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ABSTRACT 

There have been many problems observed in the civil service institutions or Ethiopia for so long 
years. For thi s reason, the government has implemented Civil Service Reform (CSR) among 
which the service delivery have got due attention by the government as well as the Ministry of 
Trade and Industry (MoTI) and the Ministry of Finance and Econom ic Development (MoFED). 
The objectives of this study is to assess the avai labi lity of enabling environment and preparation 
made to implement the Service Delivery Reform (SDR), the achievements recorded in 
implemen tat ion, the challenges encountered through the course of time, and the mechanisms in 
place for the improvement and practical implementation of SDR. The research questions 
designed were also those that answer the objectives of the stud y. To this effect, the methodology 
used for the research was qual itative method supported by simple quantitative measurements in 
the form of percentages and tabular illustrations. The instruments used to gather data were 
observat ions, interv iew, and questionnai res. 

The major findings of this comparative study are seen in respect to achievement and challenges 
view points. Both find ings are analyzed based on similarities and differences. Regard ing 
similarities of ach ievements in the two ministries, effectiveness, quality services, commitment of 
higher officials, and result-or iented evaluat ion system are recorded to some extent. Based on 
thi s, the number of cl ients served is increased; time of queuing for services is reduced, and so, 
customer satisfaction. But, professional turnover and absenteeism, as wel l as complaint handling 
mechan ism are not improved . Simi larl y, regarding a better quality services, customers' 
expectations and servi ce specificat ions are we ll identified, but employees' performance 
management and implementat ion of sustained result -oriented eva luat ion system remained 
behind. 

In relation to differences in achievements, among other things while SDR has increased revenue 
for MoTl , it did not for MoFED. It also seems that employees' feeling sense of urgency and 
improved absenteeism are better in MoTI than MoFED. However, the achievements of SDR in 
both min istries are not as advertised and not impressing as intended by the government and the 
min istries themselves. 

The major challenges faced the ministries are emanated from low institutional capacity; 
insufficient attitud ina l change of officials and employees and other external factors. Specifica lly, 
the challenges encountering the SDR in the ministries are lack of incentive, inadequate attitudi nal 
change, insufficient awareness, lack of moni toring and evaluation, lack of coord ination, sholtage 
of sk illed manpower, low accountability, lack of support from MCB, the unclear eval uation 
system of employees, over politicization ofSDR, mismanagement of time, and lack of training. 

The positive lessons can be learnt from SDR are commitment of higher officials; sett ing 
implementat ion priority; partia l customer sati sfaction; and preparat ion and revision of Strategic 
Planning and Management (SPM) and Business Process Reengineering (BPR). 

Finally, the recommendations fo rwarded are those that show directions or seek so lutions for the 
challenges mentioned above. Among others, giving incentive, training employees, reducing over 
politicization of SDR, utili zing manpower properly, undertaking monitoring and evaluation; and 
creating internal competit ion among and between workers of the ministries are a few. 
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CHAPTER ONE 

INTRODUCTION 

This chapter deals with the problem and its approach. It includes background of the study, 

statement of the prob lem, objecti ves, significance and limitation, de limitat ion, Research 

methodology, data ana lys is as wel l as organization of the study. 

1.1. BACKGROUND OF THE STUDY 

Most developing countries of the world have pursued political and economic reforms since 

1980's that aim at prompting econom ic growth, reduce poverty, and encourage popular 

part icipation and good governance (Mugerwa, 2003). The first wave of pub lic service reform 

began in the mid 1980's large ly focusing on the Structural Adjustment Programs (SA Ps), wh ich 

was fa vored by the World Bank and the International Monetary Fund (lMF). The second lVave 

followed from the mid 1990 's and focu sed on Capacity Bui lding that improves stafr skill s. 

managemel1l systems and the work environment. The third wave has been dominant since 2000 

and emphas izes on the impol1ance of improved service delivery. To this effect , developing 

countries have begun implementing Civil Service Reform (CS R) to achieve a better pub lic 

service and much cost reduction in order to improve the quality and producti vity of their 

economy and soc ial life (Kiragu , 2002; Lienel1 1998; Oxfam Poli cy Depal1ment, 1995). 

Ethiopia, like other developing countries, accepted SA Ps in 1992/93 by glVlllg attention to 

economic stab ilization and structural reform measures, particularl y in the fi nance sector. public 

enterprises and civil service areas which aimed at removing cost price di stortions, improving 

market-related incentives, promoting private enterpri ses and exports. progress ive ly liberalizi ng 

the economy and reducing the role of the public sector. While thi s reform was in process, the 

Prime Minister Office (PMO) set up a Civil Service Reform Task Force (CSRTF) to examine the 

overall management arrangements and operation of the Civil Service at all levels of gove rnment 

in 1994 (Poli cy Framework Paper of Ethiop ia, 1998). 
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