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ABSTRACT 

Following the political renewal process in 2001, the government of Ethiopia gave high priority 

and moved quickly to prepare them for customer service reform program in full scale 

implementation across federal, regional and lower level of Ethiopia government. However, 

nowadays there is a gap between what customers expect as well as what the principle of service 

provision and what in reality in Enewari town municipality or what the municipality provides 

practically. Therefore, the main objective of the study is to assess service delivery practices and 

level of customer satisfaction at Enewari town municipality found in Moretina Jiru Woreda of 

Noth Shoa Zone of the ANRS. 

The study is descriptive and explanatory approach. And target populations of the study were 

mainly customers and employees of Enewari Town municipality. In the town there exist a total of 

six sites or ketenes. However, for the purpose of this study, three sample Sites (Ketenas) were 

selected purposively, the reason was that, these three sites constitutes a relatively large number of 

customers as compared to the rest sites and taking more than this sites could be unmanageable by 

the researcher. The total household customers of the municipality were, 425, out of which 

85(20%) of customers and 10 employees were selected using simple random sampling technique. 

In addition, 10 interviewees and 14 FGD participants were selected using purposive sampling 

method. Therefore, a total of 119 key participants were actively engaged in conducting this study. 

Taking the above objective in mind, the study used both primary and secondary data sources to 

get consolidated data so as to reach on concrete findings. As far as the data collection tools are 

concerned, questionnaires, semi-structured interviews, focus group discussions and field 

observation were employed to gather the primary data. In addition, secondary data have also 

been collected from different literature, websites and Enewari town quarterly, semi-annually and 

annual progress reports, concerning service delivery practices and level of customer satisfaction 

in the study area. Finally, the collected data was analyzed qualitatively and quantitatively.  

The study found that different factors affect the smooth implementations of public service delivery 

in the study area which, in turn, adversely affects customer satisfactions, as a result customers of 

the municipal office have noticeable discontentment due to the prevalence of different factors. 

Among others, the existence of poor service conditions such as lack of awareness on service deliv

ery standards, shortage of budget; inadequate training opportunities; and lack of empowerment 

of employees are the key challenges that affects the issue under discussion. In addition, lack of 

cooperation and coordination between the municipality and the woreda administration and with 

other concerned stakeholders, low application of employee motivations; and lack of motivated 

and skilled man power, lack of appropriate complain handling procedure, lack of responsiveness, 

accountability and transparency are also the other factors which directly or indirectly affects the 

effectiveness of service delivery and customer satisfaction in the study area. Moreover, absence of 

community representatives‘ participation, in planning, implementation, evaluation and decision-

making are the main problems mentioned by customers. Hence, the issue needs urgent attention 

by the municipality as well as by all concerned government and non- governmental stakeholders 

in order to improve the existing low status of service delivery and level of customer satisfaction at 

Enewari town municipality. Based on the findings of the study, some alternative recommendations 

are forwarded at the end. Generally, the study is very essential in different dimension. Among 

others, it provides information and awareness for local communities, officials at both the local, 

regional and national levels, as well as for policy makers who are interested to understand and 

improve the current status of service delivery and customer satisfaction in the study area in 

particular and across the country in general. 

*Key Words: Assessment, Service-Delivery, Customer Satisfaction, and Municipality
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CHAPTER ONE: INTRODUCTION 

1.1 Background of the study 

Countries and institutions in this globalized world are on a high change process in order to cope 

up with the change and satisfy the public needs, (Ethiopian Management Institute (EMI, 2011). 

The efficiency and effectiveness of the service delivery is vital for the successful implementation 

of changes in policy and strategy and contributes to the establishment of administrative 

machinery that can face the challenges of the turmoil environment (EMI, 2011). In today‘s ever 

changing world, issues of customer service delivery is becoming a global concern that demands 

continuous reform to cope with the changing customer needs (Hussein, 2009). 

Customer service is whatever enhances customer satisfaction. Customer‘s satisfaction is 

providing quality services to customers according to their needs and wants. In the world, 

increasingly driven by the 3C‘s customer, competition and change organizations are on the 

lookout for new solutions for their business (Ibid). Accordingly, the key objectives of the public 

sector reforms are improving the service delivery process, improving performance and acquiring 

the public sector with a clear sense of direction. Public sector is, collectively, the world‘s largest 

service provider entity. In other word, the ultimate goal of public sector is to sustain the quality 

of the public service and to enhance the capacity to carry out core government functions so as to 

promote a sustained economic and social development in the environment of its operation 

(Theodore, 2003). 

Traditionally, public trust in public sector service delivery consistent with citizen preferences has 

been considered weak in developing countries. This is due to politicians and bureaucrats great 

interest towards rent-seeking than service delivery to citizens. However, this has further eroded 

by global information revolution of the late 20th century which empowers citizens to access 

information. This makes the government powerless to block citizens‘ information accesses 

(Shah, 2005). Today, all governmental organizations aim for higher satisfaction. This is because 

service delivery in civil service institutions are based on long and time consuming, excessively 

hierarchical organizational structure and absolute management practices (Philip, 1988).   

According to World Bank (1998) municipal governments were established in Ethiopia from the 

early 1940‘s as local governments with defined territorial jurisdiction and functions. Revenue 

collection from own-sources and spending are among the key activities that must be borne by 
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local municipal government of Ethiopia. But in carrying out these activities efficiently and 

effectively, there are problems that should be unraveled (Ibid).The World Development Report 

of 2004 closely link service delivery with accountability and concludes that service delivery 

failed in many developing countries as a result of the failures in accountability relationships 

(World Bank, 2004).Customer satisfaction strategy has built a great deal of consideration during 

the past decades. Therefore, satisfaction is in reality probably the most unassailable concepts of 

the modern management field (Oliver, 1999). 

In this regard, the Federal Democratic Republic Ethiopia, Service Delivery Policy (2001) is 

basically attempted to the systematic arrangement of activities in giving service institutions with 

the aim of fulfilling the needs and expectation of service users with the optimum use of 

resources. In addition, the Ethiopian government has recognized the needs for appropriate 

service delivery policy to induce public service delivery reform being introduced in the country; 

poor customer service delivery remains the feature of most public enterprises. Modern service 

delivery, which has been distinguishing feature of the private sector, has become a topical issue 

among governmental as well as non- governmental institutions in their recent attempts to transfer 

to the systematic arrangement of activities in service giving stakeholders with the optimum use 

of resources. In short, improvement of service delivery means increasing the cost effectiveness, 

impact of services (FDRE, 2001).It also aims at introducing new and improved legislations and 

working systems to exemplify administrative processes as well as ensuring effectiveness, 

efficiency and ethical behavior in performance and service delivery (FDRE Ministry of Civil 

Service, 2013). 

Furthermore, as a result of the increased government desire to improve service delivery and the 

repetitive  process that were not driven towards meeting the client‘s needs saw the introduction 

of management tools like BPR and BSC in all government institutions. Hence some of the 

changes introduced by way of the implementation of the program have resulted in service 

delivery improvements bringing some positive impacts (Mesfin, 2010). Building an effective 

local civic sphere is thought to be the fundamental goal of local participatory development 

(Mansuri & Rao, 2013). The fundamental assumption here is that decentralization brings 

government closer to the people and makes it easier to stimulate community participation 

(Ackerman, 2005, as Cited in the work of Girma, 2018). Service providers need to have capacity 

to deliver quality and timely services and to respond to customers‘ complaints, while it is 

expected the users of service need to have the capacity to demand adequate and quality services, 



 

 

3 

 

and hold service providers to account.Accordingly, though public organizations are supposed to 

give quality service in a way that is efficient, effective, fair, transparent, reliable, and responsive 

that meets customer satisfaction, service delivery practices lack these qualities which in turn 

affected the level of customer satisfaction, Hussein, (2009). In this regard, the above existing 

experiences and reports were also prevailed in Enewari town Municipality, (Enewari town 

Municipal‘s annual report, 2018).In fact, there are massive complaints with regards to the service 

delivery practices of the Municipality. Therefore, this study aimed to assess the service delivery 

practices and level of customers‘ satisfaction taking Enewari town municipality as a case study. 

1.2 Statement of the Problem  

In most developing countries, there is a growing dissatisatisfaction with public service delivery, 

in relation to defficiencies in the coverage, accessquality of basic services and access to 

infastractures, etc (Paul, OECD, 2008, cited in Alemnesh,2015). Like most countries in the 

world, African countries have more difficulties in providing effective and equitable public 

services (ECA,2005).  Ethiopia, one of the developing countries in Africa, is striving to get out 

of the deep rooted poverty trap by designing several development program assumed to promote 

service delivery (Samuel, 2010). The civil service reform program has been organized sub 

programs like, top management system, human resource management, service delivery, 

expenditure management and control program and ethics. The service delivery program, which is 

one of the sub programs of civil service reform programs, is aimed at improving efficiency and 

effectiveness in the delivery of service and expected to bring about an improvement in the 

quality and efficiency of government operation (Ibid). 

The government also believed that the adoption of decentralization in the country facilitate 

effective and efficient service delivery. Central governments were unable to be more responsive, 

accountable, inefficient or ineffective at delivering public services (Yilmaz and Boex, 2010). In 

line to this, Kumera, (2006) maintains that one of the factors that led to adopting decentralization 

has been the realization of the difficulty to manage a country‘s political, social and economic 

activities only from the center. Having this fact, the government of Ethiopia has introduced 

decentralized governance system since 1995 in unprecedented manner (Tegenge, 2007). 

Accordingly, the Ethiopian government put the customer service reform program as a top 

priority on its agenda. Following the political renewal process in 2001, the government of 

Ethiopia gave high priority and moved quickly to prepare them for customer service reform 
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program in full scale implementation across federal, regional and lower level of Ethiopia 

government (Samuel, 2010).  

In addition, the Ethiopian government announced the public sector capacity building programs in 

2003, with the intention to provide effective, efficient, and responsive public service delivery by 

improving the capacity of government institution. The civil service reform is also one of the 

fifteen national capacity-building programs which contained five sub-programs, including the 

service delivery reform sub-programs to enhance the quality of services provided to citizens via 

public institutions (Yosef, 2011).The concepts in the above paragraphs put forward a very 

indispensable tool of satisfying customers in public organization services. In reality however, we 

see a number of gaps in many service rendering institutions between the service level expected 

by customers and that provided by local governments.  

According to Mohammed and et‘ al (2010), public sector organizations agree that customer 

service is one of the most important factors that contribute to the establishment of reputation and 

credibility among the public. They argue that the public complaint of long queues, poor service 

delivery and insufficient physical facilities may affect the image and level of service quality in 

the public sector. Although, the importance of the customer satisfaction is accepted as major 

factor for organizational success and business sustainability; or else an organization will be 

considered unsuccessful without achieving required level of customer satisfaction Ogunlana 

(2009). To keep the existence in today‘s competitive environment, it is essential to identify 

customer‘s need (Cheng et‘ al. 2006). For instance in commenting the weak points of the civil 

service institutions of Ethiopia (Etefa, 2006:4) pointed out that: 

―…unskilled workers, inefficiency of the work force, unaccountability 

and an eroded ethical behavior of the civil servant, long and time 

consuming organizational structures, shortage of resources, lack of 

capacity to give sufficient attention to service delivery improvement, 

inconsistency of regulations and guidelines governing public institutions, 

Civil servants were demoralized by their income which was very low in 

comparison to those in the private sector, lack of initiative and 

commitment among the civil servant and practice of neglecting the 

customers‘ needs, the existence of unfavorable conditions of work, misuse 

of human resource management system as well as consistent government 

policies are some‘‘. 

By the same token,in his study on service delivery and customer satisfaction Yosef (2011) 

indicated that, the problem is on the organizational structure, lack of commitment to serving 

others and seemingly exaggerated desire for self-aggrandizement, deficit in knowledge, skills 



 

 

5 

 

and attitudes (perceptions) towards serving a citizen. Thus, the above problems are indicators for 

poor performance of customer service reform program that need to be studied. As stated further 

by the EMI, (2011) improved service delivery of public services forms an integral for the overall 

democratic transformation and development of a country. Taking into account the prevalence of 

multidimensional development needs of the society, the Ethiopian Government has launched 

comprehensive civil service reform program (CSRP) in 1994 as indicated by Mesfine (n.d). The 

CSRP encompasses five major pillars namely: Top Management System, HRM, Service 

Delivery, Effective Management and Control Program (EMCP) and Ethics (Mesfine, n.d). 

Empirical evidence by Wescott (1999) shows many African municipality Serves are 

characterized by corrupt, inefficient and poor public service delivery that requires capacity 

building and relevant reforms to change the existing trend that in turn enhances social-economic 

developments. Even though public organizations supported to give quality service in a way that 

is efficient, effective, fair, transparent, accountable, responsive and participatory manner that 

meets customers‘ satisfaction, the service delivery deviates from this as revealed by (Hussein, 

2009). This deviation is also experienced at Enewari town Municipality service delivery as 

witnessed/realized by the researcher‘s observation. This is because, there is a gap between what 

customers expect as well as what the principle of service provision and what in reality in 

Enewari town municipality or what the municipality provides practically. Though, proper service 

provision to citizens is imperative. 

Many researches have been conducted in different part of the country which focused in different 

areas and purposes. For instance Ashenafi (2018) focused on an assessment of service delivery 

and customers‘ satisfaction the case of Jinka town municipality. And another study entitled, an 

assessment of quality service and customer satisfaction in land development and urban renewal 

office:  the case of akaki kaliti sub city, by Shimels (2016) respectively. These studies were 

mainly focusing on land management and did not assess the overall service delivery practices 

and customer satisfaction of the municipality. Consequently, this study was designed to the 

assessment of service delivery practices and customers‘ satisfaction at Enewari town 

municipality; the problems are not yet investigated so far. Meanwhile this, the practice of service 

delivery and customers‘ satisfaction is different across regions and passage of time. 

Furthermore, the 2018 complaint receiving notebook of the municipality office clearly envisages 

that, significant number of clients revealed their unhappiness orally and in written form due to 

the inappropriate services delivery practices of the municipality. This shows the service delivery 
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practices and level of customer satisfaction needs investigation. More specifically, as far as the 

knowledge and experience of the researcher is concerned and informed from the service 

providers, there is no empirical study conducted previously related to the service delivery 

practices and level of customers‘ satisfaction in the municipality. 

In addition, from the personal experience of the researcher as a resident in the town, massive 

complaints were raised by customers with regard to the service delivery practices of the 

municipality. Therefore, these issues need to be detected and the core source of the problem need 

be exposed with the appropriate remedial actions. Thus, the above stated problems (gaps) 

triggered the researcher to conduct this study to find out possible solution so as to improve the 

current service delivery practices and level of customers‘ satisfaction in the study area. 

Therefore, the study is focused on assessing the status of service delivery practices and level of 

customer satisfaction in Enewari town municipality worth researching to find conclusions and 

recommend for responsible bodies that are helpful for providing effective and efficient service to 

enhance satisfaction of customers or replicate the findings for sustainable customer satisfaction. 

1.3   Objective of the Study 

1.3.1   General objective of the study  

The main objective of this study is to assess service delivery practices and level of customer 

satisfaction at Enewari town municipality at Moretina Jiru Woreda of Noth Shoa Zone in the 

Amhara Regional State Administration. 

1.3.2   Specific objectives 

The Specific Objectives of the study are: 

 Examine the status of public service delivery of Enewari town municipality. 

 To assess the level of customers satisfaction in Enewari town municipality.  

 To assess the roles played by the municipality employees in improving proper services to 

their customers 

 To investigate the major factors that affects the service delivery system and customer 

satisfaction in Enewari town Municipality. 

 To suggest possible recommendations for the future betterment of effective service 

delivery and for the enhancement of customer satisfaction in Enewari Town Municipalit. 
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1.4 Research Questions 

1. What is the status of the service delivery practices in EnewariTown Municipality?  

2. What is the level of customers‘ satisfaction in Enewari town municipality? 

3. Do the municipality employees play a role in improving proper services in the municipality? 

4. What are the major factors that affect the service delivery system and customer satisfaction in 

the study area? 

5. What possible optional strategies and solution can improve the service delivery and customer 

satisfaction of the study area? 

1.5 Methodology of the Study 

As far as methodology of the study is concerned, detail explanations are provided under chapter 

3 of the study. However, to provide as a preliminary outlook, few issues are briefly articulated in 

this section of the study. According to Dawson (2007) the research methodology is the 

philosophy or general principle which guides the research. As also noted by Creswell (2003), 

there are three research approaches namely qualitative, quantitative and mixed. The approach 

which was used in this study is a qualitative approach except using some descriptive analysis in 

the form of percentages, charts tables and so on. 

1.6 Analysis of the Study 

The data analysis employed through qualitative and quantitative methods. Qualitative approach 

is concerned with subjective assessment of attitudes, opinions and behavior. Qualitative 

approach was employed to a large degree to grasp the attitude of respondents regarding the status 

of service delivery processes and practices of the municipality on the one hand and the level of 

customers‘ satisfaction. However, for the sake of presenting and analyzing the data the 

researcher attempted to employee descriptively analysis using simple mathematical tabulations 

like, simple tables, frequencies, numbers and percentages. The qualitative data is analyzed by 

making use of descriptions and interpretations. The data was collected by questionnaires; 

interviews, focus group discussion and field visit observation. Accordingly, the data collected 

from the participants were grouped, transcribed and analyzed to a high extent qualitatively and in 

a minimal scale descriptive numerical form to make the reader understand the information of the 

study, see the details in chapter 3. 
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1.7 The Delimitation/scope/of the Study 

Thematically, the study is limited in scope to assess service delivery practice and level of 

customers‘ satisfaction. Service is a broad concept which can be seen from different dimensions 

such as public or private. It is divided into different sectors like health, education, transport, 

water and sewerage, street light etc. Hence, it is very difficult or most probably impossible to 

study these all at once. To make the research manageable therefore, this study is delimited on 

assessment of service delivery practices and level of customers‘ satisfaction in Moret Na Jiru 

woreda, North Shoa Zone, ANRS particularly in Enewari town municipality. 

1.8. Limitation of the Study 

As any research requires sufficient time, up-to-date information, reference materials, finance, 

and the like, the researcher also encountered these challenges in carrying out this thesis. 

Limitation also include some of the respondents did not express their ideas clearly, absence of  

internet access to have available literature resources, lack of free time, in the overall 

development of the study are some of the limitations of the study. The Enewari Municipal 

managers were so busy to respond timely requested data and information to the study. The other 

limitation of the study is related with its scope. That is, due to financial, human and time 

constraints, the respondents were limited (119 respondents or samples) in terms of size and 

composition. The data collection was also restricted only within Moretina Jiru Woreda, Enewari 

town municipality, which may fail to represent all Zones in the Amhara Region in which 

municipalities provides services to their clients.  

Thus, due to the above mentioned major problems, the findings of the study may not be 

sufficient to represent the entire of the Amhara region municipalities. However, in spite of the 

aforementioned problems, the researcher devised different alternative mechanisms or strategies 

to all of his best so as to cope up with the problems. To minimize those constraints with 

continuous follow up and convincing them through negotiation with each concerned body to 

gather all the necessary data and information.   
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1.9 Significance of the study 

Nowadays, there is a growing concern of regional as well as national governments towards the 

public service sector. Government offices in Ethiopia are implementing the new reform such as, 

Business Process Reengineering (BPR); Balanced Score Card (BSC) in their working system to 

increase effectiveness in public service delivery. However, this is not achieved. As a result of 

massive complaints of the service users are common in many of government service providing 

institutions. Enawari town municipality is not immune from the aforementioned problems. This 

study is therefore, expected to provide some insight about service delivery practices and level of 

customer satisfaction about Enewari town municipality. Furthermore, the result of the study will 

have the following significances: 

 The primary beneficiaries of this study are the public at large which are currently 

grappling with service delivery challenges. In addition to the policy makers, practitioners, 

and academicians are expected to benefit more from the findings of the research. The 

study also, serves as a stepping stone and springboard for future studies and researchers 

in this particular subject in the town. 

 The study provides information and awareness for local communities, officials at both the 

local, regional and national levels, as well as for policy makers who are interested to 

understand and improve the current status of service delivery and customer satisfaction in 

Enewari Town Municipality. 

 It also minimizes the existing huge gap between the current status of service delivery and 

customer satisfaction and the problems that hinder effective service delivery in Enewari 

Town Municipality. 

 The study will be useful for other researchers or serves as an input for those who are 

interested in conducting further researches on the same field of study and it will be useful 

to give recommendations based on the findings of the study.  

1.10 Operational Definition of Key Terms 

Accountability: A reciprocal relationship operating between two actors whereby demand for and 

supply of services are articulated and satisfied (Caseley 2006, 537; World Bank 

2003, 48). 

Assessment: is a consideration of someone or something and a judgment about them. 
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Capability- DFID‘s (2010) refers capability the ability and authority of leaders, governments and 

public organization to get things done. 

Customer satisfaction: refers to the customer‘s attitude and emotional response towards the 

service provider that result from the difference between customer‘s perception and 

actual outcome (Hansemark&Albinson 2004). 

Decentralization- the term decentralization is defined as transfer of power and authority from the 

central government to regional or sub-national governments (Muriisa, 2008).  

Household: All persons living under one roof or occupying a separate housing unit, having 

direct access to the outside (Chala 2011; cited by Kebede 2015). 

Kebele: is the lowest administration unit in the Ethiopian government‘s administrational 

hierarchy (Yewondossen 2012). 

Ketenas: are lowest administrative units lower than kebele 

Municipality- is a town which is governed by its own locally-appointed officials. 

Responsiveness- refers to responsiveness how leaders, governments and public organizations 

actually behave in responding to the needs and rights of citizens DFID‘s (2010). 

Service Delivery: Service Delivery is conceptualized as the relationship between policymakers, 

service providers, and citizens. It includes services and their sustaining systems that 

are typically regarded as a state liability (Government of Nepal ministry finance 

and Asian Development Bank, 2010). 

Woreda: itis an administrative division of Ethiopia (administered by a local government), which 

is equivalent to a district 
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1.11Organization of the study 

This thesis is organized in to five chapters.  The first chapter deals about the introductory part 

that contains background of the study, statement of the problem, research objective, research 

question, methodology, significance of the study delimitation and limitation of the study as well 

as definition for key concepts and terminologies and organization of the study. The second 

chapter presents the literature review section. Accordingly, this chapter provides key theoretical 

and conceptual approaches about service delivery, decentralization as well as customer 

satisfaction.. The third chapter presents research design and methodology that comprises the 

methodology, which aim to describe the overall procedure of the study, the research design, data 

collection tools, sampling method and sample sizes used, methods of analysis and ethical 

considerations utilized by the researcher. The fourth chapter deals about data presentation, 

discussion and analysis.  Finally, the fifth chapter presents the summary, conclusion and 

recommendations of the study. Thus, once summary and conclusions are made, 

recommendations are forwarded by the researcher on the basis of the findings of the study. 
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CHAPTER TWO 

LITERATURE REVIEW 

Doing a review of literature is a critical issue in order to create depth understanding of the 

research under study and it is used to build a foundation for important ideas. The aim of this 

chapter is to establish analytical framework that serves as the basis of the subsequent analysis 

and discussion of the study. In this chapter it is attempted to review related literature with due 

focus on the basic questions raised and the objectives of the study. Accordingly, this chapter, 

presents about different concepts so as to give comprehensive understanding about concepts of 

new public management, decentralization, service delivery, customer satisfaction and other 

related issues   under the study were  discussed.   

2.1. Conceptual and Theoretical Frameworks about New Public Management, 

Decentralization, service Delivery and Customer Satisfaction 

2.1.1 Concepts of New Public Management 

New Public Management (NPM) is a label used to describe a management culture that 

emphasizes the centrality of the citizen or customer, as well as accountability for results. It is a 

set of broadly similar administrative doctrines, which dominated the public administration 

reform agenda of most Organization for Economic Co-operation and Development (OECD) 

countries from the late 1970s (Hood, 1991; Pollitt, 1993; Ridley, 1996 as cited on ECA, 2003). 

New Public Management (NPM) is characterized by the provision of high quality services that 

citizens value demanding, measuring and rewarding improved organizational and individual 

performance advocating managerial autonomy, particularly by reducing central agency control 

recognizing the importance of providing the human and technological resources managers need 

to meet their performance target and maintaining receptive to competition and open mindedness 

about which public purposes should be performed by public servants as opposed to the private 

sectors or nongovernmental organization.(Borins,1995:5-11 as cited by Mohammed,2008:p7 

).Thus, new paradigm for civil service reforms in the more academic literature, they have been 

described as ‗‘New Public Management‘‘ or ‗‘Managing for Results‟ or ‗‘Reinventing 

Government.‟ as Kamarck (2007), the main characteristics of the NPM are:  

 Government works well if it is organized around baskets of ―services and results‖ not the 

hierarchies of ―agencies and programs.‖  
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 Government services should be organized and sensitive to their customers.  

 Results-orientation results in better management than the stewardship orientation 

reflected in traditional public administration.  

 Accountability is largely driven via transparency and choice instead of hierarchy and 

inspection  

 It attempts to break down operational procedures in order to better focus on outcomes, 

etc.  

2.1.2. Decentralization: Definitions and Key Concepts 

One of the central elements in the changing role of the public sector and the construct of the New 

Public Administration (NPA) is the concept of decentralization (Hope, 2002).Many scholars 

define decentralization in various ways. Hence, the concept has guide to different description, 

broad assortment of ambiguities and even confusion in design and accomplishment of 

decentralization policies (Thomas, 2011). The term decentralization is defined as transfer of 

power and authority from the central government to regional or sub-national governments 

(Muriisa, 2008). However the most inclusive explanation of decentralization is specified by 

Rondinelli, (1989).He asserts decentralization as the transfer or delegation of legal; and political 

authority to plan, make decisions and manage public functions from central government and its 

agencies to lower units of government, semi-independent public corporations, area broad or local 

development authorities; functional authorities, autonomous local government or nongovernment

al organizations.  

According to Hope 2002, within the context of the NPA, decentralization is seen as the means 

for: governments to provide high-quality services that citizens value; increasing managerial 

autonomy particularly by reducing central administrative controls; demanding, measuring, and 

rewarding both organizational and individual performance; enabling managers to acquire human 

and technological resources to meet performance targets; creating a receptiveness to competition 

and an open-mindedness about which public purposes should be performed by public servants as 

opposed to the private sector; empowering citizens through their enhanced participation in 

decision making and development planning and management; and improving economic and 

managerial efficiency or effectiveness; and enhancing better governance. 

Beside to this Turner and Hulme, (1997) cited in Thomas (2011) defines decentralization insight 

of service delivery as a devolution of power to supply services to the public fromcentral 
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government to local government units, which are nearest to the public to be provided. 

Consequently, this definition demonstrates that decentralization refers to the transfer of power 

for decision-making, managing and provisioning of services to lower unit of government. On the 

other hand Massoi and Norman (2009) assert that the notion of decentralization has got due 

attention in the1950s and 1960s while British and French colonial administrations ready colonies 

for independence by devolving responsibilities for certain agendas to local authorities. 

Nevertheless it became well-known in the 1980s and 1990s when it featured as one of the World 

Bank‘s structural criteria (Muriisa, 2008).  

