the 

service firm’s division. 
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2.3 Interpersonal Relation Strategy 

Interpersonal Relation Strategy refers to an individual employee creating a unique dyadic 

level of interpersonal association/relationship with the manager (Phan, Styles, and 

Patterson, 2015). Relationship is the stepping stool to your gain or pain and in this way; it 

must be intentionally taken care of. It doesn't come by possibility, yet it is a social work 

to be done on the grounds that interpersonal relation system is the social connection 

between at least two people and it influences sustainable firm performance. Services 

researchers contend that a consumer’s loyalty with a specific service is essentially a result 

of the interpersonal relation system between the service supplier and the client (Berry and 

Parasuraman 2013; Gronroos, 2010). Interpersonal relation technique likewise requires 

the change of outlook and duty of the employees and sustainable performance (Laszlo, 

2013; Waddock and Bodwell, 2017).  

Also, Liu and Wang (2010) alluded to interpersonal relation technique as the idea of 

illustration on measurements or systems, and it includes corresponding commitments and 

supports between two gatherings in individual or business performance. A client's 

inclination to go into and keep up a long-haul relationship with a service firm is to a great 

extent driven by his appraisal of the center item/service, and the interpersonal relation 

procedure parts of sustainable performance. Davies (2015) announced that very 

imperative advantages emerge from interpersonal relation procedure, for example, 

upgrading business exchanges, giving data and getting assets. Marketing as a capacity is 

never again what it used to be 10 years prior. Marketing supervisors have advanced new 
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ways and techniques to construct interpersonal relation strategies and connect with the 

clients to upgrade sustainable performance. 

Interpersonal relation procedure unites two people to influence them to stay with regards 

to performance relationship as observed by Maxwell (2014). Such measurements might 

be regular interests like want, yearning or an objective. At the point when interpersonal 

relation procedure is conceived from any of these, in the event that it is sustained and 

supported, it develops however in the event that it is ignored, it decays and passes on. 

Creating interpersonal relation system is a genuine venture that yields profits of 

performance to those focused on it. Interpersonal relation system is the social affiliation, 

association or connection between at least two individuals to accomplish a shared 

objective.  

Interpersonal relation strategy if conceived, bolstered and supported, it develops towards 

profitability. It is conceived at the level of colleague relationship; it is sustained at 

acquaintance relationship and is supported to accomplish performance. One who must be 

engaged with interpersonal relation procedure must have an objective to accomplish as 

far as performance at each level keeping in mind the end goal to accomplish its 

motivation (Zagenczyk, Scott, Gibney, Murrell, & Thatcher 2010). Interpersonal relation 

system is the stepping stool to your pick up or torment and in this way, it must be 

deliberately dealt with. It doesn't drop by a shot, yet it is a social work to be done on the 

grounds that interpersonal relation methodology is the social connection towards 

performance.  
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Additionally, growth, effectiveness and efficiency of the service firm will determine 

employee’s aims to leave the service firm (Mosadeghard, 2008). Unyieldingly, 

disappointed individuals leave the service firm and blow up the inspiration of the workers 

still working there (Feinstein, 2010) and therefore specialists free performance and 

proficiency and might disrupt the job and leave the employment (Sonmezer and 

Eryaman, 2008). Prizes like the profit of occupation, motivation installments, 

progression, thankfulness, and open doors for advance could lead to expanded sustainable 

performance as expressed by Taylor (2010). Also, Roberts (2013) featured the 

significance of worker support in the evaluation procedure. On the off chance that 

employees are positive about the reasonableness of the evaluation procedure, they will 

probably acknowledge performance appraisals, even unfavorable ones, in the event that 

they see reasonable basic leadership process (Roberts, 2013).  

At the point when employees are happy with their job, they are additionally ready to give 

service that surpasses clients' desires and emphatically impact clients' demeanor towards 

their services. Interestingly, employees who are disappointed with their job are probably 

going to have more occupational related pressure and be less profitable (Spinelli and 

Canavos, 2010). Consequently, profoundly dedicated, high performing, and glad 

employees are profitable assets to the service firms sector. 

A service firm comprises of a gathering of individuals with comparative points, targets, 

objectives and bits of knowledge who agreeably hold hands together to accomplish what 

people can't accomplish in separation under a compelling planning instrument. 

Nonetheless, in any service firm that is performance arranged, employee’s agreeable 
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endeavors combined with their level of interpersonal relation procedure tend to impact 

the whole work-gathering to accomplish sustainable performance. The requirement for 

interpersonal relation procedure at work environment in this way can't be 

overemphasized. Esteemed interpersonal relation procedure can impact service firm 

results by expanding institutional cooperation, build up steady and imaginative 

atmospheres, expanding service firm efficiency and in a roundabout way decreasing the 

purpose to turnover (Berman, West, Richter & Maurice 2012; Crabtree, 2014; 

Ellingwood, 2014; Song and Olshfski, 2008).  

A portion of the immediate connections between interpersonal relation methodology 

practices and sustainable performance have been seen in the field of social collaborations. 

For instance, Pfeffer (2012) recommended that having the capacity to make a decent 

interpersonal relation system with others is critical for acquiring profitable sustainable 

performance. Sternberg, Forsythe, Hedlund, Horvath, Wagner, Williams, Snook, & 

Grigorenko, (2010) demonstrated that employees with solid interpersonal relation 

technique and abilities have a tendency to create different performance systems. These 

systems would then be able to be utilized to make individual and expert efficiency. 

Interpersonal relation procedure isn't imperative for performance and technique 

advancement; they are similarly basic to the accomplishment of sustainable performance. 

Empirical evidence has upheld this thought and has discovered that astounding 

interpersonal relation methodology yields in constructive work results; for example, 

bringing down turnover (Harris, Kacmar, & Witt 2015). To maintain long haul 

profitability, interpersonal relation technique measurements need to put expanded 
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accentuation on the relationship, administration abilities, and transaction and intervention 

aptitudes for managing the inescapable clashes that emerge in the working environment 

(Webster, 2012). Interpersonal relation methodology adds to the clarification of the 

sustainable performance between firm relationships (Phan, 2013; Phan et al., 2015) and 

intra-firm cross-practical working relationships (Bond et al., 2014). 

Good socialization and training programs can help reduce workers’ role ambiguity and 

strengthen sustainable performance (Hartline & Ferrell, 2016); Successful sustainable 

performance will largely depend on the manager’s ability to communicate with his or her 

employees. According to Ithinji (2012) high or low levels of self-esteem seem to have 

direct effects on how one resolves personal conflicts, cultivates interpersonal relation 

strategy and lays foundation for sustainable performance success.  

Consumer loyalty with an organization's items or services is frequently observed as the 

way to an organization's prosperity and sustainable performance. It appears that as people 

we look to be responsible for our lives, not too subjected to wild outside goals, but rather 

additionally look for connections and solidarity with others: the requirement for status 

(control, power, organization) and the requirement for adoration (love, fellowship and 

alliance), (Kiesler, 2016). Interpersonal relation procedure alludes to a solid relationship 

among employees either cooperating in a similar group or same organization to 

accomplish sustainable performance. Hsu and Saxenian (2010) infer that the informal 

organizations (i.e. interpersonal relation methodology) encourage, facilitate and upgrade 

sustainable performance among service firms. Interpersonal relation methodology 

assumes a critical part in completing service firm's acknowledgment of sustainable 



22 
 

performance. Service firm interpersonal relation technique has been appeared to be a 

culture-subordinate idea of efficiency (Ambler and Styles, 2010; Palmer, 2008, 2010; 

Simmons & Munch, 2016).  

In particular, Palmer (2010) expressed that interpersonal relation technique marketers 

ought to be careful about endorsing general answers for trade based as they are creating 

widespread items and advancement strategies for all markets. Ambler and Styles (2010) 

resound the supposition by fighting business relationships are implanted in a social 

domain that must be considered to completely comprehend the improvement of long haul 

interpersonal relation technique. As service firm's experiences are to a great extent social 

trade amongst buyers and service suppliers, social qualities that impact interpersonal 

relation system should assume a part in these service relationships also. In any case, in 

the previous decades, it has been contended that organizations over all divisions should 

move towards inventory network administration and most notably, interpersonal relation 

system to enhance performance (Day 2010, Gronroos 2010; Gummesson 2009; Hunt 

2010; Peck, Payne, Christopher, and Clark, 2009 and Webster, 2010) 

2.3.1 Employee Trust 

Employee Trust is characterized as a reflection on one's conviction that others are reliable 

and true, steadfast, and dependable and that one's conduct indicates trust in others, (Wei, 

2013). Researchers bring up a point that trust is fundamental for sustainable performance 

(Gabris, Grenell, Ihrke, and Kaatz 2010; Serva, Fuller, and Mayer 2015; Ferres, Connell, 

and Travaglione 2014; Laschinger, Finegan, and Shamian 2011). Accordingly, trust 

assumes a basic part in building up interpersonal relation procedure for sustainable 
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performance in any service firm. In any case, the idea of trust has not picked up 

agreement among researchers and scholars. In such manner, Carnevale and Wechsler 

(2012) noticed that trust is slippery and hard to fathom. Various scholars have 

characterized trust in an assortment of ways. Among others, Mayer, Davis and 

Schoorman (2015) characterize trust as readiness of a gathering to be defenseless against 

the activities of another gathering in view of the desire that the other will play out a 

specific activity essential to the trustor, regardless of the capacity to screen or control that 

other gathering.  

Griffin (2008) additionally finds that trust is dependence upon the conduct of a man 

keeping in mind the end goal to accomplish a coveted performance or questionable goal 

in a hazardous circumstance. In general, it creates the impression that numerous 

researchers concur that the idea of trust includes reasonableness, confidence; weakness, 

vulnerability, and hazardous circumstances in seeking after sustainable performance. 

Along these lines, following Mayer, Davis, and Schoorman's (2015) definition, this study 

characterizes worker trust as a trustor's readiness to depend on a trustee's conduct in an 

unverifiable, unsafe circumstance to accomplish performance.  

It's accepted by numerous to be a significant element of service firm viability and 

abnormal state of sustainable performance and its part in the work environment are 

progressively drawing in the consideration of organizational researchers. Analysts have 

observed this variable to be prescient of critical representative responses (Korsgaard, 

Brodt, & Whitener 2012) and performance (Dirks, 2010). In spite of the fact that trust is a 

multilevel marvel that can be inspected at the individual, organizational, between 
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organizational, and global levels (Das and Teng, 2011), the present study centers around 

individual trust in relation to sustainable firm performance inside service firms. In a 

service firm, a pervasive type of relationship is that between a subordinate and a boss, 

and trust assumes a basic part in such various leveled, dyadic relationships as a result of 

performance accomplishment (Wei, 2013).  

Thusly, it is imperative to analyze how the trust employees have for their administrator is 

shaped, and what the impacts of such trust are on employees' dispositions and practices 

towards performance. Past examinations have exhibited that trust improves individuals' 

eagerness to participate in unconstrained friendliness, for example, helpful, unselfish, and 

additional part practices in satisfying the coveted result. Korsgaard et al., (2012) 

observed administrative reliable conduct to be emphatically identified with performance; 

and Aryee, et al., (2012) discovered trust-in-director to foresee separately coordinated 

interpersonal relation system. At last, an ongoing Meta - systematic study of trust in 

administration observed trust in guide pioneer to be corresponded with performance 

(Dirks and Ferrin, 2012). 

The past examinations of trust have fixated on the most part of interpersonal trust and 

organizational trust, accepting that interpersonal trust will lead to an increment in 

organizational performance (Williams 2011; Mayer, Davis, and Schoorman 2015; Nyhan 

2010; Carnevale &Wechsler 2012). Albeit a few researchers have communicated an 

enthusiasm for dichotomization of organizational and interpersonal trust (Nyhan and 

Marlowe 2008; Williams 2011; Williams 2015; Serva, Fuller, and Mayer 2015). There 

has been minimal efficient study of a multidimensional perspective of worker trust in 
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relation to sustainable performance. This study accepts that employees can differentially 

confide in their superior, colleagues, top administration, clients, and association to 

address the issue of sustainable performance. The way that one trusts his boss does not 

really imply that he confides in his organization. All things considered, each trust 

measurement is autonomous from the others.  

The majority of the work on trust in particular targets has concentrated on trust in an 

immediate pioneer, for example, boss, director, or work-bunch pioneer (Aryee, et al., 

2012; Tan & Tan, 2010). Scholars have discovered trust in various referents composes to 

be identified with various arrangements of precursors and performance. For instance, Tan 

and Tan (2010), investigated director and organization as trust referents. They found that 

the previous is influenced by the apparent capacity, kindheartedness, and respectability of 

the superior and prompts performance with manager and creative conduct, while the last 

is influenced by procedural and distributive equity and results in higher organizational 

sustainable performance and lower turnover aims.  

