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ABSTRACT 

The main obj ecti ve of thi s study was to identi fy the ex isting problems and situations of mobile 

servi ce delivery by ETC and the factors that determine customers' satisfaction. To conduct this 

study, a descripti ve survey was employed. 

Questionnaire survey, interview, document anal ysis and organ izational observation were used Lo 

co ll ect necessary data. The subjects of thi s study were chosen using systematic and purposive 

sampling procedures. The research study invo lved tlu'ee categories of sample population: 

Customers, ETC employees and Management groups. Data analys is was made by using SPSS 

version 17 software such as percentage. Mean, standardization and t-test to identify whether 

were di fferences or agreement in the views of the respondents regarding various facto rs. 

The study findings indicate that there is di sparity between the customer expectation and services 

actuall y received by customers. This study concludes that these factors should be fu lfilled or 

improved at the organizational level to satisfy customers tlu-ough improving the quality of 

services . The researcher strongly recommend, has to be a ba lance beteween expanding the service and 

aqlliring most recent technologies and physical fac ili ties in the indll stry,and the corporation has LO 

enh ance the skill of the ex isting ones and attract new skilled manpower from the market. 
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CHAPTER ONE: 

INTRODUCTION 

1.1. Background of the study 

Service delivery can be defined in two forms: behaviors and economy. In behavior, a 

service means an act or service offered by one group to another. Whereas in the form 

of economy, a service is an economic activity that generates va lue and provides 

benefits to customers within a spec ific time and place. Ismail and Yusof(2009:39) 

Modern service delivery, which has been a distingui shing feature of the private 

sector, has become a topical issue among government as well as non-government 

institutions in their recent attempts to transfer good management practices from the 

private to the public sector. Services delivery refers to the systematic arrangement of 

activities in services giving inst itutions with the main of fulfilling the needs and 

expectat ions of service users and other stakeholders with the optimum use of 

resources. Tn short, improvement of services delivery means increasing the cost 

effect iveness, coverage and impact of services (A.O Fagbemi, 2005, P: 14-15). 

Service is genera ll y any activity undertaken to meet soc ial needs. public services, 

particularly refers to those activities of government institutions a imed at satisfy the 

needs and ensuring the well being of society as well as enforcing laws, regulations 

and directives of government. 

Customer services are giving what we promise on time. It refers to everything a 

company does to satisfy it s customers and to help and realize tIle greatest possible 

value to the basic goods and services (Kotler, 1998, P: 291) 

Customer satisfaction has long been recognized in marketing thought and practice as 

a central concept as we ll as an important goal of all business activities (Anderson et 

aI. , 1994; Yi, 1990). Rea lization of its importance has resulted in a proliferation of 



research on Customer satisfaction over the past few decades "Even a causal glance at 

business journals and business sections of daily news papers revea ls that the subject 

of customer satisfaction is receiving extraordinary attentions" (Anton, 1997).High 

consumer satisfaction has many benefits for the firm, such as increased Customer 

loya lty, enhanced firm reputation, reduced price elasticity's, lower costs of future 

transactions, and higher employee effic iency (Anderson et a!. 1994; Forne ll, 1992; 

Swanson and Kelley, 200 I). It is be lieved that consumer satisfaction is a good, if not 

the best, indicator for a firm 's future profits (Fo rnell, 1992; Kotler, 199 1; Reichheld 

and Sasser, 1990). 

In any Organization, especially in services rendering firms the key components of 

their function is providing quality services to their customers. Customer satisfaction 

happens when companies focus on quality services. Customer sat isfaction produces 

real rewards for the company in the form of customer loyalties and corporate image 

while lack of customer satis faction produces rea l liabilities that business can ill afford 

to ignore customers go back to business again because they known its quality, they 

known can depended on the people there, and they wi ll get consistent service which 

indicates of the organizat ion (Denton, 1998 : 14- 15). 

1.2. Backgro und of the organization 

Teleconununications services in Ethiop ia are introduced around 1894, seventeen 

years after the invention of te lephone technology in the wo rld. The company was 

placed under government control at the beginning of the twentieth century, and was 

later brought to operate under the auspices of the Ministry of Post and 

Communications. In 1952, telecommunications services were separated from the 

postal administration and structured under the Min istry of Transport and 

Communications. 

The introduction of telecommunication in Ethiopia dates back to 1894. In those early 

years, the new technological scheme contributed to the integration of the Eth iopian 

society when the extens ive open-wire line system was laid out linking the capital with 
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all the important administrative centers of the country. Most of the 

teleconununicat ion network, however, was completely destroyed during the Italian 

Fascist aggress ion and later on Eth iopia had to stalt the deve lopment of its 

teleconununication faci lities all over again. When the Imperial Telecommunications 

Board of Eth iopia was established in 1953, it was granted full admin istrative and 

financ ial autonomy in carrying out its mandate. 

The major objectives of the Board were to undertake the expansion of telecom 

services throughout the nation, to represent Ethiopia at a ll international for a 

regarding te lecom to allocate and control all communication frequencies , and to train 

the required personnel in a way expedient to its operation. In order to achieve its 

object ives, the organization had undergone through series of deve lopment pro grams. 

One of the major activities undertaken was the estab lishment of a satellite 

communication earth station to fac ilitate international communication services in 

1979. By the year 1988, the first digital exchanges went operational in Addis Ababa 

and other major towns for the first time. Later on in 1996, it was established as a state 

owned corporation. New services were introduced then: Internet in 1996, Mobi le in 

1997, and the Digital Data Network in 2001. Just before the implementation of the 

seventh Te lecom development program (1998-2001), in the transitional years, several 

projects have been executed to rehabilitate the network damaged by the 17 years of 

war during the Mi litary Regime. The current country's telecom penetration is wide 

range included mobile subscription. 

Year M ilestone 

1894 Work commences on long distance telephone line between Harrar and Add is 
Ababa; 

1897 The Harrar-Addis Ababa telephone line completed, Dire- Dawa-Djibouti 
telephone line work had been started; 

1902 The Add is Ababa-Asmara telephone line work had been started; 

1905 The 880 - ki lometer Addis Ababa-Asmara telephone line had been completed; 

1906 The Dire-Dawa-Djibouti telegraph line had been completed; 

1907 Emperor Menel ik advocates Ethiopia's membersh ip of the Internat ional 
Teleconillmnication Union (ITU); 
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19 14 The Addis Ababa telephone exchange begun to serve some 100 subscribers; 

1920 Ethiopia participated in the general assembly of the International Postal, 
Telegraph and Telephone service held in Madrid, Spain ; 

193 1 The Ethiop ian Government signed a contract agreement fo r the building o f a 
radio transmiss ion and reception station ; 

1932 Ethiopia has become member of the International Telecommunication Union 
CITU) 

1933 A radio-telephone station set up within the compound of the old post office 
linking the country with Cairo, Djibouti and Aden; 

1934 170 towns and villages became the benefi ciaries o f telephone services; 

194 1 The invading fasc ist Italian forces destroy most of Ethiopia's communication 
line; A 1,500 line capacity automatic telephone exchange was installed in 
Addis Ababa; 

1952 Establishment of Imperial Board of Telecommunications of Ethiopia being 
separated from the Ethiopian Postal Service 

1975 The organization was renamed as " Provisional Military Government of 
Socialist Ethiop ia Telecommunication Service" 

1979 Establishment of Satellite Communication Earth Station to facilitate 
international telephone, telex, telegraph and television services; 

198 1 The organization was renamed as " Ethiopian Telecommunications Authority 

198 1 The Addis Ababa-Debre-Markos-Bahr-Dar Gondar microwave line became 
operational; 

1987 The second Sululta Satellit e Earth Station began operation; 

1988 Digital exchanges went operational in Add is Ababa and other major towns fo r 
the first time; 

1989 Digital technology expanded; the dig ital microwave and fiber cable 
communication systems initiated in Addis Ababa; 

1990 A Domestic Satellite Earth Station went operational; 

1996 ETC established as a Corporation; 

1997 Internet Service introduced - Ethio Internet establi shed; 

1999 Mobile Telephone Service was launched - Ethio Mobile established 

200 1 Digital Data Network Service was introduced - Ethio Stream established 

2003 Smart Ca lling Cards introduced 

2003 International Roaming Service was realized 

2003 Satellite Mobile Service was launched 

2003 ETC introduced Pre Paid Mobile System 

4 



2004 ETC Commenced Broadband Multi-med ia services 

2005 The fIrst phase of nationwide installation of about 4,000 kilometers; Lo ng 
Optical Fiber Network Across to six directions of the country from the 
metropo lis to Dire Dawa-Dj ibouti, Dessie-Mekele, Bahir Dar-Nekempt, 
Jimma and Awasa started; 

2005 Rural Connectivity Project, which connected 5,000 rural kebeles across the 
country, accomplished 

2006 The six digit fi xed line and mobile telephone numbers have been changed to 
seven Digits and the area Cods from two to three 

2007 Next Generation Network of Fixed Telephone Lines; Third Generation 
Network (3G) of mobile service based on Wideband Code Division Multiple 
Access(WCDMA), (CDMA) Code Division Multip le Access and Dense 
Wavelength Division Multiple (DWDM) based Optica l Fiber Transmiss ion 
were introduced in Ethiopia; 

Source: -http: //www.ethio.net/h ist/html. 2. 

1.3. Statement of the problem 

ETC is the second largest public sector organization in Eth iop ia next to Ethiopian Air 

lines. It is di vided in six (6) Zonal offices in Add is Ababa and 13 Regional offices. 

Each office delivers services to the public who are the residents of the area. 

Th is research tries to show services delivery and customer satisfaction in public 

sector by taking Teleconununication of Ethiopian as a case study in mobile service 

delivery practices and problems arising out of it. 

Service delivery refers to the systematic arrangement of activities in service giving 

inst itutions with the aim of fulfilling the needs and expectations of services users and 

other stakeholders with the optimum use of resources. [Ministry of Capacity Building 

(2001: I)] 

Alt hough the Ethiopian public sector organization has pro longed traditions and 

experiences of services delivery, it is often viewed as bureaucrat ic that emphas ized on 

the hierarchy and reliance on the ru les and regulations. 
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Public organizations tend to give insufficient recognition that citizens have rights to 

get service from public sector organizations, that organizations in public sector are 

sole providers of some services consistent with regulations and guidelines governing 

institution. Service users are rarely consu lted on their needs. 

With the above-ment ioned factors, increasing level of customers' satisfaction can be 

found out to be one of the most noticed problems in public sector of organizations. 

Ethiopian telecom conmmnication is one of the public sector organizations in which 

the above-mentioned problems are observed. Although it is expand ing its services 

throughout the country, its customers complain about the quality of the services. 

Some of the major factors for customers dissatisfaction are poor infrastructure, poor 

network converge, high cost. 

Hence, the study of this paper would be directed investigating the overall practices 

and problems affecting customer services delivery and satisfaction in Ethiopian 

telecommunication. 

104. Basic Research Questions: While attempting to conduct a research like the 

present one the following questions arise in the researcher's mind. 

1.1. What are the perceptions of customer is on the mobile telephone serVICes 

delivery? 

1.2. What factors and variables undermine customer satisfaction in ETC in genera l 

and the mobile telephone services delivery in particular? 

1.3. What are the problems, which undermine the services delivery program? 

1.4. What lesson to be drawn to increases customer satisfaction on the mobile 

telephone delivery? 
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1.5. Objective of the study: 

• The overall objective of the study is to identify the ex isting problems and situations of 

mobi le service delivery by ETC and its customer satisfaction and to suggest 

different alternative solutions to solve those problems; 

1.5.1. The specific objectives of the study are:-

1. To assess the satisfaction of mobile service users, 

2 . To identify the problems of mobile service delivery, 

3. To identify the causes of the problem, 

4 . To assess the way of customer complaint handling mechanism; and finally 

5. To propose possible alternative solutions; 

1.6. Significance of the study: The major significance of studies is 

• To get the necessary feedback about customers satisfaction level and the 

actions to be taken, 

• To provide va luable information for scholars and other researchers who want 
to conduct further research in the area. 

l. 7. Scope and limitation of the study: It would difficult to access all the services 

given by ETC due to lack of finance, time, materials and human resources. Hence 

the study have been limited to the mobile services only focusing on Addis Ababa 

Zonal offices by taking the Central Zone as a sample case study. The central 

Zone was selected because of its number of users and proximity. 
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1.8. Research methodologies 

• Research Methods: The type of research is descriptive which aims at describing the 

existing problems of mobile service delivery and customer dissatisfaction in ETC. 

• 

• 

• 

• 

Types and Sources of data: In thi s research both primary and secondary data sources 

of data collection has been used. 

Primary data 

l. The first target group has been customers who were received 

services from the organization. This data are helping us to know the 

level of the quality of service being rendered and the degree of 

satisfaction. 

II . The second groups have been employees of ETC who are directly 

giving the service. These people do have the first hand information 

on the customers' feedback. 

III. The third one has been the managerial or administrative group by 

whom all policy, procedures and directives are articulated upon the 

operation of the entire organization. 

Secondary Data source: The secondary data and information sources include: The 

Web site of ETC, magazines prepared by ETC, Related reading materials and 

internet sources and other research materials. 

Research Techniques and Tools: 

In this research, both qualitative and quantitative data are carefully 

collected from the respondents with the aid of questioners and interviews. 

8 



Two different questioners were designed. 

@ The first questionnaire was for the customers, who were received services 

from the organization. 

@ The second questionnaire was for employees of ETC who are directly giving 

the service. 

Semi Structured Interview 

@ Semi structured interview with selected management members and 

administrative staffs were conducted to triangulate data obtained from two 

pnmary sources. 

1.9. Sample and Sampling Techniques 

Regarding the types of sampling design, the researcher is usmg both the 

probabi lity and non-probability techniques. Probability sampling teclmiques have 

been used for staffs of ETC and non-probability sampling teclmique has been 

used for customers. Because the total number of population users has unknown. 

