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Abstract 

This study sought to explores the link between strategic alignment and service delivery 

excellence in Level Six hospitals in Kenya. An empirical review of peer-reviewed articles 

published in the last decade was conducted, focusing on databases like PubMed, Scopus, and 

Web of Science. The review synthesized empirical data to uncover themes related to strategic 

alignment and hospital performance. Findings highlight that hospitals with aligned strategies and 

operational processes show higher patient satisfaction, driven by timely services, quality care, 

and staff professionalism. However, disparities exist between urban and rural hospitals. In terms 

of performance, strategic alignment leads to improved financial outcomes, operational 

efficiency, and resource management. Yet, rural hospitals face infrastructure challenges that 

hinder performance, while aligning strategies with national policies remains difficult due to 

budget and staffing limitations. This review emphasizes the critical need for strategy alignment 

to enhance patient satisfaction and hospital performance and calls for addressing regional 

disparities and policy alignment for service excellence. 
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1.0 Introduction 

Level Six hospitals, also known as tertiary or quaternary care centers, stood at the forefront of 

healthcare, providing specialized, innovative, and advanced medical services (Smith et al., 2019; 

Jones & Brown, 2020). These hospitals offered complex treatments, including rare and critical 

medical procedures, supported by state-of-the-art technologies and highly skilled medical 

professionals (Roberts & Patel, 2017; Garcia & Nguyen, 2018). They played a pivotal role in 

managing complex medical cases, often serving as referral centers for lower-level healthcare 

facilities (Thompson, 2020). Additionally, they contributed to medical research, education, and 

training, advancing knowledge and improving patient care (Clark et al., 2022; Nguyen et al., 

2020). However, Level Six hospitals faced several challenges. High costs associated with 
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maintaining advanced medical technologies and specialized services strained financial resources 

(Jones & Wilson, 2021). Effective coordination among multidisciplinary teams remained crucial 

but difficult, impacting patient outcomes (Anderson & Garcia, 2021). Furthermore, delays in 

healthcare delivery and inefficiencies in resource utilization complicated their operations. 

Strategic alignment emerged as a potential solution to these challenges. By synchronizing 

organizational objectives, processes, and resources, these hospitals could optimize care delivery, 

improve patient outcomes, and enhance performance. Aligning functions and fostering 

interdisciplinary collaboration streamlined workflows, standardized protocols, and improved 

efficiency. This study was grounded in three theoretical frameworks. Strategic Management 

Theory emphasized aligning resources and strategies with external opportunities to achieve 

organizational goals. The Resource-Based View (RBV) highlighted the role of internal resources 

like technology and human capital in gaining a competitive advantage. Contingency Theory 

suggested that success depended on how well strategies aligned with external factors, such as 

regulations or patient needs, to enhance performance. These frameworks provided valuable 

insights into strategic alignment in healthcare settings. 

Strategic Alignment in Healthcare 

Strategic alignment refers to the cohesive integration of an organization's objectives, processes, 

resources, and activities with its mission, vision, goals, and external environment (Roberts & 

Patel, 2017; Gangnes, 2022). It entails meticulously organizing both internal and external 

elements from business strategy to organizational structure to effectively support long-term 

objectives and purpose (Anderson & Garcia, 2021). This holistic approach ensures that all facets 

of the organization work synergistically towards achieving unified strategic objectives across 

strategic, operational, and cultural levels (Johnson et al., 2021). 

At its essence, strategic alignment ensures coherence and integration throughout the 

organization, where every decision and action align with the strategic direction (Smith & Clark, 

2021). This alignment extends beyond internal functions to encompass external stakeholders like 

customers, partners, regulators, and industry dynamics, enhancing organizational effectiveness 

and performance (Brown et al., 2023; Thompson & Roberts, 2018). Strategic alignment not only 

optimizes resource allocation such as financial, human, and technological resources to support 

strategic priorities (Jones & Wilson, 2021), but also fosters collaboration across departments, 

promoting organizational synergy (Nguyen et al., 2020). It empowers organizations to adapt to 

external changes and seize opportunities (Garcia & Nguyen, 2018), cultivating a culture of 

innovation and continuous improvement aligned with strategic goals (Wilson & Johnson, 2019). 

Moreover, by aligning with stakeholder needs and expectations, organizations can build trust, 

loyalty, and sustainable value (Clark et al., 2022). 

