
i

BINDURAUNIVERSITYOFSCIENCEEDUCATION

FACAULTYOFCOMMERCE

DEPARTMENTOFACCOUNTANCY

THEIMPACTOFGOODGOVERNANCEPRACTICESONENHANCING
SERVICEDELIVERYONLOCALAUTHORITIES.ACASESTUDYOF
CHITUNGWIZAMUNICIPALITY

B1543777

ADISSERTATIONSUBMITTEDINPARTIALFULFILMENTOFTHE
REQUIREMENTSOFTHEBACHELOROFACCOUNTANCY(HONORS)
DEGREEOFBINDURAUNIVERSITYOFSCIENCEEDUCATION.FACULTY
OFCOMMERCE.

DEC2020



ii

Approvedform

1.TOBECOMPLETEDBYTHESTUDENT

Icertifythatthisdissertationmeetsthepreparationguidelinesaspresentedinthe
Facultyguideandinstructionforpresentationdissertation.

…………………….. ……………………………

(Signatureofstudent) (date)

2.TOBECOMPLETEDBYTHESUPERVISOR

Thisdissertationissuitableforsubmissiontothefaculty.Ithasbeencheckedfor
conformitywiththeFacultyguidelines.

……………………………… ………………………………

(Signatureofsupervisor) (date)

3.TOBECOMPLETEDBYTHECHAIRMANOFTHEDEPARTMENT

Icertify,tothebestofmyknowledgethattherequiredprocedureshavebeen
followedandthepreparationcriteriahasbeenmetforthisdissertation.

………………………… ……………………………….

(signatureofchairman) (date)



iii

Releaseform

Author :B1543777

Title :Theimpactofgoodgovernancepracticeson
enhancing

Servicedeliveryinlocalauthorities.AcaseofCM

Programme :BachelorofAccountancyHonoursDegree(BACC)

Yearofcompletion :2020

PermissionisherebygrandedtothebinduraUniversityofScienceEducationlibrary
toproducecopiesofthisdissertationandtosellorlendsuchcopiesforprivate,
scolaryorscientificresearchonly.Theauthordoesnotreserveotherpublication
rightsonthedissertationandmayextensiveextractsfromitbeprintedorotherwise
producedwithouttheauthor’swrittenpermission.

Signed: ………………………………………………..

Date: ………………………………………………...

PermanentAddress: 24219UnitOExtensionSeke



iv

Dedication

Idedicatethisdissertationtomyfamilyand.Thisdissertationisthefruitoftheir

sacrificeanddedicationinsupportingmystudiesandcareer.



v

ACKNOWLEDGEMENT

Mysincere gratitude goes to AlmightyGod forproviding me the strength,

determinationandcourageIneededtoconductthisstudy.Myappreciationalso

goestomyadorableparentswhosemoralandmaterialsupportenabledmeto

successfullyconductandcompletethisstudy. Ialsoextentgratitudetomy

wonderfullymadeauntKatsereforallyourwarm support.LastbutnotleastI

appreciatemyhusbandFaraiChitekweandmydaughterLoyalChitekwefortheir

supportandlove.

MyotherappreciationgoestomySupervisor,MrMasinireintellectualguidanceand

academicsupportenabledmetobringthisdissertationtotherequiredlevel.

Lastbutnotleast,IwouldliketoextendmygratitudetostaffandcustomersofCM

aswellasthoseattheHeadQuartersforprovidingmewithalltheinformationIused

asdataforthepresentstudy.



vi

Abstract

Thisstudyaimedatfindingouttheimpactofgoodgovernancepracticesin

enhancingservicedeliveryinlocalauthoritiesusingChitungwizaMunicipalasacase

study.Locaalauthoritiesarefacingchallengesindeliveringservicestoitssociety.

Chitungwizahasbeenknownwithsomuchscandalsinyear2020suchasthe

dismissalofthetownclerckandnewsofmanagementmisusingfunds.Themain

objectiveofthisstudywastoassesstheimpactofgoodgovernancepracticesin

enhancingservicedeliveryinlocalauthoritiesinZimabwe.Themethodologyusedto

conductthisstudywasqualitativeresearchdesignwhererandomsamplingmethod

wasemployedtoselectrespondents.Questionnairesweremadeuseoftogather

rawdatafromtherespondents.Secondarydatawasalsoused.

ThedatawasanalysedusingMicrosoftexcelpackageandpresentedusingtables

anddemographics.Thestudyfoundthatgoodgovernancepracticesarenotadhered

toatCM.Itwasalsorevealedthatgoodgovernancecontributetoqualityservice

deliveryatCM.ThestudyfurtherfoundthatgoodgovernancepracticesatCMare

hinderedbyvariousfactorssuchasbureaucracy,corruptionanddelays.Thestudy

lastlyconcludedtheexistenceofarelationshipbetweengoodgovernanceand

servicedelivery.Thestudyrecommendedthat,toimproveservicedeliveryatCM,the

managementofCMshouldensurethatallCMstaffareawareoftheprinciplesof

goodgovernanceandadheretothemintheirdaytodayactivities.Itwassuggested,

CM,topayattentiontostaffandhumanresourcesdevelopmentstrategieswith

appropriatetrainingpackagestoenhanceknowledgeofgoodgovernance.
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CHAPTER1:

1.0Introduction

Thisstudyassessedtheimpactofgovernancepracticesonservicedeliveryina

localauthorityofMunicipalityofChitungwizaasacasestudyinZimbabwe.This

chapteroutlinesthebackgroundofthestudy,statementoftheproblem,research

questions,researchobjectives,assumptions,significantofthestudy,limitationsand

delimitationsofthestudy.

1.1Backgroundofthestudy

MunicipalityofChitungwizaisalocalauthorityBoardundertheMinistryofLocal

Government.Itisanonprofitmakingorganizationwhichbasicallyfocusesonthe

provisionofwater,seweragedisposal,fire,ambulance,clinics,roadmaintenance,

waterandsewerageconnections,parksandgardens,beerhalls,refusecollection.All

theseservicesareprovidedtothecommunityasawholeatafaircharge.Overthe

past3yearsChitungwizaMunicipalityhasbeenfacingchallengesinprovidingthe

aboveservicesabundantlyespeciallywaterhasbeenacrucialservicetobereceived

byresidentsaswellascommercials.

ChitungwizawasestablishedinJanuary1978asanUrbanCouncilwhenfourdistinct

arearswerejoinedtoform oneentity,thenewtown.Theareaboardthatwere

amalgamatedwereStmarysSekeandZengezaresidentialareas,whiletheforthwas

theindustrialcomplex.StMary’sandZengezawereadministeredbytheHararecity

councilwhileSekefallunderanarm oftheMinistryofinternalaffairstheDistrict

DevelopmentFund(DDF).Chitungwizagainedfullmunicipalstatusin1995andit

constructedamajorstateofartsportingfacility,theaquaticcomplexanditdidput

Chitungwizaontheworldmap.Themunicipalityrunsfourclinicsandtheseclinics

hasbeenservicingthewholeofChitungwizacommunity.Thecouncilalsoruns9

primaryschoolsandithasavocationaltrainingschool.

CurrentlytheMunicipalityisemergingandthrivingasadynamiclocalauthorityor

municipalitydedicatedtosupplyqualityservicesandproductswhichare

environmentally
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Inthiscentury,goodgovernancehasbroughtpublicawarenessontheoperationof

localauthoritiesaswellasotherpublicinstitutions.Ithasalsobecameanimportant

encouragementinconcernofanation’sabilitytoadheretouniversallyacceptable

democraticstandards(BrattonandRothchild,2012).Itensuresthatpolitical,social

andeconomicprioritiesarebasedonbroadconsensusinsocietyandthatthevoices

ofthepoorestandthemostvulnerableareheardindecision-makingoverthe

allocationofdevelopmentresources(WorldBank,2003).

Theaim ofgoodgovernanceinlocalauthorities’attempttoboostbetterservice

deliveryandupgradedaccountabilitybyestablishingastandardforgoodgovernance

inthepublicinstitutions.(IFA,2013).Effectivegovernanceinthepublicsectoras

wellaslocalgovernmentencouragesbetterdecisionmaking,efficientuseof

resources and strengthens accountability forthe stewardship ofresources

(Mutahaba,2012).

Highqualityofservicescanbeeffectivelyprovidediftheprinciplesofgood

governanceareadheredtoefficiently,suchasparticipation,ruleoflaw,transparency,

accountability,fairnessandefficiencyenableemployeestobemoreeffectiveand

transparentinprovidinghighqualityservices.Italsoprotectsthemfromthe

tendencytowardsmisconduct(Alaaraj,2014).Ontheotherhand,weakgovernance

compromisesservicedeliveryandtendstobenefitaselectedelite.

Thereisworldwidedissatisfactionwiththequalityofserviceofferedinlocal

authorities.Manypeoplecomplainaboutthequalityofcustomerservice

representatives,facilities,procedure/policiesandthegeneralatmosphereofpublic

institutions.ItwasreportedbyArathedeliveryofservicebypublicsectorisalsonot

properlytailoredtocustomerneeds.Majorsetbackstotheefficientrunningofthe

publicorganizationsystemincludelackofemployeemotivation,pooraccountability

andaccumulateddebtsduetounethicalandinadequateformulationand

implementationofpoliciesgoverningtheseorganizations(Lubuva,2008).and

Rahman,(2006)thatinBangladeshpoorqualitycustomerserviceinthepublicsector

isduetolackofwell-organizedmanagementandaccountabilityonthepartofpublic

servants.

Theissueofpoorgovernanceinlocalgovernmenthasalsobeenwelldocumented

inotherstudiesinthefieldofpublicmanagement.Consideringthefragilenatureof
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governancepoliciesinAfricanpublicinstitutions,TimothyandMaitreesh(2005)

pointedoutthatpublicservicesdeliveryinmanyAfricancountriesisriddledwith

bureaucracy,corruption,selfishnessandfavouritismthattendtobenefitthe

privilegedfewattheexpenseofthedisadvantagedmany.Andthishastheeffectof

underminingthequalityofserviceofferedbytheseinstitutions.

InZimbabwe,publicservicedeliveryfacesnumerouschallengesincludingpublic

moneywastage,lowrevenuecollections,lowpaidandunmotivatedpublicservants,

pooraccountability,and,generallypoorperformanceonservicedelivery(Issa,2010

andMagayane,2013).

PoorgovernanceatChitungwizamunicipalityisevidentlythroughlotsofscandals

suchasthedismissalofthetownclerk,thetopmanagementweregiving

themselvesrampantsalarieswhilstotherservantswerestruggling.Theissueof

fairness,transparent,weremisused

Statementoftheproblem

CorruptcasesloominginmosturbanlocalauthoritiesinZimbabwesuchasthe

misappropriationoffundstopurchaseexpensiveexecutivevehiclesbyChitungwiza

Municipalityin2010(TheHerald2010)andscandalswheretheMayorand24

Councillorsallegedlyallocatethemselvestraitsoflandworth$7millionUSDarea

resultofanineffectiveethicsarchitectureinurbanlocalauthorities(Theherald2017)

.ThusaccordingtheKasukuwere(2017)themanagementofChitungwiza

municipalityneedsanoverhaulasthelocalauthorityhavecrumbleddueto

corruptionandmaladministration.Earlythisyeartherewerealsoscandalsthat

happenedatChitungwizamunicipalitythatresultinthedismissalofthetownclerk

andalsoinChitungwizathereisdissatisfactionofqualityservicessuchassupplyof

watersinceitdoesnothaveitssourceofwater,collectionofrefuse,publiclights,

roads.Thescandalsautomaticallyshowbadgovernance.Thisgivesthewriterto

assesstheimpactofgoodgovernanceonservicedelivery,manypeoplecomplain

aboutthequalityofcustomerservicerepresentatives,facilities,procedure/policies

andthegeneralatmosphereofthemunicipals.
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Inaddition,thedeliveryofserviceatChitungwizamunicipalityisalsonotproperly

tailoredtocustomerneeds.Therefore,thelocalauthoritiesfacenumerous

challengesincludingpublicmoneywastage,lowrevenuecollections,lowpaidand

unmotivatedpublicservants,pooraccountabilityandgenerallypoorperformanceon

servicedelivery(Issa,2010andMagayane,2013).

Localauthoritiesaresupposedtofunctioneffectivelygiventhattheyaregiven

grandseverytimethereisanissuearouseandmakepoliciesthatsuitstheir

operations.Theconceptofgoodgovernancehasbecomeaglobalphenomenonas

localauthoritiesareencouragedtoensurequalityofservicesdelivery.Howeverlocal

authoritiesinZimbabwearecharacterizedbypoorgovernancewhichisaffecting

effectiveservicedeliveryandthisis attributedtoweakcontrolsystemsthatgovern

theinstitutions.Localauthoritiesareentrustedwithpublicresourcesandassuch

thereshouldbemechanismsthatensurethatthereaccountableandeffectiveuseof

thoseresources.Itisagainstthiscontextthatthestudywasconductedtoexamine

theimpactofgoodgovernanceonenhancingservicedelivery.

1.3ObjectiveoftheStudy

Theobjectivesofthestudyweredividedintotwocategoriesnamely,generaland

specificobjectives.

1.3.1GeneralObjectiveoftheStudy

Themainobjectiveofthestudywastoassesstheimpactofgoodgovernance

practicesinenhancingservicedeliveryinlocalauthoritiesinZimbabwe

1.3.2 SpecificObjectiveoftheStudy

Thespecificobjectivesofthestudywere:

(i) Toexaminetheextentofadherencetogoodgovernancepracticesinlocal

authorities.

(ii) Todeterminethecontributionofgoodgovernancetoservicedeliveryinlocal

authorities.

(iii) Toanalysechallengesfacinggoodgovernanceinlocalauthorities.

(iv) Todeterminetherelationshipbetweengoodgovernanceandservicedeliveryin

localauthorities.