Specialists considered the impact of a representative's trust in top supervisor on the 

worker's job performance. They found that the thoughts of reasonableness and human-

driven reflected from a service firm strategies and directions and all have an imperative 

effect upon an employees' job fulfillment and organizational sustainable performance, 

Davis, Schoorman, Mayer, & Tan (2010), Morgan and Zeffane (2013), and Connell, 

Ferres, & Travaglione, (2013). In a service firm, the best administrator is in charge of 

system plan and foundation of organizational establishments. Regardless of whether these 

choices are reasonable and human-driven, turns into an imperative piece of information 
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for employees to assess the best supervisor. Specialists have seen that when employees 

have trust in the best director, their organizational duty and organizational performance 

likewise enhance, which thusly makes employees work harder and invest additional time 

and vitality in their jobs. Administrators regularly have visits and direct contact with help 

staff in their day by day work.  

Administrators' activities and practices, which are basic in deciding the care staff 

mentalities, give the establishment to trust. Supervisory help is a solid marker of the 

quality performance amongst employees and directors (Stinglhamber and Vandenberghe, 

2013). At the point when administrators express worry for their employees' prosperity, 

assist them with profession advancement, and esteem in their work, they flag to their care 

staff that they are keen on sustainable performance.  

To even out or guarantee an adjustment in their trades, employees will feel committed to 

respond to the great deeds and altruism of the director by releasing their commitments for 

the services given, they show their dependability and the slow development of common 

services. Trust relations additionally empower individuals to make gainful speculations, 

since they put stock in the characteristic ethicalness of such relations and that these 

feelings are responded. Employees frequently sum up their encounters with their bosses 

to the organization. Undoubtedly, it has been watched that employees' trust in bosses is 

related with performance in the organization (Wong, Ngo and Wong, 2013). As their trust 

in the manager expands, their great recognitions about efficiency of the organization 

additionally are enhanced.  
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The writing on trust crosses with that of social capital where frequently trust is viewed as 

a part, wellspring of, or even an intermediary for, social capital with regards to 

performance. The idea of social capital does not have a consistently acknowledged 

definition with qualifications being made, in addition to other aspects, as indicated by 

whether social capital is associational or conduct (Carpenter Daniere & Takahashi 2014), 

or whether the attention is on the outside or inside relations (Adler and Kwon, 2012).  

Despite the fact that worker trust is specifically identified with sustainable performance 

that regularly goes with chance taking conduct (Serva, Fuller, & Mayer 2015), it can 

likewise anticipate the level of representative responsibility in an organization. The 

relationship between sustainable performance and trust is very much recorded in 

observational investigations. On a general level, representative trust straightforwardly 

influences sustainable performance (Ferres, Connell, and Travaglione 2014; Laschinger, 

Finegan, and Shamian 2011). Besides, it additionally predicts an assortment of 

sustainable performance related factors, including employees' interpersonal affectability, 

goal to turnover, and complex information partaking in an organization (Chowdhury 

2015; Kickul, Gundry, and Posig 2015; Ferres, Connell, and Travaglione 2014, 2015).  

Worker trust is decidedly identified with sustainable performance. An essential preface of 

social trade hypothesis is that one's desire for unspecified commitments in light of trust is 

framed for the other, guaranteeing that signals of altruism are responded at a future time 

(Blau, 2014). Besides, trust in pioneers has been distinguished as a critical component in 

administration viability (Bass, 2010). In their meta-investigation Dirks and Ferrin (2012) 

uncovered that trust in pioneers is identified with an assortment of imperative sustainable 
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performance results, for example, high interpersonal relation system, high fulfillment 

with pioneers, and low worker turnover. A newly commitment in the monetary writing, 

by Goergen, Chahine, Brewster, & Wood (2012) centers around the ramifications of 

intra-firm trusts for firm sustainable performance and reports experimental confirmation 

of a constructive interpersonal relation system.  

Trust is a key part of interpersonal relation system, and administration's way to deal with 

the issue of trust is of scholastic and useful importance. A quickly developing assortment 

of writing perceives that trust speaks to a critical variable that impacts sustainable 

performance (Prusak and Cohen, 2011). A considerable measure of research writing 

centers around methods for creating and improving trust among employees (Gambetta, 

2008; Gould-Williams, 2013; McKnight, Cummings, and Chervany 2008), 

recommending that service firms see trust as an attractive characteristic. For instance, 

Konovsky and Pugh (2014) have demonstrated that trust in administrators is decidedly 

connected with organizational performance conduct in a social trade process. In a 

comparative vein, Aryee and his associates found that trust in the service firm is 

identified with work demeanors and job fulfillment (Aryee et al., 2012).  

Trust in organizations includes employees' readiness to be defenseless against their 

organization's sustainable performance. This eagerness can be rendered just when an 

organization plainly conveys its activities to its employees through casual and formal 

systems. An imperative wellspring of data is the representative's prompt social condition, 

which to a great extent contains collaborators. Trust among individuals is the 
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precondition of sustainable performance. A workplace with an exceedingly confiding 

environment is the establishment for amicable business profitability relationship.  

Trust is a sort of mental state with high directivity. In this manner, a worker’s trust in the 

service firm conditions and individuals will influence their discernments, states of mind 

and practices towards performance. What's more, since people tend to credit what has 

happened to various reasons, trust is additionally described by characteristic. In the 

interim, pondering in the fields of organizational clashes and organizational legislative 

issues demonstrated that trust in various trustees impacts a person's performance and 

mentality from various routes, for an individual has a tendency to have distinctive 

attributions of what has happened (Ferrin, 2012, Mayer and Gavin, 2015). 

2.3.2 Employee Interpersonal Sensitivity 

This refers to attitudes and behavior which show consideration, warmth, and caring of 

organizational members. It is an active attempt to be aware of and responsive to the needs 

of others and sustainable performance of the organization. Interpersonal sensitivity (IS) is 

a complex field of research because of the contextual nature of the associated variables 

and their relationships including but not limited to job design, motivation, and high-

performance work (Boxall & Mackay, 2009). Previous research has examined 

interpersonal sensitivity in terms of initiating, maintaining and enhancing interpersonal 

relation strategy geared towards sustainable performance (Mosadeghard, 2008). Research 

shows that positive interpersonal sensitivity improves sustainable performance (Phan, 

2013). 
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Interpersonal sensibility or interpersonal exactness is the capacity to survey another's 

state and performance qualities effectively (Hall and Bernieri, 2011; Schmid Mast, 

Murphy, and Hall, 2016). Corridor, Andrzejewski, and Yopchick (2009) recognized 

attentional precision, which is focusing on the performance of accomplice's prompts 

which infers recollecting others' verbal, nonverbal, and appearance signs and inferential 

exactness, which is the right understanding of apparent performance signals. This 

refinement relates to identification and usage in the sensible precision model of identity 

depicted by (Funder, 2015).  

Research on inferential precision has demonstrated that individuals can effectively derive 

other individuals' performance feelings (Ickes, 2013; Matsumoto et al., 2010), intentions, 

and contemplations (Ickes, 2013); others' identity qualities (Ambady, Hallahan, and 

Rosenthal, 2015; Ambady, LaPlante, and Johnson, 2011; Murphy, Hall, and Colvin, 

2013); and the sort of interpersonal relation methodology in which at least two people are 

associated with firm efficiency (Schmid Mast and Hall, 2014). Interpersonal affectability 

is likewise identified with social aptitudes of profitability. A socially talented individual 

has verbal and nonverbal social capability, which is comprehended as interpersonal and 

enthusiastic expressivity, affectability, and performance control (Riggio, Tucker, and 

Coffaro, 2009). The significance of treating beneficiaries of pessimistic results with 

interpersonal affectability is resounded also in late work on sympathy in organizational 

sustainable performance (Dutton, Frost, Worline, and Jacoba, 2012; Luthans, 2012).  

Regularly, interpersonal affectability tests in employees' measure of precision in judging 

viable organizational sustainable performance, however numerous different aspects are 
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relied upon, for example, honesty, knowledge, status, or the closeness of the relationship 

between two individuals which improve high sustainable performance. More often than 

not, performance boosts are nonverbal signals passed on by the face, body, and voice, 

however now and then phonetic prompts are incorporated too. Once in a while, it has 

been characterized as exactness in seeing and reviewing another's efficiency exertion. 

Causal ways amongst IS and psychosocial factors in accomplishing sustainable 

performance are hard to set up on the grounds that most wide studies depend on 

straightforward cross-sectional correlations, as identified by Rothman and Nowicki 

(2014) and numerous others. Subsequently, on account of a service firm, high IS could be 

a reason or a result of better working and sustainable performance. (Grinspan, Hemphill, 

& Nowicki 2013)  

Creators have by and large considered IS to be an important aptitude. Interpersonal 

sensitivity, through judging others' feelings from non-verbal signs, has been incorporated 

as one of the characterizing components of the sustainable performance (Mayer, Salovey, 

Caruso& Sitarenios, 2013). Notwithstanding, the IS field is immature hypothetically 

(Zebrowitz, 2011), one explanation behind which is the absence of a whole image of the 

correspondents of IS. As indicated by the Realistic Accuracy Model (McClure and 

Nowicki, 2011), singular contrasts in IS add to interpersonal precision, alongside 

different message and target attributes, however the model does not go profoundly into 

the qualities of the great judge on efficiency henceforth increased achievement among 

employees.  
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Interpersonal Sensibility (IS) is an expansive aspect that can incorporate both seeing 

others precisely and taking part in interpersonally fitting conduct (Bernieri 2011). The 

present meta-examination concerns the observation side of this definition. It is hard to 

envision social existence without ability in handling organizational efficiency objectives. 

Over the span of a day, a man sees incalculable insights about others' discourse, facial 

and substantial developments, vocal tone, physiognomy, and dress, in addition to other 

things, and after that draws endless surmising in light of this data, despite the fact that 

such data is frequently short lived and deficient connect to performance. Therapists have 

since quite a while ago trusted that interpersonal affectability among employees matters 

in everyday life through enhanced sustainable performance, and it remains an opportune 

theme of study (Ambady, LaPlante, & Johnson 2011; Ames and Hall and Bernieri 2011; 

Hall, Bernieri, & Carney 2015; Nowicki, Pickett, Gardner, & Knowles 2014).  

There is a positive correlation amongst IS and sustainable performance, this could imply 

that higher rank causes increments in IS on the grounds that the job gives important 

chances to expertise building. Surely the interpersonal relation methodology looked at by 

directors are probably going to be more intricate and weighty than those looked at by, 

say, clerks or truck drivers. In everyday life, numerous individual qualities, properties, 

and encounters could add to organizational improvement. While talking about identity 

corresponds of IS, specialists have regularly held the implicit suspicion that is the result 

of having certain identity attributes of profitability. (Byron 2008)  

Meta-examination on employees' IS in relation to sustainable performance found that 

higher IS was related with altogether less unbending nature/obstinacy, more inward locus 
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of control, more constructive alteration, higher passionate sympathy, higher scores on 

sizes of social insight, more prominent interpersonal trust, and higher self-checking 

including its three segment elements of extraversion, acting, and other-directedness 

(Davis and Kraus 2011). So also, an expansion in interpersonal affectability may 

influence a man's autonomy and self-assurance in sustainable performance.  

People are separated into two classifications in light of freedom and self-assurance in 

their relationships. These classifications are self-governing and sociotropic (Murphy, 

Hall, and Colvin, 2013). Sociotropic people feel worried over worries of being rejected or 

surrendered, and they need performance aptitudes. Self-ruling people are self-assured and 

have solid performance self-administration aptitudes. A pertinent study did not discover 

any correlation between interpersonal affectability and self-governance, while it 

confirmed that interpersonal affectability expanded in coordinate extent with sociotropy 

(Hall and Bernieri 2011).  

Interpersonal affectability is additionally related with confidence, which is depicted as an 

individual’s evaluation of his or her own particular performance (Erozkan, 2009). As is 

generally known, confidence can either be positive or negative. Individuals with positive 

confidence will also possess better performance (Siyez, 2011). Individuals who have 

negative confidence encounter more misery and feeling of valuelessness than those with 

positive confidence. They additionally have more issues in their performance. Having 

adverse confidence may cause poor performance and mental wellbeing, dodging dialogs, 

social uneasiness and high interpersonal affectability. McCabe (2009) discovered that 
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there existed a connection between interpersonal affectability and sustainable 

performance.  