A total of 200 respondents have been selected for the questionnaire. The 

informants have been divided into three groups. These are customers, employees 

and management staff. In the first group, 150 customers have been selected as 

respondents by using purposive sampling tools. In the second group 40 employees 

have been selected to fill the questiOlmaire by using stratified sampling design and 

lastly 10 administrative and management staffs has been selected for Interview. 

• Methods of Data Analysis 

@ The Statistical Package for Social Science (SPSS for windows version 17.0) 

software is llsed for data clearing, data entry and all the data tabulating and 

data process ing with some high-level stati stical analysis of the study. 
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@ Descriptive statistical tools and percentages have been employed to facilitate 

the analysis, its presentation and the modest analysis of the co llected data. 

Also that data in form of qualitative information collected from the interview, 

observation and documents have been described by using qualitative 

analysis. 

1.10. Organization of the study 

The research study is structured in to four chapters. The first chapter deals with the 

background of the study, background of the organization, statement of the problem, 

objectives of the study, significance of the study, scope and limitation of the study 

and methodologies of the study. Chapter two deals with the conceptual and 

theoretical frameworks of customer service delivery and public sector deliveries. It 

would be the literature review section. Chapter three deals with data presentation and 

analysis of the current mobile service delivery by ETC and customer satisfaction. 

Chapter four deals with the findings , logical conclusions and possible 

recolmnendations. 
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CHAPTER TWO: 

LITERA TURE REVIEW 

2.1. INTRODUCTION 

This chapter dea ls w ith the theoretical and conceptual framework o f the study. The 

meaning of services, service de livery, customer and customer satisfaction and some 

models re lated to serv ices delivery and customer satisfact ions are briefly rev iewed. 

2.2. Meaning of Service 

According to Kitchroen (2004: 15), Service is generally any activity undertaken to meet 

soc ia l needs. Public service, particularly, refers to those activ ities of government 

institutions aimed at satisfying the needs and ensuring the we ll-being of the soc iety as 

well as enforc ing laws, regulations and directives o f the government. (Capacity Building, 

200 1: I). 

The service-goods continuum:-The dichotomy between physica l goods and intang ible 

services should not be given too much credence. These are not discrete categories. Most 

business theorists see a continuum with pure service on one terminal point and pure 

commodity good on the other terminal point. Most products fall between these two 

extremes. For example, a restaurant provides a phys ical good (the food), but also 

provides services in the form of ambiance, the setting and clearing o f the table, etc. In 

addition, a lthough some utilities actua lly de liver physica l goods like water utilities, which 

actually deliver water, are usua lly treated as services. (Aust in Texas Advertising /Web 

Page, 2009: I). 
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2.3. Aspects to services 

Intangibility: They cannot be seen, handled, smelled, etc. There is no need for storage. 

Because services are difficult to conceptualize, marketing them requires creat ive 

visualization to evoke a concrete image in the customer's mind effect ive ly. From the 

customer's point of view, this attribute makes it difficult to eva luate or compare services 

prior to experiencing the service. 

Perishability: Unsold service time is "lost", that is, it cannot be regained. It is a lost 

economic opportunity. For example, a doctor that is booked for on ly two hours a day and 

cannot work later those hours- she has lost her economic opportunity. Other service 

examples are airplane seats (once the plane departs, those empty seats cannot be so ld), 

and theater seats (sa les end at a certain point). 

Lack of transportability: Services must be consumed at the point of "production" . 

Lack of homogeneity: Services are typ ically modified for each client or each new 

situation (customized). Mass production of services is very difficult. This can be seen as a 

problem of incons istent quality. Both inputs and outputs to the processes invo lved 

providing services are highly variable, as are the relations hips between these processes, 

making it difficu lt to maintain consistcnt quality. 

Labor intensity: Services usually involve considerable human activity, rather than 

precisely determined process. Hence, Human resource management is important. The 

human factor is often the key success factor in service industries. It is difficult to achieve 

economies of sca le or gain dominant market share. 

Demand fluctu ations: It is very difficult to estimate demand. Demand can vary by 

season, time of day, business cyc le, etc 

Buyer involvement: Most service provision reqUlres a high degree of interaction 

between client and service provider. In a narrower sense, service refers to quality of 

customer service: the measured appropriateness of assistance and support provided to a 

customer. This particular usage occurs frequently in retai ling. (Austin Texas Advertis ing! 

Web Page, 2009 :3-4). 

Meaning of Service delivery: According to Ismail and Yusof (2009:39), servIce has 

been a difficult task for writers and researchers in service delivery because different 

12 



authors have different definitions. Service delivery can be defmed in two forms: 

behaviors and economy. In behavior, a service means an act or serv ice offered by one 

group to another. Whereas in the form of economy, a service is an economic activity that 

generates value and provides benefits to customers within a specific time and place. 

However, 'customer expectations about service delivery vary from person to person, 

product to product, service to service, culture to culture, business to business, industry to 

industry, and country to country' . The ability to deliver superior service qua lity is a 

prerequisite for success. 

Chia et al (2002), as c ited by Ismail and Yuso f (2009:39) defined service quality as a 

comparison between customer expectation and their perception of the service they 

actually rece ived. 

Service provision has been defined as an economIc activity that does not result in 

ownership, and th is is what differentiates it from providing physical goods. [t is claimed 

to be a process that creates benefits by facilitating a change in customers, a change in 

their physical possess ions, or a change in their intangible assets. By supplying some leve l 

of skill , ingenuity, and exper ience, providers of a service participate in an economy 

without the restrictions of carrying stock (inventory) or the need to concern themselves 

wit h bulky raw materials. On the other hand, their investment in expertise does require 

marketing and upgrading in the face of compet ition, which has equally few physical 

restrictions. (Austin Texas Advertising/ Web Page, 2009:2). 

In his work on Delivering LocaVMunicipal Services, Kitchen ( 1993) states municipa l and 

loca l services may be de livered in a variety of ways. Alternatives range from complete 

public provision to complete private provision or a mix of these two, including public 

private partnership. Public sector provision ranges from responsibility resting with the 

loca l counci lor city ha ll to responsibility assigned to some kind of independent or quasi­

independent special-purpose body or loca l government enterprise. Private sector 

alternatives include contracting out, franchises , grants, vouchers, vo lunteers, se lf-help 

organizations, and nonprofit agencies. (World Bank, 2005: 11 7) . 
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2.4. Features of Customer Service Delivery 

According to Customers and Training Tips,Com (20 I 0: I) the fo llowing eight new 

features of service D-E-L-J-V-E-R-Y was discovered which wou ld help customer 

service representatives go to the top of the league, 

"D" is for Dedicated, The moment a customer needs help the dedicated customer 

service representative swings into action, Customers should be made to fee l that 

they are priority number one, not that they are on the bottom of a list and wi ll 

have to wait his turn, 

"E" is for Empowered, The empowered customer service representative is given 

what he needs to be able to provide outstanding customer service, Empowerment 

begins with training, the provision of tools, and the recognition of individual 

potentia l. Empowerment is nurtured by showing trust and suppol1, listening to 

representat ives and helping them reso lve problems, and removing any obstacles 

or conditions that make their work harder. 

"L" is for Linked, The members of a customer care team must work together and 

share information, Great customer service cannot be achieved by individuals 

working in iso lat ion, Linking should also extend beyond the team to include all 

other employees of the company in mutual support. A company with employees 

who work together for the mutual benefit of the company and its customers will 

quickly rise to the top, 

"I" is for Informed, In the past the customer service department was often 

neglected by management. Representatives, seen as workers at the bottom of the 

totem pole, went untrai ned and uninformed, Today more and more companies 

have realized the importance of these front· line staff and are treating them like 

royalty, After a ll, they are representing the company not on ly to establ ished 
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customers, but to new and potential customers as well. How customers are treated 

is how business goes. Customers deal fust with customer service representatives. 

These representatives should rece ive thorough training on the company's 

products, systems, policies, and procedures. They should know how to so lve 

prob lems, what to do when a customer has a crisis, where to find needed 

in formation, when to ask for outside assistance, who to contact in specific 

situations, and how to bui ld customer satisfaction and trust. They should be 

informed in all aspects of the company and its products and services. 

"V" is for Va lued. Before customer service representatives can va lue their work 

and your customers, you must show them that you value them. J f they fee l like 

va luable employees doing work that is va lued, they wi ll produce far greater 

results than if they feel insignificant in an insignificant job. You can emphasize 

that you value them by providing training, asking for their opinions and feedback, 

responding to their needs and questions, acknowledging their contribution, 

praising them, and offering financia l incentives to the degree possible and other 

rewards. Rewards might include gift certificates or small gifts on appropriate 

occas ions. 

" E " is for Experienced. An experienced customer service representative learns to 

be knowledgeable but not overly technica l with customers. He or she shows 

confidence but not arrogance, friendliness but not fami liarity, help fulness but not 

insistence, and attentiveness but not intrusiveness. The representative may be 

smartly dressed but never overpowering. It takes experience to automatically 

strike the right ba lance and quickly shift to a new balance for the next customer. 

"R" is for Representative. The customer service representative should always act 

in the best interests of the company. From personal appearance to speech and 

action, the representative should project a strong, positive image of the company 

and a sincere interest in helping the customer. At the conclusion of a contact with 
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the representative, the customer shou ld fee l happy about doing business with a 

company whose employees are warm and fr iendl y as well as efficient and 

knowledgea ble. 

"Y" is for "Your" Respons ibility. The customer service representat ive accepts 

responsibility fo r his role as a front-line representative for the company. He 

knows that to a customer, he is the company. 

Not just customer service representatives, but all employees of a company are 

responsible fo r delivering good customer service, and delivery means being a 

dedicated, empowered, linked, info rmed, va lued, and experienced representative 

who accepts responsibility. 

2.5. Factors to be considered in Service Delivery 

According to Austin Texas Advertising Web Page (2009: I) the delivery of a service 

typica lly invo lves fi ve factors: 

I . The service providers (e.g. the people) 

2. Equip ment used to provide the service (e.g. vehicles, cash registers) 

3. The phys ical fac ilities (e.g. buildings, parking, waiting rooms) 

4. The client 

5. Other customers at the service delivery location 

The service encounter is defined as all activities invo lved in the service delivery 

process. Some service managers use the term "moment of truth" to indicate that 

defining point in a specific service encounter where interactions are most intense. 

The service encounter is defined as all activities invo lved in the service delivery 

process. Some service managers use the term "moment of truth" to indicate that 

defining point in a spec ific service encounter where interactions are 1110st intense. 

Many business theo rists vi ew service provision as a performance or act 

(somet imes humorous ly referred to as dramaturgy, perhaps in reference to 
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dramaturgy). The location of the service delivery is referred to as the stage and 

the objects that facilit ate the service process are called props. A script is a 

sequence of behaviors followed by all those involved, including the client(s). 

Some service dramas are tightly scripted, others are more ad lib. Role congruence 

occurs when each actor follows a script that harmonizes with the roles played by 

the other actors. 

2.6. Bathos Pele principle/People first 

According to, CAPAM Report (2004: 6 . 15). Eight Bathos Pele principles were 

developed to serve as acceptable policy and leg islative framework regarding service 

delivery in the public service. These principles are aligned with the constitutional ideals 

of: 

• Promoting and maintaining high standards ofprofcss ional ethics; 

• Providing service impartially, fairly, equitably and without bias; 

• Utilizing resources effi ciently and effectively; 

• Responding to people's needs; the citizens are encouraged to participate in 

policy-making; and 

• Rendering an accountable, transparent, and deve lopment-oriented public 

administration; 

Thus "People First" was conceived with the intention oftransforming service delivery 

in the public sector. Good service delivery leads to happy customers and employee 

satisfaction for a job well done. In addition, the Eight Bathos princip le is as follows: -

Consultation 

There are many ways to consult users of services including conducting customer 

surveys, interviews with individual users, consultation w ith groups, and hold ing 

meetings with consumer representative bodies, NGOs and CBOs. Often, more 

than one method of consultation will he necessary to ensure comprehensiveness 

and representativeness. Consultation is a powerful too l that enriches and shapes 
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government policies such as the Integrated Development Plans (!DPs) and its 

implementation in Local Government sphere. 

Setting service standards 

This principle reinforces the need for benchmarks to measure the extent to which 

citizens are satisfied with the service or products they receive from departments 

constantly. It also plays a critical role in the development of service delivery 

improvement plans to ensure a better life for a ll South Africans. Citizens should 

be involved in the deve lopment of service standards. 

Required are standards that are precise and measurable so that users can judge for 

themselves whether or not they are receiv ing what was promised. Some standards 

wi ll cover processes, such as the length of time taken to authorize a housing 

claim, to issue a passport or identity document, or even to respond to letters. 

Increasing access 

One of the prime alms of Batho Pele is to provide a framework for making 

decisions about delivering public services. Batho Pele also aims to rectify the 

inequalities in the distribution of existing services. Examples of initiatives by 

government to improve access to services include such platforms as the Gateway, 

Multi-Purpose Community Centers and Ca ll Centers. 

Access to information and services empowers citizens and creates va lue for 

money, quality services. It reduces unnecessary expenditure for the citizens. 

Ensuring courtesy 

This goes beyond a polite smile, 'please' and 'thank you '. It requtres service 

providers to empathize with the citizens and treat them with as much 

consideration and respect, as they wou ld like for themselves. 

The public service is committed to continuous, honest and transparent 

communication with the citizens. This involves communication of services, 
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products, in format ion and problems, whic h may hamper or delay the efficient 

delivery of services to promised standards. I f applied properly, the principle will 

help demystify the negative perceptions that the citizens in general have about the 

attitude of the public servants. 