5

1.4ResearchQuestions

Thestudywasguidedbythefollowingresearchquestions;

1.4.1GeneralResearchQuestion

Themainquestionoftheproposedstudywas:Whatistheimpactofgood

governanceinenhancingservicedeliveryinlocalauthorities.

1.4.2SpecificResearchQuestions

Thespecificresearchquestionsofthestudywere:

(i) Whatistheextentthatlocalauthoritiesadheretogoodgovernance

practices?

(ii) Doesgoodgovernancehaveanycontributiontothequalityofpublic

servicedeliveryinlocalauthorities?

(iii) Whatarethechallengesfacinggoodgovernanceinlocalauthorities?

(iv) Whatistherelationshipbetweengoodgovernanceandservicedelivery

inlocalauthorities?

1.5TheSignificanceoftheStudy

Totheresearcher

ThisresearchiscarriedoutinpartialfulfilmentofBachelorofCommerce(Honor’s)

AccountingDegreeaswellasequippingthewriterwithdifferentresearchskills.

ToChitungwizaMunicipality

Management

Theimpactofgoodgovernance willimproveproductivityandworkoutput.The
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organizationallongtermstrategicgoalsarearchivedwithinspecifiedtimeasgood

governanceistheorderoftheday.

Employees

Thegeneralwelfareofworkersistakencareof.Theirsalariesandbenefitswillbe

paidintimeduetoeffectivegoodgovernance

Councilors(Policymakers)

Theywillbenefitfrom empiricalevidenceonhow theyshouldgovernandhow

stakeholdersperceivetheireffortsinexecutingtheirmandatoryduties.

Ratespayers/otherstakeholders

Benefitfrom thebestqualityofservicedeliveryprovidedbyMunicipalityof

Chitungwiza.

Delimitation/Scope

TheresearchwillfocusonChitungwizaMunicipalitywhichislocatedinChitungwiza

TheresearchcoverstheperiodJan2019-Nov2020

Thisstudywillfocusontheimpactofgoodgovernancepracticesonenhancing

servicedelivery.

Thisstudywillinvolvealotofpeople,thesociety,management,employees,mayor

andalsothetownclerk.

Limitations

 Timeperiodconstrain

-Theresearchperiod mightbeshortbuttheresearcherwillmakeuseof

emails,internet,telephoneinconductingtheresearch.

 Electronicgadgetsconstraints
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-Theresearchhasaproblemoflaptopsbuthadtousecellphonestotype.

 Confidentialityofinformation.

-Accesstoinformationmaybelimitedsincemanagementconsiderssome

informationconfidential.However,theresearcherwasgivenaletterfromschoolto

ensuremanagementthatinformationdisclosedwillonlybeforacademicpurposes.

 Powerforcharging

-Theresearcheralso facespowerchallengessincetherewasonline

educationandtheresearcherhastofindelectricityfromotherhouseholdssince

theresearchershomedoesnothaveelectricity.

 Financialconstraints

-Theresearcherhasfinancialconstraintsfordatabouquets.

Assumptions

Theresearchisfollowingtheassumption

 ChitungwizaMunicipalityisfollowingtheUrbancouncilsactonapplicationof

governance.

Abbreviations

L.A-LocalAuthority

CM-ChitungwizaMunicipality

UCA-UrbanCouncilAct

ChapterSummary

Thischaptercoveredintroduction,backgroundofthestudy,statementofthe

problem,main research topic,research objectives,sub research questions,

delimitationofthestudy,limitationofthestudy,assumptions,acronymsandchapter



8

summary.Thenextchapterwillfocusonliteraturereview.

CHAPTER2:LITERATUREREVIEW

2.0Introduction

thepreviouschapterexposersthebackgroundofthestudy,statementofthe

problem,justification ofthe study,research questions,research hypothesis,

objectives,assumptions,significantofthestudy,limitationsanddelimitationsofthe

studyadabbreviations.Thischapterwillfocusonthedefinitionofkeyterms,

theoreticalliteraturereviewandempiricalliteraturereview,theliteraturegapsand

theconceptualframework.Thereviewsofliteratureled to draw significant

conclusionandservedasaguideforthestudy.

2.1Literaturereview

Literaturereviewistheprocessofinvestigating,analysingandscrutinisingdataand

informationwhichisrelatedtothetopicunderreview.AccordingtoRobertson(2008)

literaturereviewisaimedatestablishingacomprehensiveideaorstudythroughthe

useofsecondaryandpublisheddataorusingdifferentideasfrom already

establishedbodyofresearch.Itisimportanttoresearchinthatitprovidesthe

researcherwiththeabilitytoidentifyrelevantinformationtothestudy.
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2.2Definitionofterms

2.2.1THECONCEPTOFGOVERNANCE

overnanceisdefinedastheformalandinformalarrangementsthatdeterminehow

decisionsaremadeandhow actionsarecarriedoutinabusinessinpublic

institutionsfrom theperceptiveofmaintainingacountry’sconstitutionalvalues

(UnitedNations,2007).Accordingto[Smith2007]governanceisreferredtoasa

networkofprivatenongovernmentalbodiesthathavearoletoplayinthe

formulationandimplementationofpublicpolicyandthedeliveryofpublicservices.

Governanceisgovernmentplustheprivateandthird(notforprofit)sectors(Smith,

2007).

According to Musingafi(2012),thereisdisagreementon thedefinition and

understandingofgovernanceamongacademics,theorists,politicians,development

practitionersandotherinterestedparties.Consequently,itischallengingtocomeup

withadetailedandcommonlyacknowledgeddefinitionofgovernance.Different

peopleusethenotioninversely,relatingittodiverseculturalcontexts.TheWorld

WaterAssessmentProgramme(WWAP/UNESCO,2003)debatedthatsomemay

seegovernanceasessentiallypreoccupiedwithquestionsoffinancialaccountability

andadministrativeefficiency.Othersmayfocusonbroaderpoliticalconcernsrelated

todemocracy,humanrightsandparticipatoryprocesses.Therearethosewholook

atgovernancewithafocusontheassociationbetweenthepoliticaladministrative

andtheecologicalsystems.Otherapproachesseegovernanceentirelyintermsof

managementandtheoperationandmaintenanceofinfrastructureandservice.

KasambiraandNyamuda(2001)seetheeffortofgovernanceasbountifulpathto

theorganisation;determininghowtheorganisationwillbemanaged;holdingthefinal

authorityandresponsibilityfortheorganisation;planningonhowtoaccessand

locatescarceresources;andactingasthelastcourtofappealordecisionmaking

bodywhenmanagementreachesadeadlock.Thesearebroadfunctionsthatrequire

awideunderstandingofgovernance.AccordingtoMӓki(2008)governancedeals

withthepracticesandstructuresbywhichanorganisationorsocietyoperates.The

UnitedNationsDevelopmentProgramme(UNDP),ascapturedbytheWorldWater

AssessmentProgramme(WWAP/UNESCO,2003)ismoredetailedinthatitsees

governanceastheexerciseofeconomic,politicalandadministrativeauthorityto
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manageacountry’saffairsatalllevels.Itcomprisesthemechanisms,processes

andinstitutionsthroughwhichcitizensandgroupsarticulatetheirinterests,exercise

theirlegalrights,meettheirobligationsandmediatetheirdifferences.

Bruhn(2009)thinksthatgovernancefocusesonhowdecisionswhichareimportant

toasocietyoranorganisationaremadeortaken.Ithelpsdefinewhoshouldhave

powerandwhy,whoshouldhavevoiceindecisionmaking,andhowaccountshould

berendered.Thisdefinitioncoversboththetwomainschoolsofthoughton

governance,namelythetraditionalandthecontemporaryviews,andtherefore

incorporatesallthecontroversiesreferredtoabove.

Stoker(1998:17)assertsthatgoodgovernance“isultimatelyconcernedwith

creatingtheconditionsfororderedruleandcollectiveaction.”Inaddition,Chotary

andStoker(2009:3)emphasizethatgovernanceisabouttherulesofcollective

decisionmakinginsettingswithapluralityofactorsororganizationsandwhereno

formalcontrolsystemcandictatethetermsoftherelationshipbetweentheseactors

andorganizations.Ikome,(2007:147)definesgovernanceasastylethatpromotes

thecreationofstrong,open,equalandfreeeconomicandpoliticalinstitutions.The

definitionthatsuitsthewritersstudywasoftheunitednationsof

2.2.2GoodGovernance

Goodgovernanceisthereforedefinedbythe[UnitedNations2007][astheexercise

ofauthoritythroughpoliticalandinstitutionalprocessesthataretransparencyand

accountableandencouragepublicparticipation.Un[5bid]moreoveremphasises

thatgoodgovernancemakesinstitutiontobedemocraticmakingcreateavenuesfor

thepublictoparticipateinthepolicyviaformalorinformalconsultation.Italso

establishesmechanismsfortheinclusionofmultiplesocialgroupsindecision-

makingprocesses,especiallyonalocallevel. Accordingto[OECD,2013],good

governance can furtherbe explained as participation,transparency,and

accountability,effective,equitypromotingruleoflaw.thewriterusedthethe

definitionofgoodgovernanceproposedbyUN 2007.Withregardtogood

governance,theWorldBank(2003)stressedthatgoodgovernanceininstitutionsis

thekeytosuccessfulandsatisfactoryefficiencyandshouldthusbeinitiatedand

practicedwithininstitutionsinordertoachievebetterperformance.
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Additionally,Bond (2006)views good governance as clearand responsible

managementofhuman,natural,economicandfinancialresourcesofacountryinthe

drivetowardsequitableandmaintainabledevelopment.Goodgovernancenormally

impliesanumberofinstitutions,whichnormalizethebehaviourofpublicbodies,

arousecitizens’contributioningovernmentandcontrolpublic-privaterelations

(Villadsen,1999).

2.2.3LOCALGOVERNMENTINZIMBABWE

Chakaipa(2010)defineslocalgovernmentasadecentralisedlevelofgovernment,

democraticallyestablished,chargedwithaservicedeliverymandate,comprisedof

legalentitieswithdefinedpowers,chargedwithjurisdictionoveraparticulararea

withinthelimitssetbynationallegislationandlargelyself-financing.Asobservedby

Chakaipa(Ibid),thetheoreticalandconceptualargumentforlocalgovernmentisthat,

asthelevelclosesttothepeople,itisabletobetterarticulateandrespondtolocal

needs.Localgovernmentisalsobetterplacedtoharnessbothlocalknowledgeand

effortintheexecutionofitsmandates.Thecompetenciesassignedtolocal

governmentarenotonlylocalinnaturebuthaveadirectbearingonthedaytoday

livesoflocalcommunities.Localgovernmentprovidesameansfortheordinary

citizentotakepartinpublicaffairsatlocallevel.Citizenshaveanopportunity

throughtheirvotetoexerciseadecisiveinfluenceonthegeneraldirectionoflocal

affairs.Thustheraisond’etrefortheestablishmentoflocalgovernmentbymany

governmentsis:

• provisionofservicesataffordablecosttolocalcommunitiesinamore

responsiveandefficientmanner;

• promotionofpublicparticipationingovernmentasameansof

enablingandencouragingpeopletoexercisetheirrightsandresponsibilities

ascitizens;and

• toregulatetheconductofindividualsandorganizationsinareasunder

theirjurisdiction(Chakaipa,2010).

Musingafi(2012)defineslocalgovernmentasthecreationofparticipatoryand

democraticallyelectedstructuresthatcanidentifywiththeneedsofthepeopleat

grassrootslevelandensurethetranslationofthoseneedsintoactualprovisionand

maintenanceofessentialservicesandinfrastructureonasustainablebasis.Local
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governmentisviewedastheestablishmentofalowersphereofgovernanceforthe

purposeofexecutingfunctionsthatcentralgovernmentistoofarremovedtocarry

outeffectively.Localgovernmentbeingthelevelclosesttothepeopleisableto

betterarticulateandrespondtolocalneeds.Itisalsobetterplacedtoharnessboth

localknowledgeandeffortintheexecutionofitsmandates.Thecompetencies

assignedtolocalgovernmentinZimbabwearenotonlylocalinnaturebuthavea

directbearingonthedaytodaylivesoflocalcommunities.

LocalgovernmentinZimbabwereferstocorporatebodiesthatmaysueorbe

suedintheirownright.Sections227to232oftheUrbanCouncilsAct[Chapter29:15]

andPartxvoftheRuralDistrictCouncilsAct[Chapter29:13]provideforcouncilsto

makeby-laws,regulationsandresolutionstodealwithawiderangeoflocalplanning,

development,andcontrolconcernsoftheareaundertheirjurisdiction.Otherthan

parliament,councilsaretheotherinstitutionswhichcanmakelawsbindingonlocal

residents.Theselawshavetobeadoptedwithinthenationallegislativeframework.

Theheadingtosection314oftheUrbanCouncilsAct[Chapter29:15]statesthat,

theministermayreverse,suspend,rescindresolutions,decisions,andsoforth,of

councils.Forexample,theministerexercisedsuchpowersintheinstancewhenthe

CityofHararewasunderacommission.Theministerissuedacircularreversingthe

HarareCityCouncil’sdecisiontoreinstatethedirectorofhousing,directorof

engineering,andcitytreasurer.Thisdirective,however,provedtobecostlyasalotof

revenuewaswastedpayingsuspendedstaff.Ithasbeenarguedthatforgovernance

functiontobeeffectivelyfulfilled,localauthoritiesshouldbeseenasasphereof

government(see (Chakaipa,2010;Musingafi,2012)).The provision oflocal

governmentasadistinctsphereofgovernmentwillelevatecouncilsamongstthe

familyofpublicinstitutions.Oncethishasbeendone,centralgovernmentcan

neitherunilaterallyabolishlocalauthoritiesnorchangethenatureofaparticular

localauthority.