Nonetheless, there is a scarcity of scholarly work connecting this to sustainable 

performance. Past research has discovered connections between interpersonal relation 

system and interpersonal affectability. (Phan, et al., 2015) yet a profitable and apparently 

essential relationship between interpersonal affectability and sustainable performance has 

not been inspected. For the most part, interpersonal relation technique and sustainable 

performance is thought to be a profitable segment of the human capital stock (Wright, 

Gardner, Moynihan, Park, Gerhart, & Delery 2011). 

2.3.3 Employee Perspective Taking 

Employee perspective taking is the inclination of a person to see issues from different 

perspectives. It stresses the utilization of this trademark for comprehension, 

acknowledging, and demonstrating thought for others. In organizations, identifiable 

perspective taking employees are frequently connected with organizational or proficient 

roles. This association of perspective taking to roles recommends that perspectives in 

service firms will regularly be perceived at the gathering level of examination realizing 

high sustainable performance (Carlile, 2012). In fact, some serious amount of quality in 

numbers, various leveled control, individual traits, network position, or concentrated 

information might be essential aspects for organizational sustainable performance.  

Numerous researchers have noticed that distinctions in perspective taking can at the same 

time enhance and hinder sustainable performance (Carlile, 2012). Conflicts among 
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perspectives can be settled from numerous points of view, from brute force utilizations of 

capacity to fragile arrangements to inferred shirking. At the personal level, one system 

for settling such contrasts that has been awarded maintained research consideration is 

perspective-taking (Carlile, 2012).  

Moreover, the way towards envisioning oneself in another's shoes, perspective-taking has 

regularly been considered thoughtfully particular from feelings that go with changes in 

one's immediate correspondence with others. At the point when translated extensively, 

perspective-taking may be believed to envelop feelings, perceptual and intellectual 

measurements of profitability. To be sure, ongoing hypothesis coordinating effect, 

discernment and information proposals that perspective-taking might be a type of 

situational inspired or grounded cognizance of performance (Barrett, 2016; Barsalou, 

2008). Speculations of grounded discernment suggest that individuals envision both 

perceptual and attitudinal marvels by authorizing reproductions that arrange earlier 

information as per some perspective-related objectives (Barsalou, 2008).  

Supporting this angle of perspective-taking as order of reenactments in view of apparent 

information, analysts have discovered that perspective-taking is to some degree viable at 

catching organizational sustainable performance (Epley et al., 2014; Galinsky and 

Moskowitz, 2010). That is, perspective-taking can lessen however it does not really 

dispense with stereotyping and different predispositions in alterations from one's own 

insight to the information of others in this manner realizing high sustainable performance. 

(Galinsky and Markowitz, 2010; Epley et al., 2014)  
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Perspective-taking is defective; however, it enhances when employees are profoundly 

energetic to accomplish set focuses of performance (Epley et al., 2014). Since 

perspective-taking depends on apparent learning about performance perspective 

(Galinsky, Maddux, Gilin, & White 2015) it would affect its precision. Surely, even as 

perspective-taking in some cases diminishes stereo-types, perspective taking employees 

who have minimal particular, learning likewise have appeared to depend on interpersonal 

relation technique to give information about sustainable performance (Galinsky et al., 

20115).  

In spite of its blemishes, perspective-taking has been viewed to create a scope of 

intriguing results that offer a typical subject of enhanced collaboration between 

perspective-takers and others whose perspectives are taken with regards to performance 

(Galinsky et al., 2015). This demonstrates employees, who embraced the perspective of 

inner providers, take part in more agreeable practices towards these providers which 

influence organizational performance. This finding is essential since it shows the 

objective particular nature of performance perspective-taking (Galinsky et al., 2015). 

Perspective-taking advances just a thought of a particular elective angle and is certainly 

not a broader system to empower either an elective thought or the arrangement of solid 

obligations of sustainable performance in service firms.  

Perspective-taking is an imperative system to accomplish particular social bonds and, in 

this way, encourage coordination of sustainable performance (Galinsky et al., 2015). On 

the off chance, interpersonal relation system could frame an essential ability to convey on 

the guarantee of sustainable performance. Perspective-taking are designed exercises 
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arranged to particular destinations (Winter, 2013). Like information or range of abilities 

at the personal level, capacities suggest a specific level of unwavering quality in light of 

generation (Gavetti, 2015). Like schedules, Perspective-taking abilities are nitty gritty 

and a particular underway task (Eisenhardt and Martin, 2010). In any case, though 

performance may regularly be a particular assignment, perspective-taking abilities work 

at a level of reflection adequately higher than the personal undertaking with the end goal 

that they give administration an arrangement of choices for delivering huge yields of a 

specific sort (Winter, 201). In this way, Perspective-taking capacities can be summed up 

over numerous performance schedules (Winter, 2013).  

The nearness of both a general and a particular segment in perspective-taking proposes a 

potential fit with the possibility of efficiency. Perspective-taking in people is a general 

capacity to receive others' perspectives; however, it's anything but a general propensity to 

do as such. Or maybe, perspective-taking happens when there are others whose 

perspectives are considered by the perspective-taker to be remarkable to some efficient 

objective (Galinsky et al., 2015). Perspective-taking is a subjective ability to consider the 

world from different perspectives that grants expectation of the conduct and response of 

others (Galinsky et al., 2015).  

Although the model gives a complete structure to seeing the outsider responses to abuse 

O'Reilly and Aquino's (2011), it doesn't represent the interpersonal relation system that 

are ordinary of work environment conduct and that can influence outsider responses 

towards performance (Chui and Dietz, 2014). In most workplaces, employees know each 

other and may along these lines place themselves in the place of either on-screen 
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characters. The marvel of how individuals understand another person's psychological 

state, emotions, demeanors, and assessments is known as perspective taking (Epley and 

Waytz, 2014). Perspective taking is advantageous in social connections, as, individuals 

who comprehend others arrange better understandings (Bazerman and Neale, 2013; 

Galinsky, Maddux, Gilin, and White, 2015) and will probably help other people (Batson, 

2014). The connection between perspective taking and expert social conduct has been 

clarified by expanded closeness with the other individual and more prominent 

performance (Myers and Hodges, 2013). Perspective-taking is a spurred discernment, and 

in this manner conceivably sensible. One intriguing sign of the potential utility of 

articulating perspective-taking as a capacity is the proof that service firms regularly 

appear not to have an instrument to connect with performance exercises with any 

unwavering quality. In two separate floods of research, (Carlile and Rebentisch, 2013), 

and their associates have plainly explained the significance of and obstructions to 

information mix and advancement.  

The majority of research centers around discovering routes for master gatherings to speak 

as far as anyone is concerned to others or, on the other hand, to ponder the limit between 

their own particular information and that of others with regards to sustainable 

performance (Carlile, 2012; Carlile and Rebentisch, 2013). Critical as this action seems 

to be, it is deficient without thought of how and whether people and gatherings give 

performance perspectives of others. Each stream includes cases of how either 

perspective-taking or the inability to take part in it influenced performance learning 

reconciliation. 
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2.4 Theoretical Framework 

The study will be guided by two theories; relational dialectic theory for interpersonal 

relation strategy supported by leader member exchange theory and capital based theory 

for sustainability. 

2.4.1 Relational Dialectic Theory 

Presented in the mid 1990's, Relational Dialectic Theory (RDT) is an interpersonal 

correspondence hypothesis that clarifies to a limited extent the persuasions (or pressures) 

that exist in relationships (Wood, 1997). Leslie Baxter and Barbara Montgomery (1996), 

the designers of the hypothesis, clarified that the argumentative perspective shows how 

the many-sided quality and confusion of social life is a dynamic bunch of logical 

inconsistencies, an endless interchange between opposite or restricting inclinations. 

Preceding the presentation of RDT, numerous researchers proposed that relationships 

were straight and took after an example of improvement from associate to a perfect end 

state. Relationships either advanced toward a perfect end or just finished (Gamble and 

Gamble, 1996).  

Relational rationalizations are depicted as extraordinarily designed and luxuriously 

shaded by the dialogic complexities of correspondence in cozy relationships, with the 

basic persuasive strings of logical inconsistency, change, praxis, and totality (Baxter and 

Montgomery, 1996). A persuasive way to deal with relationships proposes that 

relationships are contained in inborn inconsistencies. These inconsistencies are 

conceptualized as persuasions in which the pressure innate in the logical inconsistency 
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isn't a comment settled through decision yet something that characterizes the idea of the 

relationship and maintains performance (Baxter, 1990). 

Relational arguments concern contradicting pressures or associated alternate extremes 

(Sabourin, 2013) that are typical in relationships. Persuasive pressures show as reliable, 

totally unrelated thoughts mirroring the idea of alternate points of view instead of 

reasoning. Relational logic likewise underscores the many-sided quality of relationships 

and the extravagance of various frameworks of importance held by the general population 

associated with an organization  

Relational Dialectic Theory (RDT) propelled another method for viewing relationships. 

Baxter and Montgomery (1996) trusted that relationships weren't straight and were 

described by change. Further, the driver of that change, is the major reality of relational 

life and is made through discourse (Baxter, 2004; Baxter, 2004), the fundamental thought 

being that as we relate with others, we make dialogue and along these lines dialectics. 

The word dialectics has a Greek background and alludes to the specialty of exchange or 

level-headed discussion (Baxter and Montgomery, 1998). As people make exchange, they 

make persuasions that are included in four noteworthy components: logical 

inconsistency, change, praxis and totality (Baxter, 2004).  

The ideas characterizing RDT are joined as pointed out; social life is a dynamic bunch of 

logical inconsistencies, an unending exchange between conflicting or restricting 

propensities, for example, coordination division, security change, articulation and non-

articulation. Quality relationships are constituted through discussions, which is a stylish 
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achievement that produces brief snapshots of solidarity through a significant regard for 

the divergent voice, Griffin, (2008).  

The RDT is additionally bolstered by the Leader Member Exchange (LMX) hypothesis 

which contends that leaders create distinctive relationships with their subordinates by 

means of various discussions that can be called high or low quality (Graen and Uhl-Bien, 

2005). At the point when the nature of relationship is high, the discussions between the 

bosses and subordinates have shared commitments and trust in a way that licenses 

response of association between the director and subordinates (Graen and Uhl-Bien, 

2015). By goodness of organizing the importance of subordinates throughout the years, 

the subordinates participate in basic leadership processes that improve their status as in-

group individuals (Liden, Erdogan, Wayne and Sparrowe, 2006). This occurs when a 

subordinate has earned the trust of the administrator to have the capacity to deal with 

particular undertakings and fill in as partners. The out-going groups incorporate those 

subordinates that fall inside the trade in parameters of member necessities, job portrayals 

and contract of work. Such out-going data originates from the boss to subordinate 

singularly (Wang, Niu, and Luo, 2014). Leaders in LMX trade utilize assets to address 

the issues of the subordinates, with the desire that the subordinate will react through 

services. Dienesch and Liden (2016) recorded the variables of monetary forms of trade as 

influence, devotion, commitment and expert regard. 

2.4.2 Capital-Based Theory of Sustainability 

A capital-based theory is a perspective shared by many. In order to maintain its defining 

characteristic pattern, the organization recreates itself while likewise changing to suit the 
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environment. So, there is stability and change at the same time. Organizations need to 

maintain their identity as they adjust (Cavaleri and Seivert, 2005)  

In business literature, the capital-based perspective of viability is turning into a 

predominant thought of sustainable performance (Porritt, 2015). Sustainable performance 

incorporates strategies and practices that intend to address the issues of stakeholders 

today while trying to secure, support and upgrade the human and characteristic assets that 

will be required later on. Capital is here considered as a load of anything that can yield a 

stream of useful products or services into the future as required by people and non-people 

for their prosperity (McElroy, 2006). In maintainability hypothesis and practice, essential 

capitals by and large comprise of characteristic or biological capital and anthro capital 

(McElroy, 2006; McElroy, Jorna, and Van Engelen, 2007), which incorporates human, 

social, and developed capital. The utilization of this idea of capital goes a long way past 

the traditional monetary translation of capital (McElroy, 2006; McElroy, Jorna and Van 

Engelen, 2007).  

The maintainability of a population, or a service firm, at that point, is essentially the 

proportionate effect of its tasks on the conveying limits of these capitals on which 

individuals depend for their prosperity. Conveying limit is the degree to which streams of 

gainful products and ventures from a supply of capital can fulfill a populace's essential 

needs. The interpersonal relation system of inside and outer partners with the service firm 

can be viewed as a verifiable social contract (McElroy, 2006). The recovery of the social 

contract (White, 2007) is likewise a standout amongst the many problems that need to be 

addressed in the 21st century business. The substance of the agreement determines what 
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an organization's obligations and commitments are to society, communicated as far as its 

pertinent partner gatherings.  