Providing information 

As a requ irement, ava ilable info rmation about services should be at the point of 

delivery, but for users who are fa r from the point of delivery, other arrangements 

will be needed. In line with the de finition of customer in this document, managers 

and employees should regularly seek to make information about the organization, 

and a ll other service delivery related matters ava ilable to fe llow staff members. 

O penness and transparency 

A key aspect of openness and transparency is that the publ ic should know more 

about the way nat ional, provinc ial and loca l government institutions operate, how 

we ll they uti lizes the resources they consume, and who is in charge. It is 

anticipated that t.he public will take adva ntage of this principle, suggest 

improvement of service de livery mechanis ms, and even make government 

employees accountable and respo nsib le by raising queries with them. 

Redress 

This principle emphasizes a need to identify quickly and accurately when services 

are fa lling below the promised standard and to have procedures in place to 

remedy the situation. This should be done at the individua l transactional leve l 

with the public, as well as at the organizational leve l, in relation to the entire 

service delivery programme. 

Public servants are encouraged to welcome complaints as an opportunity to 

improve service, and to deal with complaints so that weaknesses can be remedied 

quickly fo r the good of the citizen. 
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Value for money 

Many improvements that the public wou ld like to see often require no additional 

resources and can somet imes even reduce costs. Fai lure to give a member of the 

public a simple, satisfactory explanation to an enquiry may for example, result in 

an incorrectly completed application form, which wi ll cost time to rectify. 

2.7. Measurement of Service Quality 

Product quality is essential to recruiting customers, but servIce qua lity is the key to 

customer retention and growth. Indeed, service is much more important than we might 

imagine. Customers are "five times more likely to switch vendors because of perceived 

service prob lems than for price concerns or product quality issues", according to a study 

by the Forum Corporation. (Superior Customer Service, The prompt approach to success, 

Michael Quine and Lynda Byron, 2006: Page I) 

Service quality is the ability of the organization to meet or exceed customer expectations . 

. ... The SERVQUAL model compares the customers' expectation and perception of 

service in terms of tangible assels, reliability, responsiveness, assurance, and empathy. 

The SERVQUAL model has been wide ly used in the study of service industry .... 

(Kitchroen,2004:14-15) 

Finding a generally accepted and agreed upon definition about service quality is very 

difficult. What is quality for one might not be quality for others. People, depending on the 

level of their respective satisfaction, have different opinion on service quality. Even the 

scholars on the issue have different opinion. 

According ly different authors tried to describe the defin ition and dimension of qua lity 

services in their perspective understandings as shown below. 

Parasuraman, Zeithaml, and Berry, (1985), as cited by Kitchroen (2004:14) described 

service quality as the abi lity of an organization to meet or exceed customer expectations. 
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Sasser, Olsen, & Wyckoff ( I 978), as cited by Kitchroen (2004:15) listed seven services 

attribute, which they believe adequately, embrace the concept of service quality. These 

include: 

I ) Security - confidence as we ll as physical safety; 

2) Consistency - receiving the same treatment for each transaction; 

3) Attitude - pol iteness; 

4) Completeness - the availability of ancillary services; 

5) Condition - of facilities; 

6) Ava ilability - spatial and temporal customer access to services; 

7) Training- of service providers; 

Gronroos (199 1) held that serv ice quality is made up of three dimensions: the "technical 

quality of the outcome", the "funct ional qua lity of the encounter", and the "company 

corporate image". Lehtinen (1982) also described service quality in three dimensions: the 

"phys ical quality" (of products and/or services), the "corporate quality" (the company 

image) and " interactive quality" (interaction between the consumer and the service 

organization). These authors argue that in examining the determinants of quality, it is 

necessary to differentiate between quality assoc iated with the process of service delivery 

and quality assoc iated with the outcome of service, judged by the consumer after the 

service is performed. (Kitchroen, 2004: 15) 

Johnston, Si lvestro , Fitzgerald, & Voss (1990), as cited by Kitchroen (2004:15) 

Ident ified fift een dimensions of service quality catego rized as "hygiene factors", 

"enhancing factors" and "dual-threshold factors". "Hyg iene factors" are expected by the 

customer and dissat isfaction of customers would occur if they were not delivered. 

"Enhancing factors" w ill lead to customer satisfaction but will not necessarily lead to 

customer dissatisfaction if they are not delivered. Failure to deli ver "dual-threshold 

factors" will cause dis satisfaction and will enhance customer 's perceptions ofservice and 

lead to satisfaction if they are delivered above a certain threshold. 
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Parasuraman Zeithaml and Berry (1985) as cited by Kitchroen (2004:15-16) listed ten 

determinants of service quality that can be generalized to any type of service. The ten 

dimensions include: 

I) Tangibles - the physical evidence of the serVice, physical facilit ies, 

appearance of personnel, tools or equipment used to provide the service, other 

customers in the service fac ili ty; 

2) Reliability - cons istency of performance and dependability; 

3) Responsiveness - willingness or read iness of staff to provide service; 

4) Competence - possess ion of the required skills and know ledge to perform the 

service by the contact personnel as well as operational support personnel; 

5) Access - approachability and ease of contact; 

6) Courtesy - politeness, respect, consideration, and friendliness of contact 

persormel; 

7) Communication - keep ing customers informed m language they can 

understand; 

8) Credibility - trustworthiness, believability, and honesty; 

9) Security - the freedom from danger, risk, or doubt (e.g. physica l safety and 

confidentiality); 

10) Understand ing - making the effort to understand the customer's needs; 
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The above ten dimensions were regrouped in the well known five dimensions in the 

SERVQUAL model (Parasuraman, Zeithaml and Berry 1990) which include "tangib le", 

"reliability", "responsiveness", "assurance", and "empathy":( Kitchroen, 2004:16) 

1. Tangib le - appearance of pbysica l facilities, equipment, personnel, and 

communication materia ls; 

2. Reliability - ability to perform the promised service dependably and accurately; 

3. Responsiveness - willingness to help customers and provide prompt service; 

4. Assurance - knowledge and courtesy of staff and their ability to convey trust and 

confidence; 

5. Empathy - caring and individualized attention to the customer. 

2.8. Instruments to Measure Service Quality 

Parasuraman, Zeithaml and Berry (1990) proposed to measure servIce quality 

subjectively by finding out the extent of discrepancy between customers ' expectations or 

desires and their perceptions of the actual quality of performed service. Good service 

quality exists when customer expectations are met or exceeded and is studied in five 

dimensions as mentioned in the last section: tangible, reliability, responsiveness, 

assurance, empathy. The methodology of comparing customer's expectation and 

percept ion in five dimensions is the popular SERVQUAL (Danuta Ann Nitecki, 1996). 

(Kitchroen,2004:16) 

The discrepancy between customers ' expectations or desires and their perceptions of the 

actual service performance was elaborated in the Disconflrmation of Expectat ions 

Pa radigm (Patterson 1993) which related sat isfact ion to customer's pre-purchase 
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expectations and perceptions of service performance and identified any difference as 

Disconfirmation. The comparisons, which form the basis of the model, are as fo llows: 

Comparison Process 

1. Perceived Performance> Expectation: 

2. Perceived Performance = Expectation: 

3. Perceived Performance < Expectation: 

High satisfaction (Delight) 

Merely Satisfied 

Dissatisfaction 

The publication of the first results of the SERVQUAL instrument provoked a debate on 

how best to measure service quality and in the subsequent decade there have been many 

attempts to demonstrate the effi cacy of the SERVQUAL instrument. It is generally 

agreed, however, that SERVQUAL instrument is suitable for measurement of service 

quality because it measures key aspects of service quality. Asubonteng (1996), moreover, 

claims that SERVQUAL is popular with managers because it combines ease of 

applicat ion and flexibility. Managers know that results obtained using the model are 

probably not objective truth but that they help identi ty the direct ion in which the firm 

should move. (Kitchroen, 2004:17) 

Some researchers have, however, suggested that SERVQUAL model also has weak 

points both theoretica lly and operationally. SERVQUAL's fi ve dimensions may not 

cover all service aspects 0 f the organization and are not universa ls. The number of 

dimensions compris ing service quality is contextua lly determined; Babakus and Boller 

(1992) suggested that the number of service quality dimensions is dependent on the 

particu lar service being offered. Andersson (1992) pointed to SERVQUAL's failure to 

draw on previous soc ial research, particularly economic theory, statistics, and 

psychological theory. (Kitchroen, 2004:17) 

The methodology of comparing the gap between expectation and perception has also 

attracted criticism. Cronin and Taylor ( 1992; 1994) argued that SERVQUAL is 
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paradigmatically flawed because of its ill-judged adoption of the di sconfirmation model. 

Babakus and Bo ller (1992) fo und that the use of a "gap" approach to service quality 

measurement is " intuitively appealing", they suspected that the "difference in scores does 

not provide any add itional information beyond that already contained in the perception 

component of the SERVQUAL sca le". They found that the dominant contributor to the 

gap score is the perception score. (Kitchroen, 2004: 17) 

Lewis (1 993) criticized the use ofa seven-po int Likert scale for its lack of verbal labeling 

for points two to six which may cause respondents to overuse the extreme ends of the 

sca le. Babakus and Mangold (1992) suggested using five- point Likert sca le on the 

grounds that it would reduce the "fru stration level" of respondents and increase response 

rate and quality. The double administrations of perception and expectation questionnaires 

may lead to boredom and confus ion (Bouman & Van Der Wiele, 1992) and may be 

deemed too time consuming (Cannan, 1990). (Kitchroen, 2004:17-18) 

Discussion of the Importance-Performance Analysi s (IPA) technique 

The Importance-Performance Analysis conceptually rests on multi-attribute models. This 

technique identifies strengths and weaknesses of a market offering in terms of two 

criteria that consumers use in making a cho ice: the relative importance of attributes and 

eva luation of the offering in terms of those attributes. A particular app lication of the 

technique starts with an identification of the attributes that are relevant to the choice 

situation being invest igated. The list of attributes can be developed after canvass ing the 

relevant literature, conducting focus group interviews, and using manageria l judgment. 

Otherwise, a set of attributes pertaining to a particular service (or goods) are evaluated on 

the bas is of how important each is to the customer, and how the service or goods is 

perceived to be performing relative to each attribute. (Kitchroen , 2004:18) 

By us ing a centra l tendency (e.g. mean, median or a rank-order measure) the attribute 

importance and performance scores are ordered and classified as high or low; then by 

pairing these rankings each attribute is placed into one of the four quadrants of the 

imp0l1ance performance grid (Crompton and Duray, 1985). Mean perfo rmance and 
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importance scores are used as coordinates for plotting individual attributes on a two­

dimensional matrix as shown in Figure I. This matrix is used to prescribe prioritization of 

attributes for improvement (S lack, 1991) and can provide guidance for strategy 

formulation (Burns, 1986) (Kitchroen, 2004: 18) 

Figure 1. 

The Origina l IPA Framework 

A. Concentrate Here 

Fair 

Performance 

C. Low Priority 

Extremely Important 

Slightly Important 

B. Keep up The Good Work 

Excellent 

Performance 

D. Possible Overkill 

Source: Krisana (2004:18). Service Quality in Educational [nstitutions 

The traditional importance-performance analysis, however, has two inherent weaknesses. 

First, while the technique considers an object 's own performance in terms ofa particular 

attribute, it ignores its performance relative to competitors (Burns, 1986). Second, while 

the technique takes into account attribute sa lience (i.e. importance), it does not recognize 

the determinance of an attribute. Determinant attributes are those that discriminate well 

among competing products (Engle & Blackwell, 1990) and directly influence consumer 

choice. An attribute, say price, may be very sali ent to consumers, but if the consumer 

feel s that alternative products are about the same price, then price is not a determinant 

attribute. Hence, so lely focus ing on sa lience at the expense of determinance may 

misguide strategy. (Kitchroen , 2004:18) 
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A modified IPA model might, however, be constructed on the basis of comparing 

perceived performance and the importance of each service attribute of the five 

dimensions of the SERVQUAL model. (Kitchroen, 2004:18) 

2.9. CUSTOMER SATISFACTION 

Although SERVQUAL is widely received among academics, there is no universal model 

that caters to all the different contexts and situations in which service quality operates. 

Service quality is 'a form of attitude, related but not equivalent to satisfaction' bes ides 

service quality, customer satisfaction has become an important indicator of qua lity and 

results for the future. 

Customer satisfaction refers to customer responses to the evaluation of perceived 

shortcomings from initia l expectations. Service quality and customer satisfaction is 

someth ing different. The difference between the two is that service quality is an overa ll 

evaluation of a long period of time, whereas customer satisfaction measures a specific 

business or transaction. Quality service measurement is what customers should expect, 

whereas satisfaction measurement is what customers would expect. A study by Cronin 

and Taylor on the relationship between service quality, customer satisfaction and 

purchasing intention in the United States found that service quality is an antecedent for 

customer satisfaction. 

They also found that customer satisfaction has a strong influence on purchasing intention 

as compared to service quality. Customers do not necessarily buy a quality service or a 

product with high qua lity but convenience, price and availab ility can increase customer 

sat isfaction while not decreasing perception on service quality. Therefore quality, service 

and satisfaction are different constructs altogether. In relation to the public sector, service 

delivery encompasses wide and complex aspects. 

The difficulties faced by public sector organizations are more obvious compared to those 

faced by the private sector, which is more autonomous and not subject to the same type 

and number of rules and regu lations under which public services operate. However, 
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public organizations are supposed to be proactive in delivering serv ice to the customers. 

Besides that, public organizations are also under pressure to increase efficiency and 

respond to government legislat ion. 

The definition of quality for the public sector cannot be similar to that of the private 

sector. In the public secto r, quality should be defined as a result that satisfies the needs of 

citizens, who are the customers of public organizations. 