2.2.4Localauthoritiesandservicesprovided
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Alocalauthority isa BoardundertheMinistry ofLocalGovernment.Public

servicesincludewater,wastewater,solidwaste,heating,transportandotherrelated

servicesthatareprovidedbynationalandlocalgovernmentstoresidentsintheir

areasofjurisdiction.AccordingtoBachmannandMacCleery(2006),theideal

situationrequiresthatauthoritiesshouldensureadequateprovisionofthese

services.Nonetheless,manynationalandsub-nationalgovernmentsarefound

lackinginasfarasprovisionoftheseservicesisconcerned.Localauthoritiesshould

thereforemakesurethatpeopleintheirareashaveatleastthebasicservicesthey

need,someofwhichoutlinedabove.Theseserviceshaveadirectandimmediate

effectonthequalityofthelivesofthepeopleinthatcommunity.Forexample,ifthe

waterthatisprovidedisofapoorqualityorrefuseisnotcollectedregularly,itwill

contributetothecreationofunhealthyandunsafelivingenvironments.Poorservices

canalsomakeitdifficulttoattractbusinessorindustrytoanareaandwilllimitjob

opportunitiesforresidents.Therefore,thereisneedforgoodgovernancesoasto

enhanceservicedelivery.Basically,alocalauthorityisanonprofitmaking

organizationwhichbasicallyfocusesontheprovisionofwater,seweragedisposal,

fire,ambulance,clinics,roadmaintenance,waterandsewerageconnections,parks

andgardens,beerhalls,refusecollectionhealthandeducationservices.Allthese

servicesareprovidedtothecommunityasawholeatafaircharge.

2.3TheoreticalLiteratureReview

Thissubdivisionsummarizesthetheoreticalliteraturereviewofthestudy.Intuitive

theoryandSERVQUALTheoryofCustomerSatisfactionwerediscussed.The

traditionalandcounterpentoryviewofgovernanceisalsodiscussed.
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2.3.1IntuitiveTheory

Thisisthemodelwhichwasdevelopedfromthephilosophyofintuitionismdefined

byFoxandMeyer(1995)astheviewpoint,whichshapesthatmoralandapplied

dilemmascanbeelucidatedbymeansofintuitionsorthebasictruthswhichtendto

beinstinctivelyknown.Theintuitivetheorywasdevelopedinreactiontothetheoryof

rationalism.

Accordingtointuitionism,oneensuresthatthereisnotneedtogothroughanykind

ofrationalorpracticalprocessestorealizewhatistrueormistakensinceevery

personhasbeenbornwithcertainsimpleunderstandingethicaltruths.Accordingto

thisviewpoint,one’snativeintuitioniscapableofnotifyinghim immediatelywhen

somethingismistakenastheresultofbeingtransparenttoournaturalmorallaws

thatareinfluencedbyoutsidefactorssuchasahealthyenvironment,soundpolitical

institutions,goodeconomicsituation,adequateeducationandreligiousbeliefasthe

fruitsofone’sintuitiveinnerpowers.Agoodcodeofethicsmaybeofgreat

importanceininstructingthecodesofgoodgovernancesuchastransparencyand

accountability.Consequently,acodeofconductisexpressivelyadvantageousas

enablinglocalauthoritiestoregaintheircorrectintuitivepowersandbecome

transparent,responsibleandaccountableintheirservicestothecommunity(Bauer,

1997).Thetheoryenabledthestudytocomprehendhow localauthoritiesare

supposedtoactwhensupplyingservicestothecommunity,wheretheyaredirected

byacodeofethicsinemployingpoliciesthatwillcontributetothesocialand

economicdevelopmentofthenation.

2.3.2SERVQUALTheoryofCustomerSatisfaction

Parasuramanetal.(1985)introducedaninvestigationstreamthatvariousconsider

tobethemostinclusiveresearchintoservicequality,justoveradecadeago,

AccordingtoParasuramanetal.(1985),suggestedservicesuperioritytobea

functionofpre-purchasecustomerhopes,perceivedprocessqualityandperceived

outputquality.Theydefined servicequalityasthegap between customers’

expectationsofserviceandtheirperceptionsoftheserviceexperience,ultimately

derivingthenow-standard
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SERVQUALmultiple-itemsurveyinstrument(Parasuramanetal.,1988).

TheSERVQUALscaleisamajorinstrumentinassessingservicequality.This

instrumenthasbeenwidelyutilizedbybothmanagerandacademics(Babakusand

Boller1992;Somchai2013)toassesscustomerperceptionsofservicequalityfora

varietyoservices.BasedonParasuramanetal.’s(1988)conceptualizationofservice

quality(notedabove),theoriginalSERVQUALtoolincludeditemslabelledto

measure(a)customers’(servicereceivers)expectationsforvariousaspectsof

servicequality,and(b)customers’perceptionsoftheservicetheyactuallyreceived

fromtheserviceorganization.

TheSERVQUALinstrumentisbasedonthegaptheoryandgoodgovernancethata

customers’perceptionofservicequalityisafunctionofthedifferencebetweenhis/

herexpectationsabouttheperformanceofageneralclassofserviceprovidersand

his/herassessmentoftheactualperformanceofaspecificorganisation/

institutionwithinthatclass(CroninandTaylor,1992).Theoutcomeoftheinitial

printedapplicationoftheSERVQUALtoolindicatedthatfivemeasurementsof

servicequalityemergedacrossavarietyofservices.

Thesedimensionsincludetangibility,reliability,responsiveness,assuranceand

empathy(Parasuramanetal.,1999).Tangiblesarethephysicalindicationofthe

service(e.g.physicalfacilities,theappearanceofpersonnel,ortoolsorequipment

usedtoprovidetheservice),reliabilityinvolvesuniformityofperformanceand

reliability(i.e.whethertheorganization/institutionperformstheservicerightand

honorsitspromises)andresponsivenessconcernsthewillingnessorreadinessof

serviceprovidersoremployeestoprovideservice(e.g.timelinessofservice),

assuranceagreestotheknowledgeandcourtesyofserviceproviders/employees

andtheirabilitytoinspiretrustandconfidenceandfinally,empathypertainsto

caring,individualizedattentionthatanorganizationprovidestoitscustomers.
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Accordingtothistheorythestudyassumed,whatconsumers/communitymembers

expectintermsofqualityoftheserviceprovidedbyChitungwizaMunicipal.

Therefore,itprovidesabenchmarkonwhatcustomershouldgetdetermininggood

governancepracticesappliedatChitungwizaMunicipal.Thusforcustomerstobe

satisfiedwiththeservices,organizations/institutionsshouldprovideservicesthat

observeahighdegreeoftangibility,reliability,credibility,responsivenessand

assurance.

2.3.3TheTraditionalViewofGovernance

AccordingtoMusingafi(2012),thetraditionalviewofgovernanceissetinsucha

waythatthemassescarrytheweightofwhateverdecisionmadebythoseatthetop

ofthehierarchy.Ratherthangoverningcommonpoolresources,itisthemasses

thataregoverned.Theymaybeinvolvedinchoosingthegovernmentthrough

electionsbutthisdoesnotmeantheyaredirectlyinvolvedinpolicyformulationand

publicdecisionmaking.Inmostcasestheirviewsoncommonpoolresourcesare

disregarded.Theattitudeisthatgovernmentknowsbetterthananyoneelsewhatthe

massesneed.

AccordingtoAssaduzzaman(2009)thesituationoutlinedaboveleadsto

excessivepoliticalinfluenceandbureaucraticcontroloverlocalgovernance.This

scenariohasbeenblamedforconditionsofmassivepoverty,corruption,and

economicstagnation,lackofpoliticalstability,confusedprioritiesandviolationof

humanrightsespeciallyinthirdworldcountries(Jreisat,2004).Werlinascapturedby

Jreisat(2004)notesthattheprimaryreasonforthewealthorpovertyofanationis

initsgovernancenotitsnaturalresources.Infactresistancebymostdeveloping

countriestoadapttocontemporarypracticehasworsenedthesorrystateinthese

economies.

2.3.4TheContemporaryViewofGovernance

Thephilosophybehindthecontemporarythinkingongovernanceissummarized

bytheancientGreekphilosopherAristotlewhenhearguedthatiflibertyandequality

asisthoughtbysomearechieflytobefoundindemocracy,theywillbebestattained

whenallpersonsalikeshareinthegovernmenttotheutmost(Anon,2000).Thus

despitetherecentlyexpressedinterestinthenewgovernanceconcept,neitherthe

termnortheconceptisnew.
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Stoker(1998)assertsthatalthoughthereisstilldiversityonwhatgovernance

means,‘thereisabaselineagreementthatgovernancereferstothedevelopmentof

thegoverningstylesinwhichtheboundariesbetweenandwithinpublicandprivate

sectorshavebecomeblurred’.Stoker(Ibid)discussedthetheoryofgovernance

underthefollowingfivepropositions:

• governancereferstoasetofinstitutionsandactorsthataredrawn

frombutalsobeyondgovernment;

• governanceidentifiestheblurringofboundariesandresponsibilitiesfor

tacklingsocialandeconomicissues;

• governance identifies the power dependence involved in the

relationshipsbetweeninstitutionsinvolvedincollectiveaction;

• governanceisaboutautonomousself-governingnetworksofactors;

and

• governancerecognizesthecapacitytogetthingsdonewhichdoesnot

restonthepowerofgovernmenttocommandoruseitsauthority.

Peters(2001)ascapturedinAssaduzzaman(2009),cameupwithfourmodelsof
contemporarygovernance:themarketmodelwhichclaimsthattheprivatesector
canprovidebetterservicesthanthetraditionalpublicsector;theparticipatorystate
modelwhichemphasizesongreaterindividualandcollectiveparticipationby
segmentsofgovernmentorganizationsthathavebeencommonlyexcludedfrom
decisionmaking;theflexiblegovernmentmodelwhicharguesthatthegovernment
shouldbecontextualandflexibleandfinallythederegulatedgovernmentmodel
whichemphasizesthatthegovernmentshouldfocusonlessbureaucraticcontrol,
moremanagerialfreedomandrecommendationsbasedonsocietalneedsand
collectivedecisionmaking.

2.4 ConceptualModel
Theconceptualframeworkisastructurethatshowstherelationshipbetweenthemain
constructsinthestudyassuggestedbyKothari(2004).Theapproachthatshowsthe
importantvariablestobestudiedintheresearcheitheringraphicalornarrativeformas
givenbyFellowsandLiu(2003).AccordingtoKenneth(2005),conceptualframeworkis
structuredfromasetofbroadideasandtheoriesthathelparesearchertoproperly
identifyvariablesthathe/sheislookingat,framehis/herquestionsandidentifythe
relevantliterature.Aconceptualframeworkhelpstheresearchertoclarifyhisresearch
questionandaims.Inthisstudythe,conceptualframeworkwawasdevelopedasshown
inFigure1.1.
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Figure2.1:ConceptualFrameworkoftheStudy

Source:Researcher(2020)
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properaccountability,participation,responsiveness,ruleoflaw,equity,effectiveness

andefficiencyinthemanagementanddeliveryoftheservices.

Superiorityofserviceswasdeterminedusingthefollowingdependentvariables;

accessibilityandaffordabilityoftheservicewhichrelatestophysicalfacilitates,

equipmentandgeneralservicesdelivery,reliabilityofservicegivenbystaff;the

ability ofstaffto perform the promised service reliability and accurately.

Responsivenessisthewillingnessofstafftohelpcustomersandprovideprompt

service. Courtesyandcompetenceofemployees/staff;characterizedbycaring,

individualized attention and ability to inspire trustand confidence and an

understandingoftheserviceusers.

Inthestudy,otherdependentvariables(limitationfactorsforgoodgovernancein

localauthorities)include;corruption,bureaucracy,politicalinterference,delays,

incompetence,nepotism,lackoffunds,misuseoffundspoormanagementandpoor

technology.Allthesevariableswereanalysedinthecontextoffactorsobstructing

goodgovernanceinthelocalgovernment.

2.5EmpiricalLiteratureReview

Inthisunit,thestudiesthathasbeendonebyotherothersconcerningtheimpactof

goodgovernanceinenhancingservicedeliveryinlocalgovernmentandotherpublic

institutionsisdiscussed.

2.5.1GoodGovernanceinlocalgovernment/publicinstitutions

TheGovernmentofMalawi(2005)conductedastudyonGovernanceandCorruption

BaselineSurveytoidentifythelocusandextentofcorruptioninthecountry.The

surveyindicatedthat:NineoutoftenMalawiansperceivedcorruptiontobeaserious

problem whichdestroyspeople’sconfidenceinpublicinstitutions.Sixtypercent

believedthatitiscommontobribepublicofficialsinordertobeserved.Itwas



20

furtherpointedoutthatmoneyreceivedwasportionedoutbetweensuperiors

(26.9%),colleaguesintheorganization(21%),politiciansorpoliticalparties(24.6%)

andtherecipient.

AstudyconductedbyTikue(2014), ontheroleofgoodgovernanceinlocal

development.Thisstudyaimedtoexaminetheperformanceofgoodgovernancein

TigrayRegionalState.Itassessestheperformanceofgoodgovernanceinland

administration. Morespecifically,thestudyassessedtheperformanceofgood

governanceintermsoftransparency,accountabilityandresponsiveness.Thestudy

wasconductedusing182householdheadsselectedviaconveniencesampling.

Additionally,focusedgroupdiscussion,interviewandsecondarydatawereengaged

tocollectrelevantdata.Theresearchestablished,thatlocalgovernmentsthat

attainedbettertransparency,accountabilityandresponsivenessaremoreprobable

aboutdevelopmentthantheircounterparts.

Thestudyoutcomealsoshowsthattheperformanceoflandadministration

pertainingtotransparencyisstillatitsinfancy.Withregardtoaccountability,land

administration has installed accountability mechanisms where administrative

accountabilitycould beensured.Inspiteofthat,thepracticabilityofthese

accountabilitymechanismsandtoolsinthelandadministrationisinitsearlystage.

Thestudyalsoestablishedthatthereisadearthofdownwardaccountability.

Similarly,theperformanceofresponsivenesswasalsofoundunsatisfactory.Finally,

despitetheprioritizationoftheagendaofgoodgovernance,theoverallperformance

wasfoundstilltoremainlow,whichmakesitdifficulttoconcludethatthereis

significantchange.