Decentralization has been regarded as a viable alternative to centralized governance in that it 

enhances peoples‘ participation in the decision-making processes and facilitates service delivery 

at local levels (Taye&Tegegne, 2007). Advocators of decentralization argue that, it guarantees 

greater competition to local government positions that will produce more responsive 

government, higher quality service provision and greater accountability of local officials for the 

activities they carry out. Because of decentralization, local voters (citizens) have more 

information on how local governments perform their duties and responsibilities than national or 

regional government. Competitive elections give them rewards or punish those now directly 

responsible to administration and public service (Grindile, 2007: 145). 

Decentralization seeks to create relationships of accountability among citizens, service providers, 

and sub national governments and between the local and central governments. This characteristic 

counteracts the perception that decentralization is simply shifting resources to local governments 

(World Bank, 2008: xiv). On the other hand Ahmed (2006) had identified some reasons as 

decentralization will have probability collapse to achieve its promise of improved service at the 

grassroots level. These include poor institutional design may weaken the links between 

information flows, service delivery and accountability as a result it may be a leading factor to 

poor service delivery outcomes. In addition, a poorly sequenced decentralization process may 

result in worsening of the service provision when local capacity is low. Like many other 

countries, after change in government in 1991, Ethiopia has preoccupied in the process of 

decentralization by transferring responsibilities of the state to lower tiers of government. Such 

transfer of power is believed to bring not only political stability and contribute to democratic 

governance, but also improve service delivery and attain equity (Tegegne, 2007).  
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2.1.3 Types of Decentralization 

There are different forms of decentralization within the public sector: These are: political 

decentralization, fiscal decentralization, administrative decentralization and private 

decentralization. 

Political decentralization: -it refers the transfer of political authority or of electoral capacities to 

Sub-national actors (Vochiğa and Gruescu, 2009). Political decentralization aims to give more 

power to citizens and their local elected representatives in public decision-making by distributing 

policy and law-making power at the local level (worldbank.org, 2014; Topal, 2005: 26).  

Fiscal decentralization: -this involves a level of resource reallocation to local government 

which would allow it to function appropriately and furnish allocated service delivery 

responsibility, with arrangements for resource allocation regularly negotiated between local and 

central authorities. The fiscal decentralization on policy would normally al so address such issues 

as assignment of local taxes and revenue‐sharing through local taxation and user and market fees 

(Olsen, 2007).  

Administrative decentralization: -it refers to transferring the responsibilities to accomplish 

public obligations among governmental authorities on various state levels. Responsibility for 

local planning, operational administration and in part also for the financing of infrastructures and 

public services is transfer from the central administration to lower government units (Nath, nd). 

Administrative decentralization seeks to redistribute authority, responsibility, and financial 

resources for providing public services between different levels of government. It is the transfer 

of responsibility for planning, financing, and managing certain public functions from the central 

government to subordinate units or levels of government, semi-autonomous public authorities or 

corporations, or area-wide, regional, or functional authorities(Rondinelli, 1999: 2). 

Economic/ Market Decentralization: -deals with the most complete forms of decentralization- 

privatization and deregulation from a government‘s control. This form of decentralization shifts 

responsibility of functions from the public to the private sector, which usually is accompanied by 

economic liberalization and market development latter at a higher stage (USAID, 2009).  
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2.1.4 Forms of decentralization 

According to Egbenya, (2009) there are three major forms of administrative decentralization are 

deconcentration, delegation, and devolution. Each concept is enumerated in detail turn by turn as 

follow: 

Deconcentration:-refers to a central government that distributes the responsibility to provincial 

organization within the scope of a particular policy. This transfer function affects the 

geographical distribution of authority, but does not significantly change the autonomy of the 

entity that receives the authority. The central government retains authority over the field office, 

and exercises that authority through the hierarchical channels of the central government 

bureaucracy. Under deconcentration arrangements, deconcentration allows only moderately more 

autonomy than centralized systems (Schneider, 2003: 38). In this system, the central government 

transfers some of its authority relating to decision-making and execution to the administrators 

that are head of the subunits in its hierarchy (Eryılmaz, 2001: 93).is the redistribution of decision 

making authority and financial management responsibilities among different levels of the central 

government Egbenya, (2009). 

Delegation:-transfers political responsibility to local governments or to semi-autonomous 

organizations that are not controlled by the central government but are accountable to it 

(Schneider, 2003: 38). It is a more extensive form of decentralization in which the central 

government transfers responsibility for decision-making and administration of public functions 

to semi-autonomous organizations not wholly controlled by the central government, but 

ultimately accountable to the government (UNDP, 1999). It is a more extensive form of 

decentralization? 

Devolution: is the transfer of authority for decision making, finance, and management to quasi-

autonomous units of local government with corporate status. Devolution usually transfers 

responsibilities for services to municipalities that elect their own mayors and councils, raise their 

own revenues, and have independent authority to make investment decisions. 

In this system, local governments have clear and legally recognized geographical boundaries 

over which they exercise authority and within which they perform public functions. It is this type 

of administrative decentralization that underlies political decentralization (Rondinelli, 1999:3). It 
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is the strongest form of decentralization is achieved by in which voted local governments are 

authorized, by the transfer of specific service deliver y functions. 

2.1.5 Decentralization and It Applicability in Unitary Structures 

It is a fact that developing countries have centralized for political, economic, administrative and 

social reasons. A major portion of public services are planned in the capitals of these countries 

and by conducting them from there, there is a strong centralism in administrative and financial 

areas. In this context, the functions carried out by the central administration become increasingly 

complex. The increase in workload and the difficulty in adapting the general policy to local 

needs may lead to transferring decision-making responsibility to subordinate units (Eryılmaz, 

2011: 104). This situation, expressed as administrative decentralization, emerges in the form of 

policies that transfer municipal services, education, social welfare, housing, the administration 

and delivery of social services to sub national governments (Falleti, 2004: 3).  

It is observed that administrative decentralization, which is the distributing of responsibility for 

decision-making and administration to local communities, has recently become widespread in the 

developing world. This has especially drawn attention as a mechanism in which responsibilities 

of tender, the selection of local projects and identification of beneficiaries are devolved from the 

central ministries to local governments or community representatives. Such trials were initially 

implemented in the 1980s in various countries including: Armenia, Albania, Bosnia and 

Herzegovina, Brazil, China, El Salvador, Georgia, India, Mexico, South Africa, Uganda and 

Uzbekistan (Bashaasha, 2011: 1).  

2.1.6 Decentralized Governance and Service Delivery 

Service delivery improvement contributes to the establishment of administrative machinery that 

can face the challenges of the 21stcentury.For doing so; Mitullah (2012) reveals that most of 

African metropolises have been accepting different forms of administration for effective service 

delivery, since the 1990s. Decentralizing service delivery has been a fashionable approach since 

2002 when UN-Habitat launched the Global Campaign on local and urban Governance. In 

favoring the advantage of decentralization UNDP, (1999)  reveals as it raises the efficiency and 

responsiveness of government, locally elected leaders know their constituents better than 

authorities at the national level and so should be well positioned to provide the public services 
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local residents want and need. Forcibly nearness makes it easier for citizens to hold local 

officials accountable for their performance.  

Even though the reason for decentralized governance is to create financial, efficiency and quality 

gains by devolving financial resources and executive powers to local governments for the 

delivery of services. It is financially costly to national governments since part of the load of 

financing services can be transferred to sub-national units and private providers which can 

produce these at lesser cost (Robinson, 2007). Bertucci, (2001) recognized that while 

decentralization policies and programs appropriately planned, decentralized governance can have 

a positive effect on the performance of local governance institutions, service delivery agencies.  

Whatever scholars understand by decentralization, it comprised with the following essential 

features;   

 Decisions should be made in the field; officers must be selected and trained as to develop 

the capacity to resolve the problem on the spot.   

 A decentralized administration must be developed as far as possible with the active 

participation of the people themselves. Their cooperation and compliance are essential 

and the services of the state and the local bodies supplementing and stimulating but not 

duplicating their staff or equipment should be utilized.   

 Coordination of the work of the various agencies in the field should be done in the field 

itself because; central coordination means delays, jealousies and jurisdictional disputes 

(Hossain, 2005; Rahman 1996,as cited in the work of Girma, 2018).   

2.4. Concepts of Service Delivery 

Naidoo (2009:17) says there are various ways of defining ‗service‘, ranging from a duty by an 

official, an act of lending an assisting hand to other people, authority over resources, to a system 

that renders some form of services that are viewed as necessities by the public at large. On the 

other hand, ‗delivery‘ may be defined as producing, handing over, taking goods to the intended 

receiver, or producing the results that are promised to the community of that which the 

community may expect. Service delivery is a key instrument for managing service delivery to 

transform and realign the public sector in favor of the users of the service.  

Public service delivery is those activities of government institutions aimed at satisfying the need 

and ensuring the wellbeing of the society which enforcing laws, regulations and directivities of 
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the government (Bersisa & Merga, 2012). On top of this, Service delivery basically refers to the 

systematic arrangement of activates in service giving institutions with the aim of fulfilling the 

needs and expectations of service receivers and other stakeholders with the optimum use of 

resources. Thus, improved service delivery means increasing the cost effectiveness, coverage and 

impact of services (Ibid).Nealer (2007: 148) on his part defined service delivery as ―a provision 

for public activities, benefits or satisfaction.‖ Fox and Meyer (1996: 118) in Mathibane (2010: 

10) also, argued that, ―services relate to the provision of both intangible goods and tangible 

services.‖  Public service is a service which is provided by government to people living within its 

jurisdiction, either directly, through the public sector or by financing provision of services. It is 

the term associated with a social consensus that is usually expressed through democratic 

elections, that certain service should be available to all regardless of income Naidoo, (2004).  

2.4.1. Nature and Characteristics of a Service 

Various authors proposed different characteristics of service that differentiate it from the 

characteristics of goods that may have implications in service delivery. According to Verman 

(2008), among the other, most of the service definitions are framed around the aspects that 

differentiate a service from goods. Accordingly, a service has characteristics of intangibility, 

inseparability, heterogeneity, perish ability and ownership.  

Intangibility characteristic: In this case a service is a deed, performance or an effort that is 

consumed and experienced but not possessed. Here the absence of tangible clues enhances the 

customer‘s uncertainty and perceived risk. While the customer attempts to judge and understand 

a service, particularly before using it the service is known by tangible evidence that surroundings 

it and the evidence that surrounds the service are critical for the customers. It is apparent from 

this explanation that the management of evidence should be in a deliberate manner rather than 

unplanned. 

Perish ability characteristics: This unique characteristic of service according to Fogli (2006) is 

that service does not exist before it is delivered, and it cannot be stored for future use unlike 

other goods. Likewise, according to Verman (2008), the heightened vulnerability of services to 

the loss occurring due to insufficient demand or excess demand stems from the feature of 

perished ability. The lack of storability of services pre-empts quality check and control and this 

forces firms to develop quality systems that ensure, best the first time approaches because if 

something goes wrong the first time, there is no scope for corrections during the second time. 
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Inseparability Characteristics: According to Verman (2008), services are produced and 

consumed at the same time just as a service cannot be separated from the service creator, its use 

demands that the consumer must also be present at the same time. According to him, the 

customer-provider interface may vary in its duration and intensity. During the interface time, the 

organization becomes marketing bottle ground and managing a service. Organization, therefore, 

necessitates coordination among the functions that interface with the customers.  

Variability characteristics: Service that is delivered to customers varies more form customer to 

customer than product quality, in part, because of the customer‘s role in the delivery process 

Fogli (2006), As a participant, the customer can facilitates or impede the delivery of service, 

Verman (2008), forwarded that service suffer from lack of standardization because of their 

intangibility and inseparability characteristics. According to him lack of precision in service 

often stems from the difficulty in determining and implementing service specifications. But it is 

possible that parts of the service delivery can be monitored, controlled and regimented by the 

quality control mechanism. Service perishes ability:  means that services cannot be stored for 

later sale or use the perish ability of services is not a problem of when demand is steady. 

However, when demand fluctuates, service organizations often have difficult problems. 

2.4.2 Principles of Service Delivery 

Every government sector is required to implement eight service delivery principles. These 

principles are relevant to service delivery to enhance the quality and accessibility of government 

services by improving efficiency and accountability to the prospective recipients of services 

(DPSA, 1997).Very strongly government‘s intention to adopt a customer-orientated approach to 

service delivery, informed by the eight service delivery principles of consultation, service 

standards, access, courtesy, information, openness and transparency, redress and value for 

money, (ibid).   

Consulting users of service: - Customers should be consulted about the level and quality of the 

public services they receive and wherever possible, should be given a choice about the services 

that are offered. Consultation will give customers the opportunity of influencing decisions about 

public services by providing objective evidence which will determine service delivery priorities. 

Consultation can also help to foster a more participative and co-operative relationship between 

the public sector and prospective recipients of services,(Naidoo, 2004). 
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Setting Service Standards:-Customers should be told what level and quality of public services 

they have received so that, they are aware of what to expect. Service Standards should reflect a 

level of service which is higher than that currently offered; but which can be achieved with 

dedicated effort and by adopting more efficient and customer-focused working practices. 

Standards must also be precise and measurable so that users can judge for themselves whether or 

not they are receiving what was promised De Vrye (2001).Considers it imperative to know 

exactly what the customer expects of service standards within the organization. This means 

standard remove time wastage, effort and money on what customers may regard as inessential. 

Once standards set and publicized may not be reduced. If a standard is not met, the resources 

must be explained publically and a new target done set for when it will be achieved. 

Access:-all customers should have equal access to the services to which they are entitled, such 

as; does the department have a way finding system? Is the signage clear and helpful? Has 

provision been made for physically challenged people, for example, ramps for people in wheel 

chairs, guide rails and audible information for blind people? These facilities can assist to 

improve service delivery as more people will have access to basic facilities (White Paper on 

Transforming Public Service Delivery, 1997: 18). 

Courtesy: - politeness and consideration for the public is one of the fundamental duties of public 

servants, by specifying that public servants treat members of the public as customers who are 

unrestricted to receive the highest standards of service (RSA, 2001, cited in Nidoo, 2004). The 

concept of courtesy goes much wider than asking public servants to give a polite smile and to say 

―please‖ and ―thank you‖, though these are certainly required. It receives service providers to put 

themselves in the shoes of the customer and to treat them with as much consideration and respect 

as they would like to receive themselves many public servants do this instinctively; they joined 

the public service precisely because they have a genuine desire to serve the public. The 

principles of Naidoo require that the behavior of all public servants is raised to the level of the 

best (Naidoo, 2004). 

The performance of staff who deals with customers must be regularly monitored, and 

performance which falls below the specified standards should not be tolerated. Service delivery 

and customer case must be included in all future training programmers, and additional training 

should be given to all those who deal directly with the public, whether face-to-face, in writing or 

on the telephone this should not require the injection of large amounts of additional resources; it 

is more a case of reorienting existing training courses to focus on service delivery of equal 
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importance to formal training, in the example set by senior managers and the day-to-day 

guidance of immediate supervisors, Junior staff quickly picks up the unspoken messages about 

an organizations values from the way their seniors behave((Naidoo, 2004).An important aspect 

of encouraging customer-focused behavior is to provide staff with opportunities to suggest ways 

of improving services and the senior managers to take these suggestions seriously. This applies 

particularly to staffs that come into regular contact with the public because they usually have an 

accurate appreciation of the need and concerns. Senior managers should ensure they receive first 

hand feedback from font-line staff, and should personally visit front-line staff at regular intervals 

to see for themselves what is happening, Naidoo (2004). 

Increasing Openness and Transparency:-customers should be informed how public service 

divisions are run, how much they cost, and who is responsible. These are the features of a 

democratic Government and are essential to the community service change process (Australian 

Government, 2001, cited in Nidoo, 2004). In terms of service provision administration‘s 

importance lies in the need to assurance and hope between the state and the community. It is 

good practice to be quick to respond to your clients‘ requirements and being unlock in your 

transactions with them, as this directs to build up a belief and constructing excellent relationships 

(Australian Government, 2001, cited in Nidoo, 2004).It is good practice to be responsive to your 

customers‘ needs and to be open in your dealings with them, as this leads to developing trust and 

building good relations (White Paper on Transforming Public Service Delivery, 1997: 20). 

Provide more and better Information:-Customers should be given full, accurate information 

about the public services they are entitled to receive. Information is one of the most powerful 

tools at the customer‘s disposal in exercising his or her right to good service. The consultation 

process should also be used to find out what customers and potential customers need to know 

and then to work out how, where and when the information can best be provided (White Paper 

on Transforming Public Service Delivery, 1997: 19). 

Redress: -If the promised standard of service is not delivered, customers should be offered an 

apology, a full explanation and a speedy and effective remedy; when complaints are made 

customers should receive a sympathetic positive response. The capacity and willingness to take 

action when things go wrong is the necessary counterpart of the standard setting process (White 

Paper on Transforming Public Service Delivery, 1997: 20). Mwaniki (2012:177) observes this 

principle as the heart of the WPTPSD.  
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Redress principles lies in being able to identify quickly and accurately when services are falling 

below the promised standard and having procedures in place to remedy the situation. This needs 

to be done at the individual level in transaction with the public as well as at the organizational 

level, in relation to the entire service delivery program. This means a completely new approach 

to handling complaints are seen by many public servants as a time-consuming irritation. Where 

complaints procedures exist, they are often lengthy and bureaucratic, aimed at defending, the 

department‘s action rather than solving the user‘s problem. Many departments have no 

procedures for regularly reviewing complaints in order to identify systematic problems. Indeed 

many organizations do not collect any statistics about number and type of complaint they 

receive.  

Accessibility:-complaints systems should be well-publicized and easy to use. Excessive 

formality should be avoided, systems that require complaints to be made only in writing may be 

convenient for the organization but can be off-putting to many customers. Complaints made in 

other ways such as face-to-face, or by telephone, should therefore also be welcomed (White 

Paper on Transforming Public Service Delivery, 1997: 21). 

Speed:-the longer it takes to respond to a complaint the more dissatisfied customers will become. 

An immediate and genuine apology together with a full explanation will often be all that they 

want. Where delay is unavoidable, the complainant should be kept informed of progress and told 

when an outcome is an expected (White Paper on Transforming Public Service Delivery, 1997: 

21). 

Fairness:-complaints should be fully and impartially investigated. Many people will be nervous 

of complaint to a senior official about a member of their staff, or about some aspect of the 

system for which the official is responsible. Wherever possible, therefore, an independent avenue 

should be offered if the compliant is dissatisfied with the response they received the fast time 

round (White Paper on Transforming Public Service Delivery, 1997: 21). 

Confidentiality:-The complainant‘s confidentially should be protected so that they are not 

deterred from making complaints by feeling that they will be treated less sympathetically in 

future (White Paper on Transforming Public Service Delivery, 1997: 21). 

Responsiveness-The response to a compliant, however trivial, should take full account of the 

individual‘s concerns and feelings. Where a mistake has been made, or the service has fallen 

below the promised standard, the response should be immediate, starting with any apology and a 
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full explanation and assurance that the occurrence will not be repeated, and then whatever 

remedial action is necessary. Wherever possible, a staff that deals with the metallic directly 

should be empowered to take actions themselves to put things right, Naidoo (2004). 

Review:-Complaints system should incorporate mechanisms for review and for feeding back 

suggestions for change to those who are responsible for providing the service; so that mistakes 

and failures do not recur (White Paper on Transforming Public Service Delivery, 1997: 21). 

Training:-complaints handling procedures should be publicized throughout the organization and 

training given to all staff so that they know what action to take when a complaint is received 

(White Paper on Transforming Public Service Delivery, 1997: 21). 

Getting better Value for money:-Public services should be provided economically and 

efficiently in order to give customers the best possible value for money. Improving service 

delivery and extending access to public services to all Ethiopian must be achieved alongside the 

need for reducing public expenditure and creating a more cost-effective public service. For 

example, a courteous and respectful greeting requires no financial investment (White Paper on 

Transforming Public Service Delivery, 1997: 21). Mwaniki (2012:178) similarly, notes that this 

principle is one of the primary principles as far as citizen charters are concerned. Mullon & 

Eedes (2003) on their part, contend that the eight service delivery principles need to be 

implemented vigorously for service quality to be achieved.  

According to Mathoho, (2001) the first concern of government should be the equal distribution 

of services to all citizens. The author is of the opinion that in pursuing this concern, public sector 

departments should set service standards, which could strengthen the relationship between the 

people and the public sector. For example, the eight service delivery principles prescribed. This 

relationship could result in the prospective recipients of services, having more confidence in the 

public sector and as an effective tool of service delivery The Batho Pele principles (discussed 

earlier) became the benchmark by which service delivery was to be measured (Mwaniki, 2012). 

2.4.3. What Variables Affect the Better Service Delivery? 

The minimization of disadvantages of decentralized service delivery depends on a number of 

variables. Akpan H. Ekpo (2008, as cited in the work of Girma, 2018) has identified the 

following as key variables affecting the better service delivery of lower levels of government:   
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 Appropriate Constitutional and Legal Framework - Powers and functions of lower 

levels of government must be clearly defined through an appropriate constitutional and 

legal framework. Through this process central government must be willing to give up 

control and recognize the importance of sub-national government in service delivery.   

 Sufficient and Competence Human Resources - A one of the major decisive variable 

of efficiency and effectiveness of services provided by sub-national governments is the 

human resource or staff which it has. In this way, sufficiency and competency of that 

staff is very important. Where shortages of qualified and experienced persons exist, the 

training, retraining and opportunities for higher education must be given in order to 

develop professional and technical expertise that would be help to enhance the efficiency 

and effectiveness of the service delivery at the sub-national levels.   

 Adequate Financial Resources - Lower levels of government must have legal authority 

to raising needy revenue to support its expenditure requirements. Thus, the fiscal 

relationship between the center and lower - levels of government must be clearly worked 

out on the basis of equality, fairness and justice.   

 Accountability and Transparency - Decentralization must be accompanied by 

accountability and transparency, so that is no abuse of power. This will help to fight 

against the corruption. Corruption implies a breakdown of cooperative behavior in which 

few collude to detriment of all. Thus, devolving functions to smaller units that are closer 

to the population should in theory increase consensus and legitimacy concerning the 

choice of public services. This, in turn, can be expected to foster cooperation, vigilance, 

as well as acceptance of and adherence to rules of public sector integrity (Rule-

obedience). This could be effective where the financing of the public services 

decentralized through the assignment of tax instruments or the collection of user fees.   

 Ensure the Easy Access to Community for Information and Services - A one of the 

important problems faced by the developing countries‟ public sector, is that policy-

makers as well as ordinary people have limited access to information and services. 

Implementation of strategies like Citizen Charter, e-Government will be helpful to 

overcome these problems and ensure the easy access for public to information and 

services, and end result of that is the enhancement of efficiency and effectiveness of 

services.   

 Mutual Understand between Central and Lower level of Governments - It is 

important that both central and lower level of governments engage in dialogue to reduce 
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tension and conflict. In additionally, dialogue is necessary to face the new challenges and 

ensure coordination and to guarantee macro-economic satiability of the country (ibid). 

2.4.4 An Overview of Decentralization and Public Service Delivery in Ethiopia 

The nature, scope and status of service delivery in Ethiopia vary from one regime to another and 

mainly depend on the socio-economic and political ideology of each regime. Thus, in the 

forthcoming sections of the study attempts are made to briefly review and analyze the level  of 

decentralization and the scope of service delivery in the pre and post 1991 periods of Ethiopia 

briefly  

2.4.5 Service Delivery Issues in Ethiopia 

Now, a day, perhaps unlike ever before, public organizations are using strategic management 

approaches to insure their survival and to gain public support in volatile and competitive 

environment. In addition to being committed to mission and value, they are focusing on 

customers, portfolio analysis, profit margins and return on investment. Until recently however, 

business concepts were not part of the management system of public organization. Now they 

have become part of many public organizations (FDRE, 2001).In this regard the Federal 

Government of Ethiopia (FGE) has recognized the problems in the formulation and 

implementation of service delivery policy in all public institutions. To this end, the government 

has initiated a comprehensive civil service reform program of which service delivery is 

component(ibid) 

2.4.6 The Level of Decentralization and Service Delivery in the Pre-1991   

Regimes 

The existence of local governments has always been defended on the basis that it is crucial 

aspects of the process of democratization and intensification of mass participation in the decision 

making process. No political system is considered complete and democratic if it does not have a 

system of local government (Mawhood, 1993).Local government serves two-fold purposes. The 

first purpose is the administrative purpose of supplying goods and service; the other purpose is to 

represent and involve citizens in determining specific local public needs and how these local 

needs can be met. Local representative government is a process that spans and connects 

representation and administration at local level within local government structure (Belinda, 

2002). 
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According to Abraham, (2011) before 1991, like many other African countries; Ethiopia has 

been a passed through a multifaceted problem of ethnic groups with diverse religious and 

cultural backgrounds. The country has a strong centralized system of governance for many years. 

As a result, the question of decentralized governance started during the last decade of Emperor 

Haile Selassie regime (Fenta, 1998) cited in Abrham, (2011). Having this the imperial 

governments attempt was to decentralize to the local units the so called Awraja administration. 

 The most important intent of woreda administration at the time was enforcement of 

commandment and collection of levy and only few agencies like police, finance and justice were 

devolved at wereda level (Kumera, 2006). These services were centrally financed and prohibited 

.During that time the self-administration proclamation as a pilot project 50 to make 50 Awrajas 

self-administering units with substantial independence, the first attempt to decentralize local and 

regional government in the history of Ethiopia was made in 1966 by the Haile Selassie 

government (Meheret 1998). The first comprehensive administrative decree No. 1 of 1942 

defined the power and role of the Ministry of Interior as the principal central government 

department to supervise local government throughout the country (Abrham 2011). 

However, the effort for decentralization beneath the Imperial government and dictatorial regime 

commonly recognized as it was stayed inappropriate owing to severe control of public services in 

a centralized approach (Kumera, 2006). After the collapse of the Imperial rule, the Derg 

government controlled the political power in 1974. Though it did not also have a better 

achievement in decentralizing power from the centre to the grassroots level than the Imperial 

regime (Meheret, 2007) cited in Abraham (2011). The attempts of Derg decentralization policy 

was futile due to the fact that it is not basically designed to grant self-administration, secure the 

preservation of place and stability of the country (Fenta, 1998). With the failure of the half-

hearted decentralization reform effort under the most authoritarian regime, the country was 

thrown into further turmoil that precipitated the collapse of the regime and its replacement by the 

EPRDF forces in May 1991(Meheret, 1998). 

2.4.7 Decentralization under the Post-1991 Regimes of EPRDF 

Ethiopia has been a centralized state and de-concentrated and delegated forms of decentralization 

have characterized public service delivery till 1991. A devolved form of governance is a current 

occurrence, which is considerably a going away from the history of the country in common 

(Kumera, 2006). Consequently, as decentralization was one of the questions of all nations‘ 
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nationalities and peoples of Ethiopia as far as the mass were victims of public service. The Derg 

government collapsed after a long time civil war since 1991(Negalegn, 2010). Following this, the 

transitional Government of Ethiopia adopted the federal or decentralized form of governance and 

the present decentralized government structure was assumed in 1995.Then, the 1995 federal 

constitution recognized nine Regional States. According to the FDRE constitution, these are the 

states of Tigray, Afar, Amhara, Oromia, Somalia, Benshangul/Gumuze, Southern Nations 

Nationalities and Peoples, Gamella and the Harari People (Yilmaz and Venugopal, 2008).  