The hypothetical premise of a social contract is the permit to work that an organization 

gets from society, as a byproduct of which it ostensibly owed certain obligations and 

commitments to help guarantee human prosperity. As a rule, the obligations and 

commitments of a service firm to help guarantee the fulfillment and prosperity of its 

partners will be communicated as regulating standards and strategies with respect to what 

its effect on indispensable capitals ought to be. Interpersonal relation system has a 

noticeable part to play in overseeing interior and outside human and social capital (Hitt 

and Ireland, 2011). The social contract and sustainable performance results with respect 

to imperative capitals are firmly connected to administration and authority decency 

(Hadders and Miedema, 2009). Excellent sustainable performance can likewise be 

viewed as an element of its pioneer's reasonableness: distributive equity, procedural 

equity and interactional decency in regards to inner and outside stakeholders. 

2.5 Conceptual Framework 

Conceptual framework is an examination apparatus expected to aid a researcher to create 

mindfulness and comprehension of the circumstances under study and relay this. At the 

point when unmistakably explained, it should help a scholar to compose his/her reasoning 

and finish an investigation effectively (Kombo and Tromp, 2009). This study was guided 

by the autonomous factors which were: employee trust, employee interpersonal 

sensitivity and employee perspective taking. These influenced the study’s dependent 
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variable sustainable performance which could also be affected by the control variable. 

This could be firm size and the age of the firm as shown in Fig 2.1. 
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Source: Author, (2017) 

Figure 2.1: Conceptual Framework for Effect of Interpersonal Relation Strategy on 

Sustainable Performance of Service Firms 

 

 

 

 

 

Employee trust                              

 Share critical information  

 Keep close contact  

 Open to share opinions 

 

Sustainable 

Performance 

 Customer loyalty   

 Develop new 

products   

 Positive reputation 

 Growth in profit 

levels 

Employee interpersonal sensitivity  

 Worry about fellow colleagues 

 Ready to forgive  

 Worry about losing a colleague  

 Care about fellow colleagues 

Employee perspective taking          

 Interact with them 

 Obedient to boss 

 Being nice  

 Peace maker  

 Firm Age  
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2.6 Chapter Summary and Literature Gap 

Review of the literature considered how interpersonal relation strategy could be linked to 

increased sustainable performance. There was a lack of research in relation to these 

interfacing topics and past connections seemed, by all accounts, to be fluffy and 

equivocal. For example, the writing was quiet on the connection between worker trust, 

employee perspective taking, and employee interpersonal sensitivity on sustainable 

performance. There was limited empirical evidence about the employee perspective 

taking, or otherwise of these approaches.  
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1  Introduction 

This part talks about the methodological parts of the study including the research design, 

population of study, sampling procedures, sample size, data collection instruments, data 

analysis, and ethical considerations. 

3.2 Research Design 

Research design is a blue print or a diagram that leads a study such that most extreme 

control is to be practiced over components that could meddle with the legitimacy of the 

examination outcome (Polit and Hungler, 2009). The study embraced an explanatory 

design. This was on the grounds that the exploration was a cause-effect relationship. This 

plan was best for investigating the effects of interpersonal relation strategy on sustainable 

performance of service firms. Explanatory research focused on why questions and it also 

established causal relationships. Answering the why questions involved developing 

causal explanations.  

Causal explanations argued that phenomenon Y (sustainable performance) was affected 

by factor X (trust which was one dimension of interpersonal relation strategy). For 

example, the study argued that there was a direct effect of trust on sustainable 

performance. Explanatory research design guided the study to find effect of employee 

trust, employee perspective taking and employee interpersonal sensitivity on sustainable 

performance.  
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3.3 Study Area 

Eldoret Town is the fifth largest town in Kenya after Nairobi, Mombasa, Kisumu and 

Nakuru. It is the second most important city in western Kenya after Kisumu and also 

serves as the capital of Uasin Gishu County. Lying south of the Cherangani Hills Forest. 

It has an estimated population of about 200,000 people and is among the fastest growing 

towns in Kenya, (Uasin Gishu County Database 2017). 

3.4 Target Population 

The total population in this study was 3513 employees of 26 service firms in Eldoret 

town, Kenya, (County Ministry of Trade database, 2017) as shown in Table 3.1. The 

employees were chosen because most of the variables in this study touched more on the 

employees and the researcher considered the employees to have a strong knowledge on 

the extent of interpersonal relation strategy existing in service firms.  

Table 3.1 Target Population 

 

Number of employees 

Banks  2011 

Hospitality 759 

MFIs 267 

Consulting  157 

Tours & travel 319 

Total 3513 

Source: Firms database (2017) 
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3.5 Sample Size and Sampling Procedure 

This section covers sample size, sampling procedure, data collection and instruments, 

measurement of variables, reliability and validity, data analysis and ethical 

considerations. 

3.5.1 Sample Size 

According to Fluid Survey (2015), a sample size was calculated using the formula below. 

 

Where: 

      n = Sample size 

      N = Population size 

      e = the error of Sampling  

This    research allowed the   error of    sampling   on 0.05. Thus, sample size were as 

follows: 

 =389    employees;   n=26   service   firms,    and 

n=389 employees    However,   after   the   pilot test   done   in    Kapsabet Town, to    

find the final   adjusted   sample   size,    allowing   non-response rate of 20%,   the   

adjusted   sample   size was   389/(1- 0.20) = 389/0.80 = 486.   To determine  

the number of workers per industry, the study applied stratified and simple random 

sampling proportionate to the cluster size as indicated in Table 3.2. 
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Table 3.2 Sample Size 

 

Number of employees sample 

Banks  2011 278 

Hospitality 759 105 

MFIs 267 37 

Consulting  157 22 

Tours & travel 319 44 

Total 3513 486 

Source: Firms database (2017) 

3.5.2 Sampling Procedure 

Stratified sampling technique also has an added advantage over other sampling 

techniques as it deselects redundant stratus from a sample that makes it economical 

(Yates, et al., 2008). The target population was stratified into 5 stratus. The industries 

were Banks, Hospitality, MFIs, Consulting and Tours & travel. Simple random sampling 

technique was used to select employees, who gave judgmental and expert information 

relevant to the study.  

3.6 Data Collection and Instruments 

The researcher used closed-ended questionnaires as the instrument for data collection in 

the study. The tool was used because questionnaires are easier to administer and analyse 

and they helped capture a broad audience response. The items in the questionnaires were 

constructed based on a likert scale response system offering five alternative responses 

from the service firm employees. The five-point likert used in the study was represented 

by the following categories of scores: Strongly Agree (5), Agree (4), Neutral (3), and 

Disagree (2) Strongly Disagree (1). The questionnaire was divided into sections. Each 
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section investigated a distinct variable of the research. In addition, the study used 

documentary analysis guide to collect secondary data. 

3.7 Measurements of Variables  

Employee sensitivity and employee perspective taking were an 11items questionnaire 

developed by Spector (2009) which was slightly enhanced to suit the research. The scale 

ranged from 1 (strongly disagree) to 5 (strongly agree). Employee Trust was measured 

using a seven-item questionnaire as developed by Gabbaro and Athos (2009) which was 

also slightly enhanced to suit the research. The sustainable performance scale developed 

by Meyer and Allen (2011) was slightly modified to suit the study and was used to 

measure sustainable performance. It had 5 items scored on a five-point likert-type scale. 

3.8 Reliability and Validity 

Reliability is characterized as the capacity of a test to adequately yield similar outcomes 

when rehashed estimations are taken of a similar individual under similar conditions 

(Koul, 2015). Fundamentally, reliability is concerned about consistency in the generation 

of the outcomes and alludes to the necessity that, at any rate on a fundamental level, 

another scientist, or a similar specialist on another event, ought to have the capacity to 

reproduce the first bit of research and accomplish an equivalent proof or results, with 

comparable or same study population. The factors were tested for reliability by 

registering the cronbach alpha measurable tests where reliability coefficients around 0.90, 

were considered as brilliant, values around 0.80 as great and estimations of around 0.70 

as sufficient (Sekaran and Bougie, 2010). 
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In the wake of directing a pilot test utilizing 10 respondents from 3 service firms which 

were excluded in the last review of the study, the Cronbach alpha test demonstrated 

qualities going from as low as 0.705 to as high as 0.911. These discoveries were in 

accordance with the benchmark proposed by Hair et al., (2010) who respected a 

coefficient of 0.60 to have a normal unwavering quality while a coefficient of 0.70 or 

more showed that the instrument had a high dependability standard. Albeit most 

researchers for the most part think about an alpha estimation of 0.70 as the adequate level 

of unwavering quality coefficient, reduced coefficient is additionally satisfactory 

(Nunnally, 2008). In this way, it could be presumed that information gathered from the 

pilot study were dependable and acquired the adequate level of inner consistency. In this 

way, all items were incorporated into the study instrument, as appeared in Table 3.3.  

Table 3.3:  Reliability Values for the Research 

Reliability Aspects Cronbach’s Alpha 

Sustainable performance  0.821 

Employee trust                0.911 

Employee interpersonal sensitivity  0.705 

Employee perspective taking      0.749 

  

Validity concerns the soundness of the inductions in light of the scores that is, regardless 

of whether the scores measure what they should gauge, yet in addition not quantify what 

they shouldn't gauge, (Thomson, 2013; Kline, 2015). The two most important forms of 

validity were internal and external validity measured using face to face and factor 

analysis respectively. Content legitimacy was utilized to quantify the degree to which the 

estimating instrument gave sufficient scope of the subject according to the set topics in 

the study. 
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3.9 Data Analysis 

Quantitative research methods were used to investigate the information gathered. 

Quantitative research grants details of needy and free factors and takes into account 

longitudinal cross-sectional measures of result-based performance of the exploration 

subject (Meyer et al., 2015). The information was cleaned and scrutinized utilizing 

unmistakable and inferential statistics to determine and report the way things were, such 

as; behavior, attitudes, values, and characteristics. Utilizing Indices that depicted a given 

sample, for instance, measures of focal inclination mean, mode, middle and standard 

deviation to give an account of the respondents' statistic factors, for example, gender, age, 

marital status, tenure and number of years worked in the service firms. 

Descriptive statistics like mean, frequencies and rates were utilized. While inferential 

statistics analysis constantly included the process of sampling and the determination of a 

small group thought to be identified with the population from which it was drawn (Best 

and Kahn, 2013), inferential statistics were utilized to draw derivations about a given 

phenomenon in the population in view of the outcomes from an arbitrarily chosen test, 

and to test speculation and empower the analyst to sum up results from the sample of the 

population. Pearson correlation was utilized to demonstrate the correlation between the 

factors. Multiple regression model was utilized to decide the effect of interpersonal 

relation strategy on sustainable performance and to test the study theory. The regression 

equation estimated was as shown below; 
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Where,  

 =sustainable performance 

 = constant. 

β1… β3= the slope which represents the degree in which sustainable performance changes 

as the independent variable changes by one unit variable. 

= Trust 

= Interpersonal Sensitivity 

= Perspective Taking 

C= Control Variables  

ε = error term 

3.10 Ethical Considerations 

The researcher obtained permission to conduct the research from the National Council of 

Science and Technology before the commencement of data collection. The researcher 

also sought permission from the service firm’s management to contact the service firm’s 

employees. In addition, all respondents of the study were identified and recruited using 

the prescribed procedures after being requested to give informed consent in writing. 

Respondents who were unwilling to participate received the same treatment. Moreover, 

information and data collected from the respondents was treated as confidential and was 

only used for the study. It was only accessed with full authority from the respondent. 



55 
 

CHAPTER FOUR 

DATA ANALYSIS, PRESENTATION, AND INTERPRETATION 

4.1 Introduction 

This chapter displays aftereffects of the research in view of the goals and speculations as 

introduced in chapter one. The discussion is on the introduction, response rate, 

demographic information, descriptive statistics, factor analysis, correlation results, and 

regression assumption and regression results. Data description and analysis is presented. 

Information gathered was quantitatively broken down and displayed in tables. Hypothesis 

was tested with the study accepting or failing to accept them depending on the p values 

and t test value. 

4.2 Response Rate 

The researcher distributed 486 questionnaires to the respondents. 430 questionnaires out 

of the 486 were returned, which gave a response rate of approximately 88.5%. This 

response rate falls within the confines of a large sample (n ≥ 30). Additionally, the 

response rate was deemed satisfactory as suggested by Prasad et al., (2011), that this 

response rate is considered satisfactory and is comparable to research on similar topics in 

marketing. This response rate was above average as shown in Table 4.1.  

Table 4.1: Respondents Responses Rate  

Questionnaire Issued Questionnaire Returned Responses Rate 

486 430 88.5% 

Source: Author, (2018) 
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4.3  Demographic Information 

This demonstrated the qualities of the components in the portion measure: it helped the 

researcher comprehend the general perspective of the respondents in light of the 

examination targets. In that capacity the researcher looked to build up the general data of 

the respondents, which shaped the premise under which the translations were made. 