Theresearchalsoestablishesthattheprimeissuesthatinhibittheperformanceof

good governance in the land administration include;corruption,poorpublic

education,weakmonitoringandevaluationsystem,lowimplementationcapacity,

low participationandlow coordinationamongstakeholdersandlow incentives

amonggovernmentemployees.Thus,ifgoodlandgovernanceistobesafeguarded,

thestudyendorsesthatthegovernmentshouldconcentrateonovercomingthe

aboveblockagesbysettingoutclearguidelinesandservicestandards,employing

civicengagementonobservingandassessingservicedeliveryprocess,providing
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adequateincentivestolandcommitteesandlocalcouncilsandsettingupacodeof

conductforlandadministrators.

Siswana(2012)conductedastudytofoundtherelationshipbetweenleadershipand

governanceintheSouthAfricanpublicservice.Specifically,thestudyaimedto

examinehow goodgovernancepracticesincreasepublicfinancemanagement

systems.Thefindingsofthestudyshowthatgoodgovernancehasresultedinthe

improvementofpublicfinancemanagementsystemsbyimprovingaccountability

andtransparency.

2.5.2GoodGovernanceversuspublicServiceDelivery

Rashid(2008)conductedasurveyofthequalityofcustomerserviceprovidedby

publicagenciesinMalaysia,focusingontheroadtransportdepartment.Asampleof

100respondentsrecruitedthroughconveniencesamplingtechniquewasusedto

gatherreliabledataforthestudy.Themethodusedfordatacollectionwasonline

questionnaires.DatawasexaminedbyCSVformatforstatisticalanalysis.Thestudy

foundthatmostoftherespondentswereunsatisfiedwiththequalityofcustomer

servicerepresentatives,facilities,procedureforreceivingserviceandthegeneral

atmosphereofthedepartmentitself.Itwasrecommendedthatemployeesinthe

studieddepartmentshouldbesentfortrainingincustomercarerelatedcourses.

EgwaikhideandUdon(2012)conductedastudyontheroleofservicedeliveryand

goodgovernanceintheinstitutionalizationoftaxationinNigeria.Specifically,the

studyaimedtoexaminehowgoodgovernanceintaxcollectioncanbeimproved

throughgoodgovernanceandhowservicedeliverycanbeimprovedbyincreasing

taxcollectionespeciallyinthepetroleumsector.Thefindingsofthestudyshowthat

lackofgoodgovernancepracticesinthepetroleum sectorinNigeriahasledto

rampanttaxevasionandcorruptionwhichunderminerevenuecollection.This,inturn,

translatesintopoorservicedeliveryandunequaldistributionofwealth.Thispoints

toadirectlinkbetweengoodgovernanceandservicedelivery.

Dash(2012)conductedastudyontheimpactofgoodgovernanceonservice

deliverybyfocusingonthepowersectorreformsinOrissa,India.Specifically,the

studyaimedatexploringthereformsinitiatedintheOrissapowersectorandits

impactonservicedelivery,equityandefficiency.Themainresearchproblemswere
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whethertheseobjectivesareachievedornot.Ifnot,forwhatreasons.Isthereany

studyexploringthesequestions?Whatarethecausesofthepoorfunctioningofthe

powersector?Hasthestatusoftheservicedeliveryimproved?How canthe

electricityservicebeequitablydistributed?

O’NealandCammack(2012)conductedastudyongoodgovernanceandservice

deliveryinMalawi.Thisstudyisbasedoncasestudiesoftwodistricts(Dedzaand

Rumphi)andonecity(Blantyre)andthreeservices–health,educationandwaterand

sanitation.Datawascollectedthroughinterviewswithkeyinformantsfromcentral

andlocalgovernment,civilsocietyandlocalcommunities.Thefindingsofthestudy

showthatmanylocalgovernmentemployeesandserviceprovidersaredoinggood

workandsomeremarkablesuccessisachievedwithlittlemoneyorsupport.

Boreholesaredug,schoolsbuilt,babiesdelivered,childrentaught,healthcampaigns

conductedandsecurityensured.Whilenationalsocialindicatorsaregenerallylow,

someshowrapidimprovement.

ThestudyalsofoundthatMalawi’shealthandeducationsectorsfacewell-known,

long-standingproblems.Forinstance,thegovernmenthascompletelyfailedto

guaranteeadequateinfrastructure,availabilityofessentialmaterials(e.g.drugs,

textbooks)and trained staffto meetthe needs ofmostMalawians.Such

shortcomingsinthedeliveryofqualityservicesarecausedbylackofgood

governancepractices.Thestudyconcludedthatdysfunctionalinstitutionsatall

levelsofgovernmentdirectlyaffectlocalservicedeliverybecausetheymeanthat

goodsandservices(medicine,water,doctors,mechanicstofixpumps)arenot

producedordonotreachthosewhoaretargetedandpoorMalawianswhowill

affordtooptoutofthepublicsystempaytheprice.

Bjerkili(2014)conductedastudyonsolidwastemanagementinAddisAbabawith

theobjectiveoffindingoutthereasonsbehindthepoorsolidwastemanagement

situationinthatcity.Thestudyusedanethnographicapproachtoexplorethe

subjectiveperspectivesoftheactorsinvolvedinsolidwastemanagementinAddis

Ababa.Themainmethodusedwassemi-structuredinterviews,whichweredesigned

tocollectthesubjectiveviewsoftheparticipantsinvolvedandidentifyconflicting

interests.Inaddition,personalobservation,documentsandnewspaperreviewswere

used.Themethodswereusedtocomparethesubjectiveviewsandofficialnorms
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withmyownobservationsmadeinthefield.

Themainfindingsofthestudyaddresstheformalrules,regulationsandpolicies

officiallyadoptedtoimprovesolidwastemanagementinAddisAbaba.Theofficial

rulesandregulationsarecomparedwiththefindingsofadetailedstudyoftheir

adoptionandimplementation.Thefindingsofthestudyshowedthatpowerand

politicsaffectthewaythatsolidwasteismanagedinAddisAbabaandthatthe

promiseofgoodgovernancehasfallenshortofattainingtheofficialgoalsand

remainedmerelyamatterofrhetoric.TheEthiopianGovernmenthasadoptedgood

governancepoliciestosuititsowninterestsandagendasbutthishasnotledtoany

improvementinthemanagementofsolidwasteinthecity.

Mughal(2005)examinedthelevelofgoodgovernanceandroleofthegovernment

intheprovisionofsustainablepublichousingdevelopmentinMalawi.Datawas

collectedbyinterviewingdistrictgovernmentofficials,administrators,andpoliticians,

planningorganizationsandbyconsultingprofessionals.Thestudyhighlightedthe

existenceofpoorgovernancepracticeinpublicorganizationsandrecommendedthe

establishmentofdynamicvibrantinstitutionswhichwouldensurethepresenceof

participatoryprinciple,consensusorientation,strategicvision,effectivenessand

efficiency,transparencyandtheruleoflaw inalladministrativeandpolitical

institutions.Thisstudywasdoneontheprovisionofsustainablehousingwhileour

studyfocusesontheprovisionofelectricityservices.
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Tadesse(2013)conductedastudyaimedatassessingtheservicedeliveryand

governancesystemintheroadagenciesoftheBenishangulGumuzRegionalStatein

Ethiopia.Specifically,thestudyexaminedthecapacityandroleofdifferentactors

andthegoodgovernancesysteminthepublicroadservicedeliveryintheregional

state.Theresearchrevealedthat,whileprivatefirmsplayaleadingroleamongthe

nonstateactors,theroleofthepublicstillremainsnegligible.Thedesigningof

platformsindifferentgoodgovernanceprogramsthatinvolvedthepublicisstill

inadequate.Theleveloftransparencyishigherintheroadagenciesathigherlevel

thanthoseatloweradministrativelevels.Theroadagenciesintheregionareless

responsivetopublicneeds.Themainreasonsforthisproblem are,limitedhuman

resourcecapacityandpoliticalinterference.Theabsenceofappropriatevoicing

mechanismsandmediacoveragehasadverselyaffectedpublicresponsiveness.On

theotherhand,thereisnodirectmechanismtomaketheroadagenciesaccountable

totheroadusers.Themajorproblemsare,staffincompetencewithintheregional

roadagenciesandlackofqualificationsontheirpartforpositiontheyholdandlastly

theexistingimbalanceinbudgetaryallocationbetween,saythemaintenanceand

constructionworkorbetweenhigherandlowerlevelagencies.Theseinturn,

negatively affected the leveloftransparency,responsiveness,voicing and

accountability.However,toimproveperformanceintheroadagencies,capacity

buildingalonewillnotsuffice.Thereisneedtoformulatepoliciesforempowering

thepublictoenablethem toraisetheirvoiceandtoholdtheserviceproviders

accountableinordertomaketheserviceademanddrivenone.2.4.3Challenges

facingGoodGovernanceinPublicInstitutions

TheWorldBank(2004)conductedaNationalGovernanceBaselineSurveyinZambia

toidentifythegovernancechallengesfacingthegovernment.Theinterviewmethod

wasusedfordatacollection.ItwasfoundthatZambiagovernmentinstitutions

facedanumberofgovernancechallengeswhichcanonlybeaddressedthroughthe

applicationofaseriesofinstitutionalreformsinkeyareastoimprovetransparency

andaccountability.

Itwasfurtherdiscoveredthatcorruptionwasaveryseriousproblemaffectingpublic

sectorswithinthecountry,leadingtopoorgovernanceandimpedingdevelopment.

Again,thedeliveryofsomepublicserviceswasfoundtobepoorandunevenacross

thecountry.Lastly,thestudysawthatpublicofficialsarerarelyrecruitedonthe
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basisofqualityandtransparency.ItwasrecommendedthatthePublicService

Reform Program (PRSP)beimplementedtoimprovegovernancewithinthepublic

sector.

Waheduzzaman(2010)examinedtheprecisesituationsatthelocallevelandthe

barrierstotheprocessofpeople’sparticipationinlocalgovernmentbodies.Both

qualitativeandquantitativeapproacheswereused.Datawascollectedusingthe

interviewandquestionnairemethod.Thefindingsrevealedthattherewerevarious

hindrancestoeffectiveparticipationbythepeople.Firstly,thereislackofawareness

bygovernmentofficialsofthevalueofpeople’sparticipation.Secondly,the

mechanisms fordirectpeople’s participation through differentmanagement

committeeswerefoundtobeflawed.

Finally,thelocalpeople’slackofconfidenceintheirelectedleadershindered

effectivepeople’sparticipationthroughtheirelectedleaders.Ithasrecommended

thatanewsystem bedevisedtoovercomeexistingbarrierstoseriouspeople’s

participationinlocaldevelopmentprograms.Theauthorconcludedthatlawsand

ruleswererequiredtomakethenewpeople’sparticipationsystem legallybinding

andtobuildtrustamongdifferentactorsbyclarifyingtheirrolesinthesystem.

Hessen(2011)conductedastudyongovernanceandgoodgovernancerelated

issuesandsustainabledevelopmentinBangladesh.Anexplanatorydesignwasused

aswellasextensiveliteraturereviewandsecondarysources.Itwasdiscoveredthat

democracyandgovernanceinbothpublicandprivateinstitutionsinBangladeshis

stillplaguedwithviolence,corruption,outdatedpolicies,humanrightsabuse,

absenceofruleoflaw,non-accountabilityandheavypoliticizationofallgovernment

institutionsincludingthejudiciary.Itwasrecommendedthatastrongpolitical

leadership with commitmentto fightagainstdeep rooted corruption,non-

accountability,non-transparencyandinefficiencyisimperativeforestablishinggood

governanceandforensuringthesustainabledevelopmentofbothpublicandprivate

sectors.

AsiimweandSteyn(2013)assessedfactorshinderingtheeffectivegovernanceof

publicuniversitiesinUganda.Qualitativeandquantitativeapproacheswereusedand
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datawascollectedusinginterviews,questionnaireandthefocusgroupdiscussions

method.Datawascodedandanalyzedbystatisticalpackageofsocialscience.The

studyrevealedthatthekeyobstaclestopublicuniversitygovernanceinUgandawere

internalpolitics,lackofcommitment,bureaucracyinmanagement,conflictingvalues

andculturesintheinstitution,centralizationofauthorityanddecision-making,

inadequatefunding,insufficientremunerationandtheeffectofglobalization.Its

recommendedthatlackofcommitment,bureaucracyinmanagement,conflicting

valuesintheinstitution,centralizationofauthorityanddecision-making,insufficient

financing,financinghighereducationandinsufficientremunerationshouldbe

reducedbymaximizingdelegationanddecision-making,increasinggovernance

financingandbalancingbureaucracyinmanagement.

Dayanandan(2013)wroteadissertationassessingthegovernancepracticeandits

impactontheperformanceofthecommunityorganizations(cooperatives)in

Ethiopia.Asampleof125membersfromeightprimarycooperativeswasobtained

usingthe random samplingtechnique.Datawascollectedbyasemistructured

questionnaireandanalyzedusingSPSS(version20)andsimplestatisticssuchas

mean,percentagesandchi-squaretestwasused.Abinarylogisticregressionmodel

was also used.Itis revealed thatinadequate business participation,poor

responsiveness,lackofawarenessaboutthemanagement,lackofdemocracy,

corruption,apoorsenseofownership,doubleresponsibilityandlackofmember

awarenesswerefoundtobethereasonsforweakperformance.Thebinarylogistic

regressionmodelresultsshowthatfourpredictorvariablessuchasparticipation,

accountability,transparencyandruleoflawarefoundtobesignificantontheimpact

ofcooperativeperformancewhichcallsforproperattentiononthepartofthe

stakeholdersconcernedinmaintaininggoodgovernancepractice.