According to Donnelly et ai, There are two types of public service customers. Firstly, 

they are recipients of the service who contribute some financial contribution or none at 

all. Secondly, those who pay for a specific public service but do not get the benefit 

directly fi'om it. A study by Kad ir et al. on public service quality in Malaysia indicated 

that customer service improvement should be given high priority to achieve performance 

and to provide quality service to the customers. 

Customer satisfaction or customer priority does not mean disregarding laws and rules for 

the sake of satisfying customers or to gain recognition. Further, Damanhuri said that 

customer satisfaction actually means the ability to build a good and lasting Public 

relationship with customers. Hence, in pub lic sectors, service delivery means to provide 

services, wh ich are fast, of good quality and satisfy the customer. 

Although ... managers believe improving quality and service is the key to competitive 

success, only half produce regular reports on customer sat isfaction. The fact remains, 

however, that very few companies bother to find out if their customers are satisfied, 

thinking that dissatisfied customers wi ll complain anyway. This is not always the case; 

many dissatisfy customer simply exit, switching their custom to another company. (Quine 

and Byron, 2006: 57). 

Customer satisfaction depends on a products perceived performance in delivering va lue 

relative to a buyer's expectations. If the products performance fall s short of the customer 

expectation, the buyer is dissatisfied. If the products performance exceeds the customer 

expectation, the buyer is delighted. Outstanding marketing companies go out of their way 
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to keep their customers' satisfied. Satisfied customers make repeated purchases and they 

tell others about their good experiences wit h the product. The key is too much customer's 

expectations with company performance. Smart companies aim to delight customers by 

promising only what they can deliver, then delivering more than they promised customer 

satisfaction is closely linked to the quality. [ .... ], quality has a direct impact on product 

performance and hence on customer satisfaction. In narrowest sense, quality can be 

defined as " freedom fi'om defects". Nevertheless, most customer-centered companies go 

beyond this narrow definition of quality. (Kotler, 200 1:9-11 ) 

The best measure of quality is customer satisfact ion. In a competitive environment, the 

ultimate indicat ion of satisfaction is whether or not the customer returns to buy a product 

for a second , third, or fourth time. However, a firm cannot afford to gamble that its 

marketing dec isions are correct and then wa it for repeat purchases to confirm or reject 

those judgments. Instead managers rea lize that satisfaction is determined by how closely 

experiences with a product meet or exceeds a customer expectation. (William et.a l, 

2005: 10) 

Satisfaction is the state felt by a person who has experienced a performance or outcome 

that has fulfill ed his or her expectations. Satisfaction is thus a function of relative levels 

of expectation and perce ived performance. Expectat ions are formed on the basis of 

experiences with the same or similar situations, statements made by fri ends and other 

assoc iates, and statements made by the supplying organization (Kot ler & Clarke, 1987). 

2.10. How to Measure Customer Satisfaction: Satisfaction Measurement and Theory 

In order for companies to understand and respond to customer service initiatives they 
need to: 

~ Measure their performance on customer satisfact ion/loyalty 
~ Listen to the vo ice of the customer 
~ Fix service problems and processes 
~ Set standards for key service areas. 
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Listen 

Measure 

Service 
Reliability 

Set Standards 

Fix 

Source: Quine and Byro n (2006:33): Superior Customer Service, the Prompt approach to 
success. 

According to Smith (2007:3-4) survey conduct, Customer sat isfaction measures how well 

a company's products or services meet or exceed customer expectations. These 

expectations often reflect many aspects of the company's business activities including the 

actual product, service, company, and how the company operates in the global 

environment. Customer satisfaction measures are an overall psycholog ical eva luation that 

is based on the customer's lifetime of product and service experience. " 

2.11. Why is Customer Satisfaction So Important? 

Effect ive market ing focuses on two activities: retaining exist ing customers and add ing 

new customers. Customer satisfaction measures are critical to any product or service 

company because customer satisfaction is a strong predictor of customer retention, 

customer loyalty and product repurchase. 

2.12. Satisfaction Measurement: Overall Measures of Satisfaction 

According to Smith (2007:4) Satisfaction measures involve three psychological elements 

for eva luation of the product or service experience: cognitive (thinking/evaluation), 

affective (emotional- feeling/like-dislike) and behavioral (current/ future actions). 

Customer sat isfaction usually leads to customer lo ya lty and product repurchase. 
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However, measur ing satisfact ion is not the same as measurmg loyalty. Satisfaction 

measurement questions typica ll y include items like: 

I . An overall satisfaction measure (emotional): 

Overall, how satisfi ed are you with "Yoni fresh yogurt"? 

Satisfaction is a result of a product related experience and this question reflects 

the overall opinion of a consumer's experience with the product's performance. 

Note that it is meaningful to measure attitudes towards a product that a consumer 

has never used, but not satisfaction for a product or brand that has never been 

used. 

2. A loyalty measure (affective, behavioral): 

Would you reconunend "Yoni" to your family and fr iends? 

3. A series of attribute satisfaction measures (affective and cognitive): 

How satisfied are you with the "taste" of Yoni fresh yogurt? 

I-low important is "taste" to yo u in se lecting Yoni fresh yogurt? 

Satisfaction and attitude are close ly related concepts. The psychological concepts 

of attitude and satisfaction may both be defined as the evaluation of an object and 

the individual's relationship to it. The distinction is that satisfaction is a "post 

experience" evaluation of the satisfaction produced by the product's quality or 

value. 

4. Intentions to repurchase (behavioral measures) 

Do you intend to repurchase Yoni fresh yogurt? 

Satisfaction can influence post-purchase/post-experience actions other than usage (such 

as word of mouth communications and repeat purchase behavior). Additional post-
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experIence actions might include product or information search activity, changes 111 

shopping behavior. (Smith, 2007:4). 

Customer satisfaction is the state of mind that customers have about a company when 

their expectations have been met or exceeded over the lifetime of the product or service. 

The achievement of customer satisfaction leads to company loya lty and product 

repurchase. There are some important implications of this definition: 

Because customer satisfaction is a subjective, non-quantitative state, measurement will 

not be exact and wi ll require sampling and statistica l analysis. Customer satisfaction 

measurement must be undertaken with an understanding of the gap between customer 

expectations and attr ibute performance perceptions. (Cacioppo, 1995:1) 

2.13. PUBLIC SERVICE DELIVERY IN ETHIOPIA 

What is the Important of the change in the public sector? The necessity of change IS 

obvious in the fact that any organization that refuses to change with the changing 

environment, will be left beh ind when compared with those that can cope with the 

changing times, to cope with the changing times, organizations must identi fy the factors 

that influences these changes. 

Currently the Ethiopian government IS trying to Improve the service delivery of 

government institutions. Business Process Reengineering is being undertaken in several 

government agencies. The government has formu lated a service delivery policy in the 

civil service in 200 I . 

The po licy states that modern service delivery, which has been a distinguishing feature of 

the private sector, has become a topical issue among government as well as non­

government institutions in the ir recent attempts to transfer good management practice 

from the private to the public sector. Service delivery basically refers to the systematic 

arrangement of activi ties in service giving institutions with the aim 0 f fu lfilling the needs 
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and expectations of serv ice users and other stakeholders with the optimum use of 

resources. 

The policy document states that little attentions were given to the service delivery by the 

public sector. It also elaborates problems and drawbacks of the public sector in the 

delivery of serv ices, the need for and objectives of the po licy as well as the policy 

instruments send strategies des igned to attain these objectives. 

2.13.1. Problems and Drawbacks of the Ethiopian Public Service Delivery 

Capacity Building (2001 :3-4) put the following as drawbacks of the public service 

delivery in Eth iop ia; 

.:. Positive att itude towards public service has not developed to the desired extent ; 

.:. Insufficient recognition that citizens have the right to receive services from 

government ; 

.:. Lack of accountability in civi l service institutions for fai lure to meet expected 

performance; 

.:. Service delivery in many civi l servIce institutions are based on long and 

time consuming, excess ively hierarchical organizat ional structure and obso lete 

management practices; 

.:. Services in most cases are provided in a manner that suits the admin istrative 

convenience of the providers rather than meet the needs of the recip ients; 

.:. Public service institutions tend to concentrate more on concerns fo r inputs and 

routine activities than on achiev ing tangib le outputs by way of implementing 

government policies and programs as well as improving services; 

.:. The public is se ldom given clear and adequate information on the ava ilabi lit y 

of particular services and the conditions required to get these services; 
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.:. Public users are rarely consul ted about theu· needs; 

.:. Public service institutions are so le providers of some services; 

.:. Most of the institutions have no any formal complaint handling mechanisms; 

.:. Shortage of resources constrains improvement of services to the des u·ed level; 

.:. Service users are often unaware of their rights and obligat ions pertaining to 

services and at times tend to resort to illicit means to get the services. 

2.13.2. Policy Instruments and implementation strategies 

The policy also stated the instruments and directions to attain the overall and 

specific objectives of the po licy. These are 

.:. Formulation of mission statement 

.:. Promoting pos itive attitude towards serving the public 

.:. Defining Elig ibility 

.:. Facilitating easy access 

.:. Coordinating related services 

.:. Establishing complaints handling mechanism 

.:. Providing adequate information 

.:. Consulting with service users 

.:. Setting service standards 

.:. Providing cost effective services 

.:. Promoting transparency 
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In order to implement the abovementioned policy instruments the following 
strategies are designed to be carried out at the level of the Federal Government 
and Executive institutions: These are: 

.:. Establishing an executive body 

.:. Creating awareness 

.:. Capacity building 

.:. Encouraging employee participation 

.:. Managing service delivery improvement through research and planning 

.:. Establish a national civil service award system 

.:. Rewarding exemplary performance 

.:. Working in partnership with the public 

2.14. What is telecoms liberalization? 

Telecoms liberalization means introducing competition into the telecoms sector by 

allowing commercial enterpri ses to set up new telecoms businesses as long as they 

comply with certain government-defined policies, rules and regulations. It is a 

fundamenta l shift in the way a govermnent, at the national level and through international 

treaty agreements, regulates the provision and use of public telecoms resources. 

Historically, telecoms infrastructure and services have been provided on a monopoly 

basis with the plain old telephone service as the main offering, and the government­

owned PIT administration was combining multiple roles as policy-maker, regulator and 

operator. Technological advances in computers and digital technology in the 1980's and 

1990's radically changed the telecoms sector, creating opportunities for market entry by a 

range of competitors. "What were once plain old voice networks were now seen as the 

central conduit of the information society, analogous to the canals and railways of the 

industrial society." Govermllents realized that monopoly networks and services were 

limiting the development of new markets and services. Economic stimulation and the 

need to attract investment in the telecoms infrastructure avai lable became the Catalyst for 
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governments to starts the telecommunication libera lization process. The successfu l 

transformation of a monopolistic telecom market to a compet itive one requires effective 

and independent regulators coupled with fair and effi cient judicial appea l systems. This is 

particu larly important when the incumbent enters compet itive markets and is the 

monopoly provider of the essential faci lities upon which compet itive services depend. 

Without effect ive regulatory authorities and fair judicia l systems, viab le competition is 

unlikely to emerge. 

TELECOMS LIBERALIZA nON: Regulatory frameworks are a means to authorize 

new operators' or serv ice providers' market entry; ensure fa ir and non-discriminatory 

access to essential facilities ; faci litate the roll-out of universal access; and provide for 

who lesa le interconnection offerings. It is essential that regulations be transparently 

fo rmulated and clear to all market players. 

Liberalization is not de-regulation : "Libera lization" is not the same as "de-regu lation". 

On the contrary, a country that has not liberalized its telecoms market needs no regu lation 

because the incumbent operator is usua lly owned by and directly accountable to the 

government. Liberalizat ion, on the other hand, requires the estab lishment of a market 

driven po licy framework and pro-competitive regulations, or ru les of the game that will 

apply to all market players. Down the road, when a truly competitive market exists, 

policymakers should aim to roll back sector speci fic regu lation and rep lace it with the 

app lication o f general competition law. However, in the early stages of libera liz ing the 

telecoms sector, policymakers need to work with market stakeholders and take a ' hands 

on ' approach to creating the right environment for investment and competition. 

Liberalization is not privatization "Libera lization" and "privatizat ion" means two 

different things, but the terms are often confused. A country that liberalizes its telecoms 

market need not privatize its incumbent operator. Governments may decide that sell ing a 

stake in the incumbent operato r to outside investors (privatization) is a good idea to raise 

revenues, or to strengthen the incumbent's balance sheet for future invest ments, or to 

help the incumbent become a more robust competitor. Nevertheless, privatization is one 

36 



of many options, not an obligation. A government can decide to maintain ownership of 

the incumbent operator, as long as the operator is separated from the government 

agencies that regulate the telecoms sector. Leav ing the incumbent as an integrated part of 

the government is a bad idea, as it 

Telecoms Liberalization: Creates a confl ict of interest between the government's policy 

role and its role as an operator. This confl ict of interest, rather than the actual ownership 

of the incumbent, is incompat ible with liberalization. Governments should be awa re that, 

if not done carefully, privatization can create its own set of problems. Investors in the 

incumbent may request the extension of monopoly rights, wh ich can create an obstacle to 

liberalization. If some compromise is required, monopo ly rights shou ld under no 

circumstances be extended to data, Internet or value-added services. These services are 

key drivers for business and national economic growth and should not be kept under 

monopoly. 