‗‘Decentralization in Ethiopia has adopted in two phases. The first was covered from (1991-

2001). Despite the fact that the first wave of decentralization has realized remarkable success in 

local governance and regional self-governance, it was not capable of bringing genuine self-rule 

particularly at lower levels of administration where governance and decentralization matter most. 

As a result of this the second phase of decentralization was introduced since 2002 (Tegenge‘‘, 

1998). At the time regions were dependent on federal government while woredas were dependent 

on the regions (Gebre-Egziabher&Berhanu, 2007, cited in the work of Obsaa, 2010).  

The woredas and their constituencies had limited administrative and fiscal autonomy and this has 

hindered public sector efficiency, grassroots empowerment and accountability and hence 

replaced with the second wave of decentralization. But currently almost all of the public services 

are devolved to the local governments till the Kebele level through the system or project  called 

‗District Level Decentralization‘, for the purpose of providing effective and efficient service at 

the grassroots level. Nevertheless, decentralization did not achieve enough in establishing locally 

responsive, transparent, accountable, efficient and participatory local government; which has the 

capability of addressing the problem that the country has been continuously humiliated by the 

lack of good governance (Tegegne and Kassahun, 2004: 21). 

For a long period of time Municipal management and governance was a neglected issue. Given a 

long tradition of centralized administrative experience, this did not helped municipalities to be 

independent and responsible for many functions and responsibilities at the local level. In this 

regard, inadequate capacity in terms of trained personnel, financial resources, and obsolete 

systems handicapped municipalities from delivering services and infrastructure to urban 

residents (Sisay, 1996). Urban centers are charged with the responsibility for providing services 

such as health, education, revenue collection, water and sanitation, and fire protection services 

among others within their areas of jurisdiction. But the existing facilities in most urban centers 

were planned to cater for a much smaller number of people and the system of giving services to 
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urban residents is not effective and accountable and the apparatus for public service delivery is 

not built on the ethos and values of integrity, impartiality and neutrality (Ibid).According to 

Beyene (as cited in Adamolekun, 2002:235) the need for an efficient civil service to implement 

the various economic and decentralization drives led the governments to launch its reform 

program. 

2.5 The Role of Municipalities in Ethiopia 

According to National Urban Planning Institute (2001), an urban area is said to be efficient and 

effective when it provides those urban services that directly affect the quality of urban life, which 

include social services, physical infrastructure and municipal services. Unfortunately, provision 

of these services have consistently failed to keep pace with increasing service demand in urban 

areas of Ethiopia because municipal revenues are not large enough to cover the cost of the 

increasing service demand due to rapid urbanization and resultant population pressure. Municipal 

services are those public services, which are rendered and controlled by the urban administration. 

These include sewerage, sanitation, garbage collection and disposal, public markets, abattoir, 

recreation and cultural places, etc. The delivery, efficiency and sufficiency of these public 

services are crucial in determining the quality of urban environment and life. According to 

Mullugeta, (2004), there are more than 900 localities in Ethiopia considered to be urban. Most of 

these urban areas are technically and financially weak and are deprived of necessary basic 

infrastructures like roads, water supply, power service, postal service, telecommunication and 

housing. 

Hailu, (2003) states that municipal governments fall under the jurisdiction of regions. The 

legislation thatgoverns them dates back to the 1940s and as a result, they are treated very 

unevenly by regional governments, they lack the direct authority to set the tax rates and user fees 

that fund the services they provide. As a result, their ability to serve their citizens effectively or 

contribute more broadly to rural urban growth is impaired. 

2.5.1 Some Key Problems of the Ethiopian Civil Service in Service Delivery 

The Government of the Federal Democratic Republic of Ethiopia published a service delivery 

policy for the Ethiopia Civil Service. The policy identified the following major problems, which 

has contributed for the poor service delivery (FDRE, 2001). 

 Positive attitude towards public service has no developed to the desired existent, 
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 Insufficient recognition that citizens have right to receive services from 

government, 

 Lack of accountability in civil service institutions for failure to meet expected 

performances, 

 Service delivery in many civil service institutions are based on long and time 

consuming, excessively hierarchical organizational structure and absolute 

management practices. 

 The public is seldom given clear and adequate information of the availability of 

particular services and the conditions required to get these services, 

 Service delivery improvement is not given sufficient attention in the planning 

process of many government institutions, 

 Human resource management system and conditions of work in the civil service 

does not motivate employees to provide quality service. 

Because of these problems, the role of the civil service in promoting economic and social 

development remains limited. It is also believed that absence of the clear and consistent 

government policy on service delivery partly contributes for the above-mentioned problems and 

draw backs. As a result of these and other problems , the civil service has so far not been able to 

effectively carryout government policies and programs as well as to organize and delivery cost 

effective services. Consequently, its role in promoting economic and social development remains 

limited. In addition, the fact that the civil service on several occasions has not been able to 

properly address the rights of service users to get public services in a fair equitable manner has 

contributed to the prevailing negative perception among the public about the efficiency of 

government institutions and civil servants. In general, it is believed that absence of a clear and 

consistent government policy on service delivery in the civil service partly accounts for the 

prevalence of the above mentioned problems. 

2.5.2 Why Ethiopian Civil Services Need Reform 

As soon as the current government came to power, it started rigorous reforms in three fronts: 

economic, political and constitutional reforms. The question was whether Ethiopia has a 

bureaucracy that is capable of carrying out those reforms or not. The government employed 

domestic and foreign consultants to study the capacity and effectiveness of the bureaucracy. The 

consultants identified that Ethiopia‘s bureaucracy was characterized by:  

 A very hierarchical structure with many non-value adding works/positions/staff 
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 Nepotism, lack of transparency and accountability  

 Lack of leadership capacity  

  Input based and not output based i.e. output not measured (Assefa, 2009).  

By giving due attention in 2002, the Ethiopian government laid emphasis on improving efficient 

and effective service delivery, driven by using the NPM Principles. The service delivery reform 

as part of CSR is an on-going process practiced to date in the country. Evident to this are 

implementation of BPR at all levels of government organizations, BSC in majority of the federal 

executive agencies and regions, the introduction of Citizens‘ Charter by the Ministry of Civil 

Service and Change communication strategy in some regions(MoFED,2012).This saw the 

introduction of Reform program in Ethiopia the implementation of Sub-programs of different 

management performance tools like Business Process Reengineering (BPR) Balanced Score 

Card (BSC), Citizens‘ Charter. 

2.5.3 Business Process Reengineering (BPR) in the Civil Service to 

Improve Service Delivery 

The government of Ethiopia has chosen BPR in-order to get the civil service system shift 

radically transformed to totally new civil service system where jobs are organized around results, 

people are focused on end result, the management and measurement system based on result and 

the belief and values of people in the organization has changed towards supporting development. 

This is a fundamental reason that government has chosen BPR as a great tool to achieve their 

total transformation of civil service system Belete (2008). As BPR has been introduced in the 

civil service organization so far, its impact on service delivery has largely been positive and the 

Ethiopian reforms have been become a major success in service delivery due to the changes and 

efforts of BPR transformation work of the government. Efficiency has increased, bureaucratic 

tendencies have been collapsed, one stop shops have been introduced and accountability and 

transparency has improved. Motivation is high in civil service and the attitudes have changed for 

the better. (FDRE Ministry of Capacity Building, 2010) 

2.5.4 Balanced Score Card (BSC) 

BSC was introduced in the Ethiopian civil service in 2009 as a tool that would be used for 

performance management. BSC is used to plan, implement, monitor and measure the 

performance of all actors involved in the implementation of the goals and objectives of the 
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country. It is an integrated approach to strategically plan, implement, and measure the 

performance of all actors involved, (FDRE Ministry of Capacity Building, 2010). 

2.5.5 The Citizens Charter 

Ministry of Civil Service launched Citizens‘ Charter in February 2012 with an intention to 

enable civil servants to serve the community in an improved and better manner. The charter 

would be expected to ensure government‘s accountability to the public and openness and 

transparency as well. Nevertheless, it is seldom to find organizational which have produced to 

their citizens‘ charter and publicize. Indeed, there have been trainings for different experts and 

mid-level officials about the essence and development of the charter. Definitely, the charter 

approach to service delivery enhances the transparency and accountability of the public service 

delivery system. However, the Ethiopian Civil Service has developed the twelve Ethical 

principles in service provision (Nigussa, 2014).  

A decade has passed echoing and posting these principles. But, they have not standards to 

measure- the degree of transparency or honesty etc. The charter approach to public service 

delivery may not come with different principles rather repeating on the already existing 

transparency, accountability, impartiality etc. Besides, almost in every government organizations 

there are complain hearing committee or office or in another form. The charter may strengthen 

and more comprehensively state the grievance handling and redress mechanism. 

 In addition the charter shall be published in different languages, punchy and communicated 

well; and includes addresses of top officials, and concerned service providers (Nigussa, 2014). 

Regarding the lists of services and standards, BPR document constitutes these kinds of issues. In 

the country, the public service delivery system though revealed an improvement compared with 

the past still it is not up to the expected standard. This may attributes to absence of servant 

mentality from the service providers‘ side loose accountability, lack of information and openness 

about the services, standards and requirements, poor and disparate grievance handling and 

redress mechanisms. Thus, if the charter approach is well designed, communicated and 

implemented, it will address the fore cited tribulation (Ibid).In general, it is supposed that 

absence of a clear and steady government policy on service delivery in the civil service 

somewhat accounts for the occurrence of the above mentioned harms. 
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2.6 The Role of Leadership to Improve Service Delivery 

According to (Nirmala,2009), leadership has to creat an organization culture that directs a public 

service institution to achieve its purpose. This requires a leader to have a holistic awareness of 

the organization‘s priorities so that right decisions can be made to avoid inefficiency and 

maladministration. Leaders proactively develop a culture that guides decisions and actions for 

quality service from public service institutions. This article maintains that leadership must send a 

consistent message through its actions So that a leadership culture positively impacts on the 

delivery of services (Trevno et al. 2004, Cited in Alemnesh,2015, P. 18-19). 

Leaders need skills in decision-making, communication, problem solving and team work to 

successfully meet organizational goals. These skills create circumstances for personal growth, 

development and the scope neede to improve service delivery, By ``Walking the talk`, leaders 

deliberately spell out what they stand for and enforcce standards for improved public service 

delivery, this is supported by Roth (2005), on his part claims that standars help to defferenciate 

between what is acceptable and what is not unacceptable as well as  between behaviour that is 

ethhical  and unethical.Accordingly, if leaderds are unwilling to drive public institutions to 

deliver public services of acceptable standards, then the ability to transform to a more effective 

and efficient public service culture is inhibited (Nirmala,2009) 

Management Commitment: If becoming a high performing organization is the destination, 

leadrershiop is the engine. Leadership is what moves organization in that direction 

(Blanchard,2007). In high performing organizations, everyone passionately holds and maintains 

the highest standards for quality and service and service from their customers perspective. In 

these organizations management has regular face to face contact with customers not only with 

devoted customers but also with those who are frustrated, angry or not using the organization‘s 

products and services. Leaders are passionate about developing sophisticated knowledge of 

customers and sharing the information broadly throughout the organization. Working with the 

people they serve, and listening intensly allows high performing organization‘s to respond 

rapidly and flexibly to changing conditions ( as cited in Zegeye, 2013).If we empower peole to 

do what is necessary to serve the customers best interessts to begin with, you are more likely to 

exceed customers expectations and minimize the need to recover ,( Zegeye, 2013). In the same 

way Nash and Nash (2003) have pointedout that service delivery requires an alternative 
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organizational structure based on an inverted pyramid, with threee levels: Service providers, 

Service support and management. 

Delivering excellent service requires a special form of management commitment which is also 

referred as ‗‘servant leadership‘‘ (Parasuraman et al, cited in Yonatan, 2010, P. 41). Such leaders 

fundamentally believe in the capacity of people to achieve, viewing their own  role as settting a 

direction and a standard of excellence, and giving people tools and freedom to perform their task. 

Empowerment of front line staff could be fundamental to achieve and improving the level of 

service quality. Today‘s leading organizations are good at developing institutional leadership 

(ibid). Johnson and Clark (2008), have pointttted out leadership is the privilege to have the 

responsibility to direct the actions of others in carrying out the purpose of the organization, at 

varying levels of authority and with accountability for both successful and failed endeavors. In 

general as Nash and Nash (2003), stated leaders play the critical ‗‘make or break‘‘ step in the 

service delivery process.The figure below dipicts the role of effective leadeship for the proper 

implementation of service delivery. 

Figure 1-  The Implementation Role of Leadership  

Responsive 

  Customers Contact 

      People Supervisory  Middle Management 

         Management  

 

  Top Management 

  Responsive 

 

Source:  (Blanchard, 2007: 51). 

As we can infer from the above figure, leaders have a significant role in the process of effective 

and efficient service delivery implementations on the one hand and to bring the desired 

customers satisfaction on the other. 

2.6.1 Customer Service Standards and Accountability 

A core component of a customer-focused organization is a clear set of customer service 

performance standards that is systematically reinforced. Standards of customer service identify 
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and communicate what constitutes satisfactory performance for all employees and customers. 

They provide uniform measures for all staff and promote consistently strong customer service, 

(Mary Malone as cited in CSSP, (2007). In addition to this to satisfy customer‘s staffs need tools 

including thorough training, flexibility and empowerment to solve problems and satisfy 

customers (ibid). To know that the organization values them, Frontline staffs also need 

recognition and rewards for strong performance. Service delivery needs responsiveness by 

service providers, managers, and policy makers to be answerable (i.e., information or decision), 

to provide enforcement (i.e., service standards), and to make relevant organizational changes 

(i.e., delivery of services) (Caseley 2006; Asis and Woolcock 2015) to make services ―people-

centered‖ (UNDP 2013). 

Orientation and Training:-Customer service leaders place heavy emphasis on instilling a 

customer-first culture throughout their organizations by training new employees and reinforcing 

a customer focus with current employees. Successful service organizations make a clear 

commitment to training the employees who interact with the public, whether they provide service 

by telephone or in-person. Their training programs include formal classroom instruction that 

focuses on job skills and attitudes and the expectations of management, as well as on-the-job 

training that allows staff to learn about the organization and the work from interaction between 

co-workers (Schneider and Bowen, 1995, as cited on CSSP, 2007, P18). 

Empowering Employees to Satisfy Customers:-Orientation and training of staff are common 

ways of focusing employees on customer service. Employee empowerment giving employees the 

flexibility to satisfy customers is less widely practiced. However, studies show that it can lead to 

improved customer service and increased customer satisfaction and that it is energizing and 

highly motivating for employees. 

Customer-oriented organizations also empower and motivate employees by involving them in 

essential organizational processes. When everyone participates in developing organizational 

plans and strategies for improvement, it adds more ideas, increases employee attention, and 

contributes to a culture of employee empowerment. The organizations have to involve all levels 

of employees in the organization‘s strategic planning process. After senior leaders identify 

specific company objectives, they communicate those objectives to staff at ―lower levels‖ of the 

organization. The employees on those levels identify the actions and deeds that if done will 

collectively meet the objectives (CSSP, 2007, p 20). 
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Recognizing and Rewarding Employee Performance: -A common practice among successful 

service organizations is constant recognition, reward and praise for employees who provide 

outstanding customer service. This can take many forms; it does not always need to be expensive 

to be effective. Moreover, each month employees who go ―above and beyond‖ are praised in 

front of co-workers and managers and given certificates and gifts from the caring baskets (CSSP, 

2007).  

2.6.2Meanings and Approaches of Customer Satisfaction 

2.6.3. Definition of Customer Satisfaction 

The definition of customer satisfaction has been widely debated as organizations increasingly 

attempt to measure it. Customer satisfaction can be experienced in a variety of situations and 

connected to both goods and services. It is a highly personal assessment that is greatly affected 

by customer expectations. Satisfaction also is based on the customer‘s experience of both contact 

with the organization (the ―moment of truth‖ as it is called in business literature) and personal 

outcomes. Some researchers define satisfied customer within the private sector as ―one who 

receives significant added value‖ to his/her bottom line a definition that may apply just as well to 

public services,(Smith,2007). 

In line with the above idea, Philip Kotler (Kotler et al 2013) also argued that, customer‘s 

satisfaction is predetermined by how the expectations of the customer are met. It is directly 

connected to customers‘ needs. The degree to which these needs are fulfilled determines the 

enjoyment in the case of conformity or disappointment from discrepancy (Hill et al. 2007, 31). In 

the public sector, the definition of customer satisfaction is often linked to both the personal 

interaction with the service provider and the outcomes experienced by service users. 

2.6.4   Importance of Customer Satisfaction 

Customer satisfaction measures how well a company's products or services meet or exceed 

customer expectations. These expectations often reflect many aspects of the company's business 

activities including the actual product, service, company and how the company operates in the 

global environment. Customer satisfaction measures are an overall psychological evaluation that 

is based on the customer's lifetime of product and service experience (Smith, 2007).Effective 

marketing focuses on two activities: retaining existing customers and adding new customers. 
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Customer satisfaction measures are critical to any product or service company because customer 

satisfaction is a strong predictor of customer retention, customer loyalty and product repurchase. 

2.6. 5 Customers Expectation and Satisfaction 

The customer is an input for many services operation. Thus, we need to understand what they 

expect from the service provider. In most cases, customers are the final judge as to how well the 

quality services matches up to the requirement. In addition they determine their continued 

support. Therefore, it is too sufficient to ensure that there is a match between expectations and 

service delivery to satisfy or even delight our customers (Johnson &Clark, 2008, p.104). This 

expression implies that customer is resources specially by feeding information for service 

operations. Then, their expectation should be meeting to satisfy their needs. These scholars 

added, understanding what satisfy and delight customers is something that must be continually 

addressed (Johnson & Clark, 2008, p.105).This implies that, meet customer want have to be 

known to make the service provider customer driven. In view of meeting customer requirements, 

Oakland (2009) states that it has wide implications and may include availability, delivery, 

reliability, maintainability, and cost effectiveness, are among many other features. 

2.6.6 Level of Satisfaction Measurement 

Measuring customer satisfaction could be very difficult at times because it is an attempt to 

measure human feeling. It was for this reason that some existing researcher presented that ―the 

simplest way to know how customers feel, and what they want is to ask them‖ this applied to the 

informal measures (NBRI, 2009).According to Smith, Satisfaction measures involve three 

psychological elements for evaluation of the product or service experience: cognitive 

(thinking/evaluation), affective (emotional-feeling/like-dislike) and behavioral (current/future 

actions).Customer satisfaction usually leads to customer loyalty and product repurchase. But 

measuring satisfaction is not the same as measuring loyalty. 

2.6.7The Features of Customer – Oriented Organizations 

In many areas, customer satisfaction ultimately boils down to the customer‘s contact with 

frontline staff. Capable, empowered frontline staff put customer-focused mission statements, 

standards and culture into practice (Centre for the Study of Social Policy (CSSP); 2007). 

Research consistently shows that the way employees are treated by their management has a 
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direct impact on the way those employees treat the businesses‘ customers (Zemke and Schaaf, 

1989 P 87). Treat your employees as you want them to treat your customers. If organizations 

treat their employees correctly, they‘ll treat the customer‘s right. And if the customers are treated 

right, they‘ll come back to get services. 

2.6.8 Tracking Customer Satisfaction 

Tools for tracking customer satisfaction range from primitive to sophisticated one. With regard 

(Kotler&Armstrong, 2006) indicate four tools of tracking customer satisfaction. 

Complaints and suggestion system: a customer centered organization moves it clear for 

customer to make suggestion or complaints. Many firms provide forms on which guests can 

check of their likes or dislikes. This system does not only help companies to act more quickly to 

resolve problem, but also provide companies with many good ideas for improved service. 

Customer satisfaction survey: supply running compliant and suggestion system may not give 

the company a full picture of customer`s satisfaction and dissatisfaction .Responsible company 

takes direct measures of customer`s satisfaction by conducting regular survey. They send 

questionnaire, make telephone calls to sample, or   relent customers to found out how they feel 

about various aspects of the company‘s performance. Finally, the company can ask respondents 

to list any problem they have had with the offer and to suggest improvements. 

Ghost shopping: another important way of assessing customer satisfaction is to hire people to 

pose as companies and competitors product. These ``ghost shopped` `can even present specific 

problems to test whether the company`s personnel handler difficult situation will. 

Lost customer analysis: companies should contract customer who have stopped buying or who 

switched to competitors, to learn why this happened. Not only this but should also monitor the 

customer lose rate. Arising lose rate indicates that the company is failing to satisfy customer. 

2.7 Compliant Handling Mechanisms 

Although the law of service productivity and quality might be ‗‘Do it right the first time‘‘ we can 

not ignore the fact that failures continue to occur, some times for reasons outside organization‘s 

control (EMI,2011, P. 44). According to EMI (2011), customers complaint is a formal expression 

of service dissatisfaction with any aspect of a service. It could be about service content, delivery 

or quality, personal, requests, communication, response time, documentation, follow up, 
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etc.Although problem-free sevice is an admirable goal, it is probably also unrealistic one, 

because of the tremendous variationin service systems as stated by Davis and Heineke (2003, P. 

367). Moreover, they have expained that when costomers complain they generally seek three 

specific types of justice. These includes,Outcome fairness, customers expect compensation that 

matches the level of service failure,Procedural fairness, clear, understandable and hassle-free 

procedures for addressing complaints are important to all customers, Interaction fairness, even 

beyond outcome a nd procedural fairness, customers expect to be treated with respect and 

courtesy, (Zegeye, 2013). 

According to Verman (2008), there are two important rules of quality in services. The first rule 

commands that quality in service is just a perception of service against the expected service 

while the second rule commands ―do it right the first time there is no second time in services and 

when things go wrong they go wrong and there is no coming back‖. Thus, according to him, 

service firms employ a variety of mechanisms to understand customers‟ needs and expectations. 

Similar to Verman (2008), Fogli (2006) stressed that gathering, processing and responding to 

customer feedback requires reaching beyond the boundaries of the organization to interact with 

customers to solicit their input. It also requires that their feedback is accessible to those inside 

the organization who put it to effective use. According to FDRE directives (2000) for handling 

service users‟ complaints in civil service in institutions is any expression of dissatisfaction that 

may arise in the process of service delivery. There are two objectives Peter and Hellen (1998), of 

compliant handling mechanism: the first objective is to win back the customers who are 

dissatisfied; and the second is to reduce barriers or problems that might have a negative impact 

on other customers. 

Management system helps organizations to empower citizens and give priority to put things right 

quickly and effectively (Steiner 2005: 101). Therefore, public officials actively seek complains, 

comments, suggestions and opinions as a means for the public to help them to improve their 

services. Here, a complaint is any level of dissatisfaction which includes unsatisfactory public 

service, equipment problems, and incorrect records. Each local government units has 

responsibility for complaints handling within their own area (Grindile 2007: 46), but they may 

choose to allocate an investigation to a particular office. At this study area, constructing effective 

complaint handling mechanism is a difficulty area for most of service provider of the 

organizations. 
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2.7.1 Factors Affecting Quality of Customer Services 

The inescapable fact is there are a number of factors that affect the potential capacity of an 

organization in the service delivery processes and environments. There are a number of 

researches that have been done regarding those factors in different countries and organization 

context. According to a research finding Wanju, Mururi and Ayodo (2012), low employees 

capacity, ineffective communication, insufficient number of staff and skills required, insufficient 

finance, poor management of problems, challenges of collective action, policy incoherence and 

levels of performance are the major challenges that can affect provision of quality public service 

in an organization. Staff morale is a by-product of staff motivation.   

According to Belinda (2002), recognition and good treatment of staff members is essential in 

enhancing their morale to serve customers. Staffs are more likely to feel valued if they are 

treated well, in particular, if they feel recognized and supported in their work. Where senior 

managers have made a sincere effort to get to know staff and their areas of work, this gives a 

very positive impact on staff morale. In the public service, Good morale and motivation are 

essential both for a healthy workforce, and for effective implementation of the Government‘s 

plans. They also have positive effects on customer care.  

2.7.2 Theories Relevant to Customer Satisfaction 

A number of theoretical approaches have been utilized to explain the relationship between 

disconfirmation and satisfaction. Many theories have been used to understand the process 

through which customers form satisfaction judgments. The expectancy disconfirmation theory 

suggests that consumers form satisfaction judgments by evaluating actual product/service.  Four 

psychological theories were identified by Anderson that can be used to explain the impact of 

expectancy or satisfaction: Assimilation, Contrast, Generalized Negativity and Assimilation-

Contras some of the theories are discussed in the following. 

Assimilation Theory:-Assimilation theory is based on Festiner‘s (1957) dissonance theory.  

Dissonance theory posits that consumers make some kind of cognitive comparison between 

expectations about the product and the perceived product performance. This view of the 

consumer post-usage evaluation was introduced into the satisfaction literature in the form of 

assimilation theory.  According to Anderson (1973), consumers seek to avoid dissonance by 

adjusting perceptions about a given product to bring it more in line with expectations. 
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Consumers can also reduce the tension resulting from a discrepancy between expectations and 

product performance either by distorting expectations so that they coincide with perceived 

product performance or by raising the level of satisfaction by minimizing the relative importance 

of the disconfirmation experienced. 

Contrast Theory:-Contrast theory was first introduced by Hovland, Harvey and Sherif 

(1987).Dawes et al (1972) define contrast theory as the tendency to magnify the discrepancy 

between one‘s own attitudes and the attitudes represented by opinion statements. Contrast theory 

presents an alternative view of the consumer post-usage evaluation process than was presented in 

assimilation theory in that post-usage evaluations lead to results in opposite predictions for the 

effects of expectations on satisfaction. While assimilation theory posits that consumers will seek 

to minimize the discrepancy between expectation and performance, contrast theory holds that a 

surprise effect occurs leading to the discrepancy being magnified or exaggerated. According to 

the contrast theory, any discrepancy of experience from expectations will be exaggerated in the 

direction of discrepancy.  If the firm raises expectations in his advertising, and then a customer‘s 

experience is only slightly less than that promised, the product/service would be rejected as 

totally un-satisfactory. Conversely, under-promising in advertising and over-delivering will 

cause positive disconfirmation also to be exaggerated, (Vavra, 1997, p. 44-60). 

The Theory of Assimilation-Contrast; - this theory was introduced by Anderson (1973) in the 

context of post exposure product performance based on Sherif and Hovland‘s, (1961) discussion 

of assimilation and contrast effect. Assimilation-contrast theory suggests that if performance is 

within a customer‘s latitude (range) of acceptance, even though it may fall short of expectation, 

the discrepancy will be disregarded assimilation will operate and the performance will be 

deemed as acceptable.  If performance falls within the latitude of rejection, contrast will prevail 

and the difference will be exaggerated, the produce/service deemed unacceptable.  

Negativity theory: -this theory developed by Carl smith and Aronson, (1963) suggests that any 

discrepancy of performance from expectations will disrupt the individual, producing ‗negative 

energy‘.  Negative theory has its foundations in the disconfirmation process.  Negative theory 

states that when expectations are strongly held, consumers will respond negatively to any 

disconfirmation. In general, the theories imply that customer satisfaction is an idea managed in 

relation to standards among the customer expectation of goods and services and their outcomes. 