Uddin(2010)conductedastudyontheimpactofgoodgovernanceondevelopment

inBangladesh.Explicitly,thestudyaimedtoestablishhowtheabsenceofgood

governancepracticeshindersdevelopmentinthecountry.Thestudyfoundthatgood

governance is more effective where itcan overcome differentforms of

discrimination.Bothgendersshouldenjoyequalrightstorendergoodgovernance

moreeffective.Thestudyalsofoundthatequalityindevelopmentcannotbe

achievedwithoutgoodgovernance.Thestudyalsodiscoveredadirectlinkbetween

accountabilityandgoodgovernance.
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ThestudyconcludedthatgoodgovernanceinBangladeshisrareinpractice

becauseboththepublicofficialsarenotaccountableandthedecision-making

processisfarfrom transparent.Thestudyfurtherconcludedthatcorruptionisa

majorobstacletogoodgovernanceinBangladesh.Toensuregoodgovernancethe

principalprerequisiteistheminimizationofcorruption.Bangladeshisaleast

developedcountrywithabysmallylowliteracyrate.Bangladeshwoulddowelltotake

itscuefromdevelopedcountriesinthematterofgoodgovernance.

Ntalaja(2011)conductedastudyontheroleofgoodgovernanceinimproving

revenuecollectionsandthedeliveryofpublicservicesinSouthAfrica.Thestudy

foundthatpublicservicedeliveryinAfricaishinderedbyvariousfactorssuchas

corruption,staffincompetence,absenceofgoodgovernancestructuresandlackof

moretransparentrevenuecollectionsystems.

2.6KnowledgeGap

Theestablishedliteraturereviewinthisstudymainlyfocusesontheinvestigationof

goodgovernanceandservicedeliveryinpublicinstitutions.Inthisstudytherewas

foundoutthereislittleresearchonthelinkbetweengoodgovernanceandservice

deliveryinlocalgovernmentinthemunicipals.Thepresentresearchthereforeaims

tofillthisgapaswellastoprovidematerialforfurtherresearchandreference.
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Chapter3CHAPTERIII

RESEARCHMETHODOLOGY
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3.0Introduction

Thischapterwillfocusontheresearchdesignandtheresearchinstrumentsthat

usedtocollectdata.Consequently,forthepurposeofcollectingrelevantdatathere

isneedtoanalyseresearchcomponentssothatonecanarriveatreliableandoffer

validdataforaresearchhencethischapteraimsingivinganindepthanalysison

researchmethodology.Thischapteralsoexaminesanddiscussesmethodsand

proceduresofdatacollectionaswellastheinstrumentsthatwereusedinthe

collectionofdata.Theinstrumentsthatwereusedinthecollectionofdatawere

questionnaires focus group discussions,primary data secondary data.The

populationsizeandthecompositionisidentified,moresotheconceptofresearch

methodsuchasresearchdesignandtheethicalconsideration.

3.1ResearchMethodology

AccordingtoMugure(2007)researchmethodologyisasystematicprocessof

formulatingcorporatedecisionsthroughthecollectionofrelevantinformationand

data.Itencompassesmanyaspectssuchastheresearchinstruments,research

techniques,andpublicresearch.Raine(2010)arguedthatresearchmethodologyis

thescientificwayusedtoshowthedirectionofthestudyandinsolvingproblems.

Essentially,theproceduresbywhichresearchersgoabouttheirworkofdescribing,

explainingandpredictingphenomenaarecalledresearchmethodology(Raisekeret

al2017)

Munuire(2009)propoundedthatresearchmethodologyisimportantinthatitcreates

theknowledgebaseandtrainingintheselectionofthematerials,instruments,

researchtoolsnecessaryforsolvingtheproblemathand.

3.1.2ResearchDesign
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Theresearchdesignfocusesonhowtheresearcherwilladdresstheproblem at

handhencethereisneedtofind morecompletestrategywhichiscementedwith

othercomponentsofthestudy(universityofSouthernCalifonia2017).Accordingto

Trochim (2005)researchdesignedprovidesthefoundationthatformsthebaseof

thestudythatis,itinstitutescomponentsthatbindstheresearchintact.Thusitis

importanttonotethattheresearchdesignprovidesthebasesonhowdifferent

componentsandtoolsofthestudyareconcretedtogetherinaddressingtheproblem

athand.Thornhilletal(2012)opinesthattheresearchdesigngivesthedirection

howoneintendstorespondtotheresearchquestion.Thusforthepurposeof

assessingtheimpactofgoodgovernanceonenhancingservicedelivery,the

researcherusedqualitativeresearchapproachso toevaluatetheexpression,

emotionsandperceptionofthetargetedpopulation.Furthermore,Shuttleworth

(2008)statesthataqualitativedesignprovidesmorerealistic responsesthana

purelystatisticalsurvey.

3.1.3Qualitativeresearchdesign

AccordingtoBorregoetal(2009)viewedqualitativeresearchasaprocessof

planningtheresearchbyintegratingallthecomponentsofthestudythatisthe

techniques,researchinstrumentsandresearchanalysis.Moreso,qualitative

researchdesigninvolvestheprocessofcollecting,interpretingandanalysingdata

extractedfrom questionnairesandinterviewsthatwereusedinconductinga

research.AccordingtoTewksbury(2008)qualitativeresearchdesigngivesadeep

appreciationoftheproblem athandbasingontheresponsesfrom thedata

gatheredthususingresearchinstrumentstheresearchhadabetterunderstanding

ontherelationshipbetweentheimpactofgoodgovernanceandonenhancing

servicedelivery. .

3.2TargetPopulation

AccordingtoAvwokeni(2006:92)thepopulationisthememberofrespondentsthat

suitthepurposesofthestudythatisthepopulationthatcangiverelevant

informationtotheproblemathand.Japheth(2012)conceptualisedpopulationasto

thetotalnumberofitemsandpeoplethatarestrategicallylocatedinthejurisdiction
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wheretheresearcherintendstocarryouttheresearchandidentifytheproblem.

Thatisingeneralthewholeparticipantsofastudy.ChitungwizaMunicipalityconsist

of100 employees which includes management,technicians,clerks,general

employeesandgeneralhandsemployeeshoweveritisdifficulttoattaininformation

from alltheemployeeshenceasampleof48councilstaffwhofallswithinthe

administrationofchitungwizamunicipalthatisfrom thefivemaindepartments

namelyhumanresourcemanagement,Finance,Planning,EngineeringandAudit.The

respondentstargetedcomprisedofmanagement,technicians,clerksandother

officialsofcouncil.

3.3Sampling

AccordingtoJacobs(2008),thepurposesofcarryingfeasibleandmorereliable

researchthereisneedtohave amanageablegrouporpopulationwithsame

attributesorcharacteristics .Furthermoreitcanbeasmallproportionalofthe

populationwhomtheresearcherintendstousetoprovidereliableinformationofthe

study(Awoniyietal2011).Field(2007)arguedthatasampleisarepresentationof

thetotalpopulationthatisselectingafractionofthepopulationtoestimateor

assumethecharacteristicsofthewholepopulation.Theresearchusedtwo

samplingtechniquesusedwhichwereprobabilityandnon-probabilityaresampling.

3.3.1Benefitsofsampling

Sidhu(2003)suggestedthattheadvantageofsamplingisthatitiseasytonullify

whendealingaverylargesamplewhichinfactholdsaverysignificantknowledgeon

thesubjectmatter.Italsoservesaconsiderableamountoftimeintheresearch

periodascomparedtousingthewholepopulation.

Disadvagesofsampling

AccordingtoJacobs(2008),samplingisanexpensiveexercisealtogethertoadopt

andthecollectionprocessofsampleevenmorecostlysinceitisafractionofthe

population.Whenthereishighprobabilityofbiasthesamplingbecamecostlier.
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3.3.2Samplingtechniques

3.3.2.1Probabilitysampling

Trochim (2008)isoftheviewthatprobabilitysamplingisaprocessofselecting

respondentsinahaphazardorrandom way.Furthermore,hearguedthatthereis

needtocreateasystematicwaywherealltherespondentshavethesamerelative

advantageorprobabilityofbeingselected.Probabilitysamplingensuresthatallthe

respondentshavearelativeadvantageofbeingchosen.Theresearcheroptedfora

randomsamplingmethodasaformofprobabilitysamplingastheallthetargeted

populationhadarelativeadvantageofbeingselected.

3.3.2.2Nonprobabilitysampling

OntheotherhandJacobs(2009)definesnon-probabilitysampleasamethodwhere

theresearcherdeliberatelyfavoursorselectacertainfractionofthepopulationsfor

specificreasonsorinordertoaccuratelyrespondtocertainproblem.Onprobability

samplingcanalsobereferredtopurposivesamplingwhereforinstanceinorderto

understandreliablefinancialproblemsonewouldselectmembersfromthefinance

departments who understand financialmanagementbetterthatthe other

departments.

3.3.2.3Purposivesampling

AccordingtoBlaide(2009)purposivesampleusestheconceptsofnon-probability

samplemethodwherethepopulationisselectedbasingontheirqualitiesand

characteristicsandareselectedonthebasisofmeetingaspecificresearch

objective. Crossman(2017)arguedthatpurposivesamplingcanbeappliedin

situationswhereyouhavelimitedtimeandresourcesorwhenyouwanttoaddress

thesituationquickly.

Inaddition,purposivesamplingcanbeusedbasingonthejudgementofthe

researchertoselectthepopulationthatsuitsthespecificareaofstudythatisbeing

ableanalysethecharacteristicsofthepopulationbeforeselectingthem (Blaide,

2009).Inthiscontexttheresearchfocusedonallofficialswithhighergradesand
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qualificationsandwiththeassumptionthattheyprovideadequateandreliable

informationandtheybestunderstandthegoodgovernancepracticesofthe

organisation.However,thismethodisbasedonassumptionsandsometimesmight

failtoreachtoaconvincingstrategytoapplytotheproblemathandinthatsomeof

themembersareleftoutandhavehigherchancesofhavebiases

3.3.2.4SimpleRandomsampling

Frerichs(2008)arguedthatunlikepurposivesamplingwherethepeoplehavealower

probabilityofbeingselected,simplerandomsamplingoffersamoresystematicway

whereallthetargetedpopulationunderstudyhavearelativelysameadvantageor

probabilityofbeingselected.Thishoweverreducessamplingerrorsandbias.The

researcherusedthesimplerandom samplingsothatallmembersofdepartments

thatisthePlanningand department,humanandresources,FinanceDepartment,

EngineeringdepartmentaswellastheAuditDepartmenthavearelativeadvantage

ofbeingselectedsincetheywereallequippedwiththeunderstandingofgood

governancepracticesintheirexecutionofdutiesandunderstandingthesystems

andproceduresoftheorganisation.

Samplesizemeasuresthetotalnumberofpopulationselectedforquestionnaires.

Thesamplesizehelpsinestablishingreliabilityandaccuracyofdata(Zamboni,

2017).

Table3.1Samplesizeforstaff

Category Population
Population

sample
Samplingmethod

Management 8 4 Purposivesampling

Technicians 8 4 Purposivesampling

Clerks 10 4 Simplerandomsampling

Employees 74 36 Randomsampling
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Total 100 48

Source:Researchdata2020

Samplesizeforcustomers

SincetheresidenceofChitungwizamunicipalaremany,theresearchtargeted100

customershowevertheapplicationofsimplerandom samplingandpurposive

samplingtechniquesinthestudymanagedtoselect52respondentsforthe

questionnaireusingsimplerandomsampling.

Population sample rate

100 52 52%

3.4MethodsofDataCollection

BasedontheworkofVan-Zyl(2005)thedatacollectionmethodisdescribedasthe

specificapproachusedtogatherinformationandthechoiceofmethodsdependson

researchobjectivesandquestionstobeaddressed.Thedatacollectedforthestudy

comprisedofbothprimaryandsecondarydata.Datacollectedfrom Chitungwiza

Municipalitycustomerswasusedtomeasuretheleveloftheirsatisfactionwiththe

qualityoftheservicestheydoreceivefrom the municipalidentifyingareasof

satisfactionand

dissatisfaction.

3.4.1PrimaryData

Primarydatacanbedefinedasthefreshinformationgatheredforthefirsttimeand
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happenstobeoriginalincharacter.Kothari,(2006)describedprimarydataasthe

originalworkofresearchorraw datawithoutinterpretationorpronouncements

presentedinofficialopinionorposition.Accordingtothenatureofthestudy

structuredquestionnaireswereusedasthetoolforcollectingprimarydatausedin

thestudy.

3.4.1.1

Advantagesofprimarydata

 Itgavefirst-handinformation,whichisclearandstraightforwad

3.4.2Questionnaires

AccordingtoKothari(2006),aquestionnaireisasetofquestionswhichareusually

sentto selected respondents to answerattheirown convenienttime and

subsequentlyreturnthem totheinvestigator.Closeendedquestionnaireswere

employedinthestudyastheyareeasierandmoreconvenienttobefilledby

respondent.The questionnaires were completed byrespondents,asking the

respondentstoratetheroleofgoodgovernancepracticesinenhancingservice

deliveryinpublic

institutions.
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3.2.3SecondaryData

Secondarydataarethosedataobtainedfromaliteraturesource.Thesearetheones

thathavealreadybeencollectedbytheotherpeopleforsomeotherpurposes.These

arethesecondhandinformationandincludepublishedones(Sundersetal,2007).

Themostimportantsourceofliteratureonthefieldofgoodgovernanceandservice

deliveryinpublicinstitutionsasanaidtogainabetterunderstandingofgood

governanceoverservicedeliveryincluded;relevantbooksconcerningtheroleof

goodgovernanceinthedeliveryofservicesofferedbypublicinstitutions,published

andunpublisheddissertations,articlesfrom journalandnewspaperreports.The

annualreportsofchitungwizamunicipalityandothervariousreportsrelatedto

governancewerealsoreviewed.