Among the characteristics regarding the respondents included; gender, age, highest level 

of education and working experience in the service firms as shown in the Tables. 

4.3.1 Gender of the Respondents 

In determining the gender of the respondents, 49.3% were male whereas 50.7% were 

female. Although there was overall domination of females, the proportions were almost 

equal when compared to the males in the service firms. This information was necessary 

to enable the researcher to obtain information on whether there were any biases related to 

the topic under investigation with regard to the gender of the respondents because, gender 

related factors were important especially in the work place and in this case, the service 

firms as shown in Table 4.2. 

Table 4.2:Gender of the Respondents 

  Frequency Percent 

Gender Male 212 49.3 

 Female 218 50.7 

 Total 430 100 

Source: Author, (2018)  
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4.3.2 Age of the Respondents’ 

The age of the respondents showed that 35.6% (153) were aged below 25 years, 49.5% 

(213) were between 25-30 years while 14.9% (64) were 31 years and above. 

Cumulatively, it was clear that those aged below 30 years account for over 85.1% of the 

employees of service firms implying a young work force as shown in Table 4.3. 

Table 4.3 Age of the Respondents 

  Frequency Percent 

 Age bracket Below 25 Years 153 35.6 

 between 25-30 213 49.5 

 above 31 years 64 14.9 

 Total 430 100 

Source: Author, (2018) 

4.2.3 Highest level of Education  

The education level of the employees in the service firms was important in the 

determination of their level of understanding of the concept of interpersonal relation 

strategy and its effect on sustainable performance given their experiences in the firm. 

10.9% (47) had attained high school level of education, 82.1% (353) of the employees 

were diploma holders which formed majority of the employees, and 1.6% (7) had a 

bachelor’s degree while 5.3% (23) had doctorate degrees. The education levels in this 

case could be used by the service firms to assess the needs of their employees and hence 

determine the strategies they could use to enhance sustainable performance as shown in 

Table 4.4. 
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Table 4.4 Highest Education Level 

  Frequency Percent 

Highest education level High school 47 10.9 

 Diploma 353 82.1 

 Bachelor 7 1.6 

 Doctorate/Masters 23 5.3 

 Total 430 100 

Source: Researcher (2018) 

4.3.4 Working Experience 

Finally, on the demographic factors, job tenure was important to the study because it was 

a means of establishing whether the sample being studied was able to provide 

information that was required in the investigation. Although all job tenure is important, 

the more experienced the employee, the more they were capable of understanding certain 

aspects of their service firm compared to those who were not experienced and with 

experience; the time in years worked in the firm was assessed. 0.5% (2) had either 

worked for 5 to 10 years, 96% (413) of the employees had worked in the service firm for 

11 to 15 years, 3.3% (14) for 16 to 20 years and 0.2% (1) above 20 years as shown in 

Table 4.5. 

Table 4.5: Working Experience 

  Frequency Percent 

Working Experience 5-10 years 2 0.5 

 11-15 years 413 96 

 16-20 years 14 3.3 

 above 20 years 1 0.2 

 Total 430 100 

Source: Author, (2018) 
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4.3.5  Firm Characteristics 

The researcher deemed it important to establish firm characteristics. The study focused 

on the age of the firm and the number of employees. The research also sought to gauge 

the number of employees that every firm had at the time of the study. In terms of the age 

of the firm, 12.2% (52) of the respondents said their firm had been operational for 1 to 10 

years, 49.6% (213) of them said their firm had been in operation for 11 to 20 years, 

33.9% (146) said for 21 to 30 years and 4.3% (18) indicated over 30 years. Furthermore, 

47.8% (206) of the respondents stated that their firm had 1 to 20 employees, 29.6% (127) 

said their firm had between 21 and 40 employees, 13.9% (60) stated that their firm had 41 

to 60 employees and 8.7% (37) indicated that their firm had between 61 and 80 

employees as shown in Table 4.6. 

Table 4.6:  Firm Characteristics 

Firm Characteristics  Frequency Percent 

Age of the firm (number of years) 1-10 52 12.2 

 11-20 213 49.6 

 21-30 146 33.9 

 above 30 18 4.3 

 Total 430 100 

Number of employees  1-20 206 47.8 

 21-40 127 29.6 

 41-60 60 13.9 

 61-80 37 8.7 

 Total 430 100 

Source: Author, (2018) 



60 
 

4.4 Descriptive statistics 

These are brief illustrative coefficients that sum up a given informational index, which 

could be either a portrayal of the whole populace or a portion of it. Clear insights are 

separated into measures of focal propensity and measures of fluctuation or spread. 

4.4.1 Employee Trust 

Employee trust showed that employees could share critical information with their 

colleagues at work (mean=3.437, SD = 0.869) and they were very open to share their 

opinions with their superiors on work related operations (mean = 3.707, SD = 0.949). 

Furthermore, the findings showed that majority of the employees always kept close 

contact with their colleagues on a daily routine (mean = 3.605, SD = 0.749) and believed 

that their colleagues would not mislead them if they asked for their guidance and 

inspiration to achieve set goals (mean = 3.758, SD = 0.925). Also, majority of the 

employees were neutral in terms of seeking ideas from others to increase their 

understanding on work related issues (mean = 3.414, SD = 0.914). The overall mean for 

employee trust was 3.512, SD = 0.790 that indicated overall agreement with the 

statements. 

This implied that there was trust among employees. The study provided meaningful 

evidence that worker trust was an important predictor of sustainable performance because 

when employees were trusted they exhibited better task performance and were more 

likely to do beyond what their job required resulting to successful management of 

sustainable performance (Harvey & Brown, 2010), teamwork (Bews & Martins, 2012) 
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and diversity (Bussing, 2012). The study findings were also supported by Colquitt, Scott, 

& LePine (2007) that trust was a critical component of effective working relationships. It 

had also been revealed that trust in the workplace was seen as an attempt to offload work 

on the employees by management hence leading to improved performance among the 

employees as shown in Table 4.7. 

Table 4.7: Employee trust 

N=430 Mean Std. 

Deviation 

I can share critical information with my colleagues at work 3.437 0.869 

I am very open to share my opinions with my superiors on 

work related operations 

3.707 0.949 

I always keep close contact with my colleagues on a daily 

routine 

3.605 0.749 

I believe my colleagues will not mislead me if I ask for their 

guidance and inspiration to achieve set goals 

3.758 0.925 

I seek ideas from others to increase my understanding on 

work related issues 

3.414 0.914 

Employee trust 3.512 0.790 

Source: Author, (2018) 

4.4.2 Employee Interpersonal Sensitivity 

The study also sought to assess level of employee interpersonal sensitivity. Employees 

worried about their fellow colleagues and what they thought of them in terms of their 

conduct at work (mean =3.891, SD = 0.996), they also cared about their fellow 

colleagues and feared hurting them during their normal operations (mean = 4.021, SD = 

1.065). However, majority of the employees worried about being criticized for things 

they had done at the work place (mean=3.842, SD = 1.131) and also worried about losing 

any of their fellow employees on work related differences (mean = 3.695, SD = 0.548). 
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 It was also found that majority of the employees were always ready to forgive when 

another employee upset them to enhance team work at their place of work (mean = 3.600, 

SD = 0.986). On the other hand, most of the workers usually took cognizance of when 

their colleague was worried and upset at the work place (mean = 3.216, SD = 0.759). The 

overall mean response for interpersonal sensitivity was 3.547 (SD = 1.009) that showed 

overall agreement with the statements concerning interpersonal sensitivity and showed 

that majority of the employees in the service firms showed interpersonal sensitivity 

especially in relation to the colleagues they worked with. 

The study findings also showed that there was successful interaction between the 

employees as a result of intuitive understanding of the feelings and mood of others. For 

instance, the employees always noticed when their colleague was worried and upset and 

they also worried about losing any of their fellow employees on work related differences. 

Therefore, interpersonal sensitivity was crucial for improvement of sustainable 

performance. Earlier studies have discovered connections as between relational 

competence and interpersonal sensitivity (Phan, Styles, & Patterson, 2015). Results were 

shown in Table 4.8. 
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Table 4.8:  Employee Interpersonal Sensitivity 

N=430 Mean Std. Deviation 

I worry about my fellow colleagues and what they think of me 

in terms of my conduct at work 3.891 0.996 

I care about my fellow colleagues and fear hurting them during our 

normal operations 4.021 1.065 

I worry about being criticized for things that I have done at the  

work place 3.842 1.131 

I worry about losing any of my fellow employees on work  

related differences 3.695 0.548 

If any other employee upsets me, I am always ready to forgive to  

enhance teamwork in our place of work 3.600 0.986 

I always notice when my colleague is worried and upset at  

the work place 3.216 0.759 

Interpersonal sensitivity 3.547 1.009 

Source: Author, (2018) 

4.4.3 Employee Perspective Taking 

The study investigated employee perspective taking based on the views they had 

regarding the statements. Employees thought about people whether or not they interacted 

with them on a daily routine (mean=3.577, SD = 0.846), would do something they would 

rather not do in order not to upset their boss or colleagues at work (mean=3.423, SD = 

0.708) and they had never been rude to anyone while carrying out duties at work 

(mean=3.656, SD = 0.774). Furthermore, majority of the employees showed neutrality in 

terms of their worry about criticizing other people at work on any wrong doing (mean = 

3.409, SD = 0.790) while majority indicated that after a quarrel with a colleague, they felt 

uncomfortable until they had made peace for a conducive working environment (mean = 

3.730, SD = 0.656). The overall mean response was 3.441 (SD = 0.793) that showed 

overall neutrality with the statements regarding employee perspective taking. This 

showed that there were gaps with regard to the perception of majority of the employees 
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on perspective taking in relation to sustainable performance. This inferred that there was 

high level of perspective taking among employees. Research findings also showed that 

perspective-taking was a motivated cognition, and thus potentially works manageable. 

Therefore, perspective taking was an added advantage at the workplace. Perspective 

taking enabled firms to have a mechanism which would enable them to be more efficient 

and reliable hence enhancing sustainable performance in the long run as shown in Table 

4.9. 

Table 4.9: Employee Perspective Taking 

N=430 Mean 

Std. 

Deviation 

I think about people whether or not I interact with them on a 

daily routine 3.577 0.846 

I will do something I do not want to do rather than offend or 

upset my boss or my colleagues at work 3.423 0.708 

I have never been rude to anyone while carrying out my duties 

at work 3.656 0.774 

I worry about criticizing other people at work on any wrong 

doing 3.409 0.790 

After a fight with a friend, I feel uncomfortable until I have 

made peace for a conducive working environment 3.730 0.656 

Employee perspective taking 3.441 0.793 

Source: Author, (2018) 

4.4.4 Sustainable Performance 

Finally, the study sought to establish the views of the employees regarding sustainable 

performance. The findings on sustainable performance showed that for majority of the 

employees, there had been growth in sales in relation to their competitors (mean = 3.465, 

SD = 0.688). Furthermore, majority of the employees were of the view that there had 

been growth in profit levels in relation to their competitors (mean = 4.009, SD = 0.453). 
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Further, majority of the employees indicated that there had been an increase in the 

number of employees (mean = 3.630, SD = 0.603), there had been increased market size 

in new markets in relation their competitors (mean = 4.042, SD = 0.685), there had been 

successful creation of positive reputation among the service firms (mean = 4.230, SD = 

0.776), there had been increase in perception of customer satisfaction (mean = 3.535, SD 

= 0.840) and there had been a high level of customer loyalty (mean = 3.956, SD = 0.644).  

In addition, majority of the employees showed that there was an increase in the number 

of new customers (mean = 3.621, SD = 0.974) and there was a high ability to develop 

new products (mean = 3.936, SD = 0.843). The overall response was 3.736 (SD = 0.658) 

that indicated high level of sustainable performance among majority of the service firms, 

Roberts (2013). Compelling performance administration frameworks were among the 

instruments for estimating and enhancing profitability. Sustainable Performance value 

addition involved awesome worry in various service firms private or public. Discoveries 

are portrayed in Table 4.10. 

Table 4.10: Sustainable performance 

N=430 Mean Std. Deviation 

Growth in sales in relation to your competitors 3.465 0.688 

Growth in profit level in relation to your Competitors 4.009 0.453 

Increase in number of employees 3.630 0.603 

Increased market size in new markets in relation to your Competitors 4.042 0.685 

Successful creation of positive reputation 4.230 0.776 

Increase in perception of customer satisfaction 3.535 0.840 

High level of customer loyalty 3.956 0.644 

High level of new customers 3.621 0.974 

High ability to develop new products 3.936 0.843 

Sustainable performance 3.736 0.658 

Source: Author, (2018) 
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4.5 Factor Analysis 

Factor analysis was adopted to reduce the number of factors under each research variable 

and retain the indicators capable of explaining the effect. Factor analysis was directed to 

guarantee that every one of the items utilized were substantial and solid before continuing 

for more examination. The study asked that all stacking under 0.5 be smothered in the 

yield, thus giving clear spaces to a considerable lot of the loadings, (Sekaran & Bougie, 

2010), as shown in Table 4.11. 