Finally, the customers will be satisfied or dissatisfied based on the quality of goods and services 

they received, (Meseret Ayenew, 2016). 
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2.7.3Customer Centered Public Service Delivery 

The concept of customer centered public service delivery completely transfers the public service 

orientation from the concerns of the acceptability of the service providers to attempts in fulfilling 

the need of citizens. Priorities as well as improvements in public service should be seen from the 

service users and not from service provider's perspective. Citizen centered service delivery is 

decided as service that incorporates citizens‘ concerns at every stage of the service designing and 

delivering process that the citizens needs become the organizing principle around which the 

public interest is determined and service delivery is planned (the Canadian Center for 

Management Development, 1998). 

2.7.4 Community Participation in Service Delivery 

Citizens influence the content of many public services through their direct participation in 

service delivery. This is especially the case in services designed to change people directly rather 

than to change their physical environment. Most economic activities – including that of many 

public agencies is directed towards the production of goods. Raw materials are transformed into 

products which can then be delivered to consumers.  Services are not like that. Education or 

health care or crisis interventions have as their primary objective the transformation of the 

consumer (Gordon, 1980:  250). Existing literature shows that community participation is 

increasingly used through development agenda. It is a main parameter to measure 

decentralization of power, good governance and democratization process in a given state. It 

ranges from simple information sharing to empowerment (Lockwood 2009: 431).  

However, Kassa (2015) in his study found that popular participation in the district is very limited 

and is confined only to labor and financial contribution. Community participation in public 

service delivery is weak due to lack of clearly institutionalized structures, inadequate finances 

and shortage of skilled and capable local government and low coordination at the Kebelle level. 

Furthermore, The realization of decentralization relies on the presence and utilization of human, 

financial and physical resources with committed local leaders for delivering local services 

particularly in Ethiopia Woredas are hardly available (Debebe, 2012) that characterized by 

capacity gaps, lack of independent taxation authority that inhibited less effective self-

government, lack of adequate decision making power and compelled them to heavily top-down 

support (Telaye, 2012). 
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Figure 2: Effective Collaboration between and among concerned stakeholders 

 

Source: M. Hollow (2009, as Cited in the work of GebreMichael, 2018) 

As we can infer from the above figure it briefly depicts that the importance of cooperation 

between and among local government and all the concerned stakeholders to develop a sense of 

ownership which could be shaped by their priorities, visions, interests and perceptions in 

providing effective and efficient service delivery on the one hand and the enhancement of 

customers satisfaction on the other. 
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2.8 The Conceptual Framework of the Study 

Figure: 3 Conceptual frame work service delivery practice and customer satisfaction 
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Source: Own Computation, (2019) 

As we can understand from the above figure, the conceptual frame work of service delivery and 

customer satisfaction includes various aspects like vicious circles, among others: awareness 

creation on service delivery standards, empowerment of employees, openness and transparency, 

training, participation in decision making, feedback mechanisms, consultation and courtesy.  
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2.9 Summery 

The chapter presented with a theoretical framework while reviewed the literature related to 

decentralization, new public management, and service delivery, customer satisfaction and both in 

general and specific to Enewari town municipality. The theoretical foundations of the concepts 

for decentralization, service delivery, customer satisfaction, have been discussed both from the   

(gap based) and performance (perception oriented) viewpoints. In this regard, New Public 

Management (NPM) is characterized by the provision of high quality services that citizens value 

demanding, measuring and rewarding improved organizational and individual performance 

advocating managerial autonomy, particularly by reducing central agency control recognizing 

the importance of providing the human and technological resources managers need to meet their 

performance target and maintaining receptive to competition and open mindedness about which 

public purposes should be performed by public servants as opposed to the private sectors or 

nongovernmental organization. 

Decentralization policies and programs appropriately planned, decentralized governance can 

have a positive effect on the performance of local governance institutions, service delivery 

agencies. Whatever scholars understand by decentralization, it comprised with the following 

essential features; decisions should be made in the field; officers must be selected and trained as 

to develop the capacity to resolve the problem on the spot. A decentralized administration must 

be developed as far as possible with the active participation of the people themselves. Their 

cooperation and compliance are essential and the services of the state and the local bodies 

supplementing and stimulating but not duplicating their staff or equipment should be utilized. 

The concept of customer centered public service delivery completely transfers the public service 

orientation from the concerns of the acceptability of the service providers to attempts in fulfilling 

the need of citizens. Priorities as well as improvements in public service should be seen from the 

service users and not from service provider's perspective. Citizen centered service delivery is 

decided as service that incorporates citizens‘ concerns at every stage of the service designing and 

delivering process that the citizens needs become the organizing principle around which the 

public interest is determined and service delivery is planned, accordingly, empowering 

employees though continuous training, monitoring and appropriate follow up mechanisms in the 

municipality through the involvement of the concerned bodies the practice of service delivery 

and customer satisfaction could be achieved. 
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CHAPTER THREE 

RESEARCH DESIGN AND   METHODOLOGY 

The purpose of this chapter is to clarify and demonstrate the various research methods and 

techniques that were employed in the conduct of the research study. Accordingly, this chapter 

includes: the research methodology that were used in gathering data for the study. It contains the 

research design, sources of data, instruments used for data collection, sample size, and sampling 

techniques, data gathering instruments, procedures for methods and data analysis. 

According to Dawson (2007), the research methodology is the philosophy or general principle 

which guides the research. That is, research methodology is a way to systematically solve the 

research problem. It may be understood as a science of studying how research is done 

scientifically. Within the umbrella of research methodology, we can study the various steps that 

are generally adopted by a researcher in studying his research problem along with the logic 

behind them.  Therefore, it is necessary for the researcher to understand not only the specific 

research methods/techniques but also the entire process of conducting his/her research, which is 

termed as the ‗research methodology‘. The methodology will depend on the nature, scope, 

strategy, design, technique and approach of the research topic (Saunders et al., 1999).  Silverman 

(2000) states that research methods are the specific research techniques such as qualitative and 

quantitative.  

As to Creswell (2003), there are three research methods namely qualitative, quantitative and 

mixed. This study employed mixed research approach that includes both quantitative and 

qualitative with descriptive and explanatory research design. The reason for the selection of the 

mixed approach is that, it helps the researcher to collect various types of data in order to assess 

service delivery and levels of customers‘ satisfaction at Enewari town municipality, to generalize 

the findings and develop a detailed view of meaning on the issue under study. However, 

qualitative research approach was used to a large extent. Since there are some numerical 

representation in the form of simple numbers, tables, figures and percentages at the analysis part 

of the study, quantitative method is used in a very minimal scale. 
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3.1 Description of the Study Area  

This study is carried out in MoretnaJiru woreda particularly at Enewari town muncipality 

Enewari town, is serving as the socio-economic and political center of the woreda administration 

which is founed in North Shoa Zone of the ANRSwith a distance of 196 KM from Addis Ababa 

and 65 Km from Debre Berhan town. 

3.1.1. Geographic and Administrative Location of Enewari Town 

Administration 

Enewari town was established before about 75 years ago in 1927 E.C. It is the political and 

administrative capital/center of MoretnaJiru woreda, which is located 65km away from Debre- 

Berhan in the west. Moretnajiru woreda is bordered on the North-West  by Merhabete, on North 

-East by Menze-Keya Gebreal, on South Siya- Deber na Wayu, in the South-West  by Ensaro 

and in the East by Basona Worena woreda. According to Zeru et al (2017), Moretna-Jiru woreda 

is located on a Latitude of  9°89‘-to 3° 39‘N, Longitude and 39° 14‘ to 5° 72‘E,. The wereda 

found within an altitude of ranging from 1780m to 2641m. It has an average temperature of 

16℃-18℃and gain an annual rain fall ranging from 850-1300 mmThe use or practice of mixed 

farming is atypical feature of the woreda. 

3.1.2. Demographic Features of Enewari Town Administration 

Moret na Jiru woreda has 18 rural kebeles and two urban kebeles. According to the data taken 

from the woreda‘s Finance& Economy Office (2017), the woreda holds a total population of 

110,927; out of this 97139 people live in rural areas and engaged in crop production, animal 

raring and fattening; whereas, the total population number of the study area is estimated to be 

12,000. The economic livelihoods of Enewari town residents include trade, agriculture and 

others.   

The woreda is also well known by its Brand of fatten. Nowadays, in the town the number of 

public institutions and other governmental and non- governmental institutions are increasing. For 

instance, in this town we can find two elementary schools, one secondary and one preparatory 

schools; one standard hotel, 3 medium Hotels and many small hotels and butcher houses. There 

is also mobile and digital telephone access in this woreda including wireless telephone in all 

rural kebeles. Though so far the town is not known for purposes of industrial centers there are 
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different microenterprises supporting the livelihood of the community. Since recently a 

significant number of financial institutions are emerging. In this regard, for instance, there are 

three banks in the town these are commercial bank of Ethiopia, Abay bank, and Wogagen bank, 

and there is also one credit and saving institution. In addition, it receives 24 hours electricity 

supply from the national grid. 

Map-1 Below Shows the Geographical Location of the Study Area 
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Source: Ethio-GIS, (2019) 
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3.1.2 Design of the study 

Research design is a blue print for selecting the sources and types of relevant data to conduct the 

research questions. It basically, provides answers for questions like: what techniques to be used 

to gather data and what kind of sampling is applied? (Zikgmund & et al, 2003). Broadly a 

research design is the arrangement of conditions for collection and analysis of data in a manner 

that aims to combine relevance to the research purpose with economy in procedure. In fact, the 

research design is the conceptual structure within which research is conducted; it constitutes the 

blueprint for the collection, measurement and analysis of data. Different research designs can be 

conveniently described if we categorize them as: (1) research design in case of exploratory 

research studies; (2) research design in case of descriptive studies and (3) research design in case 

of hypothesis-testing research studies Kothari, (2004). 

For the purpose of this study, both descriptive and explanatory research designs were employed. 

Descriptive research studies are those studies which are concerned with describing the 

characteristics of a particular phenomenon, individual or a group. It describes what exists and 

may help to uncover new facts and current situations. This involves the collection of data that 

would provide an account or description of situations pertaining to the topic under investigation. 

Whereas, explanatory research mainly attempts to provide answers for why and how questions of 

a particular phenomenon The rational for the selection of descriptive and explanatory research 

designs was because of the fact that, the study was intended both to assess and explain the actual 

practices of service delivery on the one hand and the level of customer satisfaction in the process 

of service provisions at Enewari town municipality on the other. In sum, after describing the 

actual phenomena in relation to service delivery and customer satisfaction, the researcher have to 

explain and analyses in detail about the reasons or factors for the existing phenomenon. 

3.1.3 Research Method 

The choice of method should reflect an overall research strategy as methodology shapes which 

methods are used and how each method is used (Mason, 1996 as cited in Silverman, 

2005).Accordingly, as it was explained in chapter one, in analyzing the data the researcher has 

employed mixed method of research approach (i.e., both qualitative and quantitative research 

approaches were employed).  This is because, using both types of research approaches is vital to 

offset the limitations inherent with one method with the strength of other method (Kothari, 

2004).  Above all, mixed method research is more comprehensive to examine an issue from 
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different aspects and more informative than mono-method studies (Johnson, 2003). Furthermore, 

Creswell and Fetters (2004) on their part argue that, mixed methods research is more than simply 

collecting both qualitative and quantitative data; it implies that data are integrated, related, or 

mixed at some stage of the research process. They view it as the class of research where the 

researcher combines or mixes qualitative and quantitative research approaches, concepts or 

language in a single study. 

According to Kothari (2004) a research technique refers to the behaviour and instruments the 

researcher will use in performing research operations such as making observations, recording 

data, techniques of processing data and the like. Research methods refer to the behaviour and 

instruments used in selecting and constructing of research techniques. Generally, research 

methods are tools and techniques to conduct the research. Therefore, as mentioned above in this 

study both qualitative and quantitative research approaches were employed.  In fact, due to the 

nature and scope of this study, qualitative method was used to a larger degree. Broadly, to reduce 

the limitation of a single method, both qualitative and quantitative were utilized, so as to assess 

and explain the service delivery practices and the level of customer satisfaction at Enewari town 

municipality. 

3.1.4 The Study population 

Research population has something to do with the total collection of all units of analyses on 

which the researcher draws specific conclusions (Welman, Kruger & Michell, and 2005:52).It 

refers to units of individuals that are the main focus of a research, in some cases belonging to the 

same geographical area and containing similar characteristics (Kumar, 2011). According to 

White (2005:113-114), a population is all possible elements that can be included in a research. It 

consists of the sampling frame from which a sample is a selection. Therefore, a sample is a 

portion of elements in a population. Bless et al. (2006) relate that a population encompasses the 

total collection of all units of analyses upon which the researcher will draw specific conclusions. 

The subset of the whole population which is actually investigated by the researcher and whose 

characteristics will be generalised to the entire population is called a sample (Bless et al., 

2006).Hence, the target population of the study were customers and employees of Enewari Town 

Municipality. 
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Accordingly, three sample Sites (Ketenas) out of 6 (Ketenas), wereselected by purposive 

sampling method, according to the data obtained from Enewari town municipality the selected 

sites constitutes a relatively large number of Households/customers as compared to the others. 

The other reason related to the selection of the three sites was related with for the purpose of this 

study, the researcher believed that, taking more than this number of sites might be unmanageable 

by the researcher. Accordingly, the researcher took site (1) that holds 155 Households; site (4) 

holds 120 Households, and site (6) holds 150 Households. The total households of the three sites 

were 425 households. Therefore; the total target populations of this study are 85 Households who 

are supposed to be customers of the town‘s municipality Households and 10 employees.  

Accordingly, the sample respondents were selected via simple random sampling technique, since 

the study is intended to assess and investigate service delivery practices and level of customers‘ 

satisfaction; the main sources of information for this study were customers/households who are 

supposed to get services frequently from the municipality and employees of the municipality. In 

this study, a household was represented by the level of customer who has gotten municipality 

service. In sum, the total target sample participants of the study were 119 including interview 

and FGD participants. 

3.1.5 Sampling Design and Procedures 

Sampling is defined as the strategies used to select the sample of participants chosen from the 

whole population to get the information about the larger group (McMiillian & Schumacher, 

1993:378, Cited in Phindile, 2016). When deciding on the participants for the study the 

researcher choose a number of individuals from which he/she selected according to 

predetermined criteria for the sake of a valuable contribution to increase knowledge. A sample is 

a small portion of the total set of objects, events or persons which together constitute the subjects 

of the study (Seabert, in De Vos et al., 2008:194). According to Collins and Hussey (2009:62, 

Cited in Phindile, 2016), a sample is chosen from the whole population with a view of obtaining 

information about the larger groups.  

The sample size is an important part and parcel of a study. In the town, there are six (6), sites or 

Ketenas. Accordingly, the study was conducted in site (1), site (4) and site (6) of Enewari town 

administration. So, after the target population has already identified, the desired sample of 

representatives in each three sites have been determined proportionally. The total target 

populations of the study area were 425 households. Out of this, the researcher decided to use 85 
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(20%) as a sample. Consequently, the desired household sample respondents from site (1), (4), 

and site (6), were selected using simple random sampling method. Thus the total participants 

who fill the questionnaire were 85 customers and 10 employees. 

Furthermore, in this study, the researcher also used purposive sampling for the selection of FGD 

and interview participants. White (2005:120) describes purposive sampling as based entirely on 

the judgment of the researcher in that a sample is composed of elements that contain the most 

characteristics representative or typical attributes of the population. Pattern (2002:116, Cited in 

Phindile, 2016) also asserts that, the logic power of purposive sampling is derived from the 

emphasis on in-depth understanding of the phenomenon of interest. This leads to the selection of 

information rich cases for in-depth study. Information on such cases is found in those from 

whom one learns a great deal on the issues that are of central importance to and will illuminate 

the questions being studied.  As a result this method enables the researcher, to get the right 

information from the right person. 

3.1.6 Sampling Size Determination and Sampling Techniques 

Sampling techniques provide a range of methods that enable one to reduce the amount of data 

needed for a study by considering only data from a sub-group rather than all possible elements 

(Saunders & et al., 2009, p. 210). Although the normal sense of population is not usually used in 

most sampling, the population in this case was in its normal sense because the research dealt 

with customers and employees who fell in the ―people‖ category. There exist two types of 

sampling: probability, where the chances of each case being selected from the population is 

known and is usually equal for all cases, and non-probability - sampling where the chances of 

each case selected from the total population is not known, making it impossible to answer 

research questions (Saunders  &et al., 2009, p. 213). 

In order to maximize the accuracy of the data collected from the participants and to triangulate 

the authenticity and reliability of the data gathered through questionnaire, interview, Focus 

Group Discussion (FGD) and field observation was also employed. Hence, different individuals 

from the different section of the population who were considered as experienced, resourceful and 

knowledgeable about the issue under study have been nominated by the researcher purposefully 

to participate in the FGD and interview, such as from residents and clients of the municipality, 

representatives from civic society organizations, and staff member from the town‘s municipality, 

Complaint hearing office of the woreda were represented in the interview as a result ten (10), 
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participants were nominated. Furthermore, fourteen (14), participants were also involved and 

actively participated in the FGD. In sum, in order to gather adequate data for the conduct of the 

study, 119 participants were selected and actively engaged in the process of the study. The 

following table tries to provide brief insights about sample size determination of the study. 

Table- 3.1Sample Size Determination  

Site

s 

Size of total 

Household 

population 

Size of total 

households in ea

ch sites/size  

Sample size by sites Methods of selection 

Respondents 

01 775 N1= 155 n 1= 31 Simple random  

04 600 N2= 120 n 2 =24 Simple random  

06 750 N3=150 n3=30 Simple random  

Tota

l 

2125 425 85(n*)

  

10 employees Total 

sample=95 

Simple random 

Source (J.Carvlho, 1984 cited in Mintesnot, (2016) 

As we can infer from the above table, the researcher decided to take 20% of the total households 

of 425 and determine the total sample to be taken. This is 425x20/100=85(samples to be taken 

from the total households of three selected sites).Based on the above table-3.1, the researcher 

determines the sample size of each site by using proportional stratified sampling formula. 

Nh
N

n
nh 



 

Where N=total number of households 

n*=Total sample to be taken, nh=sample size of the sites, Nh=household size of the site. 

For example, 85/425x155=31(n1) from 01site 

85/425x120=24 (n2) from 04 site 

             85/425x150=30 (n3) from site 06 

Therefore, 85/425=0.2 (the common factor is called sampling friction). 

n1=155x0.2=31 and n2=120x0.2=24 and n3=150x0.2=30 
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Therefore, the total sample of the questionnaire respondents were 85 service users and 10 

employees were selected by using simple random sampling technique. 

After the numbers of respondents in each site are proportionally decided, the sample respondents 

from each site were selected using simple random sampling. According to Kothari (2004), 

Simple random sampling is also known as chance sampling or probability sampling where each 

and every item in the population has an equal chance of inclusion in the sample and each one of 

the possible samples. Random sampling is often quantitative data which give the opportunity 

each individual has an equal chance of being selected that help to generalize to the larger 

population and purposive sampling is a qualitative data collection that enable the researcher to 

select individuals who have experiences related to the phenomenon (Creswell, 2009).  

Accordingly, Simple random sampling was employed to select sample from the study 

populations. (Specifically the lottery method) was used. The lists of clients for each site and 

employees were numbered serially (i.e. 1, 2, 3, etc.), written on slips of paper well folded and 

clipped, all put in a box and shaken to mix up properly. Then, one slip is taken out at a time from 

the box and the number recorded. The process was continued until the sample size for the 

required number has gotten. The names which corresponded to the drawn numbers were written 

down and constituted those persons to whom the questionnaires were administered. In 

conclusion, (95) participants were selected through simple random sampling technique from their 

list and filled out the questionnaire. In addition to the sample respondents, the researcher took 24 

participants for interview and FGD participants from service providers and service users, who 

were selected purposefully. Therefore the total sample participants of the study were 119. 

3.2. Sources of Data 

As indicated in the objective this study focuses on assessing the service delivery practices and 

level of customers‘ satisfaction at Enewari town municipality. To this effect, to get reliable and 

consolidated information of the current status of the issue under study,the study used both 

primary and secondary data sources. 

3.2.1 Primary Data Sources 

According to Yogash (2006), primary data sources are originals which are the first witness of the 

fact. Accordingly, Primary data for this study was collected from research participants by using -

in-depth interviews, questioners and focus group discussions and field visit observation. 
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Accordingly, semi-structured interviews as well as open and close ended questionnaires are 

administered by the researcher. To crosscheck the authenticity and credibility of the data 

gathered through interviews and questionnaires, the researcher also arranged Focus Group 

Discussions (FGDs) and field observation. 

3.2.2 Secondary Data Source 

According to Yogash (2006), secondary data source is an account of or record of any historical 

event of circumstances one or more steps removed from an original history. It is the report of the 

person who relate to the testimony of actual witness of, or participant in an event. In this regard, 

to supplement the primary data, and to robust the study, secondary sources were collected 

through extensive review of published and unpublished documents. Apart from this, a variety of 

documentary evidences and archives were intensively reviewed. Thus, town‘s municipal reports, 

journals, magazine, internet, legal documents that deals about issues of service delivery and 

customer satisfaction, proclamation, published and unpublished sources (i.e., books, journal 

articles, research proceedings, dissertations, magazines, and newspapers) and other woreda 

report documents and any other relevant scholarly or academic writings were  technically 

reviewed and analyzed. 

3.4. Methods of Data Collection 

Data collection is a process whereby the data are gathered and collected from the participants 

using suitable and varying tools. McMillan and Schumacher (2010:322) refer to this as Direct 

Data Collection. The information was collected directly from the ‗‘horse‘s mouth‘‘ meaning that 

the researcher received the information directly from the participants. Saunders et al. (2009) 

indicate that the way the researcher collects data is going to yield valid data. The different 

methods of collecting data, discussed in this context are questionnaires and interviews, FGD and 

field observation.  

There are various data gathering tools and procedures depending on the nature and type of the 

research. In this regard, Zohrabi (2013) notes that, the closed-ended or structure and open-ended 

or unstructured questionnaires, interviews and field observations are among the main instruments 

used in mixed research approach. To get hold of appropriate data from different sources, multiple 

data gathering techniques have been employed for triangulation reason. Accordingly, data 

collection tools and instruments such as questionnaires, structured and semi-structured 
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interviews, focus group discussions and field observation were employed to gather important 

data in order to assess and explain service delivery practices and level of customer satisfaction in 

Enewari town municipality.  

3.4.1. Questionnaires 

Saunders et al. (1999) describe this as a method of data gathering in which a respondent is asked 

to reply to the same set of questions and in a predetermined order. Hofstee (2006) pointed out 

that questionnaires will offer confidentiality and also allows getting more volume of data as they 

can be sent to more people. Questioner implies a series of questions asked to individuals to 

obtain statically useful information about align topic. It involves both close and open- ended 

questions. The questionnaire will be used to ensure that data collected are compatible with the set 

objectives.  The questionnaire will be anonymous and will include the use of emails, postage and 

hand delivery.   

The results from these questionnaires will then be used for data analyses and to draw valid 

conclusions.  Self-administered questionnaires will be employed in this research and will be 

given to the participants to be received by hand.  According to Saratankos (2000), self-

administered questionnaires give respondents the flexibility to complete the questionnaire at their 

own convenient time, at a place of their choice and at their own pace.  They are cost effective 

and easy to administer and data collected can be easily analyzed.  Many times, respondents give 

honest answers about issues which might be hard to be discussed in interviews. A questionnaire 

can also be administered in local languages for the sake of clarity and to be easily understandable 

by the respondents. In this study, close ended and open-ended questions were administered by 

the researcher pertaining to the practice of service delivery and level of customers satisfaction 

and distributed to a total of 95 respondents i.e., for 85 household service users, and for 

10employees of the town‘s municipality.  

3.4.2 Interview 

Interview is an adaptable way of finding things out. The human language is very useful in 

opening of what lies behind people‘s action (Zikgmund, 1994). It is used to collect live from the 

data the interview will be used to conduct in face to face encounter (i.e., between the researcher 

and the informant) and in a place where convenient for the interviewees. Furthermore, Rossouw 

(2003:129), an interview guide is considered an appropriate method of research if the individual 
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is the unit of analysis and it is the most suitable way of ascertaining opinions, perception and 

reports of individual behavior.  According to Gray (2009:369), an interview is a conversation 

between people in which one person has the role of researcher. Gray (2009) intimates that 

interviewing may pose challenges in the human interaction between the interviewer and the 

participants.  

The interviewer must ensure that his/her questions are not embarrassing and that they must also 

be clear to avoid ambiguity. The participants must feel comfortable to respond to any question 

asked. Qualitative interviews are described as a ‗‘construction site of knowledge‘‘ where two 

more individuals discuss a ‗‘theme of mutual interest‘‘ (Brickmann, 2009 in Marchall & 

Rossman, 2011:142) According to Richards (2009:35), interviews provide the opportunity to 

record observations and the participant‘s responses.  

Interview allows person-to- person discussion that can lead to increase insights in to 

respondents‘ thoughts, feelings and behavior on important issues (Creswell, 2009). Another 

advantage that can be derived from the interview is its flexibility in expressing different 

viewpoints on the subject under study. Furthermore, Interview is among the main types of data 

collection tools that help to collect complete information with greater understanding, in-depth 

information and first-hand information directly from the some knowledgeable informants by 

asking questions (Zohrabi, 2013 and Abawi, 2013).The main purpose of conducting this method 

of data collection instrument was to include the experiences and knowledge of these individuals 

who were supposed to have better understanding about the phenomenon under study and to 

triangulate data obtained by questionnaires and FGD. Thus, interview is one of the instrument 

collections of data, which was employed to obtain the required data needed for this study.  

In this study, the interview was conducted in Amharic because of it suitability to the study 

population, and questions are constructed not as an end by themselves rather they will be 

developed in a manner under investigation. Indeed, for the purpose of this study, semi-structured 

interview questions were administered for different section of the population who were 

purposefully selected by preparing list of specific questions and an interview schedule. 

Accordingly, the participants of the interview session are outlined as follows. 
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Table 3.2: Details of Purposive Sampling (interviewees) 

No. Offices from where the 

interviewee were selected 

Sample selected for 

interview 

Sampling techniques 

1 Top officials (leaders) of the 

 municipality;  

2 Purposive Sampling 

2 From the Woreda administration 

Members 

1  

3  Experienced and knowledgeable 

employees of the municipality; 

 

2 

4 knowledgeable customers of the 

municipality 

3 

5 Representative from civic society  1 

 

6 representative from the Woreda 

Complaint Hearing Committee 

1 

 Total 10 

Source: Proposed by the Researcher 

3.4.3 Focus Group Discussions (FGDs) 

The main purpose of FGD was to draw up beneficiaries‘ attitudes, feelings, beliefs, experiences 

and reactions (Aziza, 2013). The main purpose of focus group discussions is to capture general 

information and in-depth discussions relating to service delivery and customers satisfaction. In 

this study, customers who did not include in interview and answering questionnaires were 

participated.  In order to conduct the FGD, the researcher selected 14 participants from the three 

sites those who are active participants in solving their local problems with enough information 

about overall issues related to the service delivery and customers satisfaction in Enewari town 

Municipality. Kumar(1987), cited in the work of  Kassahun, 2012) states that FGD is a rapid 

assessment of semi-structure data gathering method in which  a purposively selected  set of 

participants gather to discuss issue and concerns based on a list of key  themes drawn  up by the 

researcher/ facilitator. 