3.7EthicalConsiderations

AccordingtoKumar(2011:217)ethicalconsiderationsinaresearchisaprocess

whereprofessionalethicalvaluesguidetheconductofaresearch.Accordingly

ethicscanbedefinedasperformingoractingaccordingcertainstandardsor

principles.Thuswhenconductingaresearchthereisneedtoabidetocertain

obligationsandprinciples.Devlin(2006:155)arguedthatitisimportanttoadhereto

whatyoupromisedtodeliverintheresearch.AccordingtoDavies(2006)thereis

needtoestablishapsychologicalcontractoragreementbetweentheresearcher

andrespondentsthusduringtheresearchprocesstheresearcherpromisedtotreat

theinformationwithconfidentialityandmaintaintheanonymityoftherespondents.

Furthermoretheresearcherconsideredtheethicaldilemmathatmayrisedueto

infringingsomeindividualororganisationalprivacythustherewasneedtoseek

authoritytoconducttheresearchfrom theChiefExecutiveOfficerofMRDC.The

fundamentalrightsoftherespondentswillbeprotectedandtheresearcherwill

abidetotheagreements

3.8Reliabilityandvalidity

3.8.1Reliability

Joppe(2000)arguedthatresultsneedtobeconsistentandaccuratelypresentedin
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asimilarfashionandinthatitcanbereproduceusingthesameresearch

methodologysoastogainreliabilityofthestudy.Thuscollectionandpresentation

ofdatashouldpresentreputableresultsovertime.AccordingtoNunnally(2007)in

orderformeasurementstobereliabletheyshouldberepeatedatanygiventime

despitethecircumstances.Nolan(2008)arguedthataccuracyofaresearch

instrumentdeterminesreliabilitythusforinstancecollectingdatathroughsame

methodologyshouldproducethesameresults.

3.8.2Validity

Monreal(2007)statesthatvalidityisthedegreetowhichtheresearchinstrumentis

supposedtomeasure.Thusinvaliditytheinstrumenttohighlightwhatisgoingtobe

measured .Furthermore he argued thatthe researchershould considerthe

effectivenessofaresearchinstrumentinmeasuringtherespondentsunderstudy.

3.9Pretesting

AccordingtoBrighton(2008)pre-testinginvolvesaprocessoftestingthevariables

ordatainstrumentsbeforethefinalresearch,tocheckwhethertherespondentswill

beabletoeffectivelyrespondtotheproposedquestions.Pre-testingnormally

involvescarryingafeasibilitystudyofthetopicunderreviewtocheckhowthe

respondentswillrespondorunderstandthetopic.Theresearcherpretestedthe

questionnairechoosingafewrespondentsfromtheDistrict

Administrator’soffice.Howeversomeoftherespondentsfailedtounderstandthe

questions.Thepre-testwassuccessfulduetothewillingnessoftherespondents.

3.9.1Datapresentationandanalysis

Thefindingsobtainedintheresearchwaspresentedusingtablesandgraphs

.Conclusionsweremadebasingonthepercentageandfiguresthatwereobtained

inthestudy.Graphicalpresentationswasvitalinhighlightingtheresponsesofthe

respondents.Thefindingwerecriticallyanalysedsoastoarriveatconclusionsof

thestudy.Thefindingswerepresentedandanalysedinasystematicwaythatwas

respondingtotheresearchobjectives.Theresearchusedmoreofaqualitative

approachthanquantitativeinanalysingandpresentationofdata.
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3.9.2ChapterSummary

Theobjectivityofthischapterwasaimedatidentifiedsomeoftheimportant

aspectsoftheresearchmethodologyintryingtofindresultsregardingtheimpact

ofgood governanceonenhancing servicedelivery.Furthermorethechapter

discussedtheresearchmethodologyanddesignasthefundamentalstepsina

research.Datacollectioninstrumentswhichwas,questionnairesfocusgroup

discussions were introduced and assessed on theircontribution towards a

successfulcollectionofdata andintroducedtheinstrumentsusedindata

collection.Thewriterusedpurposiveandrandom samplingtechniques.Having

assessedthedatacollectioninstrumentstheresearcherwillfocuson30employees

onthecriteriaofexperienceandpositionsand5HeadofDepartmentsEngineering,

Planning,Finance,AdministrationandSocialServicesandAudit.Theconceptof

ethicswasconsideredinthestudysoasabidetotherulesandobligationsguiding

theresearch.Apre-testwasdonesoastodeterminefeasibilityofthestudyand

gaugewhetherthewillunderstandandabletorespondtowhatisrequiredfrom

them.Thechapterconcludedbyaddressingthepresentationofdataandhowitwas

analysed.Inthiscontextthenextchapterwillanalyseandpresenttheextracteddata

throughgraphs,tablesandpiecharts.
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CHAPTER4

DATAPRESENTATION,ANALYSISANDDISCUSSION

4.0Introduction

Thischapterpresentsthefindingsofthestudyontheimpactofgoodgovernanceon

enhancingservicedeliveryinalocalauthority.Itfocusesontheanalysispresentation

anddiscussionsofdatacollectedfrom staffandcustomersofthemunicipal.

Analysisofdataisaveryimportantpartofanyresearch.Thequalityofdata

collectedmattersbutwhatmattersmoreistheinterpretationofthatdata.Dataofall

the respondents to the questionnaires were compared to provide a better

understandingofthesituation.Thiscomparisonwasusedtoachievetheobjectives

ofthestudy.

4.2Questionnaireresponserate

Table4.1:Responserate

Respondent Questionnaire

administered

Questionnaire

completed

Responserate

staff 48 44 91.7%

customers 52 51 98.1%

total 100 95 95%

4.2.1ProfileoftheRespondents

Thissubdivisionaimsatchattingtherespondents’profiletoaidthestudytolaunch

theextentofjudgmentonemighthaveintheareaofthestudy.Theinvestigated

respondents’characteristic comprised oflevelofeducation’sex,age, and

experienceinusingchitungwizamunicipalservices.AccordingtoPerry(2000),

personalattributeslikegender,age,educationandexperiencehadasignificant

effectonunderstandinggovernancepractices.
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4.2.2Demographicinformation

Thissectioncoversthedemographiccharacteristicsoftherespondents.These

includestherespondentsgender,levelofeducationageandworkposition.

4.2.2.1RespondentsGender

Figure2:Respondentsgender

Source:Primarydata

Thecharacteristicofthemunicipalstaffandcustomersaccordingtogenderit

showsthattherearemoremalesthanfemales.Malesumsto57.9%whereas

womensumsto42.1%.italsoshowsthattheimpactofgoodgovernanceon

enhancingservicedeliverywasrepresentedbybothgenders.

4.2.2.2Ageofrespondents
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Figure3:Respondentsage

Source:Primarydata2020

Thefindingsaboveindicatethatthemajorityoftherespondentsthatis47%were

agedbetween45andabove,followedbythoseabove35and25-35beingtheleast.

Thisshowsthatthosewithknowledgeofgoodgovernancearethosewhoabitold.

4.2.2.3Educationallevelofrespondents

Figure4:respondentsofeducationallevel

Qualification frequency Percentage

Postgraduates 32 33.7%

Undergraduates 37 38.9%

Diploma 22 23.2%

Alevel 4 4.2%

Source:primarydata2020

Theinvestigationshowsthat38.9%haveadegreeand33.7%arepostgraduates.

thisshowsthatthemajorityofrespondentsconsultedbythewriterhadgoneto
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tertiaryeducationthushavingtheknowledgeofgoodgovernance.Thestudyhadan

interestofeducationallevelofrespondentsbecauseemployingalowleveleducated

employeeisirrelevantinunderstandinggoodgovernance.Thisisassertedby

Kearney(1997),whostudiedmanagementandfoundoutthatthosepeoplewithlow

educationbroughtnochangetowardsunderstandingmanagementpractices.

4.2.2.4ExperienceofrespondentsusingChitungwizamunicipalservices.

Figure4.5:Experienceofrespondentsinusingthemunicipalservices.

Experienceinyears Noofrespondents Percentage

0-10 12 23.5%

10-20 15 29.4%

Above20 24 47.1%

51beingtheonlysample

of the customers

completed a

questionnaire

100%

Source:Primarydata(2020)

Thefindingaboveshowsthat12outof51,23.1%have0-10experienceofusingthe

municipalservices.15outof52,28.8% have10-20experienceand25,48.1%

respondentshaveabove20years’experienceofusingChitungwizamunicipal

services.This data confirmed thatrespondents understood the nature of

chitungwizamunicipalityserviceswell.

4.3Knowledgeofgoodgovernancepractices,PerceptionandServicedeliveryby

chitungwizamunicipal.

4.3.1Figure4.6:Awarenessofrespondentsongoodgovernance

variable Noofrespondents Percentage

Totallyaware 31 32.6%
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Aware 38 40%

Partiallyaware 25 26.3%

Notaware 1 1.1%

95 100%

Source:Primarydata(2020)

Figure4.6showsthat40% ofrespondentswereawareofgoodgovernance

practices,32.6%ofrespondentsaretotallyaware ofgoodgovernancepractices,

26.3%ofrespondentsarepartiallyawareofgoodgovernancepracticesand1.1% of

respondentsarenotawareofgoodgovernancepractices.Thesefindingsshowthat

themajorityofrespondentsareeitherawareortotallyawareofgoodgovernance

practicesandenabledustogetthecorrectinformationontheissueathand.

4.3.2TheperceptionofrespondentsonthequalityofChitungwizamunicipality

services.

Figure4.7:Theperceptionofrespondentsonthequalityofchitungwiazamunicipal

services.

Noofrespondents Percentage

Excellent 0 0

Good 18 35.3%

Poor 28 54.9%

Verypoor 5 9.8%

Total 51 respondents who

completed questionnaire

customers

100%

Source:Primarydata(2020)

Thestudyanalysedthefeedbackfrom respondentsontheirperceptionastothe

qualityofservicesofferedbyChitungwizamunicipal.Thefeedbackwasdocumented
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asshowninfigure4.7.Thefindingsinfigure4.7showthat0%ofrespondents

perceivethequalityof Chitungwizamunicipalityservicestobeexcellent,35.3%

perceivethequalityofservicestogood,54.9%ofrespondentsperceivethequality

ofservicesofthemunicipaltobepoorand9.8% ofrespondentsperceivequalityof

servicestobeverypoor.Largely,64.7%ofrespondentsperceivethequalityof

servicestobeeitherpoororverypoor.

4.3.3ExperiencewithservicedeliveryProblemswithChitungwizaMunicipal.

Figure8:ExperiencewithservicedeliveryProblemsamongRespondents

Variable Noorespondents Percentage

Have experienced

problems with service

delivery with the

municipal

51 100%

Have not experienced

problems with service

delivery with the

municipal

0 0%

Total 51 100%

Source:Primarydata

Figure7aboveshowstheexperienceofcustomersusingchitungwizamunicipal

services.Theabovetableindicated100% ofrespondentsexperiencingservice

deliveryproblemswhilethereisnillrespondentsthathadnotexperiencedservice

deliveryatchitungwizamunicipality.Thesefindingsindicatetheexistenceofservice

deliveryproblemsencounteredbychitungwizamunicipalitycustomersandthese

problemsunderminedthequalityofservicesofferedbychitungwizamunicipal,

hencetheneedtoimprovethequalityofservices.

4.3.4 Service delivery problems Encountered by Chitungwiza Residents.(51

RespondentswhoweresampledCustomers)

Figure4.9:ServiceDeliveryProblemsEncounteredbyRespondents
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Problems encountered with

chitungwizamunicipalresidents

Noofrespondents

Sewerblurst 49

Uncollectedrefuse 36

Poorornoroads 49

NoStreetlights 38

PoorSafewater 42

Poorprovisionsofhousing 48

PoorHealthservices 18

PoorEducationalservices 36

Figure4.9indicatesanalysisofthefeedbackfrom the51respondentsregarding

servicedeliveryproblemsencounteredascustomersofChitungwizaMunicipality.

Respondentswereaskedtochooseamong8possibleservicedeliveryproblems

namely;pooreducationalservices,poorhealthservices,sewerageblast,poorsafe

water,streetlighting,poorornoroads,uncollectedrefuseandpoorprovisionof

housing.Respondentswereaskedtochooseasmanyproblemsassuitableandthe

problem mostfrequentlymentionedwasconsideredtobethemostprominent.In

thecircumstancespoorornoroadsandsewerageblastwasfoundtobethemost

seriousproblemencountered(mentionedby49respondents).

ThefindingsinTable4.9 furthershow thatotherservicedeliveryproblems

encounteredbyrespondentswithChitungwizamunicipalitywereuncollectedrefuse,

(mentionedby36ofrespondents),nostreetlighting (mentionedby38respondents),

poorprovisionofhousing(mentionedby48respondents),pooreducationalservices

(mentioned by36 respondents), poorhealth services (mentioned by1 8

respondents).

4.4TheextenttowhichGoodgovernanceareadheredtoatChitungwizamunicipality

4.4.1TransparencyinservicedeliveryatChitungwizamunicipality
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Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

18 17 22 38

Percentage 18.8% 17.9% 23.2% 40%

Source:Primarydata(2020)

ToestablishwhethergoodgovernancepracticesareadheredtoatChitungwiza

municipality,thestudyanalyseddataonwhetherthereistransparencyinservice

deliveryatChitungwizamunicipality.Thefeedbackisshowninfigure4.10

Table4.10revealedthat18.8% ofrespondentsstronglyagreethatthereis

transparencyinservicedeliveryatchitungwizamunicipal,17.9%ofrespondents

agree,23.2%ofrespondentsdisagreeand40%ofrespondentsstronglydisagree.

Overall,63.2% ofrespondentseitherstronglydisagreeordisagreethatthereis

transparencyinservicedeliveryatChitungwizamunicipality.

4.4.2Accountabilityinservicedeliveryatchitungwizamunicipality.

Statisticswasanalysedonwhetherthereisaccountabilityinservicedeliveryat

Chitungwizamunicipality.Thefeedbackfrom respondentswasdocumentedinthe

followingtable.