The goals of liberalization: Liberalizat ion and the competition it brings are means, not 

ends. Governments should consult the re levant stakeholders to decide and articulate at the 

uutset what their objectives are. These object ives may differ from country to country and 

can include: 

• attracting new investment; 

• upgrading natio nal infi'astructure; 

• Creating jobs; 

• contributing to improving universal access; 

• improving services, pricing and choice for the end-user community; 

• Encouraging innovation; 

Telecoms Liberalization: investment required to upgrade and maintain communications 

networks and make them available to all citizens may be beyond what is economica lly 

and politically feas ible fo r the state. At the same time, both foreign and domestic private 

investors are eager to invest in upgrading in fras tructure and ro lling out new networks and 

37 



services. Liberaliz ing the telecoms market creates an opportunity to attract that 

investment. (International Chamber o f Commerce 2004 :9-11) 

Telecommunications Liberalization: Uganda 

Uganda Economic reforms began in 1987 Uganda Telecom Limited, a state monopoly, 

was privatized in 2000 through a consortium Entry of other compet itor such as Celteland 

MTN (U) Limited Telecommunications liberalization from 1996 Expansion of telecom 

services since 1998 Telecom liberalization in Uganda before liberalization coverage was 

concentrated in c ities and towns. Service monopolized by state-owned enterprise Low 

penetration rate of fi xed lines and mobile phones . 

After liberalization 56 districts have a point of presence for the delivery of 

telecommunications services. 68,000 to 840,000 customers from 1998 to 2003Increased 

penetration rates from 0.24 to 3.511 00 inhabitants Mobile lines have increased from 

12,500 in 1998 to 872,704 in 2004. Fixed lines have increased from 57,366 lines in 1998 

to 67,234 in 2004. Total teledensity (fixed and mobile) is estimated at 3.5 and fixed line 

teledensity is 0.27.In general, lower tariffs for end-users are among the most important 

benefi ts of competition decline in rates for international ca lls over the fixed line network. 

(Gloria 0. Pasadilla, 2005:7). 
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CHAPTER THREE: 

DATA PRESENTATION AND ANALYSIS 

This chapter dea ls with presentation, ana lysis and interpretations of the data on the 

services delivery and cllstomer satisfaction : in case of ETC on mobile telephone services. 

The data were gathered through questionnaires, interview and observations and reviewed 

documents. 

The management members of Ethiopia Telecommunication Corporat ion, central Addis 

Ababa zone are interviewed. FOlty (40) questionnaires were distributed to staff members 

of the ETC Centra l Addis Ababa zo ne out of40, which 39 responded. Additionally, 150 

questionnaires were distributed to customers of ETC out of which 147 responded. All the 

sample centers of the organizations have been observed. Relevant document have been 

reviewed. Thus, the who le data have been presented in three sections of this chapter. 

The first section presents the data about the customers, employees and managements 

perception of the mobile service delivery. The second part presents the factors and 

variables undermine customer sat isfaction in ETC in general and the mobile telephone 

services delivery in particular. The third part deals with the problems, which undermine 

the services delivery program. 

3.1. Respondents perception of the mobile service delivery 

Customers, employees and management members are requested to express their 

perceptions about the mobile service delivery by ETC. The respondents expressed quite 

contradictory views for some of the questions while they shared the same opinions for 

some of the problems. 
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Before we directly go to the perception of the customers, employees and the 

management, let's ha ve a look about the type of customers who have participated in the 

research. 

Table 3.1 Frequency of go ing to ETC 

Frequency of going to ETC 
Frequency # of Respondent % 

1-3 times 110 74.8 

4-6 ti mes 7 4.8 

7-10 times I I 7.5 

> 10 times 19 12.9 

Total 147 lOa 

Source: Own survey 

Accord ing to the Table 3.1 above out of the 147 customers who have participated in the 

survey, 110 (74.8%) have vis ited ETC utmost 3 times. A number 19 (12.9%) of 

customers said to have visited ETC more than 10 times. The rest 18 ( 12.3%) visited from 

4-10 times. 

Table 3.2 Purpose of going to ETC 

# of 
Reason of going Respondent Percentage 

to pay mobile bill 33 22.4 
to request for new mobile service 
connection 84 57.1 

to ask for maintenance service 38 25 .9 
any other reason 18 12 .2 

Source: Own survey 

According to the Table 3.2, 84 (57.1 %) responded to have visited ETC to request for new 

mobile service connection, 38(25.9%) visited to ask maintenance services, 33(22.4%) visi ted to 

pay mobi le bill and the rest visited for other reasons. 
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3.2. Problems Faced by customers 

According to Ismail and Yusof (2009:39) servIce quality is a companson between 

customer expectation and their perception of the service they actually received. 

Accordingly a problem in a given serv ice implies a gap between expectation and actua l 

receipt of a service. In order to check the gap between customers' expectation and the 

service they have received they are requested to respond whether they have faced a 

problem with the mobile telephone service or not. 

Table 3.3. Number of customers who faced problems 

faced 
problem with Frequency Percent 
mobile service 
Yes 132 89.8 
No 15 10.2 
Total 147 100 

Source: Own survey 

As you can see on the above Table 3.3, a vast majority of customers, nearly 90% have 

experienced prob lems in mobile telephone service delivery. Only 15(10.2%) of the 

respondents have responded that they did not face any problem. This implies that around 

90% of the customers have found the service they are provided with to be below their 

expectation. 

Employees are also asked whether customers have expressed their dissatisfaction with the 

mobi le telephone service delivery and they have confirmed that customers have 

expressed their di ssatisfaction with mobile service delivery. 
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Table 3.4 Number of employees who admitting customer' s dissati sfaction. 

Customers express their dissatisfaction or 
Frequency Percent 

any compliant 

Yes 32 88.9 
No 4 11.1 
Total 36 100 

Source: Own survey 

Similarly, the vast majority o f employee respondents, 32 (88 .9%), believe that customers 

approached them to express their dissatisfaction or complaints. 

The management, during the interview, has also confirmed the existence of customer 

dissatisfaction not only in the mobile service delivery but also in the general services 

provided by ETC. 

Fro m Tables 3.3 and 3.4 we can infer that the quality of the mobile service delivery to be 

below the customers' expectation. 

3.2.1. Major types of problems 

Table 3.5. Types of problems 

Types of Problems Number Percent 
network is not good 101 68. 7 
mobile activation is too late 36 24.5 
long wa iting t ime to get service 25 17 
price of SIM card not affordable 25 17 
va lue does not match with service 58 39.5 

Source: Own sUl-vey 

Among the problems indicated by customers (see table 3.5.), bad network takes the fir st 

place according to 101 (68.7%) of customers. The next problem highlighted by 58 

(39.5%) of customers is mismatching service with expected value. Almost quarter or 

24. 5% of the respondents signifies late mobile activation as a problem. Price of SIM card 

and long waiting service time are also problems according to 17% of customers, 

respective ly. 
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3.2.2. Administrative problem 

Table 3.6 Administrative problems. 

ETC has administrative problems Frequency Percent 

Yes 99 67.3 

No 44 29.9 
I don ' t know 4 2.7 

Total 147 100 
Source: Own survey 

Accord ing to the above Tab le 3.6, out of the 147 customers, 99 (67.3%) fee l that ETC has 

administrative problems while 44(29.9%) believe that there is no administrative problem 

in ETC. The rest 4(2.7%) do not know whether there is a problem or not. 

The Table 3.7 below identifies the type of ad ministrative prob lems, the number of 

customers that claim to have the specified fo rm of admin istrative problem, and their 

percentage out of the total number of respondents. The last co lumn g ives the rank with 

re lative severity. 

3 .2.3 . Types of administrative problems 

Table 3.7. Types of administrative problems 

Problem # of Respondent % Rank 

approach of employees not good 26 17.7 

employees are not cooperative 22 15 

employees do not respect customer 29 19.7 
customer handling is not good 57 38.8 

there is corruption in selling the SIM card 10 6.8 

employees are not always avai lable 24 16.3 
Source: Own survey 

Accordingly, customer handl ing by the servIce provider is rated being the top 

admin istrat ive problem by 57 (38 .8%) of the customers. Corruption in selling the SIM card 

is found to be the least admin istrative problem as only 10 (6.8%) of the respondents considered a 
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problem. 29 (19.7%) of the respondents also claimed that employees do not respect their 

customers and 22 (15%) of the respondents complained the employees are not cooperat ive. 

3.2.4. Service charge 

Table 3.8 Rating of service charge by customers. 

How do you rate the service charge Frequency Percent 

Fair 32 21.8 
Unfair 112 76. 2 
Neutral 3 2 

Total 147 100 
Source: Own survey 

In rating the service charge for mobile service, 112 (76.2%) of customers expressed the 

service charge to be unfa ir. Only 32(21. 8%) of the customers feel that mobile service 

charge to be fair . (Table 3. 8) 

3.2.5 Stipulated standards and procedures for mobile service delivery 

The " setting services standards" principle of Bathos Pele states that it reinforces the 

need fo r benchmarks to constantly measure the extent to which citizens are satisfi ed with 

the services or products they are rece ived from organization. 

Table 3.9. Stipulated standards for mobile service delivery 

there are clearly stipulated standards for 
Frequency Percent 

mobile telephone service delivery 

Strongly disagree 9 23.1 
Disagree II 28.2 
Neutral I 2.6 
Agree I I 28.2 
strongly agree 7 17.9 
Total 39 100 

Source: Own survey 

According to the above Table 3.9, 20 of the 39 emplo yee respondents (i.e. 51.3%) either 

disagree or strongly disagree for having a clearly stipulated standards for mobile 

telephone service delivery; but 18 (46.1 %) do agree or strongly agree for having the 

standard. However the management admitted, during the interview, that there are no 
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clearly stipulated standards for mobi le service de livery. According to the management 

response it indicates that the ETC has no standard that are prec ise and measurable to 

judge whether the customer satisfi ed or not with the services recei ved. 

Table 3.10. Procedures for mobile service delivery. 

Was there any procedure yo u followed to get mobile service Frequency Percent 

Yes 83 56.8 
No 63 43 .2 
Total 146 100 

Source: Own survey 

The customers are also asked whether they have followed a certain procedure to get a 

mobile service delivery. The majority of the customers, 83 (56.8%) replied that they 

have followed some procedures such as filling of forms, attaching a copy of ID card, 

paying a service charge and others in order to get mobile service while others 63(43.2%) 

do not think of any procedural requ irement.( Table 3. 10) 

3.2.6. C ustomers ' C omplaint Handling Mechanism 

The" response to customers comp laint 's" principle of Batho Pele states that public 

servants welcome complaints as an opportunity to improve services, and to deal with 

complaints so that weaknesses can be remed ied quickly for the good o f the customer. 

Table 3.11. Organization response is to customers ' complaints 

Organization's response to customer 
Frequency Percent compliant 

Quick 14 35.9 
Late 21 53.8 
No Response 4 10.3 
Total 39 100 

Source: Own survey 

As you can see in the above Table 3. 11 , out of the 39 respondents 2 1(53.8%) sa id that 

their organ izations response to customers compliant is late, 14(3 5.9%) have sa id that the 

response to be fast and according to 4 ( 10.3%) of respondents customers may get no 
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response. Tn general, this indicates that ETC does not attach importance to dea ling with 

complaints and to remedy for the weaknesses. 

3.2.7. Employees Participation in Complaint Handling Process 

Table 3.12. Employee's participation in customers ' complaint handling. 

Employee participate in decision making process of 
Frequency Percent customer compliant 

Yes 24 63.2 
No 14 36.8 
Total 38 100 

Source: Own survey 

Out of the 38 employees, 24 (63.2%) of them responded that they participate in decision 

making process of customer compliant. 

3.3. Factors that undermine customer satisfaction 

Customer satisfaction depends on a products perceived performance in delivering value 

relative to a buyer' s expectations. If the products performance fa lls short of the customer 

expectation, the buyer is dissatisfied. If the products performance exceeds the customer 

expectation, the buyer is delighted. Outstanding marketing companies go out of their way 

to keep their customers ' satisfi ed. Satisfied customers make repeated purchases and they 

tell others about their good experiences with the product. The key is too much customer's 

expectations with company performance. Smart companies aim to delight customers by 

promising only what they can deliver, then delivering more than they promised customer 

sat isfaction is closely linked to the quality.[ .... ], quality has a direct impact on product 

performance and hence on customer satisfaction. In narrowest sense, quality can be 

defined as "freedom fi'om defect s". However, most customer-centered companies go 

beyond this narrow definition of quality. (Kotier, 200 1:9- 11) 

Satisfact ion is the state felt by a person who has experienced a performance or outcome 

that has fulfi lled his or her expectations. Satisfaction is thus a function of relative levels 

of expectation and perce ived performance. Expectations are formed on the bas is of 

experiences with the same or similar situations, statements made by fri ends and other 

associates, and statements made by the supplying organization (Kot ler & Clarke, 1987). 
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T bl 313 C a e f a uses o ' pro bl ems. 
Causes of problems Number Pe rcent 

Backward Technology 47 32 

Lack of competition 82 55.8 
Lack of ski lled manpower 30 20.4 

Administrative 44 29.9 
Source: Own survey 

In the above table, fo r examp le, customers have expressed the causes for defects of the 

mob ile service de livery. Acco rdingly, Lack of compet ition is considered the first cause 

according to 82(55.8%) of customers. The second cause, according to 47(32%) of the 

respondents is backwardness of the techno logy fo llowed by admin istrative 44(29.9%) 

and lack of sk illed work force 30(20.4%). 

In addition to this management members are interviewed to tell what major causes cou ld 

there be fo r the prob lems of the mobile telephone services de livery. The management has 

apprec iated most of the above causes indicated by their customers. Some of the 

management has denied the existence of administrative prob lems. In addit ion to the 

above factors management has indicated the fo llowing factors that undermine customers ' 

satisfact ion. These are: 

• lack of formal complaint handling mechanisms, 

• lack of positive attitude towards public service by some of the employees, 

• lack of accountability for failure to meet expected peiformance, 

• lack of communication between the back office and the front office, 

• lack of clear and adequate information on the availability of particular services 

and the conditions required to get these services, 

• lack of consultation with the public users about their needs, 

• lack of awareness by the service users and the service users are often unaware of 

their rights and obligations pertaining to services and at times tend to resort to 
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illicit means to get the services are the major factors for the existing customer 

satisfaction problem 

3.4. Assessment of Service Quality 
Service quality is the abi lity of the organization to meet or exceed customer expectations . 