All participants including the researcher were having an opportunity to ask questions, and these 

produced more information and dynamic interaction among participants than individual 

interviews. In addition, the intention behind to undertake focus group discussion is due to its 

importance in internalizing different views in relation to the role of community participation in 
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improving service delivery in the municipality as well as to cross cheek the authenticity of the 

data sources gathered through questionnaires and interviews. FGD participants were selected 

purposively from each of the selected kebeles. To guide the discussion; structural checklists 

were designed specific to the research issues. The number of individuals who participated in the 

focus group discussion were about (14) each having (7) participants and they were selected 

purposefully based on their experience and knowledge in relation to the municipality services 

delivery. This was conducted by the researcher and two phases of focus group discussions were 

conducted separately at the school compound. This technique helped to receive a wide range of 

responses during the meeting. Accordingly, the participants of the FGD session are outlined as 

follows. 

Table 3.3: Details of Purposive Sampling (FGD, Participants) 

Phase                     Section of the population Kebele 01 04 Kebele  Kebele 06 

  M F T M F T M F T 

1 Influential, knowledgeable, and 

resourceful about the issue under 

study 

2 1 3 1 1 2 1 1 2 

2 Influential, knowledgeable, and 

resourceful about the issue under 

study 

1 1 2 2 1 3 1 1 2 

Source field survey,(2019) 

As clearly depicted in the above table, Moreover, their rich experience and theoretical 

understanding of the research issue were considered to bring significant issues, during the 

FGDs, pertaining to service delivery and customers‘ satisfaction in the municipality.  In 

selecting the participants for FGDs, due care was taken to include informants having 

operational relationship and practical experience with the research topic under study. Because 

the purpose of the FGDs was to enrich the general understanding on pertinent service delivery 

practices and customer satisfaction. The selection of well-informed FGDs participants having 

direct responsibility for the issues under investigation, coupled with the freedom of expression 

of thoughts, enhanced the trustworthiness of gathering the qualitative data. 
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3.4.4 Field Observation 

Observation is among the basic tools used to collect relevant data needed to conduct research. 

Since the researcher himself is work at the place where the study is conducted, he observes that 

the practice of service delivery and level of customers‘ satisfaction at Enewari town 

municipality he observes the grievances of customers with regard to the service delivery 

practice of the municipality Using this method, the researcher had exposure to see different 

issues like work procedures, customer handling, environmental situations and the like. 

Furthermore, field observation helps to investigate issues beyond those covered in the 

questionnaire, interview and FGDs. It is also useful to obtain some practical examples of what 

has been discussed during interviews and FGDs. So, the researcher made careful observation so 

as to verify what they are saying is really true.    

3.5    Method of Data Analysis 

The data collected through questionnaires,‘ interview and focus group discussions were analyzed 

both qualitatively and quantitatively. According to Creswell (2009) qualitative data analysis is 

conducted concurrently with gathering data, making interpretation and writing reports. 

Qualitative approach was employed to grasp the attitude of respondents regarding the level and 

degree of responsiveness of the service providers in good service delivery processes and 

practices. Above all, qualitative approach to research concerned with subjective assessment of 

attitudes, opinions and behavior. Besides, the data collected through questionnaire, interview, 

focus group discussions and field observation were scrutinized descriptively. Though and a 

descriptive analysis method was used in a minimal scale in the process of renovating the raw 

data in to a form that would make them easy to understand, interpret, and manipulate the data to 

provide descriptive information. 

The data collected by questionnaires including demographic characteristics was analyzed 

quantitatively via simple mathematical tabulations such as percentages, tables, frequencies. The 

data analysis of the study was done in a way that its objectives demand. After the data was 

analyzed, the results were discussed and the recommendations were drawn depending on its 

findings. 
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3.6. Ethical Considerations 

Respecting ethical issues are the cornerstones in conducting any type of research. So, in this 

study the needs, interests, values of the respondents and the community in general shall be 

protected at all level of the research process. According to Ruane (2005), any research activity 

that harms or creates unreasonable risks to subjects is irreconcilable with fundamental ethical 

duty to safeguard the physical, psychological and emotional well-being of participants. Access to 

data and ethics are critical aspects for the conduct of research.  Research ethics refer to the 

appropriateness of one‘s behavior in relation to the rights of those who become the subject of the 

research or are affected by the research (Saunders, 1997).  Ethical issues are likely to occur at all 

stages of the research project.  When seeking data, during collection, analysis and at the 

reporting stage.  Saunders et al. (2009) list general ethical issues that arise across stages of a 

research as:   

 Privacy of possible and actual participants;  

 Voluntary nature of participation and the right to withdraw partially or completely from 

the process; 

 Consent and possible deception of participants; 

  Maintenance of the confidentiality of data provided by individuals or identifiable 

participants and their anonymity;  

  Reactions of participants to the way in which the researcher seeks to collect data, 

including embarrassment, stress, discomfort, pain and harm;  

  Effect on participants of the way in which the author uses, analyses and reports the data, 

in particular the avoidance of embarrassment, stress, discomfort and pain; 

  Behavior and objectivity of the researcher.     

The researcher has to inform the participants constantly, subject to the research, of any action to 

take during the research process (the use of pens, paper etc.).  Selective selection of data to 

report, misrepresentation of accuracy should be avoided.  Qualitative research is likely to lead to 

a greater range of ethical concerns in comparison to quantitative research, although all research 

methods have specific ethical issues associated with them.  Ethical concerns are also associated 

with the ‗power relationship‘ between the researcher and those who grant access and the 

researcher‘s role (as external researcher, practitioner researcher or internal consultant) (Saunders 

et al., 1997). Furthermore, Zikgmund (1994) as quoted in Saunders et al. (1997) state that the 
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appropriateness or acceptability of one‘s behavior as a researcher will be affected by the broader 

social norms of behavior.  Codes of ethics provide a statement of principles and procedures for 

the conduct of the research.     

The researcher made use of three practices mentioned below as stipulated by McMillan and 

Schumacher (2010:121) to ensure that the privacy of participation was maintained namely:  

 Anonymity, which means that there is no way that the intent of the person‘s 

participation, is identified.  

 Confidentiality means that no one except the researcher has access to data and 

participation names and data cannot be linked to individual research participants by 

name.  

 Data safekeeping means that copies of responses and electronic forms of data are 

confidentially stored.   

When the researcher performed the thesis, name and other identifying information were not used. 

The questioner explained the study benefits well and it safes the convenience of respondents. 

The researcher also safeguarded all information related to the participants. Their privacy, identity 

and confidentiality were maintained by assigning them code numbers instead of names 

(anonymity). The completed questionnaires were filed safely and were accessible only to the 

researcher and the thesis supervisor / advisor. During the process of data analysis, the imputed 

data‘s are directly obtained from the responses of the customers and employees so that, the result 

of the study is fully represent the municipality of Enewari town municipality. In a nutshell, any 

information collected from the respondents through questionnaires, interview, and discussion 

with respondents is treated with strict confidentiality. 
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CHAPTER FOUR 

DATA PRESENTATION, DISCUSSION 

AND ANALYSIS OF RESULTS 

This chapter deals about the demographic characteristics of participants, data presentation, 

analysis as well as interpretation of data collected through questionnaires, interview, FGDs and 

field observation. The discussion of result was analysed in connection with the objectives of the 

study. Interview, FGDs and field visit observation had been conducted to get support and feel the 

gap where the questionnaires didn‗t encompass. The data were collected from key informants 

such as from clients of the municipality, representatives from civil societies, front line employees 

and other concerned officials by using interviews, questionnaires, FGDs and field visit 

observation. Finally, findings of the study are organized using tables, graphs, percentages, 

frequencies and interpreted qualitative as well as using descriptive analysis approach. In general, 

the chapter aims to provide for readers about the key findings of the study. 

4.1. Background of the Respondents 

4.1.1 Demographic Characteristics of Employees’ Respondents 

Here demographic characteristics of participants were presented. It includes employees‘ general 

information including sex and age. Age is one of the determinant factors that influence peoples 

working ability. Individuals‘ potentialities such as physical and mental capabilities, job 

experiences and educational levels as well as the overall productivity of a given family vary by 

age. So, for the purpose of this study the age structure of the respondents was grouped in to three 

levels as indicated on the Table below:  
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Table 4.1 Demographic Characteristics of Enewari Municipal Employee Respondents by 

Gender and Age 

Demographic characteristics Respondents 

Frequency Frequency 

Sex  Male 8 80 

Female 2 20 

Total 10 100 

Age 

 

18-30 5 50 

31-43 3 30 

44-56 2 20 

Total 10 100 

Source: The Researcher‘s Field Survey, (2019) 

As shown in the above table 4.1 in terms of gender classifications of respondents, the great 

majority of the respondents i.e., 8 (80%) of the respondents are males and the rest 2 (20%) of 

them are females. This implies that the municipality office was dominated by male employees.  

On the other hand, as far as age characteristics of the employee respondents are concerned, the 

majority i.e., 5(50 %) of the employees were found in the age range of 18-30 years. Whereas, 

3(30%) of the respondents were found in the age range of 31-43. On the other hand, the rest 

2(20%) of the respondents were fall under the age category ranging between 44-56 years.  

4.1.2 Educational Background of Employee Respondents 

Table 4.2 Municipal employee educational back ground 

Educational background Employees  Frequency Percent 

Certificate    1 10 

Diploma 6 60 

Degree 3 30 

Masters - - 

Total 10 100 

Source: field survey results (2019) 

As shown in the above table 4.2 indicates the status of employees. Educational background of 

the employees is an important factor in undertaking their respective responsibilities and to make 

critical decisions in their working sector. In this regard, 1 (10%) of the respondents were 

certificate holders. Whereas 6 (60%) employees were diploma, and the remaining 3(30%) were 

degree holders. This shows that the majority of the respondents were diploma holders in terms of 

their educational level. 
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4.1.3 Demographic characteristics of sample customers 

Demographic characteristics of participants were presented. It includes municipal sample 

customer   general information including sex and age. 

The below Table 4.3 indicates, regarding gender classification 60%of the respondents were male 

and the remaining 40%of them were females. This shows that the majority of respondents were 

male. 

Table  4.3. Number of Respondents by Gender and Age of Customer 

 

Demographic characteristics        Respondents  

 Fr % 

Sex  Male  51 60 

Female  34 40 

Total 85 100 

Age 18-30 28 33 

31-43 39 46 

44-56 17 20 

Above 57 1 1.2 

Total 85 100 

Source: Field Survey, (2019) 

The above table also clearly indicates, that the age range of the respondents. In this regard, the 

majority 39(46%) of the respondents were found in the age range of 31-43 years and 28(33%) of 

the respondents were found in the age range of 18-30 and the 17(20%) of the respondents were 

fall under the age category ranging between 44-56 years. The rest 1(1.2%) of respondent was 

above 57 years. The majority of the respondents were between the ages of 31-43 years are 

gainfully employed. 

Table 4.4 Educational background of customers 

 

 

 

 

 

 

 

Source: field survey results (2019) 

 

Educational background of house- holds heads  Fr %  

Non-educated    11 12.94  

Grade1-4    25 29.41  

Grade5-8      15 17.64  

Grade9-10 12 14.1  

Grade11-12  10 11.76  

Diploma  8 9.41  

Degree and above  4 4.7  

Total 85 100  
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Education is regarded as one of the most powerful tool to solve any kinds of problems that 

everyone has faced in his/her life. Success or productivity of a person and family as well as the 

whole society really depends on the level and quality of education. Education enables people to 

increase their skills and the ability to make well thoughtful decisions, especially in allocation and 

utilization of resources. In turn this help to increases productivity. Thus, education plays a 

crucial role to productive and good living conditions. Education is an essential means of shaping 

the social, economic and cultural forces, and determining the direction of their growth. It is the 

heart of humanistic development as it capacitates to make choice (Singh, 1991). Therefore, most 

the customers of the municipality respondents were relatively literate. 

As far as concerning the educational qualification of customers of the municipality is concerned, 

Table 4.4above revealed that 12.94% of the 85 respondents were non-educated, while 29.41% of 

the participants  were attended from grade 1-4 that can read and write in some extent, whilst, 

17.64%of the respondents were learned from grade 5th to 8th the second cycle of elementary 

school, on the other hand, 14.1%of the participants are attended grade 9 to 10the first cycle of 

secondary school and the remaining 11.76% of the respondents were attended grade 11 and 12 

the second cycle of secondary school, 9.41% Diploma and the least number of respondents 4.7% 

are Degree and Above holders.  

Hence, household respondents basically made up of literate population and even though, 13% of 

them did not receive formal education, while 87% of the household respondents‘ complete 

primary and secondary education. On the other hand, regards to the educational qualification of 

the municipal officials and employees, 100% of 4 key informants were first degree holders. This 

shows that the majority of the respondents were relatively literate. Educational background of the 

respondents having a contribution for this study to find a well justified data based on the 

questionnaires being distributed for the respondents. 

 

4.1. Service Delivery Standards of Enewari Municipality and the Status of 

Employees and Customers Awareness  

As reviewed in detail in chapter 2 of the study, for the effectiveness of a particular service 

delivery different pre-conditions must fulfilled. In order to understand, the existing service 

delivery status of Enewari town municipality, the researcher had forwarded some key questions 

to the respondents. Thus, questions in relation to the existence or non- existence of service 

implementation standards; employees and customers awareness level about service provisions 
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and implementation standards; and the level of quality of service standards implementation 

performances of staff members of the municipality were asked to respondents and they 

forwarded a variety of arguments as articulated in table 4.5as follows: 

Table 4.5 Service Delivery Standards of Enewari Town Municipality and Awareness Level 

of Employees and Customers  

N

o

.  

 

Questions raised 

Alternative 

response  

Respondents  

Employee  Customer 

Fr % Fr % 

1 Is there presence of service impleme

ntation standards for the proper and 

effective provision of services for 

their customers? 

Yes 6 60 12 14.1 

No  1 10 21 24.7 

To some 

extent 

2 20 
49 57.7 

No idea 1 10 3 3.5 

Total  10 100 85 100 

2 Do the employees‘ aware of about 

service standard to provide services? 

very well 5 50 25 29.4 

to some extent 3 30 39 45.9 

No 2 20 21 24.7 

Total 10 100 85 100 

3 Is there quality of service 

standards & implementations 

efficiency of staff members? 

very well 5 50 15 17.6 

To some 

extent 
3 30 33 38.8 

Low 2 20 37 43.5 

Total 10 100 85 100 

Source: Field Survey, (2019) 

Table 4.5 above illustrates about the status of service delivery standards of the municipality on 

the one hand and the awareness level of the workers and customers of the municipality towards 

service provisions and implementations standards on the other. In this regard, the data shows 

that, i.e., 6 (60 %) of employees and 12 (14.1%) of customers replied there is service provision 

and implementations standards in the municipality to provide proper and effective services to 

clients of the municipality. While, 1 (10%) of employees and 21 (24.7) customers responded no. 

However, the remaining 2 (20%) of employees and 49 (57.7%) of customers responded to some 

extent. Whereas, the remaining 1(10%) of employees and 3 (3.5%) of customers reserved to 

answer.  

The above data shows that, the presence of and implementation of service provision standards in 

the municipality was not sufficient to provide proper services to customers. If this is the case, 

they will not have a full understanding of the job and so will be unable to effectively perform or 
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will lack adequate confidence to do it well; on the part of customers also it has an adverse effect 

on the implementation of service provision standards and to their satisfaction.  

In contrast with the above findings,  officials‘ of the municipality noted that, the municipality 

implements reforms like civil service reform, quick wins and Business Process Re-engineering 

(BPR) to improve service standards in various activities. According to the arguments of those 

officials of the municipality, particularly when BPR was implemented, the municipality set up 

standards for every activity to enhance effective and efficient services to its customers. 

Furthermore, they argued that, customers had some information about the services being 

delivered to them by different means like notice board. Such attempts of enhancing the service 

provision standards of the municipality is directed by the public service delivery policy of the 

country which was introduced in the year 2003as one of the prerequisite condition for service 

delivery improvement. This policy outlines that, each civil service institutions must ensure the 

existence of clearly defined policy that reflects government intentions and expectations regarding 

service delivery and quality of the service. 

In the same vein the above arguments, Service standards are basis for measurements of a 

particular service delivery. As it is stated by (Kotler, 1998:162) organizations should establish 

service standards which include required time conditions expected from customers, service fees, 

and the particular organizational unit providing the service, the focal person‘s names and 

address. Unless there are predetermined service standards, it is very difficult to satisfy the needs 

of customers mainly because of the subjectivity of the service provisions. It is also difficult to 

ensure transparency, responsibility, and accountability system without having predetermined 

service standards of the situation. 

As shown in table 4.7 above, among the total respondents, 5 (50%) of employees and 25 (29.4%) 

of customers replied that, they had very well awareness about the public service provision 

standards set out by Enewari town municipality. Whereas, about 3 (30%) of employees and 39 

(45.9%) of customers respondents replied that, they have knowledge about service provision 

standards of the municipality to some extent, and the remaining 2 (20%) of employees 21 

(24.7%) of customers replied that, their knowledge with regard to the service delivery standards 

of the municipality was low. This implies that, most of the employees‘ and customers knowledge 

about service provision standards of the municipality (i.e., understandings about how the 

municipality perform and serve the customers was not good).Due to the fact that, absence of 

mechanisms to create awareness to clients about the service delivery principles and absence of 
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commitment from the part of the staff, lack of effective follow up and monitoring mechanisms. 

Therefore, it is possible to deduce that, both the customers and municipal employees had no 

sufficient awareness about the service provision standards.  

Likewise, as the researcher confirmed during field visit observation, the employees‘ and 

customers‘ awareness on service delivery standards was insufficient.According to the 

researcher‗s observation and review of the compliant receiving note book; the municipal office‗s 

customers always make a repeated complaint in relation with the inappropriate service delivery 

practices of the municipality. This implies, still there is a lack of awareness on the service 

delivery standards among employees that have an adverse effect on customer satisfaction. As a 

result, one can understand that, there are some services which are being performed by workers of 

the municipality without having adequate and appropriate knowledge in relation to the service 

provision standards of these services. If this is the case, such workers and customers of the 

municipality will not have full-fledged understandings of the service standards and so it will 

impact on the smooth implementation of the municipality service delivery practices which, in 

turn affects level of customer satisfaction. 

With regard to service standard implementation 5(50%)of employees and 15 (17.6%) of 

customers respondents replied that, service standard was implemented by staff members very 

well, Yet there are a significant number of participants i.e. 3 (30%) of employees and 33 (38.3%) 

of customers respondents said that, the service standards practiced to some extent and the 

remaining 2 (20%) of employees and 39 (43.5%) of customers replied that, the practice of 

service delivery standards in the municipality was evaluated as in low status.  

In contrary to the above finding, the municipality office leaders (Tewodros T. and Demisu G.) in 

the interview assured that, most of the employees have adequate experience and skills. They 

further stated that, even though it is difficult all employees have the required competence 

employees were assigned as much as possible as per the requirement of BPR and were made to 

be trained to upgrade their education level so as to improve the implementation of service 

delivery standards in the municipality.They also underlined that, the municipality has been trying 

to apply citizens charter, BPR, BSC and most importantly they are trying to apply in rewarding 

best performers of the Municipality which is a good progress though it is too late.  

On the contrary, the interviewee from Woreda Complaint hearing Committees office noted that, 

a number of complaints come to our office in relation to absence of proper provision of services 
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by the municipality,  most of the cases are incompetence of employees (lack of the necessary 

knowledge and skill on service standards), corruption and even some complaints come to their 

office related to the assignment of municipal leaders, according to the interviewee previously, 

some of the municipal leaders were not assigned based on their merit, but by political affiliation 

this could adversely affects the service delivery practices of the municipality, however, now a 

days there is a sign of decrement of complaints coming to the municipality, though it does not 

mean it is totally alleviated as he underlined. 

As it was clearly stated in chapter 2, introducing and developing positive attitude among civil 

servants prompts fairness and equity in the treatment of the service user satisfaction thereby 

enhancing effectiveness on service delivery. In this study, an assessment was made to understand 

the views of Enewari town‘s municipality employees and customers in relation to the 

implementation of the municipality‘s service standards in terms of time and quality of the 

services being provided for customers. However, the analysis data shows that, service standards 

were not fully practiced by the staff members to deliver proper service to customer, what the 

public service delivery policy states and the reality in the municipality fall a part in the study 

area which adversely affects the level of customer satisfaction. 

Generally, most of the respondents articulated that, though the establishment of clear service 

standards is one of the preconditions to satisfy customers through efficient services, the overall 

service provision of the municipality was in low status in providing standard and quality services 

to its customers and had not been successfully implemented the service delivery standards. Due 

to the presence of many problems such as, absence of different mechanisms to create awareness 

for clients in relation to service delivery principles,  lack of commitment on the part of the staff 

and leaders, lack of cooperation and coordination with other concerned bodies.  

Therefore, the municipality needs to establish continuous monitoring and follow-up 

mechanisms, training, proper implementation of BPR, and BSC, so as to improve the service pro

vision standards.Furthermore, it is equally important that, the municipality leaders should be 

committed in serving their clients properly because a good leader influences its followers to the 

objective of the tasks, employees those who do not do their tasks should be accountable for their 

failures. The municipality leaders should be committed for Service standards to be relevant and 

meaningful to the individual user and employees. This means that they should cover the aspects 

of services which matter most to customers, as revealed by the consultation process, and they 
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must be expressed in terms of which are relevant and easily understood. Standards must be 

precise and measurably so that users can judge for themselves whether or not promised. 

4.1.2 Assessment of the status of Customers’ Participation in Planning, 

Implementation and Evaluation Endeavours of the Municipality  

As thoroughly discussed in chapter 2, Customers participation in planning, implementation and 

evaluation of service program is very important to both service provider and service taker 

because they share idea, customers understand general municipal service weakness and strength 

in this regard, Enewari town municipality should take feedback from their customers. Customers 

should be given full, accurate information about the public services they are entitled to receive. 

Information is one of the most powerful tools at the customer‘s disposal in exercising his or her 

right to good service. The consultation process should also be used to find out what customers 

and potential customers need to know and then to work out how, where and when the 

information can best be provided. Accordingly, the below table 4.6 depicts the municipality 

customers‘ participation in planning, implementation and evaluation of service programs. 

Table 4.6The Status of Customers Participation in Planning, Implementation and 

Evaluation of Service Delivery Programs of the Municipality  

N

o.  

 

Questions raised 

Alternative 

response  

Respondents   

Employee  Customer 

Fr % Fr % 

1 Do Customers‘ parti

cipate in planning, 

implementation and 

evaluation of service 

program? 

Yes 6 60 12 14.1 

To some extent 3 30 31 36.5 

No  1 10 42 49.4 

No idea - - - - 

Total  10 100 85 100 

2 How much time freq

uently customers par

ticipate in planning, 

implementation and 

evaluation of service 

program? 

 

Monthly 1 10 2 
2.3 

 

Quarterly 3 30 24 28.2 

semi annually 1 10 6 7 

Yearly 5 50 55 64.7 

Total 10 100 85 100 

Source: Field Survey, (2019) 

As we can infer from table 4.6 above, the employees and clients were asked further questions to 

solicit more views on the participation in planning, implementation and evaluation of service 
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program, accordingly, 6 (60%) of employees and12 (14.1%) of customers respondents replied 

that, customers‘ participating in planning, implementation and evaluation of service 

programmes. Whereas, 3 (30%) of employees and31 (36.5%) customers respondents replied that, 

the participation of customers in planning, implementation and evaluation of service programs 

was to some extent. Whilst, 1(10 %)) of employees and 42 (49.4%) of customers responded that, 

customers were not participating in planning, implementation and evaluation of service 

programmes. This indicates that the participation of customers in planning, implementation and 

evaluation of service programmes in the municipality was low. 

Regarding to what extent they are participating in planning, implementation and evaluation 

schemes of the municipality, 1(10%)  employee respondent and 2 (2.3%)  of customer 

respondents replied that customers participating in service program monthly, whereas, 3 (30%) 

employees and 24 (28.2%) of customers participants assured that, customers participating in 

service program quarterly on the other hand, 1 (10 %) of employees and 6 (7%) of customers 

replied that, customers participating in it semi-annually and 5 (50%) of employees and 55 

(64.7%)of customers stated that, customers participating in planning, implementation and 

evaluation schemes of the municipality yearly. The above analysis result asserted that, 

municipality customers participating in planning, implementation and evaluation of service 

programs was not satisfactory which is a setback or a gap for effective service delivery in the 

municipality for an effective and efficient service delivery to prevail the continuous and 

sustainable participation of customers is crucial. 

Furthermore, interviewee and FGD discussants data analysis pronounced that, the municipality 

fail to follow people centred initiatives as well as need and priority. Accordingly, even though 

customers of the municipality attempt to voice its priority and needs in different time and places 

when occasions like public meeting were happened, the municipality does not hear what the 

customers‘ needs to be fulfilled. Rather, it simply applies or implements policies and strategies 

which come from the regional government without giving due attention to clients‘ needs; they 

also argued that, the municipality do not give them a chance to participate, rather it plans and 

implements, different decisions unilaterally. They emphasized that involvement of community 

and feedback from key stakeholders enhanced effective implementation of the municipality 

service delivery.  
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The participants also articulated the following reasons for the aforementioned problems. Among 

others: absence of common understanding or knowledge base between the municipality leaders 

and its customers, lack of positive relations with people and lack of coordinated planning process 

and capacity to focus on the needs of customers, absence of customers ‘participation on 

planning, implementation, periodical evaluation of employees and the municipality‘s 

performance. Furthermore, they also noted that there is no clear arrangement of monitoring and 

evaluation on how the customers are involving in the planning, and implementation, and 

evaluation of the municipality programmes. They also noted that, weak relationship between and 

among the municipality and customers, the woreda administration and other concerned 

stakeholders, negatively influence the participatory and responsive role of the municipality and 

ultimately deteriorate the practice of good service delivery in the municipality. 

The above data entail the municipality didn‘t do its best to satisfy its clients. Therefore, one can 

consider that, there are no genuine systems that address problems of service delivery practices of 

the municipality. This could be due to lack of inherent interest, capability or inappropriate 

leadership style. The FDRE constitution under article (29/4) acknowledged that people to have 

free flow of information, ideas and opinions which enables them to promote democratic order in 

their residence. Community feedback enables the municipal office to behave in a ways that 

benefits the service seekers. Researchers contend that community feedback guides the policy 

makers and implementers to generate better services in the future (Justin et al., 2014). 

As a result, it must be known that the leaders of the municipality office must be responsible to 

well come, encourage and maintain healthy relationship with the representatives of the 

community to take part in planning, implementation, and evaluation of municipality activities. 

The municipality leaders should execute their responsibilities in empowering, welcoming and 

encouraging the community representatives, and promoting positive relationship with customers 

to make active participant in the service delivery process. In line with this, Weldeab et al, (2012), 

pointed out that to promote the existing status of service delivery, the service providing agencies 

need to introduce performance based evaluation system that captures customers‘ view points and 

should be given opportunities to participate in the planning, design and management of services. 