Independent factor revealed that the 5 items for employee trust could be grouped into 1 

factor which could be summed up to indicate: there was a high level of trust among 

employees. Furthermore, the findings showed that all the 6 items for interpersonal 

sensitivity could be grouped into one factor that could be described as: I am highly 

sensitive or concerned about the welfare and wellbeing of my colleagues at work. 

Furthermore, all the 5 items on employee perspective taking could be grouped into a 

single factor that could be summarized as: I interact mutually and in a friendly manner 

with all my colleagues at the workplace. Finally, all the 9 items on sustainable 

performance could also be grouped into a single factor that could be described as: Given 

the level of interpersonal relation strategy at my workplace, the level of sustainable 

performance was high.  

Cumulatively, all the three factors account for 57.948% of the total variance with 

employee trust accounting for 35.378% of the variance, interpersonal sensitivity 

accounted for 11.566% and employee perspective taking accounted for 11.004%. 

Sampling adequacy was tested using the Kaiser- Meyer- Olkin Measure (KMO measure) 
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of sampling adequacy. As evidenced in Table 4.11, KMO was greater than 0.5, In this 

case 0.748 for employee trust, 0.811 for employee interpersonal sensitivity, 0.793 for 

employee perspective taking and 0.688 for sustainable performance. Bartlett’s Test was 

significant, with chi-square (351) = 14156.73, 156.011, 188.766 and 201.511 respectively 

with p-value< 0.000. 
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Table 4.11: Factor Analysis  

 

ET IS EP SP 

I can share critical information with my colleagues at work  0.839 

  I am very open to share my opinions with my superiors on work related operations  0.815 

  I always keep close contact with my colleagues on a daily routine  0.724 

  I believe my colleagues will not mislead me if I ask for their  0.716 

  guidance and inspiration to achieve set goals  0.736 

  
I seek ideas from others to increase my understanding on work related issues   0.845 

  I worry about my fellow colleagues and what they think of me in terms of my 

conduct at work 0.904 

   I care about my fellow colleagues and fear hurting them during our normal 

operations 0.915 

   I worry about being criticized for things that I have done at the work place 0.869 

   I worry about losing any of my fellow employees on work related differences 0.729 

   If any other employee upsets me, I am always ready to forgive to enhance 

teamwork in our place of work 0.891 

   I always notice when my colleague is worried and upset at the work place 0.751 

   I think about people whether or not I interact with them on a daily routine  

 

0.605 

 I will do something I do not want to do rather than offend or upset my boss or my 

colleagues at work  

 

0.602 

 I have never been rude to anyone while carrying out my duties at work  

 

0.569 

 I worry about criticizing other people at work on any wrong doing  

 

0.567 

 After a fight with a friend, I feel uncomfortable until I have made peace for a 

conducive working environment  

 

0.897 

 Growth in sales in relation to your competitors  

  

0.831 

Growth in profit level in relation to your competitors  

  

0.615 

Increase in number of employees  

  

0.753 

Increased market size in new markets in relation to your competitors  

  

0.515 

Successful creation of positive reputation  

  

0.890 

Increase in perception of customer satisfaction  

  

0.807 

High level of customer loyalty  

  

0.780 

High level of new customers  

  

0.870 

High ability to develop new products  

  

0.674 

Total Variance Explained Component 

  Total Initial Eigenvalues 9.552 3.123 2.971 2.850 

% of Variance 35.378 

11.56

6 

11.00

4 

10.55

5 

Cumulative % 35.378 

46.94

4 

57.94

8 

68.50

2 

KMO and Bartlett's Test 

  Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.748 0.811 0.793 0.688 

Bartlett's Test of Sphericity Approx. Chi-Square 

14156.

73 

156.0

11 

188.7

66 

201.5

11 

Sig. 0.000 0.000 0.000 0.000 

a. Employee trust, Employee interpersonal sensitivity, Employee perspective taking 

b. Sustainable performance 

Extraction Method: Principal Component Analysis. 

 Rotation Method: Varimax with Kaiser Normalization. 
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4.6 Regression Assumption 

Test of assumptions of multiple regression were necessary to justify the use of multiple 

regression analysis for the purposes of drawing inferences or making predictions. The 

assumptions tested in this study included normality, linearity, homoscedasticity, multi-

collinearity, auto-correlation and independence of errors of the residuals (Tabachnick & 

Fidell, 2011). 

4.6.1 Test for Normality 

Normality of data was used to distinguish the state of circulation. To recognize the state 

of appropriation, Shapiro, Wilk and Kolmogorov-Smirnova were utilized (as propounded 

by Shapiro and Wilk, 2005) which were computed for every factor. The tests uncovered 

that every one of the factors were more than 0.05 and were not critical, which meets the 

suppositions of typicality. The study, therefore, concluded that the data came from a 

normal distribution as shown in Table 4.12. 

Table 4.12:  Normality Analysis Results 

 Shapiro-Wilk Kolmogorov-Smirnova 

Statistic df Sig. Statistic df Sig. 

Performance 0.942 430 0.291 0.918 430 0.154 

Employee trust 0.925 430 0.141 0.962 430 0.089 

Employee Interpersonal 

sensitivity 

0.964 430 0.637 0.966 430 0.083 

Employee perspective taking 0.976 430 0.702 0.971 430 0.133 
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4.6.2 Linearity  

Linearity implies the correlation between factors, which is represented by a straight line. 

Knowing the level of the relationship among factors was a vital component in 

information examination. Hair et al., (2010) contend that linearity was a suspicion of 

every multivariate strategy in view of co-relational measures of affiliation, including 

regression, multiple regression and factor investigation. In this way, it was essential to 

test the relationships of factors keeping in mind the end goal to recognize any take-off 

that may affect the correlation. The outcomes demonstrated that every one of the factors 

were direct with each other. The findings indicated that P values were less than 0.05. This 

showed that the assumptions of linearity were not violated as shown in Table 4.13. 

Table 4.13:  Linearity 

  F Sig. 

SP * ET Linearity  158.423 0.00 

SP * IS Linearity 182.83 0.00 

SP * EPT Linearity 23.873 0.00 

Source: Author, (2018) 

4.6.3  Test for Multi collinearity 

Multi collinearity implies that at least two of the autonomous factors are profoundly 

connected and this circumstance can have serious effects on the outcome of multiple 

regressions. The correlation framework was a great device for getting an unpleasant 

thought of the relationship between indicators. Multi collinearity was additionally tried 

by running regression models in Variance Inflation Factor (VIF) and tolerance values 

were generated. The tests VIF and Tolerance demonstrated that multi collinearity issues 
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among indicator factors did not exist since every one of the qualities were underneath the 

cut-off esteem, according to the command of 10 which advocates for a limit VIF of 10 or 

tolerance ratio of 0.1 (O’Brien, 2008; Kutner et al., 2014; Yu, 2008). The VIF values 

were less than ten while tolerance was more than 0.05, meaning that there was no multi 

collinearity. It was a sign that predictor variables were not highly related. Based on such 

outcomes, the validity of the regression tests in this study was unquestionable as shown 

in Table 4.14. 

Table 4.14:  Test for Multi collinearity 

 Tolerance VIF 

Employee trust 0.385 2.600 

Employee Interpersonal sensitivity 0.381 2.622 

Employee perspective taking 0.421 2.373 

Source: Author, (2018) 

4.7 Correlation Results 

Correlation investigation is typically done to build up how much two factors focalize or 

separate together relying upon the case in order to decide the essentialness of the 

relationship. As a rule, the Pearson's Product Moment Correlation Coefficient is utilized 

to make induction about the current relationship between two factors. 

As a result, a positive value of the correlation coefficient showed that the two variables 

moved together in the same trend, and when there was a negative value, it showed that 

the variables moved in opposite direction or trend. Basically, correlation examination 

delineated to a given degree, the part of how one factor affected another. In any case, 
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correlations did not suggest or surmise a reason impact relationship. Thus, a correlation 

examination of the autonomous factors and the reliant variable was done and the 

discoveries were outlined and exhibited in Table 4.15. 

Employee trust had a positive and significant relationship with sustainable performance, 

ρ=0.708 at 1% level of significance, meaning there was a probability of 0.708 that 

sustainable performance would increase with increase in employee trust. Furthermore, the 

findings showed that employee interpersonal sensitivity had a positive and significant 

relationship with sustainable performance, ρ=0.670 at 1% level of significance and 

indicated that there was a probability of 0.670 chance that sustainable performance would 

increase with increase in the level of employee interpersonal sensitivity, employee 

perspective taking had a positive and important relationship with sustainable 

performance, ρ=0.755 at 1% level of significance and indicated a probability of 0.755 

chance that sustainable performance would increase with increase in the level of 

employee perspective taking. Moreover, firm size (0.136, p<0.05) firm age (0.277, 

p<0.05) had a positive relationship with sustainable performance.  

To deduce further from the correlation results none of the variables had high 

interrelationship of over 0.80, thus, multi-collinearity was not a major concern as shown 

in Table 4.15. 
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Table 4.15:  Correlation Results 

  

Sustainable 

performanc

e 

Employee 

trust 

Interpersona

l sensitivity 

Firm 

age 

Firm 

size 

Employee trust 

Pearson 

Correlation 0.708** 1 

   

 

Sig. (2-

tailed) 0.000 

    

       Interpersonal 

sensitivity 

Pearson 

Correlation 0.670** 0.741** 1 

  

 

Sig. (2-

tailed) 0.000 0.000 

   

       Employee 

perspective 

taking 

Pearson 

Correlation 0.755** 0.708** 0.711** 

  

 

Sig. (2-

tailed) 0.000 0.000 0.000 

  

       

Firm Size 

Pearson 

Correlation 0.136* 0.283* 0.273 

.167*

* 1 

 

Sig. (2-

tailed) 0.018 0.084 0.132 0.001 

 

       

Firm Age 

Pearson 

Correlation 0.277* -.113* 0.077 -0.082 0.09 

 

Sig. (2-

tailed) 0.011 0.019 0.109 0.088 

0.06

2 

 

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

 

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

Source: Author, (2018) 

4.8 Regression Results 

To determine the effect of control variables (firm size, firm age) and the dimensions of 

interpersonal relation strategy (employee trust, employee interpersonal sensitivity and 

employee perspective taking,) multiple regression model was used.  
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4.8.1 Effect of Control Variables 

The model summary indicated control variables firm age and firm size had an R² of .068 

and an adjusted of R² .062 which implied 6.2% variation of sustainable performance was 

predicted by firm age and firm size. (R² = 0.062) as shown in Table 4.16. 

Table 4.16: Model Summary for Effect of Control Variables 

R R Square Adjusted R Square Std. Error of the Estimate 

0.261 0.068 0.062 0.043546 

a. Predictors: (Constant), firm size, firm age  

b. Dependent Variable: Sustainable performance 

Source: Author, (2018) 

ANOVA results in Table 4.17 showed that the above-discussed coefficient of 

determination was significant as evidenced in F ratio of 364.247 with p value 0.000 <0.05 

(level of significance). Therefore, the model was fit to predict sustainable performance 

using firm size and firm age. 

Table 4.17 ANOVA for Effect of Control Variables 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

Regression 117.098 2 58.549 364.247 .000b 

Residual 68.636 427 0.161 

  Total 185.735 429 

   a Dependent Variable: Sustainable performance 

 b Predictors: (Constant), firm size, firm age  

Source: Author, (2018) 
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Firm age had a beta coefficient that was significant which affected sustainable 

performance (β= -0.192; ρ= 0.000<0.05). Similarly, firm size had a beta coefficient that 

was significant which affected the sustainable performance (β=0.164; ρ= 0.003<0.05). 

Therefore, control variables firm age and firm size were found to have an effect on 

sustainable performance. Even though, firm age was negatively correlated it had a 

significant effect on sustainable performance, as shown in table 4.18. 

Table 4.18:   Control Effect Results 

 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

Collinearity 

Statistics 

 

B Std. Error Beta t Sig. 

Toleranc

e VIF 

(Constant) 3.585 0.076 

 

46.951 0.000 

  firm age -0.007 0.002 -.192 -3.541 0.000 0.995 1.005 

firm size  0.063 0.021 0.164 3.034 0.003 0.995 1.005 

a Dependent Variable: sustainable performance  

    Source: Author, (2017) 

4.9 Effect of Interpersonal Relation strategy on Sustainable Performance 

This section covers the model summary, analysis of variance for testing goodness of fit of 

employee trust, employee interpersonal sensitivity, employee perspective taking and 

hypothesis testing. 