. ... The SERVQUAL model compares the customers' expectation and perception of 

service in terms of tangible assets, reliability, responsiveness, assurance, and empathy. 

The SERVQUAL model has been widely used in the study of service industry . .. . 

(Kitchroen,2004:14- 15) 

In this part the researcher try to assess the service qua lity of the mobile telephone service 

delivery based on the above methodology. 

3.4.1. Reliability of Mobile Telephone Service 
Reliability of mobile telephone service delivery main ly focuses on the consistency of 

performance and dependability of the service. 

The Tab le 3 .1 4 below assesses reliability of mobile service asking customers and 

employees agreement to certain statements. The result of ANOVA test presented in the 

following Table ident ifi es and compares average agreement level of respondent groups 

(customers and employees) 
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Table. 3.14. Reliability of mobile service 

95% CI 

Std. 
for Mean 

N Mean ANOVA Test 
Deviation Lower 

UPI)Cr Sum of 
df 

Mean 
F 

p. 

Bound 
Bound Squares Square value 

Customers 
Between 

Service 147 2.95 1.295 2.74 3. 16 C roups 18.065 I 18.065 10.84 0 
Provision 

Within 
is Employees 

Groups 
consi stent 39 3.72 1.276 3.3 4. 13 306.56 184 1.666 

Total 186 3.11 1.325 2.92 3.3 Total 324.63 185 

Customers 
Between 

147 2.88 1.308 2.66 3.09 Croups 5.703 I 5. 703 3. 198 0.08 
The service 
is 

Employees 
Within 

dependable 
39 3.31 1.436 2. 84 3.77 Croups 328.1 184 1.783 

Total 186 2.97 1.343 2.77 3. 16 Total 333 .8 1 185 

Customers 
Between 

147 3.12 1.274 2.9 1 3.32 Groups 3.688 I 3.688 2.287 0. 13 
Billing is 

Within 
correct Employees 

G roups 39 3.46 1.253 3.06 3.87 296.73 184 1.613 

Total 186 3. 19 1.274 3 3.37 Total 300.4 1 185 

Customers 
Between 

Keeps 147 3.29 1.211 3.09 3.48 G roups 0.30 1 I 0.30 1 0.187 0.67 
customer 

Within 
record Employees 

Groups 
correctly 39 3.38 1.48 2.9 3.86 297.23 184 1.615 

Total 186 3.3 1 1.268 3. 12 3.49 Total 297.53 185 

Customers 
Between 

Value docs 147 2.52 1.396 2.3 2.75 Croups 13.251 I 13.25 1 6.582 0.0 1 
match with 

'Vithin what we Employees 
Groups usc 39 3. 18 1.502 2.69 3.67 370.4 1 184 2.01 3 

Total 186 2.66 1.44 2.45 2.87 Total 383.66 185 

Customers 
Bch\'cCII 

147 2.95 1 0.81075 2.8 189 3.083 Croups 6.5 I 6.5 8.536 0 
Overall 

Within Re liability Employees 
Groups 39 3.4103 1.07796 3.0608 3.76 140.12 184 0.762 

Total 186 3.0473 0.89026 2.9 185 3. 176 Total 146.62 185 

Source: Own survey 
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As to cons istency ofservice provision, the average level of agreement by customers and 

employees are 2.95 and 3.72 respectively. The 95% CI for customers' average contains 

the moderate leve l response, i.e. 3, hence customers moderately agree on consistency of 

service provision. Employees', however, have high level of agreement on service 

consistency as the 95 percent Confidence interva l lies above 3 point. These groups 

average leve l of agreement significantly differ as the p-value=O.OO is less than 0.05 , alpha 

level of significance. 

As to dependabil ity of Mobile service Average agreement levels on Dependabi lity of 

mobi le service are 2.S8 and 3.3 1 by customers and employees respectively. As the 

95%CI contains the moderate va lue, both groups have moderate level of agreement 

regarding dependability of the service. The two groups agreement on the service's 

dependability do not differ sign ificantly, as the ANOVAs test indicated (p-va lue=O.OS > 

0.05) 

Correctness of mobile service billing is another dimension to assess the reliability of 

mobile service. The statistical test result indicates moderate leve l agreement by customers 

and high (i. e. above 3) level of agreement by employees regarding the correctness of 

billing. As the p-va lue=0. 13 >0.05, however, the agreement leve l of the two groups does 

not differ significantly. 

Regarding keeping customers' record correct ly, the average agreement leve ls 3.29 by 

customers and 3.31 by employees seem we ll above moderate level. The ANOVA test 

result, with p-value=0.67>0.05 also indicates that both groups have the same leve l of 

agreement, which is high, in keeping customers records correctly. 

Expressing their agreement concerning the va lue of mobile service do match with the 

price, customers average is 2.52 which is low leve l of agreement as the corresponding 

95% confidence interval falls below the moderate va lue. Where employees average 3. 18, 

and the 95% CI show moderately agreement level to the statement. The ANOV A test 
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result (p-value=.O I <O.OS) shows significant difference on agreement level by the two 

group of respondents. 

The last row in table II , assesses respondents agreement leve l on overall reliability, 

where the data was obtained by taking the average response of the above five items. The 

result indicates 2.9S and 3.41 average leve l of agreement and comparison of the mean 

va lues using ANOYA test 

3.4.2. Tangibility of Mobile Telephone Service 

Concerning tangibility of mobile service, both customers and employees were asked to 

give their agreement on five statements. Tab le 3. IS below presents the analysis result. 

The average agreement level for up to date equ ipment are 3.18 and 3.69 by customers 

and employees respectively. The 9S%CIs indicates moderate level of agreement by 

customers, and high level of agreement by employees. The ANOY A test also revea ls 

significant difference between the two groups agreement level regarding up to date 

equipments, which is confu'med by the p-va lue=O.02<O.OS . 

Regarding convenient phys ical facilit y, customers' agreement level is 3.08 while 

employees give on ly 2.36 average level of agreement. The CIs indicate moderate level of 

agreement by customers although emp loyees found to have low leve l of agreement in 

having convenient physical facilities. The two groups responses are significantly different 

as the p-value=O.OO<O.OS. 

Regarding ski lled and trained personnel, customers' average agreement level is 2.99 and 

employees agree to the level 3.41 on average. The confidence interva ls for both groups 

indicate moderate level and the ANOY A test (p-value=O.OS) is not strong evidence to say 

significant difference between the two groups average level of agreement. 
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Table 3.15.Tangibility of Mobile Service 

95% CI 
for Mean ANOYA Test 

N Mean 
Std. 

Lower Sum of 
Deviat ion Upper 

Sq uare df 
Mean 

Bound Square 
Bound s 

Customers 
Between 

Has up to 147 3. 18 1.205 2.99 3.38 Groups 7.974 1 7.974 

date Employees 
Within 

equil}mcnt 39 3.69 1. 301 3.27 4. 11 G roups 276.35 184 1.502 

Total 186 3.29 1.24 3.1 1 3.47 Total 284.32 185 

Customers Between 
Has 147 3.08 1.185 2.89 3.27 Croups 16.097 1 16.097 
: OIlVCllicllt Within 
lhysical Employees 

39 2.36 1.203 1.97 2.75 Groups 260 184 1.413 'acilities 
Total 186 2.93 1.222 2.75 3.11 Total 276.09 185 

Customers 
Between 

=tas skilled 147 2.99 1.153 2.8 3. 17 Groups 5.538 1 5.538 
md 

Within 
rained Employees 

39 3.4 1 1.371 2.97 3.85 Croups 265.4 1 184 1.442 )CrSOllllci 
Totlll 186 3.08 1.21 2.9 3.25 Total 270.95 185 

Customers 
Between 

147 2.4 1.242 2.2 2.6 G roups 0. 11 2 1 0. 11 2 
'crvicc is \Vithin 
tetworkcd Employees 

39 2.46 1.484 1.98 2.94 Croups 309.01 184 1.679 

Total 186 2.41 1.293 2.23 2.6 Total 309.12 185 

CustOIllCI'S 
Between 

:ll1ployccs 147 2.88 1.162 2.69 3.07 Groups 0.005 1 0.005 
1I0W their 

\Vithin 
ustolllcrs Employees 

39 1.38 2.42 Groups 269.39 184 1.464 eed 2.87 3.32 

Total 186 2.88 1.207 2.71 3.06 Tota l 269.4 185 

Customers Between 
147 2.9 133 0.79308 2.784 3.043 Groups 0.14 1 0.14 

IvcraJl 
Within angibility Employees 

39 2.9808 0.87807 2.6961 3.265 Groups 121.13 184 0.658 

Total 186 2.9274 0.80964 2.8 103 3.045 Total 121.27 185 

Source: Own survey 

For the statement, service is networked; both customers and employees have equal level 

of agreement, which is low leve l of satisfaction. 

Regarding employees understanding of customers need, the average agreement leve l by 

the two groups doesn't differ significantly (p-va lue=O.95>O.05). The responses by the 

two groups are close to the moderate level. 
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The overall tangibility of the mobile service is an aggregate of the five statements under 

this category. The result indicates nearly equal average responses by the two groups; and 

their level of agreement regarding tangibility of the mobile service are moderate. 

3.4.3. Responsiveness of Mobile Service 

Conceming the responsiveness of the mobile service, customers were asked to give their 

agreement level on four statements. Table 3.16 below presents the ana lysis result using 

moderate va lue, therefore 3, as test-value in one-sample t-test. 

Table 3.16: Responsiveness of Mobile Service 

I Test Value = 3 

95% CI of 
One-SamDle Statistics Mean the Difference 

Std. T df 
p-

Diffcrcn 
Item Mea value 

N Dcviat ee Lower 
No. n 

iOIl 

I Employees arc cOOI)crativc 147 3.01 1.144 0.072 146 0 .943 0.007 -0. 18 
Employees provide prompt 

2 service 147 2.95 I. I 25 -0.51 146 0.608 -0.048 -0.23 

3 Customer Handling is good 147 2.86 I. I 74 -1.41 146 0.162 -0. 136 -0 .3 3 
There is clea r information on 

4 desk 147 2.69 1.232 -3.08 146 0.002 -0.3 13 -0.51 
Overall 0.9595 

All RCSDonsivcncss 147 2.878 3 -1.55 146 0.124 -0.12245 -0.279 

Source: Own survey 

The average levels of agreement by customers are indicated in the Mean column, which 

are less or equal to the moderate va lue. Regarding emplo yees cooperativeness, provision 

of prompt service and good customer handling the corresponding p-values for the first 

three items are all above 0.05 alpha level of significance, hence moderate level of 

agreement by cllstomers. Regarding ava ilabi lity of clear information on desk, customers 

average agreement is 2.69 that the test revea ls significantly low leve l of agreement. 
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As an aggregate to the four statements, the overall responsiveness of mobile service rated 

by customers to the level 2.878 average agreement that the one-sample t-test indicates 

moderate level of customers agreement on responsiveness of the mobile service. For all 

the statement to assess the services provider' s respons iveness, the results clearly indicate 

that the delivery hy ETC is not at higher level. 

3.4.4. Empathy of Service 
The Table 3.17 below assesses customers ' agreement level regarding empathy dimension 

of the mobi le service by responding to four statements under this category. One-sample 

t-test is used to test the average level of agreement of customers aga inst the moderate 

value. 

Table 3.17: Empathy of Service 

I I Test Value "" 3 

Mean 95% CI of 
T df 

p-
Diffcrcn 

One-Sample Statistics value the Difference 
cc 

Item Std. Lowe 
N Mean No. Deviation r 

Employees know 'heir 14 -
1 customers need 147 2.88 l.l62 -1.21 6 0.229 -0.116 0.3 1 

Employees attitude towards 14 -
2 customer is good 147 2.92 l.l 5 -0 .86 6 0.391 -0.082 0.27 

Has convenient working 14 -
3 hours to all of its customers 147 2.79 1.081 -2.37 6 0.01 9 -0.2 11 0.39 

Employees give orientation to 14 -
4 their customers 147 2.61 1.1 26 -4.25 6 0 -0.395 0.58 

-
Overall 

2.79 14 0.2006 Empathy -

All 147 9 0.8559 -2.84 6 0.005 8 0.34 
Source: Own survey 

For all the four statements, the average levels of agreement shown under the Mean 

column are found to be less than three. However, the test result under the p-va lue co lumn 

indicates moderate level of agreement only for the first two statements (understand 

customer need and good customer attitude) . The result indicates that knowledge of 

customer's expectation and attitude towards customers are not up to date high level of 

service quality attribute standard. 
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Regarding convenient working hours for customers and providing orientation to 

customers, the respecti ve p-va lues 0.019 and 0.000 are both less than 0.05 indicating 

significantly low leve l of agreement to the statements. This indicates that customers have 

inconvenience covering the time duration expecting services. In addition, customers do 

not require information as emp loyees lacks to provide orientation to their c lients. 

Overall, the empathy dimension of mobile servIce is rated to 2.799 average level of 

agreement, and the test resu lt, p-va lue=0.005<0.05 , indicate low level of customers 

agreement. 

3.4.5. Warranty of Service 

The warranty of service is assessed asking customers agreement on two statements. 

Workers knowledge and politeness is agreed to the level 2.63. Ability to build trust and 

confidence is rated to the level 2.61. Both statements result in low leve l of agreement, as 

the average va lues are significantly lower than the test/moderate va lue. (Table 3.1 8) 

Table 3.18: Warranty of Service 

Test Va lue = 3 

95% CI of 

One-Sample Statistics p- Mean the Difference 
t df valu Differenc Std. 