Figure4.11:ThereisaccountabilityinservicedeliveryatCM

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

25 16 32 22

Percentage 26.3% 16.8% 33.7% 23.2%

Source:Primarydata(2020)
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Table4.11showsthat33.7% ofrespondentsstronglydisagreethatthereis

accountabilityinservicedeliveryatChitungwizamunicipal,23.2%ofrespondents

disagree,26.3%ofrespondentsagreewhile16.8%ofrespondentsstronglydisagree.

Overall,56.9% ofrespondentseitherstronglydisagreeordisagreethatthereis

accountabilityinservicedeliveryatChitungwizamunicipal.

4.4.3ParticipationinservicedeliveryatChitungwizamunicipality

Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

14 28 36 17

Percentage 14.7% 29.4 37.9% 17.9%

Source:Primarydata(2020)

Thestudyanalyseddataonwhetherthereisparticipationinservicedeliveryat

Chitungwizamunicipality.Thefeedbackisshowninfigure4.12

Table4.12revealedthat37.9% ofrespondentsstronglydisagreethatthereis

participationinservicedeliveryatChitungwizamunicipal,17.9% ofrespondents

disagree,14.7% ofrespondentsstronglydisagreeand29.4% ofrespondents

stronglydisagree.Overall,86%ofrespondentseitherstronglydisagreeordisagree

that55.8%thereisparticipationinservicedeliveryatChitungwizaMunicipality.

4.4.4ResponsivenessinservicedeliveryatChitungwizaMunicipality

Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

12 13 25 45

Percentage 12.6% 13.7% 26.3% 47.4%

Source:Primarydata(2020)
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ToestablishwhethergoodgovernancepracticesareadheredtoatChitungwiza

municipality,thestudyanalyseddataonwhetherthereisresponsivenessinservice

deliveryatChitungwizamunicipality.Thefeedbackisshowninfigure4.13

Table4.13revealedthat26.3% ofrespondentsstronglydisagreethatthereis

responsivenessinservicedeliveryatChitungwizamunicipal,47.4%ofrespondents

disagree,12.6%ofrespondentsagreeand13.7%ofrespondentsstronglyagree.

Overall,73.7% ofrespondentseitherstronglydisagreeordisagreethatthereis

responsivenessinservicedeliveryatchitungwizamunicipality.

4.4.5Ruleoflawinservicedeliveryatchitungwizamunicipality

Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

19 15 24 37

Percentage 20% 15.8% 25.3% 38.9%

Source:Primarydata(2020)

ToestablishwhethergoodgovernancepracticesareadheredtoatChitungwiza

municipality,thestudyanalyseddataonwhetherthereisruleoflawinservice

deliveryatChitungwizamunicipality.Thefeedbackisshowninfigure4.14

Table4.14revealedthat25.3%ofrespondentsstronglydisagreethatthereisruleof

law inservicedeliveryatchitungwizamunicipal,38.9% ofrespondentsagree,20%

ofrespondentsdisagreeand15.8%ofrespondentsstronglyagree.Overall,64.2%of

respondentseitherstronglydisagreeordisagreethatthereisruleoflawinservice

deliveryatchitungwizamunicipality.

4.4.6EquityinservicedeliveryatChitungwizamunicipality

ThestudyanalyseddataonwhetherthereisequityinservicedeliveryatChitungwiza

municipality.Thefeedbackisshowninfigure4.15

Table4.15:ThereisEquityinServiceDeliveryatchitungwizamunicipality

Strongly Agree disagree Strongly
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agree disagree

No of

respondents

15 18 28 34

Percentage 15.8% 18.9% 29.5% 35.8%

Source:Primarydata(2020)

Table4.11revealedthat29.5%ofrespondentsstronglydisagreethatthereisequity

inservicedeliveryatChitungwizamunicipal,35.8%ofrespondentsdisagree,15.8%

ofrespondentsdisagreeand18.9%ofrespondentsstronglydisagree.Overall,65.3%

ofrespondentseitherstronglyagreeoragreethatthereisequityinservicedelivery

atchitungwizamunicipality.

4.4.7Effectivenessinservicedeliveryatchitungwizamunicipality

Thestudyanalyseddataonwhetherthereiseffectivenessinservicedeliveryat

Chitungwizamunicipality.Thefeedbackisshowninfigure4.16

Table4.16:ThereiseffectivenessinServiceDeliveryatchitungwizamunicipality

Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

13 16 23 43

Percentage 13.7% 16.8% 24.2% 45.3%

Source:Primarydata(2020)

Table4.16revealedthat 24.2% ofrespondentsstronglydisagreethatthereis

effectivenessinservicedeliveryatchitungwizamunicipal,45.3%ofrespondents

disagree,16.8%ofrespondentsagreeand13.7% ofrespondentsstronglyagree.

Overall,69.5% ofrespondents eitherstronglyagree oragree thatthere is

effectivenessinservicedeliveryatchitungwizamunicipality.
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4.4.8Efficiencyinservicedeliveryatchitungwizamunicipality

Thestudyanalyseddataonwhetherthereisefficiencyinservicedeliveryat

Chitungwizamunicipality.Thefeedbackisshowninfigure4.17

Table4.17:ThereisefficiencyinServiceDeliveryatchitungwizamunicipality

Strongly

agree

Agree disagree Strongly

disagree

No of

respondents

8 12 17 58

Percentage 8.4% 12.6% 17.9% 61.1%

Source:Primarydata(2020)

Table4.17revealedthat61.1% ofrespondentsstronglydisagreethatthereis

efficiencyinservicedeliveryatchitungwizamunicipal,17.9% ofrespondents

disagree,12.6% ofrespondentsagreeand8.4% ofrespondentsstronglyagree.

Overall,79% ofrespondentseitherstronglydisagreeordisagreethatthereis

efficiencyinservicedeliveryatchitungwizamunicipality.

4.5 Thecontribution ofgood governanceto servicedeliveryatchitungwiza

municipality.

4.5.1Goodgovernanceenhancesservicedeliveryatchitungwizamunicipality.

Toexplorethecontributionofgoodgovernancetoservicedeliveryatchitungwiza

municipality,theresearchanalyseddataongoodgovernanceenhancingservice

deliveryaccessibilityat

Chitungwizamunicipal.ThefeedbackfromrespondentsissummarizedinTable4.18

below:

Figure 18:Good Governance Enhances Service Accessibility atChitungwiza

Municipal.

Strongly

agree

Agree Disagree Strongly

disagree
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No of

respondents

46 39 7 3

Percentage 48.4% 41.1% 7.4% 3.1%

Source:Primarydata(2020)

ThefindingsinTable4.18showthat48.4% ofrespondentsstronglyagreethatgood

governanceenhancesserviceaccessibilityatchitungwizamunicipality,while41.1%

ofrespondentsagree,7.4% ofrespondentsdisagreeand3.1% ofrespondents

stronglydisagree.Overall,89.5%ofrespondentseitherstronglyagreeoragreethat

goodgovernanceenhancesserviceaccessibilityatchitungwizamunicipality.

4.5.2Goodgovernanceenhancesservicereliabilityatchitungwizamunicipality.

Theresearch analysed data on good governanceenhancing servicedelivery

reliabilityatChitungwizamunicipal.Thefeedbackfromrespondentsissummarized

inTable4.19below:

Figure19:GoodGovernanceEnhancesServiceReliabilityatChitungwizaMunicipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

44 41 6 4

Percentage 46.3% 43.2% 6.3% 4.2%

Source:Primarydata(2020)

ThefindingsinTable4.19aboveshowthat46.3%ofrespondentsstronglyagreethat

goodgovernanceenhancesservicereliabilityatchitungwizamunicipality,43.2%of

respondentsagree,6.3% ofrespondentsdisagreewhile4.2% ofrespondents

stronglydisagree.Overall,89.5% ofrespondentseitherstronglyagreeoragreethat

goodgovernanceenhancesservicereliabilityatCM

4.5.3GoodGovernnceenhancingserviceaffordabilityatchitungwizamunicipal
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Datawasanalysedwhethergoodgovernanceenhancingserviceaffordabilityat

Chitungwizamunicipality.Thefeedbackfrom respondentsissummarizedinTable

4.20.

Figure20:GoodGovernanceEnhancesServiceaffordabityatChitungwizaMunicipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

38 37 15 5

Percentage 40% 38.9% 15.8% 5.3%

Source:Primarydata(2020)

ThefindingsinTable4.20aboveshowthat40%ofrespondentsstronglyagreethat

goodgovernanceenhancesserviceaffordabilityatchitungwizamunicipality,38.8%

ofrespondentsagree,15.8% ofrespondentsdisagreewhile5.3% ofrespondents

stronglydisagree.Overall,78.8%ofrespondentseitherstronglyagreeoragreethat

goodgovernanceenhancesserviceaffordabilityatchitungwizamunicipality

4.5.4GoodGovernnceenhancingserviceresponsivenessatchitungwizamunicipal

Datawasanalyzedwhethergoodgovernanceenhancingserviceresponsivenessat

Chitungwizamunicipality.Thefeedbackfrom respondentsissummarizedinTable

4.21

Figure21:GoodGovernanceEnhancesServiceresponsivenessatChitungwiza

Municipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

43 45 5 2

percentage 45.3% 47.4% 5.3% 2.1%

Source:Primarydata(2020)

ThefindingsinTable4.21aboveshowthat45.3%ofrespondentsstronglyagreethat
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goodgovernanceenhancesserviceresponsivenessatchitungwizamunicipality,

47.4% ofrespondentsagree,5.3% ofrespondentsdisagree while 2.1% of

respondentsstronglydisagree.Overall,92.7ofrespondentseitherstronglyagreeor

agreethatgoodgovernanceenhancesserviceresponsivnessatchitungwiza

4.5.5GoodGovernnceenhancingservicecredibilityatchitungwizamunicipal

Data wasanalyzedwhethergoodgovernanceenhancingservicecredibilityat

Chitungwizamunicipality.Thefeedbackfrom respondentsissummarizedinTable

4.22

Figure22:GoodGovernanceEnhancesServicecredibilityatChitungwizaMunicipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

43 45 5 2

percentage 45.3% 47.4% 5.3% 2.1%

Source:Primarydata(2020)

ThefindingsinTable4.22aboveshowthat45.3%ofrespondentsstronglyagreethat

goodgovernanceenhancesservicecredibilityatchitungwizamunicipality,47.4%of

respondentsagree,5.3% ofrespondentsdisagreewhile2.1% ofrespondents

stronglydisagree.Overall,92.7%ofrespondentseitherstronglyagreeoragreethat

goodgovernanceenhancesservicecredibilityatchitungwiza

4.5.6GoodGovernnceenhancingservicecourtesyatchitungwizamunicipal

Datawasanalyzedwhethergoodgovernanceenhancingservicecourtesyat

Chitungwizamunicipality.Thefeedbackfrom respondentsissummarizedinTable

4.21

Figure23:GoodGovernanceEnhancesServicecourtesyatChitungwizaMunicipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of32 53 8 2
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respondents

percentage 33.7% 55.8% 8.4% 2.1%

Source:Primarydata(2020)

ThefindingsinTable4.23aboveshowthat33.7%ofrespondentsstronglyagreethat

goodgovernanceenhancesservicecourtesyatchitungwizamunicipality,55.8% of

respondentsagree,8.4%respondentsdisagreewhile2.1%ofrespondentsstrongly

disagree.Overall,89.5% ofrespondentseitherstronglyagreeoragreethatgood

governance

4.5.7GoodGovernnceenhancingservicecapabilityatchitungwizamunicipal

Data wasanalyzedwhethergoodgovernanceenhancingservicecapabiityat

Chitungwizamunicipality.Thefeedbackfrom respondentsissummarizedinTable

4.24

Figure24:GoodGovernanceEnhancesServicecapabilityatChitungwizaMunicipal.

Strongly

agree

Agree Disagree Strongly

disagree

No of

respondents

31 48 12 5

percentage 32.6% 50.5% 12.6% 5.3%

Source:Primarydata(2020)
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ThefindingsinTable4.24aboveshowthat32.6%ofrespondentsstronglyagreethat

goodgovernanceenhancesservicecapabilityatchitungwizamunicipality,50.5%of

respondentsagree,12.6% ofrespondentsdisagreewhile5.3% ofrespondents

stronglydisagree.Overall,83.1%ofrespondentseitherstronglyagreeoragreethat

goodgovernanceenhancesservicecapabilityatchitungwizamunicipality.

4.6ChallengesHinderingGoodGoodGovrnanceatChitungwizaMunicipality

Thestudywasalsoconductedsoastoexplorethechallengeshinderinggood

governancepracticesatchitungwizamunicipality. Respondentswereaskedto

chooseamong10challengesthatmaybehinderinggoodgovernancepracticesat

chitungwiza municiplitynamely;corruption,bureaucracy,politicalinterference,

delays,incompetence,lackoffunds,misuseoffunds,poormanagementandlow

technology.Respondentswereaskedtochooseasmanychallengesassuitableand

thechallengewhichismentionedmostfrequentlyisconsideredtobethemost

prominentchallenge.ThefindingsoftheanalysisweresummarizedinTable4.25

Table4.25:ChallengesHinderingGoodGovernanceatChitungwizamunicipality

Challenges No.ofRespondents

Corruption 93

Bureaucracy 78

Politicalinterference 54

Delays 72

Incompetence 64
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Lackoffunds 61

Misuseoffunds 68

Poormanagement 71

Lowtechnology 73

Source:Researcher(2020)

ThefindingsinTable4.25showthatthemostprominentchallengeswhichhinder

goodgovernancepracticesatCMare(bureaucracy(mentionedby78respondents),

corruption(mentionedby93respondents),delays(mentionedby72respondents),

poormanagement(mentionedby71respondents),lowtechnology(mentionedby73

respondents),misuse offunds (mentioned by 68 respondents),political

interference (mentioned by54respondents),incompetence (mentioned by64

respondentsandlackoffunds(mentionedby61respondents).