4.9.1 Model Summary 

On controlling firm size and firm age the results of the model summary of multiple 

regression showed that all the three predictors: employee trust, employee interpersonal 

sensitivity, employee perspective taking explained 63.7% variation of sustainable 
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performance, this showed that using the three tested variables sustainable performance 

could only be predicted by 63.7 % (R squared =0.637, adj. R-squared = 0.635). Durbin 

Watson test indicated that there was no autocorrelation (serial correlation) since it fell 

between the recommended rule of thumb of 1 to 2. This is shown in Table 4.19. 

Table 4.19: Model Summary 

R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson 

0.798a 0.637 0.635 0.39775 2.027 

a. Predictors: (Constant), Employee perspective taking, Employee trust, Employee 

Interpersonal sensitivity, firm size, firm age 

b. Dependent Variable: Sustainable performance 

Source: Author, (2018) 

4.9.2 Analysis of Variance for Testing Goodness of Fit of Employee Trust, 

Employee Interpersonal Sensitivity and Employee Perspective Taking 

Study findings indicated that variation was significant as evidence of F ratio of 149.624 

with p-value 0.000 < 0.05. Thus, the model was fit to predict sustainable performance 

using employee trust, employee interpersonal sensitivity and employee perspective 

taking. This meant that the model was significant in explaining sustainable performance 

as shown in table 4.20. 

Table 4.20: Test of Goodness of Fit 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

Regression 118.547 5 23.709 149.624 .000b 

Residual 67.187 424 0.158   

Total 185.735 429    

a Dependent Variable: Sustainable performance 

 b Predictors: (Constant), Employee perspective taking, Employee trust, Employee 

Interpersonal sensitivity, firm size, firm age 

Source: Author, (2017) 
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4.9.3 Hypothesis Testing 

Hypothesis one which stated that employee trust had no significant effect on sustainable 

performance was rejected at 5% level of significance (β1 = 0.286, p-value =0.000), thus, 

employee trust had significant and positive effect on sustainable performance. Hence 

increase in employee trust would lead to increase in sustainable performance. The 

relationship between sustainable performance and trust was well documented in empirical 

studies. The findings coincided with studies by Gabris, et al., (2010) and Serva, et al., 

(2015) that trust was essential for performance of firms which resulted to trust enhancing 

employee performance, group-based performance, human resource management, viable 

critical thinking, organizational profitability, and organizational responsibility. The 

findings also concur with previous studies of trust and firm performance. Most of the 

studies (Williams 2011; Nyhan 2010) discovered a positive and important impact of 

employee trust on firm sustainable performance. Similarly, also Serva, Fuller, and Mayer 

(2015) argue that employee trust has a direct connection to sustainable performance that 

often acts as a precursor to risk-taking behavior.  

On an overall spectrum, employee trust directly impacted sustainable performance 

(Ferres, Connell, and Travaglione 2014; Laschinger, Finegan, and Shamian 2011). In 

addition, the second hypothesis stated that employee interpersonal sensitivity had no 

significant effect on sustainable performance. However, this hypothesis was rejected as 

shown in Table 4.21. Results where the estimated coefficient for employee interpersonal 

sensitivity was β2 = 0.132, p-value =0.005 at 5% level of significance. Therefore, 
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employee interpersonal sensitivity had a positive significant effect on firm sustainable 

performance. 

Previous research had examined interpersonal sensitivity in terms of initiating, 

maintaining and enhancing relationships (Mosadeghard, 2008). Research showed that 

positive interpersonal sensitivity improved sustainable performance (Phan, 2013). The 

findings were also supported by other studies such as Yopchick (2009), Hall & Bernieri, 

(2011) and Schmid Mast, Murphy, & Hall, 2006) that interpersonal sensitivity improved 

employee’s performance, commitment, employee job satisfaction which in turn improved 

firm performance. Interpersonal sensitivity had also been related to firm sustainability 

(Hall, Murphy, & Schmid Mast, 2006; Horgan, Schmid Mast, Hall, & Carter, 2014; 

Schmid Mast & Hall, 2006). Studies on Interpersonal sensitivity had demonstrated that 

individuals were able to rightly infer other individuals’ performance (Ickes, 2013) 

(Murphy, Hall, & Colvin, 2013); and the type of interpersonal relationship in which two 

or more persons were involved. The study also agreed with Schmid Mast & Hall, (2014) 

that Interpersonal sensitivity was also related to social skills, self-esteem which improved 

employee performance and in overall firm performance. However, the study results also 

disagreed with Luthans, (2012) who found the employee perspective taking did not 

possess any important impact on firm performance neither on employee performance.  

The significance of treating beneficiaries of adverse results with interpersonal 

affectability was resounded too in the recent work on sympathy in organizational settings 

(Dutton, Frost, Worline, & Jacoba, 2012). In addition, other studies supported findings by 

arguing that the IS field was underdeveloped theoretically (Zebrowitz, 2011) and did not 
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relate with any performance outcome. Psychologists had long believed that interpersonal 

sensitivity among employees mattered in daily life through improved sustainable 

performance, and it remained a relevant topical issue of research (Ambady et al., 2010). 

The study results also related with Davis and Kraus’s (2011) findings that higher IS was 

related with altogether less unbending dogmatism/rigidness, more inward locus of 

control, more constructive change, higher passionate sympathy, higher scores on 

measurements of social insight, higher evaluations of IS by associates, more noteworthy 

interpersonal trust, and higher self-checking including its three-part factors of 

extraversion, acting, and other-directedness. Then again, the aftereffects of a few 

investigations were clashing, demonstrating that a few people were decidedly influenced 

by their low level of interpersonal affectability, which expanded their self-assurance, 

while in different people, an abnormal state of interpersonal affectability caused 

reiteration of gloom and uneasiness scenes in people who had been beforehand 

discouraged, and it was referred to as a hazard factor for melancholy (Nowicki and 

Pickett et al., 2014). Self-administration diminished when interpersonal affectability was 

high, while evasion of pessimistic circumstances expanded. 

Finally, the findings showed that the third hypothesis that stated that employee 

perspective taking had no significant effect on firm sustainable performance was rejected 

at 5% level of significance, β3 = 0.458, p-value =0.000) and concluded that employee 

perspective taking had positive and important impact on firm sustainable performance. 

This implied that the higher the employee perspective taking the higher the firm 

performance as shown in Table 4.21. The findings coincided with Galinsky et al., (2015) 

suggestion that perspective-taking increased organization performance in the short run 
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and sustainable performance in the long run since perspective taking is beneficial in 

social interactions, for example, people who understood others negotiated better 

agreements (Galinsky, Maddux, Gilin, & White, 2015). In addition, Scholars in the field 

of performance management had discovered that the way to sustainable performance 

change was the foundation of a framework of high-potential administrators to address far 

reaching activities full time. Giving such a group adequate preparation, perceivability and 

support from senior administration could prompt long haul monetary, operational and key 

advantages and over the long haul sustainable performance (Zagenczyk et al., 2010).  

Table 4.21: Coefficients of Estimates  

 

Unstandardize

d Coefficients 

Standardized 

Coefficients 

Correl

ations 

Collinearity 

Statistics 

 

B 

Std. 

Error Beta T Sig. 

Zero-

order Tolerance VIF 

(Constant) 1.286 0.094 

 

13.754 0.000 

   Firm size  0.241 0.039 0.289 6.109 0.000 .136 0.201 1.008 

Firm age  0.083 0.031 0.127 2.671 0.008 .277 0.129 2.771 

Employee trust 0.238 0.039 0.286 6.070 0.000 0.708 0.385 2.600 

Employee 

Interpersonal 

sensitivity 0.086 0.031 0.132 2.801 0.005 0.670 0.381 2.622 

Employee 

perspective 

taking 0.380 0.037 0.458 10.198 0.000 0.755 0.421 2.373 

a. Dependent Variable: Sustainable performance 

Source: Author, (2018) 

4.10 Discussion 

Employee trust had a significant and positive effect on sustainable performance (β = 

0.286, p<0.05). Therefore, the research findings concurred with McAllister, (2015) 

asserting that understanding the nature of trust between colleagues and trust in immediate 

superiors was crucial for organizations seeking to create competitive workplaces and 
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high-commitment. A combination of both trust and commitment had been implicated in 

increasing organizational effectiveness (Bussing, 2012). It was evident that when the 

sense of trust was strong, it added effectiveness to different components of working 

environment profitability along these lines a solid obligation of trust between an 

administrator and worker was imperative in executing organization change. Worker trust 

was along these lines vital for group performance (Langfred, 2007).  

The discoveries along these lines featured the significance of worker trust for work 

environment performance and in addition revealing some insight into how such trust was 

impacted by job and business-related attributes. In this manner, directors with large 

amounts of trust in their employees will probably shape a system of superior work hones 

than were directors with low levels of trust. One approach to clarify the better 

performance in firms with large amounts of trust was by the equal impact. The 

corresponding trust between a director and a worker assisted in bringing about a clash in 

objectives and interests reasonably manageable. Employees who trust management ought 

to have the capacity to concentrate towards increasing the value of the organization. In 

the event that a worker was unconcerned about being defenseless against management, 

the representative's dynamic and uninvolved practices would probably advance 

sustainable performance.  

Employee interpersonal sensitivity had a positive and important impact on firm 

sustainable performance (β2 = 0.132, p<0.05). Thus, increase in employee interpersonal 

sensitivity would enhance firm sustainable performance. It was evident from the research 

findings that employees worried about their fellow colleagues, worried about being 
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criticized for things they had said or done and what they thought of them as a result of 

social phobia (Liebowitz, et al., 2010), characterized by constant fears of embarrassment 

in social interaction or performance scenarios (American Psychiatric Association, 1994). 

There was an inclination for the claim that employee interpersonal sensitivity was related 

to better sustainable performance. 

Employee perspective taking had a positive and significant effect on firm sustainable 

performance (β3 = 0.458, p<0.05). This implied that the higher the employee perspective 

taking the higher the firm sustainable performance. It was evident that when employees 

adapt to others’ viewpoints, they would be able to achieve their goals in a highly effective 

and efficient manner and their goals would be closely aligned with achieving the overall 

goals of the organization. Thus, perspective-taking occurred when there were specific 

views considered by the perspective-taker to be salient to some objective (Galinsky et al., 

2015). 

4.10.1 Brief Summary of Hypothesis Test 

This chapter has presented the findings of the study and provided a detailed discussion of 

the findings and effect of interpersonal relation strategy on sustainable performance of 

service firms. The multiple linear regression models are presented and discussed with the 

aim of establishing the effect of the independent factors on sustainable performance of 

service firms. Thus, summary of hypothesis testing are presented in the Table below. 
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Table 4.22   Summary of Hypothesized Testing Results  

Hypothesis  Beta 

values 

P 

values 

Decision 

Ho1 Employee trust had no significant effect on 

 sustainable performance 

0.286 0.000 Reject 

Ho2 Employee Interpersonal sensitivity had no 

 significant effect on sustainable 

 performance. 

0.132 0.000 Reject 

Ho3 Employee perspective taking had no significant 

 effect on sustainable performance. 

0.458 0.000 Reject 

Source: Author, (2018) 
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CHAPTER FIVE 

 SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 

This chapter presents the summary of the findings, the discussion and the conclusion, 

implication to practice and theory as well as the recommendations based on the findings 

of the research, and recommendations for further research. The main aim of this research 

was to establish the impact of interpersonal relation strategy on sustainable performance 

of service firms in Eldoret town, Kenya. The study also made inference on the hypothesis 

that employee trust, employee interpersonal sensitivity and employee perspective taking 

had no relevant impact on sustainable performance. 

5.2 Summary of Findings  

According to hypothesis statement, employee trust had no significant effect on 

sustainable performance (HO1). Research findings showed inconsistency with the 

hypothesis since employee trust recorded a beta coefficient of (0.286, p = 0.000 <0.05), 

hence, rejected hypothesis and concluded that employee trust was positively associated 

with sustainable performance.  

The research hypothesis stated that interpersonal sensitivity had no important impact on 

sustainable performance (HO2), this was not consistent with research findings hence, 

rejected hypothesis and concluded that interpersonal sensitivity recorded a positive 

relationship with sustainable performance (0.132, p = 0.005 <0.05). 
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As hypothesized in the research that employee perspective taking had no important effect 

on the sustainable performance (HO3), results from the study showed the hypothesis was 

rejected thus supporting the argument that perspective taking had an important effect on 

sustainable performance, 0.458, p =0.000< 0.05. 