Item N Mean Dcviatio c c Lower Upper 
No. 1\ 

I 
Workers Knowledge 
and politeness 147 2.63 1.047 -4.25 146 0 -0.367 -0.54 -0.2 

2 
Abili ty to build trust 
and confidence 147 2.6 1 1.083 -4.42 146 0 -0.395 -0.57 -0.22 
Overall 

All Warranty 147 2.619 0.96396 -4.79 146 0 -0.38095 -0.538 -0.224 

Source: Own survey 

Overall, agreement on warranty of the service is 2.619 on average indicating low level of 

customers' agreement. 
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3.4.6. Overall Service Satisfaction 
Each respondent was asked to express the satisfaction level of customers. The Table 3.19 

below presents one way ANIOVA test to eva luate overall satisfaction of customers on 

mobile service. 

Table 3.19: Overall Service Sa tisfaction 

Descriptive 

Overall satisfaction ANaYA 
95% CI 

Std. 
for Mean Overall Satisfaction 

N Mean Dcviat io Lowe Uppc 
Mean 

11 r r Sum of 
df Squa r F Sig. 

Boun Boun Squllrcs 
d d 

c 

Betwee 
Customer 14 2.89 0.7651 2.77 3.02 n 9.8 
s 

7 8 2 3 3 Groups 8.9 19 I 8.919 2 0 
Employee 3.43 2.96 3.91 Within 167.05 18 
s 39 6 1.4653 I I Groups 9 4 0.908 

18 3.01 0.9753 3. 15 
Total 

175.97 18 
Total 

6 I I 2.87 2 8 5 
Source: Own survey 

As shown in the Table 3.19, customers rate their satisfaction level to the point 2.898 on 

average; while emp loyees believe customer leve l of sat isfaction reach 3.436 on average. 

The 95%CI for average satisfact ion level by customers resembles to the low level while 

that of employees inclines to high level, i.e. to the right of the moderate level. The 

ANOVAs test result (p-va lue=O.OO<O.05) indicates significant difference between the 

two groups average response regarding overall sa tisfact ion of customers. This indicates 

that employees preferred to have satis fied their customers better than what the customers 

themselves believed to have enjoyed. 
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Table 3.20: Correlations between reliability, tangibility, responsiveness & Empathy 

Correlations 
Services 

warranty 

Services Services services Services 
re liabili ty Tangible Responsiveness Empathy 

Pearson 
Corre lation 

.694(**) .733(") . 757('*) .797(") 0.684(") 

Ovcn!1I 
satisfaction 
Rate Sig. (2-

tailed) 

0 0 0 0 0 

N 

147 147 147 147 147 

Source: Own survey 

This Table 3.20 illustrates that all the fo ur categories of service attributes are significantly 

correlated with overall satisfaction . For example re liability o f services and re liabi lity 

have significant co rrelat ion (r=0.694). The correlation analys is indicates that all the five 

attributes have sign ificant potentia l to influence customer 's satisfaction on mobile 

servIces. 
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As show abave in Graph 3.1, customer' s overall sati sfat ion is found to be signficantly 

con'eleted with all services attributes except pricing fo r the service provided (where 

r=0.038). this indicates that mobile services usage is not a factor influncing customer's 

satisfation leve l. However, other factors have direct impact to the level of customer' s 

satisfation. The highest correlated attribute is prompt service by employees (r~0.67 1 ) 

fo llowed by employee cooperat ive(r~0 .666) and customer attitude (r~0.660). 

The Graph also presents the mean va lue for customers attitude for each attributes. The 

least rated (with mean~ 2.4) and significantly correlated with overal satisfation (r~ 0.454) 

is the net wo rk attribute of the services. This implies the need to improve network which 

would raise the customers satisfation. 
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CHAPTER FOUR: 

MAJOR FINDING, CONCLUSION ANDRECOMMENDA TION 

The preceding chapters examined factors and related mobile telephone service delivery 

.In this chapter a central analysis was made based on the data observed from interview 

and questionaires as we ll as ava ilable secondary sources . 

In an attempt to address the resea rch questions, this study has intended the follo wing 

objectives. 

I . To identify the users and providers of mobile serv ice; 

2. To assess the satisfaction of mobile service users; 

3. To identify the prob lems of mobile service delivery; 

4. To identify the causes of the problem; 

5. To assess the way of customer complaint handling mechanism; and finally 

6. To propose possible alternative so lutions; 

In order to answer the research questions or objectives, the organizat ional service quality 

and customer satisfact ion problems were identified based on the theoretical discussion of 

the study. The data gathered through questionaire, interview and document review has 

been presented and ana lyzed in chapter three. This chapter presents the major fmdings on 

the identified cause and effect relations and conclusions drawn from the findings are 

presented . 

4.1. Major Findings 

The level of service quality 

As we have indicated in the theo retical framework of this paper, service quality is the 

ability of the organizat ion to meet or exceed customer expectations. Finding a generally 

accepted and agreed upon definition about service quality is very difficult. What is 

quality for one might not be quality for others. People, depending on the leve l of their 
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respective satisfaction, have different opinion on service quality. Even the scholars on the 

issue have different opinion. Here in order to measure the quality o f the mobile telephone 

services provided by ETC, I should have used a balanced approach. Hence, the researcher 

used the correlated data of both the customers and the employees from their responses to 

the questionnaires. 

The result of the analysis on the level of service quality in chapter three, shows that the 

customers' and employees' perception of the SERVQUAL model to be different. To 

elaborate this more let's examine the results of the five serv ice qualitymeasuremnt 

instruments one by one. 

In the reliablity section,the resullt indicates 2.95 and 3.4 1 average level of agreement on 

the reliability ofthe service quality. Here we see that both the customers and employees 

moderately agree that the service is reliable. 

In the tanjiblity section,the resullt indicates 2.9 1 and 2.98 average leve l of agreement on 

the tanjibility of servi ce quality. Here we see that both the customers and employees 

moderately agree that the service to be tanjiable. 

In the responsiveness section,the resullt indicates that 2.88 average agreement on the 

responsiveness of the mobile telephone service delivery. Here we see that customers 

moderately agree that the service is responsive. 

In the empathy sect ion, the resullt indicates that 2. 8 average agreement on the 

responsiveness of the mobile telephone service delivery. The P-test result, p-value=0.005 

< 0.05, indicates low level of customers agreement on the empathy of the service to be 

low. 

In the warranty section, the resullt indicates that 2.62 average agreement on the warranty 

of the mobile telephone service deli very. The P-test result, p-value=O.OOO < 0.05, 

indicates low level of customers agreement on the warranty of the service to be low. 
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But if wc see the overall service quality measures, customers leve l the quality of their 

service level to the po int of2.898 on average; while employees believe that the quali ty of 

service to be 3.436 on average. The ANNOVA test result (p-va lue=0.00<0.05) indicates 

that significant di fference between the two groups regarding service quality. Customers 

believe that the service quality prov ided by ETC to be low while employees believe to be 

moderate. 

A number of factors could be enligted for the difference between the quality perception 

of the customers and the quality perception of the employee. The fo llowing are some of 

the facto rs: 

• Most of the employees are not customer oriented. Services in most cases are 

provided in a manner that suits the administrative convenience of the providers 

rather than meet the needs of the recipients. 

• Most employees have insuffic ient recognition that the citizens have the right to 

receive services fro m government. Rather they consider it is their r ight to prov ide 

or hinder a given service to an individual. 

• Service u~ers are often unaware of their rights and obligations perta ining to 

services and at times tend to resort to ill ic it means to get the services. 

The Level of Customer Satisfaction 

According to William ET, al (2005 : 10) the best measure o f quality IS customer 

satisfaction. 

Satisfaction is the state felt by a person who has experienced a perfo rmance or outcome 

that has fu lfilled his or her expectations. Satisfaction is thus a function of relat ive levels 

of expectation and perce ived perfo rmance. Expectations are formed on the basis of 

experiences with the same or similar situat ions, statements made by friends and other 

associates, and statements made by the supplying organization (Kotler & Clarke, 1987). 

In chapter three, we have seen a number of problems and factors that lead to the 

dissat isfaction of the customers by the mobile service deliver. Almost 90 % of the 
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customers who have visited ETC have faced a variety of problems. In addition to this, 

almost 89 % of the employees have admitted that they have received co mplaints from 

their client s. The following section will analyze why customers are dissatisfi ed. 

Major Findings of on Customer Dissatisfaction 

As shown in the theoretical discussion employee should be dedicated to improve 

customer satisfaction. The moment a customer needs help the dedicated customer 

service representative swings into action. Customers should be made to feel that they 

are priority number one, not that they are on the bottom of a list and will have to wait 

his turn. In ETC employees are not evaluated based on the satisfaction of customers 

or in such a way that will improve customer satisfaction. 

As shown in the theoretica l discussion, the members of a customer care team must 

work together and share information. Great customer service cannot be achieved by 

individuals working in isolation. Linking should also extend beyond the team to 

include all other employees of the company in mutual support. 

A company with employees who work together for the mutual benefit of the company 

and its customers will quickly rise to the top. There is lack of effective 

conununication between the different offices of ETC. The analysis of the stud y 

revea led that the {j·ont offices and the back offices do not read each other most of the 

time. The front offices are , most of the time, are not aware of the customers 

problems, while it is known by the back office. 

As shown in the discussion of the literature, the empowered customer service 

representative is given what he needs to be able to provide outstanding customer 

service . Empowerment begins with training, the provision of too ls, and the 

recognition of individual potential. Empowerment is nurtured by showing trust and 

support, listening to representatives and helping them reso lve problems, and 

removing any obstacles or conditions that make their work harder. The data drawn 

63 



from the ana lysis indicates that a lthough around 63 % of the employee participate in 

the complaint hand ling process, nearly 54 % of the employees be lieve that the 

response to customers complaint to be late. If the employees were empowered to 

make a decisio n, the delay would have been avo ided. 

As shown in the discussion of the literature, required are standards that are precise 

and measurable so that users can judge for themselves whether or not they are 

receiving what was promised. Some standards wi ll cover processes, such as the length 

of time taken to authorize a housing claim, to issue a passport or identity document, 

or even to respond to letters. 

The ana lysis obtained from the research indicates that there is no a clearly st ipulated 

standards wh ich faci litate customers to employees and employee to employee 

conU11Unication. In ETC this is not the case. 

Lack of competetion is a lso a major problem. Customers have no alternat ives to 

choose. The service is provided by the monopo ly of ETC. Hence, ETC is the price 

maker and the so le decisiion maker in the mobi le serv ice delivery. 

The corporation has lack of capita l to aquire modern techno logieis as a result of 

which the network coverage and the mobile activation is not good. 

Customers complaint-handl ing and customer feedback systems are important 

elements for customers satisfaction in public service delivery. Customers complaint­

handling is a system that enables the customers to complain to the service provider 

whenever he is dissat isfi ed while customer feedback is a system to get the comments 

and suggest ions from the customers on the mobile service delivery. The ana lysis 

c learly indicates that the complaint handling mechanism is not clear and the response 

to the customers complaint is too late. The customers are a lso are not aware of how to 

deliver their feedback as there is no a clear feedback mechan ism. 
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4.2. Conclusion 

This study has given due attention to identi fyi ng some of the basic prob lems and related 

factors with the mobile te lephone service delivery of the Ethiopian Te lecommunication 

Corporat ion, Central Add is Ababa Zone. 

The litreature reviewed for this study revea ls that clear consensus have been reached on 

the genera l service delivery and customer sat isfaction. Nevertheles, not much is written 

about mobile telephone service delivery and customer satisfaction. Hence, this study is 

aimed at filling this gap . 

The so le mobile telephpone service provider in the country is ETC. In fact efforts are 

being made by the organization to satisfy the needs of its customer satisfaction. The 

service is be ing expanded tlu·oughout the country, but with little attention to the quality of 

service. The quality of services is affected by many factors such as ava ilabi lity of modern 

equ ipment and trained and skilled manpower. 

ETC also has different administrative problems that aggravated the problem of customer 

dissatisfact ion. The current working habits need to be improved if the corporation wants 

to retain its current customers and attract new ones . If government policy changes and 

private mobile telepho ne service providers enter the market, customers might shift 

authomaticaly unless a service reform is made within the organizat ion. 

The current mobile telephone service is not customer oriented. Currently most of the 

customers are dissatisfied with the service they receive from the corporation. The 

customers enumerated a lot of prob lems for their dissat isfact ions. Among the major 

factors are bad approach by employees, d isrespect of customers by emp loyees and 

mishandling of customers. The corporat ion has no clearly stipu lated standards about the 

mobi le te lephone service, custnlOer complaint handling mechanisms and feedback 

mechanisms. 
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4.3. Recommendations 

The recommendation addresed here presents some options for policy implications and 

practical intrventions both by management and governement to improve the quality of 

mobile telephone service delivery and thereby increase customers satisfaction . In this 

case, the fo llowing recommendations are w011 h mentioning. 

As the researcher review the experience of other countries exper inces fi'om the secondary 

data Quality service provision has a strong linkage Telecoms liberalization. Governments 

real ized that monopoly networks and services were limiting the development of new 

markets and services . Economic stimulation and the need to attract investment in the 

telecoms infrastructure became the Cata lyst for governments to starts the 

telecommunication libera lization process. 

Currently some govern ment organizations are carring out a BPR in order to increase the 

leve l of their customers satisfaction. Some ofthe institutions who have implemented the 

business reform are becoming successfu l in this regard. ETC has to make a business 

reform and change the attitude of its staffs. Currently the staff, are not Cll stomer oriented. 

Equipments and physical facilities used in the service provision are one of the majore 

facto rs in the service delivery process. The most common problem mentioned by 

cllstomers, employees and management is next to lack of competetion is the use of 

backward technology. Currently the goverenmnt is main ly focuss ing in expanding the 

mobile telephone service throughout the country. But lack o f convenient physical 

facilities and modern technologies strongly affect the working conditions of the 

corporation therby affect ing the satisfact ion of customers. Hence, the writer of this paper 

recommends that there has to be a ba lance beteween expanding the service and aquiring 

most recent technologies and physica l faci lities in the industry. 