Generally, it is clear that, decentralization is seen as a viable alternative in empowering citizens 

through their enhanced participation in decision making and development planning and 

management; and improving economic and managerial efficiency or effectiveness; and 
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enhancing better service delivery at the grass root level. In this regard, the municipality has to 

practice need identification of the customers by forming institutional set up and engaging 

different informal meeting with the customers through effective participation of its clients. To 

meet this purpose; it needs, commitment from the part of municipal leaders with effective and 

efficient coordination with the woreda administration and other concerned stakeholders, this 

helps them to enhance the participation of the community. Furthermore, conducting survey 

research and various public meeting are some of the mechanisms to know the customers‘ needs 

and making their participation a reality.  

4.1.3 Customers’ Level of Satisfaction on the Municipality’s Service Delivery 

Endeavor 

Several researchers emphasized the importance of customer service as a key for organizational 

success. In other words, customers value the service based on the overall assessment of the 

organization service based on the experience of the service delivery process. Then the customers‘ 

evaluate their level of satisfaction based on the processes that exist in the municipality. To see 

how customers and employees rate the level of satisfaction related to the service delivery 

process, the participants were asked to indicate their levels of satisfaction. Accordingly, the 

result is shown in the below Table 4.7 below. 

Table 4.7 Participants Perception on the intensity of customers’ satisfaction 

by the Service Delivery Practice of the municipality 

N

o.  

 

Questions raised 

 

 

Alternative response  

Respondents   

Employee  Customer 

Fr % Fr % 

1 Do customers satisfied 

by the service delivery 

of the municipality? 

Yes 2 20 5 5.9 

To some extent 6 60 14 16.5 

No idea 1 10 12 14.1 

Not satisfied 1 10 54 63.5 

Total  10 100 85 100 

Source: Field Survey,(2019) 

 

   

 

As clearly stated in the above table 4.7, regarding customer satisfaction by the service delivery 

practices of the municipality, 2(20%) of employees and5 (5.9%) of customers respondents 

perceived that, customers were satisfied by the service delivery practices of the municipality. 
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Correspondingly, 6(60%) of employees and 14(16.5%) of customers replied that, customers were 

satisfied to some extent by the service provision of the municipality. Whilst, 1(10%) of 

employees and12 (14.1%) of customers reserved to answer. And significant number of the 

participants, i.e., 1(10%) of employees and 54(63.5%) of customers asserted that, customers 

were not satisfied by the service provision of the municipality. The above data shows that, the 

majority of the customers‘ were not satisfied by the municipal service delivery since customers‘ 

expectation and service delivered are not matched. 

In contrary to the above analysis results, as clearly articulated in chapter 2, as far as customers‘ 

expectation and satisfaction is concerned, there is a match between expectation and service 

delivery to satisfied or even delight our customers. If customers‘ perception of services, the 

experience and outcomes matches their expectations then they should be satisfied. Customers‘ 

satisfaction is directly related to meeting of customers‘ perception of service. Satisfaction 

sometimes refers to as perceived service quality and can be representing on continuum delight to 

extreme dissatisfaction.  Furthermore, Arshi et, al. (2013) propound that, the most productive 

output of an organization is production of customer satisfaction. Venugopal and Raghu, (2001), 

also further noted that, service process links together activities that are required to deliver a 

service which together in an appropriate sequence create the service which leads to customer 

satisfaction. 

Questions were raised related to service provision and customer satisfaction on the side of the 

municipal officials. Accordingly, one of the interview participant confirmed that, the feedback 

from the municipality customer‘s indicates that a significant number of their customers are 

relatively satisfied by the service they rendered, though it is not complete enough. He also 

further argued that, even if this result indicates that significant numbers of customers are 

satisfied, still there are many problems in service provision process that leads customers 

dissatisfied. Among these problems, the excessive demand on the part of customers, absence of 

employees who are committed, lack of adequate and skilled human resource, lack of 

coordination and cooperation between and among the concerned stakeholders, unclear and legal 

regulatory framework(rules that contradicts citizens‘ rights), and technical capacity, acute budget 

or finance shortage, are among the many challenges that that the municipality encountered.  
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Furthermore, he underlined that, the demand from the part of some customers to get plan for 

their illegal holdings, was also the other problems to be mentioned in relation to the service 

delivery process of the municipality, and structural problems i.e. interference from the woreda 

administration this results in lack of full-fledged freedom and autonomy of the municipality, and 

lack of willingness of customers to cooperate with the municipality and so forth. So these and 

other related problems resulted in the inappropriate service provision of the municipality, which 

in turn affects the level of customers‘ satisfaction. He also, underlined that, in spite of the 

aforementioned setbacks, the municipality leaders and employees are exerting their endeavours 

to improve the service delivery practices of the municipality and enhance customers‘ 

satisfaction.  

In the same vein, during field visit observation the researcher observed that, the municipal‘s new 

leaders have brought some improvements in terms of receiving client‘s complaints via notebook 

and their own personal cell phone, however, these improvements were not complete enough to 

handle customers complaints, since a significant number of customers were raised their 

grievances with the inappropriate service provision of the municipality.Contrary to the 

surveyresults, Kotler (1998) argued that, customer satisfaction is a highly personal assessment 

that is greatly influenced by individual expectations. Some definitions are based on the 

observation that customer satisfaction or dissatisfaction results from either the confirmation or 

disconfirmation of individual expectations regarding a service or product. To avoid difficulties 

stemming from the kaleidoscope of customer expectations and differences, some experts urge 

companies to ―concentrate on a goal that‘s more closely linked to customer equity.‖ Instead of 

asking whether customers are satisfied, they encourage companies to determine how customers 

hold them accountable. 

In this regard, the General Manager was forwarded different possible recommendations so as to 

improve service delivery standards and customer satisfaction of the municipality. Among others,   

civil service reforms, result oriented activities; Quick win, business process reengineering are 

implemented. On top of that, the municipality is planning to motivate employees for better 

performance in service delivery, as he admitted that, there is no as such adopted reward system 

mechanisms implemented so far in the municipality, recently we are trying to implement it, 

mobilizing the community and other stakeholders aggressively in collaboration and coordination 

with the worada administration to mitigate budget problems. He further elaborated that, to bring 

successive execution and enhance the capacity of employees through continuous training. 
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Similarly; one key participant from the woreda administration during FGD session asserted that, 

they have intended to address for the improvement of service delivery in various sectors of the 

town in general and in the Municipality in particular this year. This could be attained by 

enhancing the role of stakeholders specially the community as well as with a high sense of 

responsibility. 

From the above data it is possible to deduce that, due to various problems around the 

municipality‘s service delivery process and resource limitations, customer satisfaction has not 

yet been ensured. Although several attempts have been made by the new leaders of the 

municipality since recently, there are yet many problems to solve. The overwhelming service 

demand by customers and unmet need, frequent complaints, less responsiveness, less 

commitment are some of the problems at hand. Thus, the municipality need to understand what 

customers expect from the service provider. In most cases, customers are the final judge as to 

how well the quality services matches up to the requirement. Therefore, the municipality leaders 

should exert their maximum effort so as to bring the desired results in collaboration with the 

concerned stakeholders. 

4.1.4 The Responsiveness of Municipality Employees in Treating Customers  

Employees play a pivotal role in enhancing effective and efficient service provision in any 

service rendering institutions. As a result to elicit the role of Enewari town municipality 

employees, the researcher forwarded questions to the participants under study, as it is stated in 

the following table, 4.8. 
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Table 4.8 Perception of Employees and Customers on the Service Provision of the 

Municipality 

N

o  

 

 

Questions forwarded to 

participants 

 

 

Alternative 

answer  

                            Respondents  

Employee Customer 

Fr Percent  Fr % 

1 Do customers have proper s

ervice required from the 

municipality? 

Yes 8 80  6 7.0 

No 1 10 46 54.1 

to some extent 1 10 33 38.9 

no idea - - - - 

Total 10 100 85 100 

2 Do Municipal employees de

liver service to customers eq

ually without any discrimina

tion? 

Yes 7 80 5 6 

No 1 10 54 63.5 

to some extent 1 20 24 28.2 

no idea 1 1 2 2.4 

Total 10 100 85 100 

3 Do you think that Employee

s have Courtesy and respect 

to customers?  

 

Yes 7 70  7 8.2 

No  1 10 48 56.4 

to some extent 1 10 26 30.6 

no idea 1 10 4 4.7 

Total 10 100 85 100.0 

4 Do the municipality employ

ees provide services to custo

mers in a transparent and ac

countable manner? 

 

Yes 5 50  7 8.2 

No  1 10 48 56.4 

to some extent 3 30 26 30.6 

no idea 1 10 4 4.7 

Total 10 100 85 100 

Source: Field Survey, (2019) 

The above Table 4.8 with regard to service provision indicates that, 8 (8%) of employees and 6 

(7%) of customers respondents said that the municipality employees deliver services to 

customers properly. whereas 1 (10%) of employees and 46 (54.1%) of customers replied that, 

there was no proper service provision by employees to customers. Whereas, 1 (10%) of 

employees and 33 (38.9%) of customers stated that, the municipality employees deliver services 

to customers to some extent. This indicates that, there was no proper service provision by the 

municipality employees to their customers. On the contrary, as clearly stated in chapter 2, the 

service providers have to understand the customers‘ needs, what really motivates them and have 

to provide for these needs to really satisfy them. It means customers‘ needs should be prioritized. 

The organizations should also listen to the voice of customers‘ measure their performance on 

customer satisfaction loyalty, fix service problems and process and set standards for key service 

areas. 
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As indicated the same table above municipal office employees deliver service to customers 

equally without any discrimination, 7 (7%) of employees and 5 (6%) of customers participants 

responded that, the municipal employees deliver service equally to the customers without 

discrimination, whilst, 1 (10%) of employees and 54 (63.5%), of customers replied that, there 

was discrimination by employees to customers. Whereas, 1 (10%) of employees and 24 (28.2%) 

customers replied that, the municipality service provision to customer without discrimination as 

to some extent. whilst, 1 (10%) of employees and 2 (2.4%) 0f customers reserved to answer. The 

above data indicates the municipality did not deliver services to its clients equally.  

Furthermore, the interview and FGD participants also confirmed that, there is partiality in 

delivering service to the community. People who have tie and familiarity with the service 

providers will be beneficial from the service provision but those who have not relationship; they 

will not get appropriate services timely and appropriately. They also asserted that, whenever 

someone want to get something, he/she have to do corruption which is given in the form of 

money which emanated from not knowing the right of getting effective and efficient service from 

the respective service providers. Therefore, the affluent can afford to pay but not the poor 

Therefore; this implies that there was unfair treatment of customers in the municipality. The 

affluent have been assuring their right of getting service by buying it which means committing 

illegal act that is corruption. They added that, previously corruption was rampant but now a day 

there is a sign of decrement but it does not mean that it was totally alleviated.  

In contrary to the above analysis result, citizens should be informed about the level and quality 

of services they will receive, and they should have equal access to the services to which they are 

entitled, (ECA, 2004). In addition, courtesy and respect of staffs to customers the government 

believes that the ability to bring about this change in the mind-set of service providers would be 

the most significant challenge of service delivery improvement in Ethiopia (FDRE, 2001). 

Regarding employees respect to customers, 7 (70%) of employees and 7 (8.2%) of customers 

replied that, the municipality employees provide services to clients with respect. whereas, 1 

(10%) of employees and 48 (56.4) of customers replied that, the municipality employees did not 

give respect to their clients. On the other hand, 1 (10%) of employees and 26 (30.6%) of 

customers said that, employees have respect to customers to some extent. Whereas, the 

remaining, 1(10%) of employees and 4 (4.7%) of customers reserved to answer. The above 

response indicates that, municipal employees did not give respect to the customer which is a 
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serious problem for effective and appropriate service provision for this reason customers are not 

satisfied.  

In contrary to the above finding, as Murdic (1990:421-422) noted that, one of the conditions for 

customer satisfaction and quality services is the courtesy and helpfulness of frontline staff to 

clients. Therefore, the researcher suggested that, the municipality needs to work hard to improve 

the courteousness and helpfulness of the employees and in order to improve the service provision 

of municipality and to further advance its efficiency, continuous training, creating awareness in 

the obligations and responsibility of employees must be given due consideration in order to 

enhance customers satisfaction. 

Concerning the views on the issue of transparency and accountability as it is depicted in the same 

table 4.8, above, 5 (50%) of employees and 7(8.2) of customers replied that, the municipality 

employees provide services to customers in a transparent and accountable manner. whilst, 1 

(10%) of employees and 48 (56.4%) of customers replied that, there was no transparency and 

accountability with regard to the service provision of the municipality employees. On the other 

hand, 3 (30%) of employees and 26 (30.6%) of customers replied that, the service delivery 

practice of the municipality employees in a transparent and accountable manner as to some 

extent. Whereas, 1(10%) and 4 (4.7%) reserved for this item. From this one can conclude that 

there is no transparency and accountability in Enewari town municipality because of the absence 

of established mechanisms to monitor and follow up the actions of employees.  

Data gathered through questionnaires, interviews and FGD portrayed that the municipality did 

not provide service in a clear way.  According to the participants previously corruption was 

rampant but now a day there is a sign of decrement but it does not mean that it was totally 

alleviated. The problem is related with unequal treatment of customers, delaying (improper usage 

of time), not serving the clients properly and at the right time and absence of employees during 

working hours and the commitment for fighting it is not such satisfactory. Rent seeking behavior 

from the side of employees is rampant. They further articulated that, the service providers used 

to say we will take measures for every failure happened because of the service providers but, the 

reality in the ground is quite different to mean they (the municipality leaders) do not take 

reasonable actions to penalize for those who do not carry out their everyday jobs accordingly. 

This becomes one main obstacle in ensuring proper service delivery in the given municipality.  
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From this the researcher perceives that, the municipality lags behind from being transparent to its 

customers. A lack of transparency paves the way for the spread of corruption and decreases 

customers‘ confidence on it. It is also equally important that the municipality should take 

appropriate measures for example by punishing the service providers (employees) those who fail 

to be transparent/accountable for their clients. Corruption emanates from lack of transparent and 

accountable authorities. The more individuals become non-transparent and accountable the more 

they tend to be corruptors. Furthermore, there are impediments‘ that influence good service 

delivery with regard to respect of employees to their clients, and equal treatment of employees to 

customers, and responsiveness in the municipality. Therefore, it is important to the municipal 

leaders to play their role to alleviate the aforementioned problems by monitoring and making 

different follow-up mechanisms. 

4.1.5The Role of Employees to Enhance Proper Service Delivery  

In order to understand, the existing status of Enewari town municipality employees‘ participation 

in decision making, planning and implementation of service programs, the researcher had 

forwarded some key questions to the respondents. Accordingly, the below table 4.9, indicates 

regarding employee participation in planning, implementation and evaluation in service delivery 

programs.  
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Table 4.9 Assessment Made on the status of EmployeesParticipationin Decision Making, 

Planning and Implementation of Service programs 

N

o  

 

 

Questions forwarded to 

participants 

 

 

Alternative 

answer  

                            Respondents  

Employee Customer 

Fr % Fr % 

1  

Do Employees participate in 

planning and evaluation of 

service program? 

Yes 3 30 19 7.0 

No 2 20 41 54.1 

To some extent 4 40 23 38.9 

no idea 1 10 2 2.3 

Total 10 100 85 100.0 

2 Does the organization give a 

chance to employees to parti

cipate in decision making wi

th regard to service delivery? 

Yes 2 20 15 17.6 

No 4 40 44 51.8 

to some extent 3 30 24 28.2 

no idea 1 1 2 2.4 

Total 10 100 85 100 

3 Is there an accountability sys

tem for failures of responsibi

lity in Your organization? 

Yes 3 30 18 21.2 

No  2 20 38 44.7 

to some extent 4 40 25 29.4 

no idea 1 10 4 4.7 

Total 10 100 85 100 

4 Employees are authorized to 

give decisions about their 

jobs? 

 

Yes 2 20  9 10.6 

No  4 40 49 57.6 

to some extent 3 30 24 28.2 

no idea 1 10 3 3.5 

Total 10 100 85 100 

Source: Researcher‘s Field Survey, (2019) 

As can be seen the above table 4.9, concerning employees participationin planning, 

implementation and evaluation of service program, accordingly, 3 (30%) of employees and 19 

(7.0%) of customers replied yes. whilst, 2 (20%) of employees and 41 (54.1) of customers 

participants replied that, there was no participation of employees in planning, implementation 

and evaluation of service programs in the municipality. Whereas, 4 (40%) of employees and 23 

(38.9%) of customers replied that, participation of employees in planning, implementation and 

evaluation of service programs in the municipality to some extent. And 1 (10%) of employees 

and 2 (2.4%) customers reserved to answer. This indicates that, employee participation in 

planning, implementation and evaluation of service programs in the municipality was 

insufficient. 
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With regard to the participation of municipality employees in decision making, the above Table, 

depicts that,2 (20%) of employees and 15 (17.6%) of customer respondents agree with the issue, 

i.e. the municipality give them a chance for employees‘ to participate in decision making about 

service delivery issue. While, 4 (40%) of employees and 44 (51.8%) of customer participants 

replied that, the municipality did not give chance for them to participate in decision making 

processes. Whilst, 1 (10%) of employees and 2 (2.3%) of customers reserved to respond. The 

data clearly indicates that, there was no appropriate participation of employees in decision 

making.  

Key interviewee participants of employees of the municipality also asserted that, the reasons why 

the municipality does not give a chance to participate in decision making are described as 

follows: Presence of unsupportive type of management, lack of information flow, existence of 

management problems, always decisions are made at top level and employee are forced to do 

whatever it may be, the municipality leaders trust on employees decision making ability was 

minimal, the tendency of unilateral decision making. Furthermore,they also underlined that, the 

lack of motivation among municipal leaders, lack of coordination and cooperation was among 

the problems. On top of this, there is no incentive system, which would encourage employees to 

work in a more dedicated manner. However, they did not deny that, currently there are some 

progresses have been seen especially after the nomination of the new leaders.  

The above analysis result clearly depicts that, the municipality has a significant problem of 

participating employees in decision making process which is a major weakness to deliver 

appropriate service that adversely affects the level of satisfaction of its clients.Therefore, , it is 

imperative that, the municipality should give chance for employees to participate in decision 

making because, employee participation in decision making boosts employees‘ confidence and 

skill and they are likely to deliver good service to their clients.  

Item number 3 of the same table above also presents, staff responses about the presence of an 

accountability system for failures of responsibility. For this item, 3 (30%) of employee 

respondents and 18 (21.2%) replied that, there is accountability system in the municipality, 

whereas, 2 (20%), of employees and 38 (44.7%) of customers participants assured that, there was 

no accountability system in the municipality. Whilst,4 (40%) of employees and 25 (29.4%) of 

customers replied that, the presence of accountability system in the municipality was to some 

extent. This indicates that, the presence of accountability system in the municipality was 



 

 

85 

 

insignificant which directly affects the efficient and effective service delivery practices of the 

municipality on the one hand and the level of customers satisfaction on the other. 

In similar vein during field visit observation the researcher confirmed that, the level of awareness 

of customer‘s rights and responsibilities to hold municipality employees accountable is still low. 

Most customers of the municipality believed that, Enewari town municipality workers are not 

accountable for their action; this is the reflection of the deeply rooted perception of our 

community. There are illustrations which some employees mistreat their customers. Therefore, 

the municipality‘s community needs much effort to reverse such critical problem faced by their 

customers and citizens at large, through developing and applying various citizens‘ sensitization 

approaches. That means, the notion that ‗the customer is the king‘ should be clearly 

communicated to their customers in particular.  

As to the delegation of authority 2 (20%) of staff respondents of the municipality and 9 (10.6%) 

of customers replied that, employees were authorized to give decision concerning their works. 

Whereas, 4 (40%) of employees and 49 (57.6%) of customers confirmed that, the municipality 

employees were not authorized to give decision concerning their works. And 3 (30%) of 

employees and 24 (28.2%) of customers stated that, employees were authorized to give decision 

concerning their works to some extent. Whilst, the rest, 1 (10%) of employees and 3 (3.5%) of 

employees reserved to answer. The above data indicates that, empowerment of municipal 

employees was insignificant.  

Contrary to the above analysis results, employee empowerment means giving employees the 

flexibility that can lead to improved customer service and increased customer satisfaction (CSSP, 

2007).Involving the staff in decision making that require their participation is very useful to 

improve their motivation and the implementation of decisions. After making sure the capacity of 

the staff to be delegated to carry responsibilities, it is needed to empower the front line staff to 

satisfy customers with quality service delivery. Problems that can arise in relation to delegation 

could be solved through trainings and orientations supported by clear procedures and 

accountability system. 

Generally, from the above analysis it can be deduced that, there is a gap between the theoretical 

aspects and the actual implementation of service delivery standards in the municipality. Even 

though the municipality creates good atmosphere for the participation of the staff in decision 

making and delegate authority to some of the staff members, there are also a good number of 
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employees who are not authorized to give decisions on the services they provide. They have to 

refer the issue to somebody else for decision. On top of this, the municipality has no effective 

accountability system for the failures of employees‘ actions. Therefore, the municipality should 

begin to explore new and better ways of delivering services to customers, and have to do so with 

the needs of the community in mind. Consultation and transparency will be vital, and there need 

to be consultation widely before whole-scale planning, implementation and evaluation of service 

programs are made, in addition empowering employees, establishing accountability systems for 

actions and performances are indispensable for effective and efficient service delivery to prevail 

in the municipality.  

4.1.6 Performance Appraisal and Rewards of Employees 

Staff can be motivated and satisfied when there is a periodic performance evaluation and based 

on the result rewards are arranged. It is assumed that motivated and satisfied staff strives to 

provide the customers with quality services. Table 4.10 below contains perception of respondents 

towards the issue of performance appraisal and rewards system in their respective organizations. 

Employees and customers were asked to show their level of agreement or disagreement for the 

presence of the indicators. Their responses were summarized below. 

Table4.10The perception of respondents towards the issue of performance 

appraisal and rewards system 

N

o

  

 

 

Questions forwarded to 

participants 

 

 

Alternative 

answer  

                            Respondents  

Employee Customer 

Fr % Fr % 

1  

Does the municipality have 

performance evaluation 

system? 

Yes 4 40 12 14.1 

No 2 20 49 57.6 

To some extent 4 40 24 28.2 

no idea - - - - 

Total 10 100 85 100 

2 Do employee‘s performance ev

aluation is made based on indic

ation agreed upon with the 

municipality leaders? 

Yes 4 40 16 18.8 

No 2 20 43 50.6 

to some extent 3 30 24 28.2 

no idea 1 1 2 2.4 

Total 10 100 85 100 

3 Does the municipality provide 

guidance and supports for poor

 performances of employees? 

Yes 3 30 18 21.2 

No  2 20 38 44.7 

to some extent 4 40 25 29.4 

no idea 1 10 4 4.7 

Total 10 100 85 100 

Source, field survey, (2019) 
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As clearly depicted in the above table 4.10, With regard to the performance evaluation systems 

of the municipality office, i.e. 4(40%) of employees and 12(14.1%) of customers replied that, the 

municipality has performance evaluation system. Whilst, 2(20%) of employees and 49(57.6%) of 

employees replied no for the same question. While, 4(40%) of employees and 24(28.2%) of 

customers replied that, the municipality performance evaluation system was to some extent. 

Concerning performance evaluation is made based on agreed upon with the municipality leaders, 

4(40%) of employees and 16 (18.8%) of customers replied yes. While, 2(20%) of employees and 

43(50.6%) of customers replied that, there was no performance evaluation is made based on 

agreed upon with the municipality leaders. Whilst, 3(30%) of employees and 24(28.2%) of 

customers replied to some extent. The remaining i.e. 1(10%) of employees and 2(2.4%) of 

customers reserved. 

Regarding the availability of guidance and support for poor performance, 3(30%) of employees 

and 18 (21.2%) of customers replied yes. While, 2(20%) of employees and 38(44.7%) of 

customers replied that, there was no as such availability of guidance and support for poor 

performance. Whereas, 4(40%) of employees and 25(29.4%) of customers stated to some extent 

for the same question. The remaining i.e. 1(10%) of employees and 4(4.7%) of customers 

reserved to answer. 

Therefore, the above data clearly reveals that, Enewari town municipality does not perform well 

in establishing performance evaluation system, setting indicators with agreement for evaluation 

and skills to provide appropriate services to the customers. Furthermore, the municipality does 

not provide promotions and other benefits based on performance evaluation results. Similarly, 

there was no as such availability of guidance and support for poor performance. On the contrary, 

one of the municipality leaders asserted that, there is an established performance evaluation 

mechanism in the municipality through 1 to 5 organizational arrangements. Furthermore, he 

underlined that, we are applying rewarding best performers and support and guidance to those 

who perform less though it is not complete enough. 

From this it can be concluded that, service providers are not motivated to give quality services to 

customers that can satisfy them. Therefore, the municipality should evaluate employees‘ 

performance constantly. Employees should participate in scheduled training courses because 

behavior of employees is often instrumental in bringing about desired outcome. Learning 

involves both the development and modification of thoughts and behaviors, in this regard, the 

municipality needs continuously track training, monitoring, and rewarding of employees. 



 

 

88 

 

4.1.7 Assessment of Consultation Time with Leaders, Staff Members and 

Customers 

In order to understand, the status of consultation time with boss, staff members as well as 

customers regarding service delivery practices of the municipality, questions were raised to the 

participants, in the following table, 4.11 below. 

Table 4.11The status of Consultation time with Leader and Staff members and Customers 

  Alternative                           Respondents 

N

o

  

Questions raised to 

participants 

response      Employee  Customer  

Fr % Fr %   

  

1 

Are there any consultation 

time with leaders and staff 

members and customers 

regarding service delivered? 

Yes 3 30 8 9.4 

To some extent 2 20 19 22.3 

No 4 40 56 65.9 

No idea  1 10 2 2.3 

Total  10 100 85 100 

 

2 

How much consultation time 

is there with staff members 

and customers‘ with boss 

regarding service delivery? 

Daily 1 10 1 1.2  

within a week 2 20 4 4.7 

Sometime 6 60 24 28.2 

No idea 1 10 56          65.9 

Total 10 100 85 100 

Source: Field Survey, 2019 

As indicates in the above table 4.11 concerning consultation, 3 (30%) of employees and 8 (9.4%) 

of customers respondents replied that, there were consultation time with boss, staff member and 

Customers regarding service delivery. Whereas, 2 (20%) of employees and 19 (22. 3%) of 

customers respondents replied that,the consultation time with municipality leaders, staff member 

and Customers regarding service delivery was to some extent. Whereas, the majority 4% (40) of 

employees and 65.9% (56), of customer participants replied that, there was no consultation in the 

municipal about service delivery practices undertaken so far. Whilst, 1(10%) of employees and 

2(2%) of customers reserved to respond to the question.  Thus, majority of the respondents 

argued that, there was no consultation in the municipal about service delivery practices 

undertaken so far. 
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In the interview one of the municipality leader (Demissu G.),on his part confirmed that, the 

municipality has been trying to improve the service delivery of the municipality largely 

depending on what employees and customers‘ feeling on improvement areas and by taking into 

consideration the views of our customers, employees, and other concerned bodies via the 

principle of consultation, even though it is not complete enough, still we need to do a lot. This 

indicates that there was no appropriate consultation time with the municipality leaders, 

employees and customers‘ in the municipality, this adversely affects the level of customers‘ 

satisfaction. 