5.3  Conclusion  

The study findings showed that employee trust led to positive patterns of behavior among 

the employees which had the highest likelihood to lead to great extents of performance. It 

was also evident that there was trust among the employees since they shared their 

opinions with their superiors and that they kept close contact with their colleagues. 

Employees could conceptualize together and reach to better thoughts and interpersonal 

relation strategies. Interpersonal relation strategies must be talked about on an open stage 

where each person has the freedom to divulge his/her perspectives. Employees must be 

assembled for conferences in any event once in seven days to advance open 

correspondence. Connection all the time was essential for solid interpersonal relation 

technique. 

Building trust between the employees was a management responsibility. Trust in Leader-

Member Exchange was a sign that the interpersonal relation strategy quality was high and 

mature. Interpersonal relation strategy formation, maintenance and transformation were 

factored through trust. Trust was utilized to gauge the esteem, timing and interests in 

interpersonal relation system amongst the supervisors and subordinates. Building worker 

trust keeping in mind the end goal to assemble interpersonal relation methodology 

amongst bosses and subordinates was the obligation of administration. Trust was 
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recognized as the outcome of individual information of a representative's past conduct. 

Trust grew logically after some time, contingent upon the person's intellectual appraisal 

of the other individual's conduct. Curiously, large amounts of trust had been seen among 

virtual groups. 

The study affirmed that interpersonal sensitivity had an important impact on sustainable 

performance. From the findings of the research there was more than enough evidence that 

interpersonal sensitivity enabled employees to be united in pursuing common goals and 

also helped employees to adapt and look at things from a different perspective. 

The research findings showed that employee perspective taking had an important impact 

on their performance. The study findings revealed that employees were mindful of their 

fellow employees and they were willing to do something that they did not like doing in 

order to avoid offending or upsetting their boss or other colleagues. By and large, the 

nature of friendly interaction as a measurement of interpersonal relation methodology had 

overpowering constructive effect on sustainable performance in the service firms. Such 

interpersonal relation technique may advocate for business kinship within customers and 

service workforce. This was on the basis that an imperative part of service experiences 

depended on social trades, hence customers who felt a relationship with service faculty 

could build up an enthusiastic connection and devotion to the service firm. Interpersonal 

relation methodology had turned into a critical focused weapon in the service firm 

because of its potential in inspiring neighborly cooperation that cultivated business 

fellowship, passionate connection and dependability to the service suppliers 
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5.4   Implication to Practice and Theory 

The core aim of the research was to address the impact of interpersonal relation strategy 

on sustainable performance of service firms. One major practical contribution was that it 

would provide much needed empirical data. The activities of managers would allow 

policy makers, trainers, consultants to come up with initiatives, tools and actions based 

on employee trust enabling them to build opinion sharing with their employees. 

The study adopted a theoretical framework whereby Relational Dialectic Theory 

advocated for a new way of viewing relationships. Managers would emphasize the need 

to create dialogues with their employees as they related with them in the organization. 

This interpersonal communication theory would enhance interpersonal relation strategies 

among the managers and their employees. 

Capital – based theory of sustainability adopted by the study was of great importance to 

managers, since it explained how sustainable performance could be achieved. This is so 

because for sustainability to be enhanced there must be change to suit the environment 

and stability at the same time as service firms experience this, they must be in a position 

to maintain their identity. 

5.5 Recommendations  

Diverse measures of interpersonal relation strategy were produced and approved in this 

study. Inside the setting of expanding rivalry in the service firm, directors ought to figure 

out which measurements of interpersonal relation technique are suitable to their curious 

target markets with a specific end goal to create fitting situating procedure. As an 
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imperative focused apparatus in the service firm there ought to be induction and 

retraining of workers in the service firm particularly in the territory of value interpersonal 

relation procedure towards creating and maintaining client dedication and enhanced 

sustainable performance. 

Employee trust had a positive effect on sustainable performance. Therefore, employees 

should work at both giving and receiving trust. The management should set consistent 

expectations for all employees since setting higher expectations for trusted employees 

would certainly result in poor performance by non-trusted employees. It was basic to 

have some dependable co-workers at the work environment who not just valued us when 

we accomplished some work yet additionally revealed to us our missteps. A gesture of 

congratulations goes far in extricating the best out of people. One requires people at the 

work environment who are more similar to coaches than unimportant associates. This 

exploration additionally proposed that superiors trust in their employees considerably 

affected molding the organization framework. In this manner, to enhance sustainable 

performance, senior directors are expected to hold a reasonable rationality with respect to 

the significance of human resources to the organization's motivation, and persistently 

contribute assets to enhance sustainable performance 

The study findings affirmed that employee interpersonal sensitivity was positively 

associated with sustainable performance. Therefore, empathic reactions should be 

encouraged in the workplace within service firms to avoid disagreements and resolve 

uneasy situations in the workplace thus leading to solidarity which is essential in 

pursuing common goals. 
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Employee perspective taking had been noted to have a significant effect on their 

performance. Therefore, employees in service firms should be mindful about the welfare 

of others whether or not they interacted with them and be polite to their colleagues and 

embrace positive criticism in order to achieve sustainable performance. 

Administrators in the service firm should advance means on overseeing relational styles 

as a driving inspiration for building long haul interpersonal relation strategy with clients. 

This would contribute in overseeing relations with their esteemed chain of accomplices 

towards increasing upper hand in the service firms. In the aggressive marketing 

condition, the interpersonal relation system must be viewed as a vital factor to be profited 

by. This was because of different interests it could evoke that were relevant to upgrading 

client steadfastness in the service firms. The nature of inviting cooperation ought to be 

figured out to deflect absconding. This recommended that there ought to be expanded 

interest in preparing of client contact employees to empower them secure wanted 

neighborly cooperation aptitudes as imperative aggressive apparatus in the service firm. 

As aggressive tension builds in the service firms marketing condition, viable sustainable 

performance required great interpersonal relation technique, reception of compelling 

relational style, sound advancement of relational air and guaranteeing quality neighborly 

communication towards enhanced profitability and increasing focused edge.  

The discoveries of this study had down to earth suggestions. For administrators in the 

service firms, the outcomes suggested that quality services ought to likewise be gotten as 

indicated by assessment of nature of interpersonal relation strategy. This was basic in 

light of the fact that interpersonal relation strategy appeared a critical focused apparatus 
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in the service firms. Along these lines to the marketing professionals, the aftereffects of 

this study recommended the significance of fusing interpersonal relation procedure as a 

vital part of a firms marketing system.  

Expanded consideration ought to be given to interpersonal relation strategies. Given the 

intrinsic social nature of relationships, service firms should give expanded consideration 

to the preparation of client contact employees with a specific end goal to secure 

successful interpersonal relation technique aptitudes towards evoking clients' 

steadfastness. The discoveries of this study would urge directors to incorporate measures 

of interpersonal relation strategy in performing employee assessment investigation. Such 

measurements of interpersonal relation system would be significant in upgrading social 

communication, good treatment to clients and cozy relationship as a reason for creating 

and maintaining client dependability and powerful sustainable performance in the service 

firms 

5.6 Suggestions for Future Research 

The study’s main objective was to establish the effect of interpersonal relation strategy on 

sustainable performance of service firms in Eldoret town, Kenya. From the study, the 

discoveries were just constrained to interpersonal relation procedure. In this manner, 

more research ought to be completed to decide different components that influenced 

sustainable performance. A portion of the components could be those in inclination and 

compelling management. This would empower the supervisors and concerned people to 

alleviate impacts of such factors and along these lines improve sustainable performance.  
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What's more, keeping in mind the end goal to give more detailed clarifications of the 

relationship between interpersonal relation system and work performance, future research 

could likewise study intervening factors that influenced representative interpersonal 

relation procedure, break down the impacts of interpersonal relation technique between 

other progressive levels, for instance official administrators and executive managers, or 

directors and supervisors. 
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APPENDICES 

APPENDIX I: Questionnaire 

SN………… 

Koech Chepkemboi Rebecca 

P.O. Box, 6854 – 30100, 

Eldoret, Kenya 

Cell No. +254 723 713 502 

Dear Respondent, 

 

RE: REQUEST TO FILL THE ATTACHED QUESTIONNAIRE 

 

My name is Koech Chepkemboi Rebecca; I am student at the University of Eldoret. This 

questionnaire was designed to gather information on the “EFFECT OF 

INTERPERSONAL RELATION STRATEGY ON SUSTAINABLE 

PERFORMANCE OF SERVICE FIRMS IN ELDORET TOWN, KENYA”. You 

have been identified as one of the people who can be of assistance to me. The 

information you present will be entirely for academic purposes and will be treated with 

utmost confidentiality. Do not include your name. For us to proceed, kindly sign the 

section below  

 

…………………………………. 

 

Thank you. 
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SECTION A: DEMOGRAPHIC INFORMATION 

In this section you are required to provide some background information about yourself. 

Kindly tick (√) appropriately. 

1. What is your gender? 

      Male [   ]  Female [  ] 

2. What is your age bracket? 

      Below 25 Years [  ]     between 26-30 [  ]       above 31 years [  ] 

3. Indicate your highest level of education. 

      Doctorate/Masters           Bachelor             Diploma 

      High school            Standard 8 and below 

4. How long have you been working for the service firm?                    

      Less than 5 years            5-10 years              11-15 years 

      16-20 years               above 20 years 

5. When was the service firm started/incorporated…………………….. 

      1-10 years               11 - 20 years               21-30 years 

 Above 30 years  

6. How many employees does the firm have…………………….. 

1-20 employees’          21-40 employees’          41-60 employees 

61- 80 employees   

SECTION B: Employee Trust 

Please indicate the extent to which you agree with trust among your fellow employees.  

Key: SA- Strongly Agree, A- Agree, N- Neutral, D- Disagree, SD – Strongly Disagree 

  SA A N D SD 

1 I can share critical information with my colleagues at 

work 

     

2 I am very open to share my opinions with my 

superiors on work related operations  

     

3 I always keep close contact with my colleagues on a 

daily routine 

     

4 I believe my colleagues will not mislead me if I ask 

for their guidance and inspiration to achieve set goals 

     

5 I seek ideas from others to increase my understanding 

on work related issues 
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SECTION C: Employee Interpersonal Sensitivity 

Please indicate the extent to which you agree with interpersonal sensitivity among your 

fellow employees 

Key: SA- Strongly Agree, A- Agree, N- Neutral, D- Disagree, SD – Strongly Disagree\ 

  SA A N D SD 

1 I worry about my fellow colleagues and what they 

think of me in terms of my conduct at work 

     

2 I care about my fellow colleagues and fear hurting 

them during our normal operations 

     

3 I worry about being criticized for things that I have 

done at the work place 

     

4 I worry about losing any of my fellow employees on 

work related differences 

     

5 If any other employee upsets me, I am always ready to 

forgive to enhance teamwork in our place of work 

     

6 I always notice when my colleague is worried and 

upset at the work place 

     

SECTION D: Employee Perspective Taking 

Please indicate the extent to which you agree with perspective taking among your fellow 

employees 

Key: SA- Strongly Agree, A- Agree, N- Neutral, D- Disagree, SD – Strongly Disagree 

  SA A N D SD 

1 I think about people whether or not I interact with 

them on a daily routine 

     

2 I will do something I do not want to do rather than 

offend or upset my boss or my colleagues at work 

     

3 I have never been rude to anyone while carrying out 

my duties at work 

     

4 I worry about criticizing other people at work on any 

wrong doing 

     

5 After a fight with a friend, I feel uncomfortable until I 

have made peace for a conducive working 

environment 
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SECTION E: Sustainable Performance 

Below is a statement that your business might have achieved since you started it. Please 

rate the following statements according to the best of your knowledge 

5 SA- Strongly Agree, A- Agree, N- Neutral, D- Disagree, SD – Strongly Disagree 

 SUSTAINABLE PERFORMANCE SA A N D SD 

1 Growth in sales in relation to your competitors      

2 Growth in profit levels in relation to your competitors       

3 Increase in number of employees      

4 Increased market size in new markets in relation to 

your competitors  

     

5 Successful creation of positive reputation      

6 Increase in perception of customer satisfaction      

7 High level of customer loyalty       

8 High level of new customers      

9 High ability to develop new products      

 

 

THANK YOU AND GOD BLESS YOU 
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APPENDIX II: Research Authorization Letter 
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APPENDIX III: Research Permit 
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APPENDIX IV: List of Registered Service Firms 

REPUBLIC OF KENYA 

COUNTY GOVERNMENT OF UASIN GISHU 

 

 

 

 

 

 

              

                                                    

LIST OF REGISTERED SERVICE FIRMS 

 

AS AT 

 

 

 

FINANCIAL YEAR 2016-2017 
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