Service Delivery Excellence 

Service delivery excellence in Level Six hospitals focuses on quality, safety, efficiency, and 

patient-centered care. At its core, it involves delivering high-quality, evidence-based care that 

exceeds patient expectations (Garcia & Nguyen, 2018; Jones & Wilson, 2021). Ensuring patient 

safety is critical, with measures in place to minimize risk during healthcare encounters (Clark et 
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al., 2022). Timeliness is equally important, as patients expect quick access to treatments and 

consultations (Brown et al., 2023), while efficiency is achieved through streamlined processes to 

reduce delays and waste (Thompson & Roberts, 2018). Patient-centered care tailor’s treatments 

to individual needs and fosters effective communication among providers, patients, and families 

(Smith & Clark, 2021; Jones & Brown, 2020). Continuous quality improvement is fundamental, 

with hospitals constantly evaluating and enhancing care standards (Nguyen et al., 2020). In 

hospitals dealing with complex cases, maintaining service excellence ensures optimal patient 

outcomes and safety (Roberts & Patel, 2017). Key performance indicators (KPIs) such as clinical 

outcomes, patient satisfaction, and operational efficiency guide decision-making to enhance care 

quality and organizational performance (Endeshaw, 2022; Fatima, 2019). 

2.0 Methodology 

In the methodology section, the chosen research design for this study was an empirical review, 

characterized by a rigorous approach to identify, evaluate, and synthesize existing research 

relevant to strategic alignment strategies and service delivery excellence in Level Six hospitals. 

This method facilitated a comprehensive examination of literature, revealing patterns, gaps, and 

trends through predefined protocols ensuring transparency, consistency, and reproducibility. Key 

steps included formulating research questions, developing a robust search strategy across 

academic databases and grey literature sources, screening studies based on inclusion criteria, 

extracting data, assessing study quality, synthesizing findings through thematic analysis, and 

interpreting conclusions. This approach was chosen for its ability to provide evidence-based 

insights, identify research gaps, and inform practical implications for healthcare management 

and policy. The empirical review methodology ensured a thorough exploration of the 

relationship between strategic alignment strategies and service delivery excellence, contributing 

to the advancement of knowledge in this critical area of healthcare governance. 

3.0 Synthesis of the Findings 

The empirical literature on strategic alignment, service delivery excellence, and hospital 

performance in Level Six hospitals in Kenya highlights three interconnected themes: strategic 

alignment, service delivery excellence, and hospital performance. 

Strategic Alignment: Studies emphasize the critical role of aligning hospital strategies with 

national health policies to enhance service delivery (Kiboi et al., 2019; Mwaura, 2021; Mutua & 

Wanjiru, 2020). Strategic alignment ensures optimal resource utilization and operational 

efficiency (Omondi et al., 2022). However, challenges such as budgetary constraints, staff 

shortages, and administrative bottlenecks often hinder full alignment, leading to inefficiencies in 

service provision (Mugambi & Kariuki, 2020; Wekesa et al., 2021). Hospitals that successfully 

align their strategies with national frameworks report better service quality and patient outcomes 

(Mwangi & Ochieng, 2022). 

Service Delivery Excellence: Patient satisfaction is a key indicator of service delivery excellence 

(Ngugi et al., 2019; Ouma et al., 2020; Karani & Njoroge, 2021). Findings indicate that timely 
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service, quality of care, and staff professionalism significantly contribute to patient satisfaction 

(Mutunga et al., 2021). However, disparities in service delivery between urban and rural Level 

Six hospitals remain a concern, with infrastructure deficits, staffing limitations, and inconsistent 

policy implementation affecting service quality (Mungai et al., 2020; Atieno & Wanjala, 2021). 

Addressing these disparities through strategic realignment and resource allocation could enhance 

overall service delivery excellence (Kimani et al., 2022). 

Hospital Performance: Effective strategic alignment has a direct impact on hospital 

performance (Makau et al., 2021; Ochieng & Oketch, 2020; Karanja et al., 2021). Research 

suggests that hospitals aligning strategic objectives with operational processes experience 

improved financial outcomes, resource efficiency, and patient satisfaction (Nyaga et al., 2022). 

However, infrastructure gaps, particularly in rural hospitals, remain a challenge, necessitating 

targeted policy interventions to enhance overall hospital performance (Ndungu et al., 2021; 

Musyoka & Mworia, 2022). Additionally, strong leadership and governance structures have been 

identified as critical enablers of performance improvements in healthcare facilities (Muteti et al., 

2021; Odhiambo et al., 2022). 

This synthesis underscores the interconnected nature of strategic alignment, service delivery 

excellence, and hospital performance, emphasizing the need for integrated strategies, policy 

alignment, and resource optimization to improve healthcare outcomes in Level Six hospitals. 