In the same Table regarding rate of consultation time 1(10%) of employees and 1(1.2%) of 

customers participants witnessed that, there were a daily consultation time between boss, staff 

members and customers. Whereas, 20 %( 2) of employees and 4(4.7%) of customers said that, 

there were a daily consultation time between boss, staff members and customers weekly. On the 

other hand 6(60%) of employees and 24(28.2) of customers stated that, the consultation time 

between the municipality leaders, staff members and customers was to some extent. Whilst, 

1(10%) of employees and 56(65.9%) of customers reserved to answer. This indicates that, the 

municipality leaders, employee and customers consultation time was not sufficient which 

adversely affects the smooth implementation of service delivery standards on the one hand and 

the level of customers‘ satisfaction on the other.  

Likewise,  the government Policy document, one of the problems and drawbacks of the 

Ethiopian civil service in the delivery of services was that service users were rarely consulted 

about their needs (FDRE-Doc 1, April 2001:4). Contrary to the SDP and the Customers‘ 

Complaint Handling directive of the FDRE, clients were not consulted on areas of service 

provisions as desired and as put in the Policy documents.  

From the above data one can conclude that, there was no effective and efficient consultation time 

with the municipal leaders, employees and customers this results in the inappropriate service 

delivery practice and impacts on the satisfaction of the municipality customers. This finding is 

contrary with the principles of service delivery which is clearly stipulated in chapter 2, i.e. 

consulted users influence decisions about public service concerned about their life, can enhance 

mutual understanding between the service providers and users vital information where 

institutions priorities should focus to improve service. In addition, customers should be consulted 

about the level and quality of the public services they receive. Consultation will give for 

customers the opportunity of influencing to make decisions about public services by providing 
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objective which will determine service delivery priorities (Blem, 1995). Accordingly, the 

municipality of Enewari town should devise different mechanisms so as to promote consultation 

with employees, customers and other concerned body. 

4.1.8Assessment Made on Relationship/Communication between Employees 

and the Municipality Leaders 

For an effective and efficient service delivery in any organization to prevail, the necessary 

prerequisites must be fulfilled first; one of the prerequisites is the presence of harmonious 

relationship between and among employees and the municipality leaders is indispensable. 

Accordingly, in order to understand the status of the relationship between employees and the 

municipality leaders‘ questions were forwarded to the participants, in the following Table. 4.11. 

Table 4.12 Relationship between Employees and the Municipality Leaders 

N

o  

Questions raised to the 

participants 

Alternative   Respondent  

response  Employee  Customer 

Fr % Fr % 

  

1 

How do you evaluate the 

status of the relationship be

tween municipal employee

s and their leaders? 

High 3 30 6 7 

Medium 2 20 21 24.7 

Low 4 40 56 65.9 

No idea  1 10 2 2.3 

Total  10 100 85 100 

 2 How do you rate the 

interaction of Employees 

among themselves 

High 4 40 1 1.2  

Medium 4 40 34 40 

Low 1 10 48 56.5 

No idea 1 10 2 2.3 

Total 10 85 100 100 

3 Do the municipality leaders 

communicate well and give

 clear directions about 

employee work? 

Yes 5 50 27 31.8 

No 3 30 52 61.2 

Some times 2 20 16 18.8 

Total 10 100 85 100 

     

Source, own survey, 2019 

The above Table 4.12 indicates the relationship between employees and the municipality leaders, 

accordingly, 3 %( 30) of employees and 6 (7%) of customers participants replied that, the 

status of the relationship between municipal employees and their leaders was high. Whilst, 

2(20%) of employees and 21 (24.7%) of customers respondents said that, the relationship 

between employees and the municipality leaders medium. On the other hand significant number 

of participants, i.e.; 4 (40%) of employees and (56%) of customers, replied that, the relationship 

between employees and the municipality leaders was low. While, the remaining, 1 (10%) of 
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employees and 2(2.3%) of customers reserved to answer. The data indicates that, the relationship 

between employees and the municipality leaders was found in low status. 

Furthermore, regarding the interaction of municipality employees between and among 

themselves was concerned, the above Table.11, also indicates that, 4 (40%) of employees and 1 

(1.2%) of customer participants replied that, the interaction of employees among themselves was 

high. Whilst 4 (40%) of employees and 34 (40%) of customer respondents replied that, the 

interaction of employees among themselves was medium. While, 1 (10%) of employees and 48 

(56.5%) of customer participants, replied that, the interaction of employees among themselves 

was low. Whereas, the remaining, 1 (10%) of employees and 2 (2.3%) of customers reserved to 

answer. From this one can conclude that, the relationship of employees between themselves was 

not good.As a result,the municipality and other concerned bodies should work jointly so as to 

improve the interaction of employees among themselves.  

Likely, questions were forwarded to one of the municipality leader (Shiferaw Konchu), during an 

interview time with regards to the interaction of employees among themselves, accordingly, he 

articulated that, it is important to have good interaction and communication between and among 

the municipality employees, this enables the municipality to be effective and efficient in the 

process of service delivery to its clients. Furthermore, he asserted that, if there is a lack in 

communication, between and among employees then it would create problems to provide 

appropriate and efficient service to clients that we aspire. He also underlined that, currently, the 

municipality has been working aggressively so as to improve the service deliver practices and 

enhance our customers‘ satisfaction; this could be attained when there is good interaction and 

coordination between and among employees, to make this a reality we conduct daily evaluation 

of work, through experience sharing, and providing the necessary feedback to employees. In the 

same vein, as the researcher confirmed during field visit observation, there is a promising 

progress by new leaders of the municipality in creating conducive working environment, though 

it was complete enough.  

With regard to item 3, 5 (50%) of employees and 27 (31.8%) of customers witnessed that, 

the municipality leaders communicate well and give clear directions about employee work. 

Whereas, 3 (30%) of employees and 52 (61.2%) of employee replied that, the municipality leade

rs were not communicate well and give clear directions about employee work. Whilst, 2 (20%) 

of employees and 16 (18.8%) of customers replied for the same question to some extent. The 

data reveals that, the municipality leaders were not communicates well and gives clear direction 
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about employees work. It is clear that, Staff motivation is affected by communication between 

the leaders and the staff members. Tasks will be implemented easily when the employees get 

clear work instructions from their leaders. The existence of team spirit among staff member 

enables staff to work together cooperatively to achieve organizational goals and to satisfy 

customers. 

It is possible to deduce that, under such environment there can be no smooth working condition 

between the employees and their leaders to satisfy customers.  In the real situation smooth 

relation between leaders and employees is essential to provide proper service to the customer, 

however, in the municipality under such circumstances there cannot be smooth working 

condition, which directly or indirectly affects the service delivery practices of the municipality 

on the one hand and the level of customers‘ satisfaction on the other. For an effective service 

delivery to prevail there should be harmonious relation in any organization.  

Furthermore, the FGD discussants also confirmed that, the communication gap between and 

among the municipality personnel‘s has an adverse effect on the practice of service delivery and 

customer satisfaction. In case, they suggested that, the employees should be well informed about 

the customer actual wants the gap of information between employees and customers results a 

problem in the work place. The network between the municipality leaders and the employees 

seems to play an equal role to face the challenges in the process of increasing customer 

satisfaction. In addition, they added that, the municipality should work more effectively in the 

area of communication, information dissemination, effective planning and harmonious 

relationship among the frontline staff and customers are crucial. 
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4.1.9 Complaint Handling Mechanism of the Municipality 

The following table clearly depicts the endeavor of the municipality in handling complaints of its 

clients. 

Table 4.13 Assessment on Complaint Handling Mechanism  

N

o  

 

 

Questions forwarded to the 

participants 

 

Alternative 

answer  

                            Respondents  

Employee Customer 

Fr % Fr % 

1 Is there any well designed 

compliant handling 

mechanism in the 

organization? 

Yes  5 50 8 9.4 

To some extent  3 30 24 28.2 

No  1 10 49 57.6 

No idea  1 10 4 4.7 

Total  10 100 85 100 

2 How do you rate the level 

of customer complaints 

handling mechanisms of 

the Municipality?  

very good  4 40 2  2.4 

Good 4 40 4 4.7 

Low 2 20 79 92.9 

Total 10 100 85 100 

3 Availability of awareness 

creationProgram on 

complaint handling 

procedure for customers? 

Good 5  50 4 4.7 

To some extent 3  30 6 7 

Low 1  10 73 85.9 

No idea 1  10 2 2.3 

Total 10  100 85 100 

4 Does the municipality give 

timely response to 

customers with problems? 

Yes 7  70 16 18.8 

To some extent 2  20 61 71.7 

No   1  10 8 9.4 

Total  10  100 85 100 

Source: Field Survey, 2019  

As discussed in chapter 2, the Ethiopian government believes that effective implementation of 

service delivery policy or reform requires that service users to have full information about the 

public service provider including mechanisms for handling complaints (FDRE, 2001). 

Accordingly, employees and customers were asked whether there is effective complaint handling 

mechanism in the municipality or not. They were also asked to rate complaint handling processes 

in the municipality. In this regard, in the above Table 4.13, in related to well-designed compliant 

handling mechanism, about 5 %( 50) of employees and 8 (9.4%) of customers respondents 

argued that, there was designed compliant handling mechanism in the organization whereas, 3 

(3%) of employees and 24 (28.2%) of customers answered to the level of customer complaints 

handling mechanisms of the Municipalityto some extent.  
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Furthermore, about 1 (10%) of employees and 49 (57.6%) of customers respondents replied that, 

there were no compliant handling mechanism in the organization.Whilst,1 (10%) of employees 

and 4 (4.7%) of customers respondents reserved to answer this question. From the above data, 

one can conclude that, municipality employees and administrative personnel do not listen to and 

take account of the customers‘ views and that they do not provide proper and adequate 

information about the actions taken in decisions making process. Additionally, there is no simple 

procedures and appropriate time frame for action given to ensure fair and swift action on 

complaints, suggestions and grievances by the Customers in a sustainable manner (there is no 

well-designed complaint handling mechanism available within the municipality). 

Likewise, the municipality leaders also confirmed that, complain from customer was common, 

since it is impossible to fit all individuals need properly, however the municipality is trying its 

best so as to meet its clients need, they also asserted that, the Municipality has different 

mechanisms to address customers‘ complaint. Customers have opportunity to complain their 

dissatisfaction through suggestion boxes, they can call to leaders of the municipality on their 

personal cell phone to find solution for their problem, and the municipality has open doors for 

customers with complaint. They also admit that customers‘ response about ineffectiveness of the 

municipality on giving punctual response for customers with complaint needs a great attention.  

Furthermore, one of the key informants from the municipality employees also articulated that, 

for me when a client walks into the Municipality we should be able to create an atmosphere 

receptive enough to allow him or her to say whatever he wants to complain about. We should 

here him out with all respect and he should walk out of the doors of the Municipality feeling that 

somebody has cared to listen to him. However, that alone is not sufficient for the person. He 

continued that, most complainants coming to the Municipality are the results of the inappropriate 

service provision of the municipality, so we should not add to their grievances by our 

misbehavior. According to him, appropriate service delivery is also about keeping the client 

informed of how we are handling his complaint. He also underlined that, timeliness is an 

indispensable element of appropriate service and client satisfaction. In his response he indicated 

that, the effectiveness and efficiency of any service is its promptness and clients satisfaction. 
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However, FGD discussants asserted that, there is a specified time frame for service users to 

present their complaints and appeal to the municipality leaders and there are days which help 

citizens to present their complaints that are on Monday to Friday but there are times in which 

citizens are not served in these specified time frame because of unexpected and urgent meetings 

in the Municipality.  

Again one interview participant from the municipality said that, an effort had been made in 

accepting complaints and appeal and solving them on time and properly but, there is a problem if 

the complaints and appeal presented by the service users are to be solved with other stakeholders 

(issues related to the wereda administration) who are responsible (assigned) for this task which is 

emanated from a problem of giving timely and proper response to the respective service 

users.Furthermore, he argued that, a good move had been achieved in bringing about good 

service delivery which is related to users previously who did not have owner ship data made to 

get an ownership data, accepting and responding to complaints, most importantly we are now 

taking appropriate disciplinary measures on the service providers (employees) especially 

engineers who spoil the system of workings which is mainly because of the rent seeking 

behavior participating the community in every affairs related to service delivery at large has been 

given due attention.  

On the other hand, concerning availability of awareness creation program on complaint handling 

procedure for customers, 5 (50%) of employees and 4 (4.7%), of customers replied that, the 

availability of awareness creation program on complaint handling procedure for customers as 

good. While, 3 (30%) of employees and 6 (7%), of customers replied that, the availability of 

awareness creation program on complaint handling procedure for customers was to some extent, 

and 1 (10%) of employees and 73 (85.9%) of customers replied that, the availability of 

awareness creation program on complaint handling procedure for customers was low. Whilst, 

remaining, 1(10%) of employees and 2(2.3%) of customers reserved to answer.The data reveals 

that, availability of awareness creation program on complaint handling procedure for customers 

in the municipality was in a low status. Therefore, it can be argued that there is lack of awareness 

creation to customers in promoting good service delivery in the municipality. 

With regard to the fourth item, 7 (70%), of employees and 16 (18.8%) customers participants 

replied that, giving timely response to customers with problemsyes. While, 2(20%) of employees 

and 61 (72%) of customers replied that, giving timely response to customers with problems to 

some extent, and 1 (10%) employees and 8 (9.4%) of customers replied that, there were no 
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timely response to customers with problems. From the data one can deduce that, the municipality 

was in low status of being responsiveness to its clients. 

In similar vein, the participants of FGD and interview confirmed that, the major concern of 

customers is the service delivery time, they were consuming more time to get services which is 

something not compatible with the given service delivery standard of the Municipality. It is 

believed that the major causes to such problems are due to lack of proper coordination and 

absence of continuous monitoring of the Municipality service delivery from the management of 

Municipality or someone else who is in charge to do such assignment.  

The researcher also confirmed that, there is complaint feeling form which is available in the 

municipality, and there is no any clear process or procedure how dissatisfied customers going to 

apply. Besides, most of the service users were not interested to write a feedback. So there is a 

problem of informing or giving orientation about the availability of the procedure as well as the 

way it was handled. Moreover, all such complaints do not deal and treated equally. Therefore, a 

customer feedback system has to be established such as a committee to collecting and analysing 

suggestions and comments from the customers to the concerned body so as to improve the 

service delivery practices of the municipality in the one hand to enhance level of customers‘ 

satisfaction on the other. Furthermore, Municipality officials and the regional and federal 

government authorities should take full responsibility to build the capacity to avoid the 

bureaucratic and long time-consuming legal procedure, as well take time to study the 

effectiveness of the implementation of service delivery principles. 

4.1.10 Assessment MadeonTraining Given to Employees and the Reasons for 

Absence of It 

As it is thoroughly discussed in chapter 2, in relation to the importance of training, it is not 

surprising that almost all workers needed training in customer handling and/or in another skill 

building areas so that they would improve their service delivery and work competency. In this 

regard, questions were forwarded to employees in the Table 4.14 below. 
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Table 4.14Assessment Made on Training Given and the Reasons for Absence of It 

Questions raised to the 

participants 

 

Alternative   

response  

Respondents  

 

Employees 

Customers 

Fr % Fr % 

Does the municipality 

provide trainings that 

help employees impro

ve their Skills and 

efficiency? 

Yes 2 20 19 22.4 

No 3 30 41 48.2 

To some extent 4 40 24 28.2 

No idea  1 10 1 1.2 

Total  10 100 85 100 

Source, own, survey, 2019 

As indicated in the above table 4.14, one can see that 2(20%) of employees and 19 (22.4%) of 

customers expressed that, employees have taken training on customer service delivery. Whilst, 3 

(30%) of employees and 41 (48%) of customers of replied that, employees did not take training. 

Whereas, 4 (40%) of employees and 24 (28.2%) of customers participants replied that, the 

municipality provide training to the employees to some extent. Whilst, 1 (10%) of employees 

and 1 (1.2%) of customer participants reserved to answer. The data clearly shows that, there was 

no appropriate training given to employees. The lack of training results in a problem for the 

effective and efficient service delivery to the municipality clients. Likewise, the interviewees 

from the municipality asserted that, employees have not taken the necessary training about 

customer service delivery, because of a number of factors, among others, budget constraint, lack 

of willingness and commitment on the part of municipality leaders. In addition, lack of 

cooperation and coordination between the municipality, the woreda, zonal and regional 

administration. They further noted that, the Zonal and Regional experts hardly gives technical 

supports. This shows that the majority of the employees were not taken training about customers‘ 

service delivery. 

Although, Donnelly et.al. (1992:468) indicates training is very useful to update the knowledge 

and skills of employees and improve their performances. Training is the process which people 

acquire capabilities (skill and knowledge) to perform jobs. More employers are recognizing that 

training their human resource is vital. Gaining skill and knowledge by the employees‘ through 

training is essential for any organization to be efficient and effective. However, on the contrary 
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the above analysis reveals that, employees did not get sufficient training as a result; employees 

had no enough knowledge about customers‘ service delivery. This adversely affects the 

customers‘ satisfaction. In contrary to the above finding, Davis and Heineke (2003) describe why 

service organizations have to train their workers. Training can help workers to deal with 

customers properly and serve in modernized way. Therefore, municipality must give due 

emphasis to the importance and need for training as one of the core issues in capacity building.  

It is clear that, the presence of qualified man power is very essential to achieve the intended 

objectives, this problem could be alleviated by the presence of qualified man power, and by the 

same token, one of the municipality leaders argued that, even though the municipality has given 

training for employees, it was not sufficient. He further stated that, it is difficult all employees 

have the required competence. Employees were assigned as much as possible as per the 

requirement of BPR and were made to be trained to upgrade their education level and skills. 

Furthermore, he underlined that to alleviate the problems in relation to qualified man power the 

municipality has devised a number of strategies. These includes, convincing the woreda 

administration, other governmental and non-governmental organizations and other concerned 

bodies to cooperate to work with the municipality in supporting for the achievement of its 

objectives. 

From this one can understand that, there was no appropriate training given to employees, though 

qualified workers and trained workers could be one of the best alternatives to improve customer 

satisfaction. A regular frame work should be established, adopted and institutionalized for the 

facilitation of participation of all stakeholders; frequent follow up with the customer about the 

service and feedback from them could improve in giving service, according to the necessity of the 

customer. Using the modern technology to improve the municipality service is another huge 

aspect that can make a customer satisfied. Empowering and enhancing the skills of the front line: 

Front-line workers interact with the community and end-users of services on a daily basis.  

As such, they need to be empowered to provide information, services and advice to the 

community/customers‘ needs. The front line needs to be skilled, and encouraged to play a more 

active role in building co-operative relations between the municipality and communities. 

Strategies to develop the skills of front-line staff should be included in the integrated human 

resource development strategies of the Municipality, which should cover capacity building, 

training, staffing, and labor relations.Acquiring skill and knowledge for employees through 
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training is essential for any organization to be efficient and effective, as a result many organization 

including service providers are investing on training to provide proper service. 

4.1.11Existing Challenges that Affects for the Provision of Effective Service 

Delivery of the Municipality 

The contribution of leadership skills and ability of local leaders (either politicians or public 

servants) to improve democratization process is fundamental (Gregory, 2003: 321). In this case, 

the researcher tried to assess the challenges of better service delivery and level of customer 

satisfaction in the study area and this question was addressed through open-ended questionnaires, 

focus group discussion and interview questions. Data collected from key Participants indicated 

that, the challenges faced to improve service delivery and customers satisfaction in the study area 

were: weak leadership, lack of commitment on the part of employees, lack of human and 

financial resource. Furthermore, Poor service delivery, and absence of follow up and monitoring, 

and low application of employee motivations and lack of performance evaluation mechanisms, 

poor budgetary allocation, inadequate training opportunities and lack of empowerment, unethical 

behaviour of employees, and lack of skilled and disciplined manpower, lacks of appropriate 

complain handling procedure. In addition, absence of community representatives‘ participation, 

in planning, implementation and decision making are the main problems mentioned by 

customers.  

In line to this, key participants from the focus group and interview articulated that, though all 

these problems are manifesting in different levels, rent-seeking behaviour of service provider‘s, 

shortage of finance, and weak wereda administration  in general and the municipal office in  

particular were the major challenges faced to improve service delivery. The above analysis 

results were supported by (Walker, 2002), (Olowu, 2006) and (Pradeep, 2011) as these authors 

also recognized these are the major challenges in a decentralized public service delivery. 

The researcher also asserted during field visit observation, important progresses were so far 

made in the process of building good service delivery at Enewari town municipality by the new 

leaders of the municipality. However, the measures that have been taken by the municipality 

needs the participation of all concerned stakeholders for effective and appropriate service 

delivery and for the enhancement of customers‘ satisfaction in the study area. In the process of 

service provision to its clients, the municipality has been facing serious bottlenecks. Among 

others, absence of awareness creation on service standards, absence of proper consultation time 
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with customers, lack of training to employees and decision making power/empowerment, 

absence of community participation in planning, implementation and evaluation of programmes, 

rampant corruption and lack of skills and knowledge on the part of employees, capacity 

limitations of law enforcement. 

The interference from the woreda administration and lack of budget are among the many 

bottlenecks that affects the proper service delivery practices in the study area. It is evident that, 

the constitutionally designated power and authority cannot be realized unless it is complemented 

with the necessary resources to put decisions in to actions (Ermyas, 2015).On top of these, there 

is no simple procedures and appropriate time frame for action given to ensure fair and swift 

action on complaints, suggestions and grievances by the public/customers in a sustainable 

manner. Moreover, all such complaints do not deal and treated equally. Similar to this finding, 

the realization of decentralization relies on the presence and utilization of human, financial and 

physical resources with committed local leaders for delivering local services particularly in 

Ethiopia Woredas are hardly available (Debebe, 2012) that characterized by capacity gaps, less 

effective self-government, lack of adequate decision making power and compelled them to 

heavily top-down support (Telaye, 2012). 

4.1.12 Possible Solutions for Distinguished Impeding Problems  

Participants of the study were forwarded suggestions to improve the service delivery practices 

and customers satisfaction of the municipality. Accordingly, ensuring clarity of service standards 

for employees and customers implementing it effectively and efficiently is also 

vital.Institutionalize a culture of respect, courtesy and observing human dignity, improving delay 

in service provision, involving the community/customers and other stakeholders in planning, 

implementation and evaluation of service programs, encouraging customers to present their 

complaints and ask their rights. It is evident that, decentralization, allow community participation 

in public issues, improve responsiveness, transparency (enhanced communication between 

citizens and government), and enhance local capacity for services provision and local 

governance (World Bank, 2010:1; Shah and Shah, 2006). developing system of transparency and 

accountability, continually solving implementation problems, undertaking sustainable training 

and capacity building programs for all of employees, evaluating performance of workers 

continuously andresponsiveness, courtesy and implementing monitoring systemis highly 

required to improve the service delivery practices and customers satisfaction of the study area. 
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Generally, the participants also articulated that, the municipality should made an endeavor to 

deal with the challenges of good service delivery, firstly by participating the community, and 

other stakeholders through aggressive mobilization so as to develop the feeling of sense of 

ownership as far as they are beneficial when a good environment is created for the practice of 

appropriate service delivery and customers satisfaction, the desired outcome can be achieved, 

carrying out successive meetings and conducting panel discussions so as to identify the setbacks 

and training the community about the rules, regulations as well as the existing proclamations in 

relation to service provision and with this regard they also said that a good move is also made 

through introducing and implementing Business Process Reengineering. 

They also add that to deal with the impediments so as to improve the situation of good service 

delivery trainings should be conducted to train the service providers (employees) in regard to 

how to handle the service users, how to improve service delivery system and provide them with 

the available information, rewarding employees who perform well. Service providers in the 

Municipality said that said a good move had been achieved in bringing about good service 

delivery which is related to users previously who did not have owner ship data made to get an 

ownership data, accepting and responding to complaints, replacing the service providers 

(employees) especially engineers who spoil the system of workings which is mainly because of 

the rent seeking behavior and more importantly participating the community in every affairs 

related to service delivery at large.  

Much have to be done in regard to creating awareness, improving the skill and capacity of the 

employees and informing and training the community/customers about the rules, regulations and 

proclamations, undertaking continuous evaluation of day to day result based performances with 

the employees, mobilizing aggressively the community for further workings and questioning the 

service users through questioner so as to measure the level of their satisfaction and under taking 

a thorough discussions through meetings, panel discussions, taking best practices of other 

woredas‘ experiences in service provisions and service delivery practices and others. But, still 

there is a big problem in sustaining what was performed so far. 
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CHAPTER FIVE 

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 

5.1 Summary 

Recently, Ethiopia gave high priority and moved quickly to prepare for customer service reform 

program in full scale implementation across federal, regional and lower levels with the intention 

to provide effective, efficient, and responsive public service delivery by improving the capacity 

of government institution (Samuel, 2010).  The aim of this study was to assess and investigates 

the status of service delivery practices and level of customer satisfaction in Enewary town 

municipality. The study used a descriptive and explanatory research approaches and in order to 

achieve the above mentioned objectives the study used more of qualitative approach with the 

exception of simple descriptive statics i.e. frequencies, percentages, numbers, figures. While 

conducting this, study both primary and secondary data sources including documentary 

evidences were utilized. Moreover, as a method of data collection tools and instruments, 

interviews, questionnaires, FGD and field visit observation were employed.   

Broadly speaking, the study investigates the actual service delivery status of the municipality   

and also explores the level of customers‘ satisfaction.  Thus, the study was focused on assessing 

the status of service delivery and level of customer satisfaction in Enewari town municipality 

worth researching to find conclusions and recommend for responsible bodies that are helpful for 

providing effective and efficient services to enhance satisfaction of customers or replicate the 

findings for sustainable customer satisfaction. By undertaking a detailed analysis of the study, 

the following points are outlined. 

Regard to the status of service delivery, though decentralization enables the local service 

providers to perform their duties with administrative autonomy, transparency and accountability 

to provide quality and efficient service to their people. This enabled them to be better positioned 

to understand, respond quick for societal problems. On the contrary, the finding of the study, 

reveals that, the service delivery status of the municipality was low, due to the fact that, there 

was low awareness of service standards and also inadequately implemented in the municipality, 

the fact that it lacks regular discussion and consultation with stake holders (employees and 

customers), the municipality did not understand fully the customers perspectives nor deliver 

quality service.  
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Furthermore, the finding of the study indicates that, Enewari town municipality‘s service 

provisions to their customers have various problems, such as budget constraints, which lead 

customers to dissatisfaction. On top of this, lacks of proper service delivery, rent seeking, 

rampant corruption, lack of cooperation and coordination between and among the municipality 

and other concerned stakeholders in planning, implementing and evaluating the municipality 

service delivery practices, are common problems which aggravated customers‘ dissatisfaction to 

the municipality and its staff.  As a consequence, there are frequent customers grievances on the 

service delivery of the study area. 