.4.7 TheRelationshipbetweenGoodGovernanceandServiceDelivery

Table4.26:RelationshipbetweenGoodGovernanceandServiceDelivery

Relationship Noofrespondents Percentage

Togreaterextent 48 50.5%

Greaterextent 27 28.4%

Average 12 12.6%

Poor 8 8.4%

Total 95 100%

Source:Primarydata(2020)

Table4.27showsthat50.5%ofrespondentsagreetoagreaterextentthatthereisa
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relationshipbetweengoodgovernanceandservicedelivery,28.4% observeda

greaterextentrelationship,12.6%observedaveragerelationshipwhile8.4%observed

poorassociation.Theseresultssuggestthatarelationshipexistsbetweengood

governanceand servicedeliverywhichisunfortunatelyconstrained bymany

challenges.

Aspermunicipalobligationstoitsresidentsistoofferservicesabundantlybut,theresearchers

observedthatrefusebinsarescarce.Therearenorefusebinsinmostpublicplaceslikeshopping

centres,sportsgroundsandotherrecreationalcentres,bustermini,amongmanyothers.The

researchersalsonotedthattoiletsareinadequate,dirtyornotfoundatthesepublicplaces.Alsovery

fewresidentshavebinsattheirhouses.Thissituationresultsinillegaldumpingsites.Residents

simplytaketheirsolidwastetonearbyopenspaces(seeFigure29)
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Source:Reseacher(2020)

Figure29

InChitungwiza sewerpipesburstandblockagesometimesgoformonthsandevenyearswithout

anyoneattendingtothem.Thismightendupinpoorhygiene.Figure30showssewerblastatunito

ext.figureS
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Source:Reseacher(2020)

Figure30:sewerburstandblockages
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Source:Researcher(2020)

Figure31

Thepictureabovealsoshowsthatthemunicipalityisfacingchallengesindeliveringservices

suchasprovisionofwater.Ressidentsareoptingfortheirownsourceofwatersuchas

boreholes,wells.
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Source:Researcher(2020)

Figure32

PoorornoroadsinChitungwizamunicipalityasindicatedinthepictureabove.The

municipalityisfacingchallengesinprovidingroadstothecommunity.
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Chapter5

SUMMARY,CONCLUSIONANDRECOMMENDATIONS
5.0Introduction

Thischapterpresentsthesummaryofthefindingsofthestudy,theconclusionandthe

recommendations.Themainobjectiveofthestudywastoassesstheimpactofgood

governancepracticesinenhancingdeliveryofserviceinlocalauthoritiesinZimbabwe.A

caseofChitungwizaMunicipality.

5.1Summaryofthefindings

Thespecificobjectivesofthestudywastoassesstheextentofadherencetogood

governancepracticesinlocalauthoritiesacaseofCM,todeterminethecontributionofgood

governancetoservicedeliveryinL.A,toanalysethechallengesfacinggoodgovernance

practicesinL.Aandtodeterminetherelationshipbetweengoodgovernancepracticesand

servicedeliveryinL.A.

Thestudyfindingsshowsthat40%ofrespondentswereawareofgoodgovernance

practices,32.6%ofrespondentsaretotallyawareofgoodgovernancepractices,

26.3%ofrespondentsarepartiallyawareofgoodgovernancepracticesand1.1%of

respondentsarenotawareofgoodgovernancepractices.Thesefindingsshowthat

themajorityofrespondentsareeitherawareortotallyawareofgoodgovernance

practices.
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OntheextentofadherencetogoodgovernancepracticesatCM ,62.2%ofrespondents

eitherstronglydisagreeordisagreethatthereistransparencyinservicedeliveryatC.M,

56.9%ofrespondentseitherstronglydisagreeordisagreethatthereisaccountabilityin

servicedeliveryatCMwhile55.8%ofrespondentseitherstronglydisagreeordisagreethat

thereisparticipationinservicedeliveryatCM.

Similarly,73.7%ofrespondentseitherstronglydisagreeordisagreethatthereis

responsivenessinservicedeliveryatCM,64.2%ofrespondentseitherstronglydisagreeor

disagreethatthereistheruleoflawinservicedeliveryatCM,65.3%ofrespondentseither

stronglydisagreeordisagreethatthereisequityinservicedeliveryatCM.Lastbutnotleast,

69.5%ofrespondentseitherstronglydisagreeordisagreethatthereiseffectivenessand

69.5%respondentseitherstronglydisagreeordisagreethatefficiencyinservicedeliveryat

CM.Thesefindingsshowthattoalargeextent,goodgovernancepracticesarenotadhered

toatCM.

Ontheissueofwhethergoodgovernancehasanycontributiontothequalityofpublic

servicedeliveryatCM,89.5ofrespondentseitherstronglyagreeoragreethatgood

governanceenhancesserviceaccessibilityatCM,whilealso89.5%ofrespondentseither

stronglyagreeoragreethatgoodgovernanceenhancesservicereliabilityatCM.Also,78.8%

ofrespondentseitherstronglyagreeoragreethatgoodgovernanceenhancesservice

affordabilityatCM,92.7%ofrespondentseitherstronglyagreeoragreethatgood

governanceenhancesserviceresponsivenessatCMwhile89.5%ofrespondentseither

stronglyagreeoragreethatgoodgovernanceenhancesservicecourtesyatCM.

Similarly,92.7%ofrespondentseitherstronglyagreeoragreethatgoodgovernance

enhancesservicecredibilityatCMand83.1%ofrespondentseitherstronglyagreeoragree

thatgoodgovernanceenhancesservicecapabilityatCM.Thesefindingspointtoastrong

contributionofgoodgovernancetothequalityofpublicservicedelivery.Althoughthestudy
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foundthatgoodgovernanceenhancesservicedeliveryatCM,therewereseriousservice

deliveryproblemsencounteredbyrespondentswithCMwhichincludedbureaucracy,

corruption,delays,poormanagement,lowtThestudyfurtherfoundthatmostseriousservice

deliveryproblemsencounteredbyrespondentswithTANESCOareunscheduledpowercuts,

powertariffhikes,laterestorationofpower,billingproblems,bribes,lownetworkwhen

purchasingelectricitythroughmobile,tariffvariancesbetweendifferentconsumers,late

installationofmetersandfrequentpowercutsandlongqueuesatpointsofsale.

ThestudyfoundthatCM doesnotabidebyitsobligationasalocalauthoritysuchas

seweragesareburstingandblockagesandnoactionisputinplacetoovercomeorto

reducethoseproblems.Connection,thepicturesevidentlyshowsthechallengesofCM.

thereisnoprovisionofsafewaterthoughfewboreholeswereconstructedbutbenefitingthe

few.Residentsareoptingfortheirownsourceofwaterwhichisnotevensafeduetothe

seweragewhichalwaysburst.Thereispoorornoroadsalsostreetslightsarenotfoundat

CMwhilstitisitsobligationtoofferthoseservices.
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Furtherthestudyrevealedthatthereisarelationshipbetweengood

governanceandservicedeliverywith50.5%ofrespondentsagreetoagreater

extentthatthereisarelationshipbetweengoodgovernanceandservicedelivery,
28.4%observedagreaterextentrelationship,12.6%observedaveragerelationship
while8.4%observedpoorassociation.Theseresultssuggestthatarelationship
existsbetweengoodgovernanceandservicedeliverywhichisunfortunately
constrainedbymanychallenges.

5.3Conclusion

Thestudyconcludedthatpeopleareawareofgovernancepracticesand

awarethattheyenhanceservicedelivery.Despitethisknowledgeofthe

importanceofgoodgovernancepractices,goodgovernancemaybehindered

byvariouschallengesleadingtopoorservicedelivery.Peopleassociategood

governancepracticeswithenhancedservicedeliveryhencetheperception

thatpoorservicedeliveryisduetopoorgovernance.Theconclusionwasalso

arrivedthatgoodgovernancecontributetoqualityservicedelivery.Main

challengeshinderinggoodgovernanceatCMarebureaucracy,corruptionand

delays.ItwasalsoconcludedthatCMadherestotheprinciplesofgood

governancepracticesbutitdoesnotabidetoitsobligation.

5.4Recommendations
Basedonthefindings,thereareseveralrecommendationsthathavebeenmadewhich

would,itisbelieved,ifnotabolishtheproblem,ameliorateitsignificantly.

(i) ThestudyrecommendsthemanagementofCMshouldensurethatallCMstaffare

awareoftheprinciplesofgoodgovernanceandadheretothem intheirdaytoday

activities.

(ii) ThestudybelievesthatCM toshouldpayattentiontostaffandhumanresources

developmentstrategieswithappropriatetrainingpackagestoenhanceknowledgeof

goodgovernance.

(iii) ThestudywishestorequestCMtoputaformalpolicyinplacetorewardstaffwho

provideexemplaryservicetocustomersandtopayovertimehourstostaffsoasto

motivatethemtodotheirworktransparently.

(iv) LastlyitwassuggestedthatthemanagementofCMshouldminimize

bureaucracyindeliveryofitsservices,misuseoffunds.
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(v)InallocationofstandsitshouldbedonewithcourtesyatCM.
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Appendix2

QuestionnaireforCMCustomers

ThissurveyispurposelydesignedtocollectdataforthefollowingtopicTHEIMPACT

OFGOODGOVERNANCEPRACTICESINENHANCINGSERVICEDELIVERYINLOCAL
AUTHORITIES;The Case ofCHITUNGWIZA MUNICIPALITY (CM).Information
providedispurelyforacademicpurposesandwouldnotbepublishedinanyform
withoutyourconsent.

PLEASE FILL IN THE SPACES PROVIDED WITH A TICK OR AN X IN THE
APPROPRIATEBOX.

SECTIONA:Backgroundinformation

1. Whatisyourgender?

Male Female

2. Selectyouragegroup.

25-
35years

35-45
years

45+
years

3. Selectyourhighestacademicqualification?

ALevel Diploma
Level

University
Degree

Post

Graduate

SECTIONB:FirstObjective

4. SelectyourexperienceinusingCMservices?

0-10years 10-20years 10+years

4Whatisyourawarenessongoodgovernancepractices?
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Totallyaware Aware Partiallyaware Notaware

6.WhatisyourperceptiononthequalityofCM service?

Maximum Average Minimum None

7.DothefollowingfactorsunderminethequalityofservicedeliverybyCM?

Strongly
Disagree

Disagree Agree Strongly
Agree

i Uncollectedrefuse

ii Poorprovisionof
housing

iii Poorornoroads

iv Poorornostreet
lights

v Poorhealthservice

vi Pooreducational
services

vii Poororno
provisionofsafe
water

viii Sewerage
blockagesand
burst
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8.Towhatextentarethefollowinggoodgovernancepracticesadheredtoat

CM?

Strongly
Disagree

Disagree Agree Strongly
Agree

i Transparency

ii Accountability

iii Participation

iv Responsiveness

v RuleofLaw

vi Equity

vii Effectiveness

viii Efficiency

SectionC: Secondobjective

9.Isthereanyrelationshipbetweengoodgovernanceandthefollowingdeterminants
ofservicedeliveryatCM?

Strongly
Disagree

Disagree Agree Strongly
Agree

i Accessibility

ii Reliability
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iii Affordability

iv Responsiveness

v Courtesy

vi Credibility

vii Competence

SectionD: Thirdobjective

10.Whichofthefollowingchallengeshindertheimplementationofgoodgovernance
atCM?

Strongly
Disagree

DisagreeAgree StronglyAgree

i Corruption

ii Bureaucracy

iii Politicalinterference

iv Delays

v Incompetence

vi Lackoffunds

Vii Misuseoffunds
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Viii Poormanagement

ix Lowtechnology

SectionE: Fourthobjective

11.Whatistheextentofrelationshipofgoodgovernanceandservicequality?

Relationship No.of
Respondents

Percentage

VeryHigh

High

Medium

Small

THANKYOUFORYOURTIMEANDRESPONSE
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Appendix3:QuestionnaireforCMStaff

ThissurveyispurposelydesignedtocollectdataforthefollowingtopicTHEIMPACT

OFGOODGOVERNANCEPRACTICESINENHANCINGSERVICEDELIVERYOFLOCAL
AUTHORITIES:TheCaseofCHITUNGWIZAMUNICIPALITY.Informationprovidedis
purelyforacademicpurposesandwouldnotbepublishedinanyformwithoutyour
consent.

PLEASEFILLINTHESPACESPROVIDEDWITHATICKORXINTHEAPPROPRIATE
BOX.

SECTIONA:BackgroundInformation

1.Whatisyourgender?

Male Female

2.Selectyouragegroup.

25-35
years

35-
45years

45+
years

3.Selectyourhighestacademicqualification?

ALevel Diploma
Level

University
Degree

Post

Graduate

SECTIONB:FirstObjective

4.Whatisyourawarenessongoodgovernancepractices?
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Totallyaware Aware Partiallyaware Notaware

5.Towhatextentarethefollowinggoodgovernancepracticesareadheredtoat
CM?

Strongly
Disagree

Disagree Agree Strongly
Agree

i Transparency

ii Accountability

iii Participation

iv Responsiveness

v RuleofLaw

vi Equity

vii Effectiveness

viii Efficiency

SectionC: Secondobjective

6.Isthereanyrelationshipbetweengoodgovernanceandthefollowingdeterminants
ofservicedeliveryatCM?

Strongly
Disagree

Disagree Agree Strongly
Agree
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i Accessibility

ii Reliability

iii Affordability

iv Responsiveness

v Courtesy

vi Credibility

vii Competence

SectionD: Thirdobjective

7.Whichofthefollowingchallengeshindertheimplementationofgoodgovernance
atCM?

Strongly
Disagree

Disagree Agree Strongly
Agree

i Uncollectedrefuse

ii Poorprovisionof
housing

iii Poorornoroads

iv Poorornostreet
lights

v Poorhealthservice

vi Pooreducational
services
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vii Poororno
provisionofsafe
water

viii Sewerage
blockagesand
burst

SectionE: Fourthobjective

8.Whatistheextentofrelationshipofgoodgovernanceandservicequality?

Relationship No.of
Respondents

Percentage

VeryHigh

High

Medium

Small

THANKYOUFORYOURTIMEANDRESPONSE
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