Comparison of Results 

While most studies agree on the importance of strategic alignment for service delivery 

excellence, there are contradictions regarding the impact of infrastructure development on 

hospital performance. Some studies suggest that infrastructure improvements alone can 

significantly enhance hospital performance by improving patient flow, accessibility, and service 

quality (Makau et al., 2021; Karani & Njoroge, 2021; Ndungu et al., 2021). However, other 

research highlights that strategy alignment, staff capacity, and effective resource utilization are 

more crucial determinants of hospital performance (Ngugi et al., 2019; Ochieng & Oketch, 2020; 

Kimani et al., 2022). Additionally, findings by Mutunga et al. (2021) and Wekesa et al. (2021) 

indicate that the success of infrastructure investments depends on their alignment with 

operational strategies, workforce training, and policy frameworks. This divergence in 

perspectives suggests that infrastructure improvements alone are insufficient without 

corresponding investments in human capital and strategic governance structures (Mugambi & 

Kariuki, 2020; Musyoka & Mworia, 2022). 

Key Insights 

A key insight from the empirical data is the importance of integrating national health policies 

with hospital strategies to enhance both patient satisfaction and overall hospital performance 

(Kiboi et al., 2019; Mwaura, 2021; Omondi et al., 2022). Effective alignment between hospital 

operations and national policy frameworks improves efficiency, reduces service delivery 

bottlenecks, and ensures optimal resource allocation (Mutua & Wanjiru, 2020; Atieno & 

Wanjala, 2021). 
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Furthermore, there is a need for targeted efforts to address regional disparities in infrastructure 

development, particularly between urban and rural hospitals, which could enhance the efficacy of 

strategic alignment efforts across different settings (Ouma et al., 2020; Karanja et al., 2021; 

Nyaga et al., 2022). Studies indicate that hospitals in rural areas often experience infrastructure 

deficits, staff shortages, and funding constraints, affecting their ability to align strategic goals 

with operational realities (Mwangi & Ochieng, 2022; Muteti et al., 2021; Odhiambo et al., 2022). 

Addressing these disparities through policy-level adjustments, governance reforms, and targeted 

investments is critical to achieving service delivery excellence across all Level Six hospitals 

(Mungai et al., 2020; Kimani et al., 2022). 

Discussion 

The findings from this review provide significant implications for policy and practice in the 

management of Level Six hospitals in Kenya. First, the alignment of hospital strategies with 

service delivery is crucial for improving patient outcomes and ensuring operational efficiency. 

The emphasis on strategic alignment highlights the need for policymakers to foster environments 

that support long-term planning and innovation in healthcare delivery. This is consistent with 

prior studies showing that hospitals with well-aligned strategies report higher levels of patient 

satisfaction and operational performance (Makau et al., 2021). Practically, hospital 

administrators could benefit from integrating strategic goals such as resource optimization, 

employee engagement, and patient-centered care into their organizational frameworks. 

From a policy perspective, findings suggest that improving interdepartmental communication, 

enhancing leadership capacity, and investing in staff training are critical areas that should be 

prioritized. Policies aimed at improving these factors could lead to more efficient service 

delivery, as seen in studies from Ochieng and Oketch (2020). Lastly, for future research, the 

review suggests the need to investigate the impact of regulatory frameworks and resource 

allocation on strategic alignment in hospitals. 

Future research should address the gaps identified in this review, particularly the need for more 

contextual studies on the regional impact of service delivery excellence in different areas of 

Kenya. More longitudinal studies would provide deeper insights into how strategic alignment 

evolves and influences service quality over time. Finally, integrating mixed-methods approaches 

can yield more comprehensive understanding of the relationships between hospital strategies and 

service delivery outcomes, as suggested by Ngugi et al. (2019) and Kiboi et al. (2019). 

4.0 Conclusion and Recommendations 

This empirical review has identified key factors influencing strategic alignment and service 

delivery excellence in Level Six hospitals in Kenya. The findings indicate that hospitals with 

well-aligned strategies in areas such as patient-centered care, resource optimization, and 

employee engagement exhibit higher performance in patient satisfaction and operational 

efficiency. Effective alignment of strategies with hospital operations leads to improvements in 

both clinical outcomes and hospital management (Makau et al., 2021; Ochieng & Oketch, 2020). 
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However, challenges such as regional disparities, limited resources, and communication gaps 

between departments continue to hinder full alignment and excellence in service delivery. 

Furthermore, leadership capacity and policy support play pivotal roles in driving successful 

outcomes. 

This review contributes significantly to the understanding of how strategic alignment influences 

service delivery excellence in the Kenyan healthcare context. It emphasizes the critical role of 

hospital management, leadership, and policy frameworks in ensuring that hospitals can achieve 

both operational and patient-centered goals. While this review offers practical insights into 

improving hospital management strategies, it also calls attention to the contextual variations 

within different regions of Kenya, pointing to the need for localized studies. Overall, the review 

provides a foundation for future research and offers recommendations that could shape hospital 

policies, enhance healthcare delivery, and contribute to the theoretical understanding of hospital 

performance management (Ngugi et al., 2019; Kiboi et al., 2019). 
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