As far as the role of municipality employees in enhancing proper services to customers was 

concerned, the study found that, the municipality employees were not empowered via 

appropriate training related to customer service delivery, absence of performance evaluation 

mechanisms, likewise, customers and employees‘ participation on the planning, implementation 

and evaluation of service programs was not promising. Therefore, employees have insignificant 

role in the service delivery practices of the municipality. 

With regard to the factors that hindered the proper service delivery practices and customers 

satisfaction, was concerned. The finding also confirmed that, absence of awareness on service 

delivery standards; there were not compliant handing mechanism in the municipality, lack of 

respect of employees to customers. Moreover, inappropriate implementation of policy, long and 

time consuming service delivery system, there was no consultation among municipality leaders, 

staff members and customer, the relationship between the municipality leaders and staff 

members were not good, lack of accountability, transparency and capacity problem of the 

employees and absence of qualified human resources in general.Nevertheless, community 

participation was also at its infant stage in the municipality under consideration. The practice of 

involving the larger community in identifying problems, generating constructive ideas, and 

overall planning activities is almost nonexistent. 

In order to manage and sustain effective service delivery and customers‘ satisfaction, it requires 

skill full and adequate capacity of manpower that foster good working environment through 

constructive top-down supervision and considering bottom-up feedback. The practice of 

involving the larger community in identifying problems, generating constructive ideas, and 

overall planning activities are very essential mechanisms. 
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5.2. Conclusions 

The issue of service delivery is becoming a global concern that demands continuous reform to fit 

the turbulent environment and changing customer needs. The quality level that is needed by 

customers to be satisfied has to do with every aspect of the service provider starting from the 

time the customers arrive at the gets of the organization. In service rendering organizations the 

key components of their function is providing effective and efficient service delivery to their 

customers. This is attained through performance improvement which measures a particular 

process or procedure. Thus, this study was intended to assess service delivery practice and 

customer satisfaction of Enewari town municipality. Based on the key findings of the study, the 

following conclusions were drawn. 

Decentralization has been regarded as a viable alternative to centralized governance in that it 

enhances peoples‘ participation in the decision-making processes and facilitates service delivery 

at local levels (Taye & Tegegne, 2007). However, the reality in the ground is quite different. The 

empirical finding of this study indicates that, Enewari town municipal service delivery status was 

found at low level, i.e. the service delivery was inadequately implemented to improve 

appropriate and effective service attributes that would increase citizen satisfaction. Indeed, 

customers have noticeable discontentment with the services they get from the municipality, due 

to inappropriate service provision of the municipality. 

The findings of the study also indicated that, the municipal did not provide effective and efficient 

services as per to the mission expected from it. For instance, for a single service issue, customers 

are exposed for additional costs. Hence, regarding customer satisfaction, the statistical response 

of customers indicated that significant numbers of the participants, i.e., 63.5% of them were not 

satisfied by the services rendered by municipality, because of the following key factors: 

 Absence of awareness on the service delivery standards; 

 Lack of commitment and interest on the part of employees to serve customers; 

  Absence of effective communication between and among the municipality leaders and 

employees; and lack of  consultation between and among the municipality leaders, 

employees  and customers; 

 Absence of cooperation and coordination between and among the municipality, the 

woreda administration and other concerned stakeholders in planning, implementing and 

evaluating service programs of the municipality 
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  Absence of complaints handling mechanisms; 

 Absence of responsiveness;  

 The prevalence of corruption; 

  Low level of employee‘s enthusiastic motivations due to lack of reinforcement and 

incentives; 

 Poor budgetary allocation (i.e., insufficient budget); 

 Poor office working environment;  

 Inadequate training opportunities; absence of performance evaluation mechanisms; and 

 Lack of enforcement powers/empowerment to service providers as well as lack of 

accountability and transparency among leaders and concerned staff of the municipality. 

Thus, all the above mentioned challenges are seriously affecting the service delivery practices of 

the municipality which, in turn, created the decline of customer satisfaction. On the other hand, 

from the part of the community, their participation was so far inadequate for improving the 

atmosphere of service delivery practices of the municipality, not solving the complaints of the 

users, the limited and even if the laws governing the system prevailed there is a big gap in 

implementing (enforcing) what was devised. 

With regard to the role of municipality employees in enhancing proper services to customers, the 

study found that, the municipality employees were not empowered via appropriate training 

related to customer service delivery. Likewise, customers and employees‘ participation on the 

planning, implementation and evaluation of service programs in the municipality was not 

promising. Therefore, employees have insignificant role in the service delivery practices of the 

municipality. 

Furthermore, the study attempted to find out the major factors that affect the service delivery 

system and customer satisfaction in the study area were the following municipality constraints; 

for example poor service conditions (i.e. structural problems), interference from the woreda 

administration. 

Finally, key participants of the study were forwarded possible recommendations to enhance the 

practice of service delivery and customers‘ satisfactions. Accordingly, the Municipality should 

made an endeavor to deal with the challenges of good service delivery, firstly by participating 

the community, and other stakeholders through aggressive mobilization so as to develop the 

feeling of sense of ownership as far as they are beneficial when a good environment for good 

service delivery created the desired outcome can be achieved, carrying out successive meetings 
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and conducting panel discussions, seminars so as to identify the setbacks and training the 

community about the rules, regulations as well as the existing proclamations in relation to 

service provision and with this regard they also said that a good move is also made through 

introducing and implementing Business Process Reengineering.  

They also add that to deal with the impediments so as to improve the situation of good service 

delivery, trainings should be provided to enhance the capacity of service providers (employees) 

in regard to how to handle the service users, how to improve service delivery system and provide 

them with the available information, rewarding employees who perform well. In addition, 

delegating authority and responsibility to employees enables the municipality to avoid delays. 

Much have to be done in regard to creating awareness, improving the skill and capacity of the 

employees and informing and training the community/customers about the rules, regulations and 

proclamations, undertaking continuous evaluation of day to day result based performances with 

the employees, mobilizing aggressively the community for further workings and questioning the 

service users through questioner so as to measure the level of their satisfaction and under taking 

a thorough discussions through meetings, panel discussions and others. However, still there is a 

big problem in sustaining what was performed so far. 
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5.3. Recommendations 

On the basis of the key findings of the study, and so as to improve the service delivery practices 

of Enewari town municipality and thereby to enhance customer‘s level of satisfaction the 

researcher forwarded the following recommendations. 

 The municipality should be well managed by professional employees who automatically 

help to solve the uncertain problems which occur at work places. In doing so,the 

municipality should create awareness to their employees and customers about service 

delivery standards. Because explicit service standards enable both employees and 

customers to clearly understand the service delivery standards and customers 

satisfactions. 

 Regular discussion and consultation with the customers and all staff members should be 

exercised to make use of them active participant in decision making such as planning, 

implementation and evaluation of service programs. These help to identity customer and 

prioritize their needs and meet the needs with common understanding that make customer 

driven service delivery a reality. Furthermore, conducting sound performance assessment 

evaluation weekly, monthly quarterly and annually should be advisable. 

 The town Municipality should design the strategy that ensures efficiency and 

effectiveness to satisfy its customers. To do this, the Municipality has to convince the 

Woreda administration to get the necessary support when things go beyond its capacity 

instead of simply complaining about resource shortages. The Woreda administration in its 

turn should give due emphasis to supporting the Municipality capacity with the required 

monitoring and follow up mechanisms in order to serve and satisfy the community 

properly. 

 Establishing performance evaluation system and implementing it as one of motivation 

factor that leads to provision of rewards for employees. This study concludes that 

performance evaluation should be accompanied by reward system to motivate employees 

to deliver services that brings customer satisfaction. The staff members of the 

municipality should be fully committed to serve customers and those committed 

employees should be motivated through reward system and task assignment. 

 Delegating authority and responsibility to employees to avoid undesired work procedures 

and makes to render prompted service delivery. Unless employees are delegated 

customers are forced to pass through long processes and make the service delivery delay. 
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 Poor coordination and communication systems are also the problems identified in the 

practice of service delivery and customers‘ satisfaction. To mitigate this, the practice of 

involving the commitment of community in identifying problems and prioritizing their 

needs, planning, implementing, monitoring and evaluation of municipality activities is 

crucial for genuine empowerment and accomplishment of anticipated changes,because 

customer feedback is important to improve service delivery practice and satisfy the 

customers. So, the municipality, the woreda administration, regional governments and 

other stakeholders should make an effort to practically involve the community at all 

levels of decision making process. 

 The analysis of the study revealed that, lack of adequate human power and budget 

resources is one of major factor encountered during the service delivery process. Hence, 

the Woreda administration need to recruit qualified man power and building the capacity 

of the existing man power through continuous training and awareness creation and fulfill 

the problem of skilled man power, in collaboration with the municipality. Regarding the 

budget constraints developing public-private partnership, improving the tax collection 

system, are indispensable so as to facilitate the smooth implementation of service 

delivery. 

 It is unthinkable without the proper involvement of stakeholders to address properly the 

challenges of service delivery of the municipality. Therefore, he Municipality should 

develop Managerial framework that incorporated the town administration, kebele 

representatives as well as the community and stakeholders. Representatives as a Board 

that delegated power should address the complaints of customers regarding service 

delivery of the municipality in a sustainable manner. Similarly, the town administration 

leader should respond to address for the improvement of service delivery in various 

sectors of the town in general and in the municipality in particular. This could be attained 

by enhancing the role of stakeholders specially the community as well as with a high 

sense of responsibility. 

 The municipality leaders should design advanced mechanisms to mobilize the community 

and promote continuous sensitization programs on the importance of community 

participation in planning, implementation and evaluation of service delivery standards in 

the Municipality. 

 Wholehearted leadership that focuses on to enhance customers‘ satisfaction should be 

introduced to solve the problems associated with service delivery practice of the 
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Municipality as quickly as possible, and to bring the desired customer satisfaction in the 

study area. 

 According to the Government‘s Policy document, one of the problems and drawbacks of 

the Ethiopian Civil Service in the delivery of services was that service users were often 

unaware of their rights and obligations pertaining to services and at times would resort to 

illicit the means to get the services from civil service institutions (FDRE-Doc 1, April 

2001:5). Therefore, on the part of customers of Enewari municipality customers should 

be aware of their rights and responsibilities in order to get proper services. 

 The Regional government should revisit some rules that contradict customers‘ rights 

during the process of service delivery. 

 The government should also give due attention to proper service delivery through involvi

ng the community, civil society organizations, and non governmental  stakeholders 

 Customers should provide feedback to the municipality. Because, the provision of 

continuous feedback and criticism is one of the essential mechanisms to understand the 

current service provision status of the municipality and its staff. Therefore, providing 

rigorous feedbacks and comments would support official and concerned staff of the 

municipality so as to know their strengths and limitations in relation to service delivery 

and enhancing the satisfaction level of their customers. 

 It is equally important to understand and analyses the employee‘s thoughts regarding 

their work payments, working environment, facilities, incentives etc. In this regard, the 

municipality should reward employees according to their performance. To this end, 

rewards can motivate employees to give best in their work.  

 To achieve the required customers‘ satisfaction, the municipal should measure 

customers‘ satisfaction through listening customer voice, measuring its performance on 

customer satisfaction, fixing service problems and process by community participation 

and setting standards for key service area. Furthermore, taking appropriate and immediate 

measures on corrupt practices should be given due attention by all stakeholders. 

 The municipality lacks enhancing strategies for the purposes of reducing staff abuse, 

reassurance of compliance with procedures and standards, and to make service providers 

accountable to their clients. Therefore, the wereda should enhance the strategies which 

legally recognized in  the public service delivery and the strategies that target compliance 

with procedures  and standards should involve regulation, failure to notice, monitoring 

and reporting  requirements on the accountability side 
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 Maintaining skilled and knowledgeable staff through leadership, training, development 

and commitment to continuous improvement in the delivery of services which can be 

done via empowering and building the capacity of service providers which helps to 

assign the capacitated human power at the right place in the municipality by giving long 

and short term training that helps them for providing effective and efficient services, 

consistent, transparent, responsive and sound decision. Accordingly, the municipality in 

collaboration with higher level governments and other stake holders for example NGOS 

should organize to provide short and long term seminars for service providers in order to 

upgrade professional capabilities and provide efficient, effective, impartial and quality 

services to the municipality customers.  

 The regional government should assess critically the capacity constraint at the 

municipality and should provide comprehensive capacity building to it. This will enable 

the municipality to develop their capacity in order to deliver effective and efficient 

service to the customers. The municipality should strengthen their endeavor so as to 

consolidate and sustain the efforts made so far by incorporating the above details in to 

effect in the realm of service provision. The inter play of different stake holders for 

instance the municipality, the woreda administration, NGO‘s, and other stakeholders as 

well is commendable to strengthen good service provision and customers satisfaction in 

the municipality. 

 The study also revealed that the practice of transparency and accountability of Enewari 

town municipality was very poor. Favoritism was also the prominent challenges that 

hinder the practice of service delivery as a result; it adversely affects customers‘ 

satisfaction. Setting systems and structures that can reduce incidences of nepotism and 

ensure efficient delivery of services, use modern information communication 

technologies, awareness creation to clients, support the participation of stakeholders, 

creation of strong cooperation between governmental and nongovernmental actors, 

developing institutional anti-corruption strategy are highly recommended to fight against 

corruption to fulfill the needs of service users. 

 Formulating a proper system of gathering the opinion of clients is an important tool of 

information for the sake of identifying gaps and improving the services. This could be 

attained by establishing public forums in a rigorous way. However, it is pointed out that 

there is a certain gap in this respect. Therefore, the municipality should give due attention 

for opinions of clients and take in to account their recommendations.    
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5.4 Suggestions for Further Studies 

The study was specifically focused on assessing the service delivery practices and customer 

satisfaction in Enewari town municipality. Regardless of the fact that the researcher tried to 

do all his best to maximize its fruitfulness the study is subjected to some limitations because 

of its scope. As it was focused on Enewari town municipality employees and customers, it is 

difficult to generalize about the service delivery practice and customer satisfaction in other 

woredas sectors. Thus, the findings of the study were limited to the service delivery practices 

and level of customers‘ satisfaction in Enewari town municipality.   

Furthermore, the sample sizes were limited because of a number of factors. Further similar 

researches could be conducted on the following issues, factor affecting customer satisfaction, 

service delivery quality on land management service, budget administration, the coordination 

of municipalities and other stakeholders, for example the coordination between Ethiopian 

Electric Power Corporation, Ethiopian Telecommunication and a certain municipality in the 

work of infrastructures (are they feasible?) before proceeding in to practice etc., by using 

large samples to get sound findings. Finally, the researcher believes that this study was 

assessing the service delivery practices and the level of customers‘ satisfaction in Enewari 

town Municipality. Hence, any interested body can make use of this research as stepping 

stone for further studies on specific issues related to the issue. 
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APENDIX- A 

DEBRE BERHAN UNIVERSITY 

SCHOOL OF POST GRADGUATE STUDIES 

COLLEGE OF SOCIAL SCIENCE AND HUMANITIES 

DEPARTMENT OF CIVICS AND ETHICAL STUDIES 

QUESTIONNAIRE TO BE FILLED BY THE MUNICIPALITY EMPLOYEES AND 

CUSTOMERS 

The questionnaire is intended to assess service delivery practice and customer satisfaction in 

Enewari town Municipality. Information acquired from respondents has a significant 

contribution for the success of the study. So you are kindly requested to respond to the 

questionnaire.  Your genuine, frank and timely response is vital for the success of this study.  I 

would appreciate if you could spare a few minutes of your time to fill in the blanks in the 

attached list of questions to the best of your knowledge. The information in this questionnaire 

will be strictly confidential. No respondent will be identified by his/her name or position. The 

information will not be used for any other purpose other than for this research. Your assistance in 

facilitating the same will be highly appreciated. 

I would like to thank you in advance for your cooperation. 

Note 

No need of writing your name 

Please put a mark \ √/ or write your opinion on the space provided 

It is possible to provide more than one answer if necessary. 

Your responses are confidential and used for research purposes only. 

Sincerely, 

Kabtamu 

Part one. Demographic Information of respondents 

1. Sex: -        Male                          Female 
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Age 18-30                 31-43                          44-56 

Educational status 

Non educated grade                   5-8 grades                  

Certificate Degree   

Diploma  Masters 

Part two Questions Forwarded for customers and employees of the municipality 

A. Questions Related to the assessment of Service Delivery Practices of the Municipality 

1. Is there presence of service implementation standards for the proper and effective provision of 

services for their customers? 

 Yes                                No                 to some extent                     No idea 

2. Do the Employees‘ aware of about service standard to provide services? 

Very well                         to some extentLow 

 Not understand and know                                                   I don‘t have idea 

4. To what extent did Employees/ staff members‘ awareness‘ about service provision and 

implementation standards to provide services? 

Very well                                              to some extent 

A little                  Not at all                 I don‘t have idea 

5. Are there quality of service standards & implementations efficiency of staff members? 

Very well to some extent                                   Low          

B Questions related to Assessment of the status of Customers’ Participation in Planning, 

Implementation and Evaluation Endeavours of the Municipality and their satisfaction 

6.Do Customers’ participate in planning, implementation and evaluation of service program? 

 Yes                        No                  To some extent                      4. No idea 
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7. How much time frequently customers participate in planning, implementation and evaluation 

of service program? 

Monthly                   Quarterly                      Semiannually                                Yearly   

8. Customers are    satisfied by the service delivery of the municipality? 

Yes               To some extent                  Little satisfied                                    Not satisfied 

C. Questions related to assessment of the role of employees in decision making, planning 

and implementation of service programs 

9. Have you participating in planning and evaluation of service program? 

 Yes                        No                  To some extent                No idea 

10. Does your organization give a chance to employees to participate decision 

making with regard to service delivery? 

 Yes                                   No                       To some extent                              No idea 

11. Are there accountability systems for failures of responsibility in Your organization? 

Yes                            No                               to some extent                          No idea                                    

12. Employees are authorized to give decisions about their jobs? 

Yes                                No                          to some extent                         No idea  

D. Questions related to the responsiveness of municipality employees in treating customers 

13. Do Customers have proper service required from municipality? 

Yes                            No                           to some extent                         No idea 

14.  Do you think that Employees have Courtesy and respect to customers?  

Yes                            No                           to some extent                         No idea 

15. Do the municipality employees provide services to customers in a transparent and accountabe 

manner? 

 Yes                    No                         To some extent                                  No idea 
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16.  Does the municipality have performance evaluation system? 

Yes                    No                         To some extent                                  No idea 

17. Does the employee‘s performance evaluation is made based on indication agreed upon with 

the municipality leaders? 

Yes                    No                         To some extent                                  No idea 

18. Does the municipality provide guidance and supports for poor performances of employees? 

Yes                    No                         To some extent                                  No idea 

E. Assessment of consultation time with leaders, staff members and customers 

16.  Are there any consultation time with Boss and Staff members regarding service delivered? 

 Yes                         No                      To some extent                                   No idea 

17. If your answer is ‗‘yes‘‘ for question no.9 how much consultation time is there staff member 

with boss regarding service delivery? 

   Daily                               Within a week                   sometimes 

 Almost never                   I have No idea 

18. Relationship of Employees among themselves 

High                                        Medium                                  Low                  No idea 

19. How do you rate the relationship between employees and the Boss in your municipality? 

High                                                               Medium                         Low 

F. Questions related to complaint handling mechanism of the municipality 

20. Is there any well designed compliant handling mechanism in the organization? 

Yes                     No                                To some extent                         No idea 
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21. If your answer is ―No‘‘ for question no.20 what do you think the reasons to be?   

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________  

22. How do you rate the relationship between employees and Leaders in your municipality? 

 Excellent                                             Very Good                                    Good 

 Satisfactory                                           Not Good 

23. Do the municipality leaders communicate well and give clear directions about employees 

work? 

Yes                    2.  No                   3.To some extent                     

24. Does the municipality give timely response to customers with problems? 

Yes                         To some extent  No  

 25. Have you ever taken any training in relation to customer service delivery? 

Yes                     2 No                                To some extent                     No idea 

26. If your answer for question number 25 is ―No‖ what do you think is the reason for that? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

G. Questions related to the assessment of existing challenges that affects for the provision 

of effective service delivery of the municipality 
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27. What are the existing challenges in the process of service delivery practices that affects 

customerssatisfaction?___________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

28. What are the possible optimal solutions to mitigate the exiting challenges in the service 

delivery practices and level of customers satisfaction in themunicipality?___________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

Thank you for your cooperation 
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APENDIX- B 

DEBRE BERHAN UNIVERSITY 

SCHOOL OF POST GRADGUATE STUDIES 

COLLEGE OF SOCIAL SCIENCE AND HUMANITIES 

DEPARTMENT OF CIVICS AND ETHICAL STUDIES 

Name of the researcher Kabtamu Kidanemariam Aydagnhum 

AN INTERVIEW GUIDE TO THE KEY PARTICIPANTS 

Dear respondents: the objective of this interview is to gather data regarding service delivery 

practice and customer satisfaction in Enewari town Municipality to have in-depth understanding 

and give response to the research problem as part of fulfillment of master‘s degree in civics and 

ethical studies at Debre Berhan University. 

The objective of this research is to assess service delivery practice and customer satisfaction in 

Amhara Regional State North Shoa Zone the Case of Enewari town Municipality and provides 

possible recommendation solutions. 

The information you providing in response to this interview, will be used only for the 

accomplishment of academic purpose. Therefore, the researcher will request you to give your 

opinions objectively. Your response is strictly kept in confidential and highly valuable for the 

completion of this research. 

Thank you very much ended for answering these questions and your valuable time and 

thoughtful response! 

Your Position ______________________________________ 

1. Are there guide lines, procedures and standards in the municipality services to provide service 

properly? 

2. Are your customers aware and clear about the procedures of your service delivery? How do 

you make the awareness? 

3. How services are delivered for the customers so as to satisfy their needs/satisfactions? 
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4. Do you feel that your customers are happy with the service they receive from the municipal? 

5. Does the municipality give a chance to employees to participating in planning, implementation 

and evaluation of service program? 

6. Is there a system to accept and resolve customers‘ complaints? What mechanisms do you use? 

7. Is there any kind of consultation with customers intended at assessing their level of 

satisfaction regarding service delivery in the municipal? 

9. What are the major problems and challenges in providing services for the customer? 

10. How does your organization assess needs of its customers? 

11. What improvements have been made to increase service standards and improve customer 

satisfaction? 

12. Are your customers aware of and clear about the procedures of your service delivery? How 

do you make them aware? 

 13. How do you describe the competence of the staff (education, experience, ability and 

knowledge) at the Municipality of Enewari town? 

14. Do you have regular performance assessment sessions in the Municipality to measure 

improvements of performance and thereby to identify changing needs of the Municipality 

Clients? 

15. Is there a system to accept and resolve Complaints of the Municipality‘s customers? 

16. What improvements have been made by the Municipality to enhance its customers 

satisfaction? 

17. Is there any kind of consultation with customers intended assessing their level of satisfaction 

regarding the service delivery practice of the Municipality? 

18. In your opinion what are the major problems that affect the service delivery practice of the 

Municipality of Enewari Town? 

Thank you very much 
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APPENDIX-C 

DEBRE BERHAN UNIVERSITY 

SCHOOL OF POST GRADGUATE STUDIES 

COLLEGE OF SOCIAL SCIENCE AND HUMANITIES 

DEPARTMENT OF CIVICS AND ETHICAL STUDIES 

QUESTIONS FOR FOCUS GROUP DISCUSION 

The purpose of this FGD questionnaire is to collect relevant data that could be used to assess the 

service delivery practice and customer satisfaction at Enewari town municipality. Your 

participation and responses will have high value for this research and important in 

recommending and improving performance of service delivery and customer satisfaction. The 

study is conducted for partial fulfillment of the requirement for MA degree in Civics and Ethical 

studies. 

I would like to thank you in advance for your cooperation and for incising your precious time. 

1. What is the extent of manager‘s facilitation roles to improve quality municipal service through 

community representative participation? 

2. How do you explain efforts and support made by municipal managers to participating other 

stakeholders in planning of the municipality annual program? 

3. What are the determinant factors that hinder the community not to participate? 

4. How the municipality service provision, monitoring and evaluation, planning, reporting, and 

communication are carried out properly to attain the intended outcome? 

5. Does the municipality give chance to the community to participate in planning, 

implementation and evaluation of the municipality annual program? 

6. What is   your point of view on the level of corruption in the municipality of Enewari town? 

7. Do you think that, the municipality hasthe structures and procedures to encourage the local 

communities to review and comment uponpriorities, resource allocation decisions and better 

service delivery? 
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8. How local service provision, planning, monitoring and evaluation, and communication are 

carried out? 

9. What are the factors that optimize corruption in Enewari town municipality? 

10. Are the employees of the office capable enough in providing appropriate service delivery? 

11. Does the municipality execute its responsibility in a transparent and accountable manner? 

12. Do you think that the municipality is responsive to its clients? 

13. What are the role of stakeholders to implement effectively and efficiently the principle of     

Public service delivery? 

Thank you very much  
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APPENDIX-D 

PARTIAL PERSONAL PROFILE OF INTERVIEW AND FGD PARTICIPANTS 

Partial Lists of Key Informants Participated in Interview 

Rol. 

No 

Name of the 

Informant 

Age Place of 

Work 

Current 

Postion 

Date 

Interviweed 

Place of 

Interview 

Remark 

1 Shiferaw Konchu 

 

36 Enewari 

Municipalit

y 

Municipa

lity 

Leader 

12-07-11E. 

C 

Enewari 

Municipa

lity 

 

 

 

2 

Demsu Getachew 41 Enewari 

Municipalit

y 

Municipa

lity 

Leader 

19-07-11 

E.C 

Enewari 

Municipa

lity 

 

3 Mihiret Fesseswork 24 Enewari 

Municipalit

y 

Employe

e 

24-07-11 

E.C 

Enewari 

Municipa

lity 

 

4 Abrham Tadesse 32 Enewari 

Town 

Member 

of 

Complain

t Hearing 

Committ

ee 

24-07-11 

E.C 

At work 

place 

 

5 Mebrate Gonchu 46 Enewari 

Town 

Woreda 

Leader 

28-07-

11E.C 

Office  
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Partial Lists of Informants Participants in the FGD 

Rol. 

No 

Name of the 

Informant 

Ag

e 

Place of Work Current 

Postion 

Date 

Interviweed 

Place of 

Intervie

w 

Remark 

1 Yonnas Cheru 36 Enewari 

Town 

Gov‘t 

Employee 

29-07-11E. C Enewari 

Water 

Office 

 

2 Yingessu Girma 41 Enewari 

Town 

Woreda 

Leader 

29-07-11 E.C Adminis

tration 

Office 

 

3 Bizunesh 

Demissie 

24 Enewari 

Elementary 

School 

Teacher 29-07-11 E.C Enewari 

Element

ary 

School 

 

4 Negash Sertu 25 Enewari  Businessm

en 

29-07-11 E.C Work 

place 

 

5 Assabech 

Aytenfisu 

36 Enewari  Gov‘t 

Employee 

06-08-11 E,C Work 

place 

 

6 Demise 

Cherinet 

34 Enewari Woreda 

Finance 

06-08-11 E,C Office  

7 Girma Gizaw 38 Enewari High 

School 

Teacher 06-08-11 E,C At the 

School 

 

 

 

 

 

 

 

 

 