According to Aust ine Texas Advertising Web Page(2009: I) one of the factors that 

affect the delivery of service is that of the staffs or the people who prov ide the 
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servIce. In this regard highly sk illed manpower is essential in order to identify the 

needs of customers and respond inuned iate ly. One of the major problems mentioned 

by the resopndents is lack of skilled manpower. Hence, the corporation has to do a lot 

to enhance the skill of the existing ones and attract new skilled manpower from the 

market. 

As indicated in the literature review, market liberalization offers lots of advantgaes 

such as attracting new customers,upgrad ing national infrastructure, creating jobs, 

contributing to improve universal access, improving services and choices for the end­

users thereby increasing customer satisfaction. So far the government has privatized 

and is still trying to privatize public organizations. But, it has no intention to privatize 

services like telecommunicat ion services, electric power supply and the like. Lack of 

determination to liberalize the telecome service is limiting the development of the 

market which, in turn, have a negative impact on customer satisfaction. Hence, the 

researcher strictly recommends that the government should liberalize the telecom 

service in order to maximize the benefit of market libera lizat ion. 
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Appendixes One: Interview Questions for Management 

I. How do you dea l with C ustomer in your organ izati on? 

2. What are the Major prob lems you face specially in the mobile telephone services? 

3. What are the mechan isms you used to so lve these problems? 

4. Do you have complai nts handling mechani sm in mobile services delivery? 

5. How many Complaints' are comin g from Customer per month on average? 

6. What measures are taken to reduce the complaints? 

7. Do you fee l that the customers are satisfi ed with the services they receive? 

8. What type of standard that you r organizat ion uses to measure customer satisfaction? 

9. Have you applied cu rrent services delivery reform such as BPR and other to satisfy your 

C ustomer? 
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Appendixes Two: questions are prepared for customers. 

Answer the following questions by placing 'X' sign in the boxes given. 

I. Are you a mobi le phone user? 

o Yes o No. 

2. Have you ever gone to Ethio pi an Telecommunication Corporat ion? 

o Yes o No. 

3. What was the main purpose of your go in g to the corporation dur ing the last three years? 

o To pay the mobi le bill 

o To request for new Mobi le service connection 

o To ask for maintenance service 

o For other reasons (specify your reason below) 

4. How freq uently did you go to the corporation to get the serv ices you required above in Q.3? 

o 1-3 times 04-6 t imes 

o 7-10 times o More than 10 times 

5. Have you ever faced a problem with your mobi le phone service? 

o Yes 0 No 

6. If your answer to questi on no.S is yes, what are the prob lems 

[:=J The network is not good 

[:=J Mobile act ivat ion is too late 

[:=J Long wait ing ti me to get mob ile service 

[:=J Pri ce of SIM card is not affordab le 

[:=J Va lue does not match with service 
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Others, ___________________________ ____ _ 

7. What do you think to be the cause of the problem? 

o 
o 

Backward Technology 

Lack of competition 
o 
o 

Lack of sk illed manpower 

Admi ni strati ve 

8. Was there any procedure you have followed to get the required service? 

DYes 

DNo 

9. If your answer to question no.8 is yes, describe the procedures 

10. Do you bel ieve that ETC has an admi nistrative problem in re lation to mobile service 

delivery? 

DYes 

D No 

II . If your answer to questi on no. I 0 is yes, which of the following administrative problems did 

you observe? 

D Approaches of employees are not good 

D Em ployees are not cooperative 

D Employees do not respect customers 

D Customer handling is not good 

D There is corruption in selling the SIM card 

D Employees are not always available 

Others _ _ _ _ _ _ _ _____ _ _ _ _ _ _ _ _ _ _ _ _ __ _ 
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i2. i-low do you rate the servi ce charge? 

CJ Fair CJ Unfa ir CJ Neutral 

i3. How do you rate the foll owing service quaiity 

An swer the following questions by piacing .", sign in the table given. 

S.No Descriptiol/ Strol/gly Agree Ne lltral Disagree Strol/gly 

Agree Disagree 

1 Reliability 

Service provi sion is cons istent 

The service is dependable 

Billing is correct 

Keep customer records correctly 

Value does match to what we use 

2 Tangible 

The corporation has up-to-date 

equipments 

The corporation physica l faciiiti es are 

at convenient locations 

The corporation has skilled and trained , 
personnel 

The service provis ion is networked. 

E.g. you can pay your bill at any 

branch 

3 Responsiveness 

Employees are cooperative 

Em pl oyees provide prompt service 

Customer handl ing is good 

There is a clear in fo rmation on the 

desk 
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4 Empathy 

Employees know their custom er's need 

Employees attitude towards their 

customers is good 

The corporation has working hours 

convenient to all of its customers 

Employees give orientation to their 

customers about the serv ice and the cost 

5 Warranty -

workers know ledge 

po liteness/courtesy 

-their abili ty to build trust an 

confidence; 
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Appendixes Three Questionnaire for employees 

I. What types of mob ile telephone services are prov ided by the ETC? List them below 

2. What do customers say about the mobile telephone service? 

o Strongly Satisfied o Satisfied 

o Dissatis fied o very di ssatisfied 

J. There are c learly stipulated standards for mobile te lephone service delivery. 

o Strongly Agree 

o Agree o Disagree 

o Strongly Disagree 

4. The corporation has adequate, we ll trained and skilled workers. 

o Strongly Agree 

o Agree o Disagree o Strongly Disagree 

5. The service prov ided by the corporation is consistent. 

o Strong ly Agree 

o Agree 

o Disagree o Strong ly Disagree 

6. The serv ice provided by the corporation is dependable. 

o Strongly Agree 

o Agree 

o Disagree o Strong ly Disagree 

7. Billing is correct 

0 Strongly Agree 

0 Agree 
-.. 

0 Disagree 

0 Strongly Disagree 
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8. Your ETC keeps customer record s correctly 

D Strongly Agree 

D Agree 
D Disagree 
D Strongly Disagree 

9. The va lue of your service match to what your customers are served 

D Strongly Agree 

D Agree 
D Disagree 
D Strongly Disagree 

10. The corporati on has an up-to-date equipment 

D Strongly Agree 

D Agree 
D Disagree 
D Strongly Disagree 

II. The corporati on has convenient phys ical fac ilities 

D Strongly Agree 

D Agree 
D Disagree 
D Strongly Disagree 

12. The service provided by you r orga nizat ion is networked . E.g. you r customers can pay 

your bill at any branch. 

D Strongly Agree 

D Agree 
D Disagree 

D Strongly Disagree 

13. All the staffs know their customer's need 

D Strongly Agree 

D Agree 

D Disagree 

D Strong ly Disagree 

\ 
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14. Do customers express their di ssatisfaction or any complaint? 

DYes D No 

15. What is your organizations response to your customer's complaint? 

D Qu ick D Late D No Response 

16. Do you participate in the decision making process of customer complai nt hand ling? 

Yes No 

D D 
17. Your Comment ________________________ _ 
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ABSTRACT 

The main objective of this Aiaster's thesis was to examine decentralized education 

and health service delivery in Addis Ababa city government in the case 0/ Arada 

Sub city. 

The study was basically qualitative whereby simple quantitative tools were 

employed so as to complement. Moreover, the study primarily utilized secondmy 

data obtained, among others, pom constilulion, proclamalions, performance 

reports, etc and complemented wilh some primary data obtained through 

interviews. 

The findings 0/ the study revealed that various .fill1ctions of education and health 

services have been devolved to the lowest tier 0/ government, but there are no 

adequate resources thai commensurate to undertake these aclivities. 

Moreover, the study have indicated that bodies established 01 lower levels 0/ 

government to support school and health institution activities are weak and have 

not been operating withfitll capacity. 

Besides, the direct involvement of the larger community in education and health 

service deliver)) is limited. And the study have also found thai Ihere are serious 

problems o/resources required/or both education and health service delivery such 

as human resource, finance, facilities, etc. Generally, decenlralized education and 

health service delivery have nol broughl substantial progress during the study 

period except some. 
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CHAPTER ONE 

1. INTROD UCTION 

1.1. Background of the Study 

In the last quarter of thi s century, many countries have engaged in transferring of 

responsibilities of the state to lower tiers of government. Significantly, most of these lower­

tier governments have been elected so that the decentralization is not just administrati ve or 

fiscal , but also political. The motivation for the decentrali zati on has varied. In Eastern 

Europe and the former Soviet Union, it was part of the political and economic 

transformation; in Latin America, it was to reinforce the transition to democracy; in South 

Africa, Sri Lanka and Indones ia, it was a response to ethnic or regional conflict; and in Chile, 

Uganda and Cote d ' l voi re, it was to improve the delivery of basic services (Shah and 

Thompson 2004:3). 

Even when it is not explicit, improving service deli very is an implicit moti vation behind 

most of decentrali zation efforts. The reasons are of two fold s. First, basic services such as 

health, education, water and sanitation which are the responsibility of the state are not 

meeting the demands of the publi c; especially the requirements of the poor people. The 

second reason why improving service delivery is beh ind most decentrali zation efforts is that 

these services are consumed locally (Junaid Ahmad. el aI2005:1) 

Proponents of decentrali zation condemn the impotence and waste of centrali zed government 

and seek to strengthen it and focus its efforts. The ill s of' corrupti on, c liente li sm and political 

al ienation are often regarded as the natural byproducts of a bureaucracy di stant in space and 

rendered insensitive, inefficient, and inflexible by its size. Policy fa ilure in the sense of sub­

optimal choices is diagnosed as resulting ti'om poor information and incentives that are 

skewed away from ideal outcomes. Reformers advocate the decentrali zation of political 

authority and public resources to sub-national levels of government to cure for these ill s, 

operating through the reduction of' government to more manageable dimensions, thereby 

making it responsive and accountable to the governed. (.Jean-Pau! Faguel. 1997: 2) 

In developing countri es, the process of decentrali zation is trans forming the structure of 

governance. Since 1980's most Afi'ican countries have started the transfer of power, 

resources and responsibilities to their sub national governments. The pace of transformation 

is very uneven across countries. A few counlTies such as Soulh Africa, Ethiopia and Uganda 

are proceeding fast (Brosio, 2000." 1). 

1 



Moreover, there are ri sks associated with decentra li za tion in developi ng countries. In thi s 

regard decentralization process may be trapped by various constraints such as elite capture, 

revenue minimization, corruption, weak administrative system, lack of participation and poor 

human resource base among the major ones (Shah, 2006:23) 

Decentralization is a recent phenomenon in Ethi opia. Unti l 199 1, Ethi opia had been 

characterized by central ization of power. Under the Imperial Government, the country had 

experienced a centralized political-administrative system. In the era of the Dergue, despite 

the regime's support fo r self- government and local autonomy, the system didn ' t take any 

meaningfu l measure to institute a devolved system of governance (Rasheed Luke, 1995: 74). 

Provision of service delivery at the local leve l has been the responsibility of centra l 

ministri es rendering local governments powerl ess and also inhibiting the development of 

loca l actors that could participate in local development. 

Eth iopia has embarked on the process of decentralization that divides powers and 

responsibilities between the central and regional governments after the overthrow of the 

Dergue regime. According to the Federal Constituti on or 1995, the system of government in 

the country comprised of nine regional states which are in turn sub di vided in to 66 zones, 

550 woredas 6 specia l woredas and 2 autonomous adm ini strative regions, namely the City 

Government of Addis Ababa and Di re Dawa Special Admini strati ve Council (Vander Loop, 

2002) Addis Ababa, the capital of the country and seat of AU and various international 

Organizations was designated as chartered city government with se lf ru le as a result of 1997 

proclamation. In line with the nati onal decentralization program, Addi s Ababa has embarked 

on decentralization of function s and responsibilities to 10 sub cities under its jurisdiction for 

effective urban services delivery as per the revised charter of2003 . 

The rapid growth of the population has been putting tremendous pressure on the City 

govenunent. The problems of inadequate housing, poor urban infrastructure, poverty, 

unemployment, inadequate water and electricity supplies, poor sanitati on system, etc can be 

mentioned (Meheret, 1998). However, recently, as part of decentra li zation program, the 

municipality is empowered to devolve various services and the city government funct ions to 

the 10 sub cities among which education and health services are the ones. 

The revised charter of Addis Ababa City Government Proclamation No . 31 1/2003 and the 

constitution have laid the bas is for the devo lution of decision-making powers and 

administrative responsibilities on different matters to its sub cities. However, the presence of 

various problems has been revealed by the res idents at different timcs. In line with the above 
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facts, thi s study attempts to assess the state of serv ice de livery in Addis Ababa City 

Government wi th particul ar reference to Arada sub city education and health. 

1.2. Statement of the Problem 

Ethiopia has been characteri zed by a centrali zed administration until 1991. Since 1991 , a 

seri es of reform measures have been introduced in the country to effective ly institute a 

mul tifaceted decentrali zed system. Wi th the adopt ion of a decentral ized approach, it was 

expected that the system would create local governments whi ch are more accountable to their 

constituencies aimed at enhancing self-reliance, democrati c decision-mak ing, and citi zen 

participation. Provision of public services through decentral ized institutions and parti cipation 

of the population has al so the advantage of matching local needs and prioriti es with required 

resources. Wi th thi s and other objecti ves in mi nd, various reforms were introduced for 

promoting effecti ve governance both at central and local levels. 

Despite the efforts to improve local governance through decentral ized approach, there are 

still different challenges standing as inhi bi ting factors to the performance of local 

administrations. Several reasons could account for the ineffecti vcness and ineffic iency of 

local governments in general. D ifferent writers have discussed these problems at di fferent 

times. Among these Abdul Aziz (1996: 146) argues that the ex tent to which the fruits of 

decentralized governance are realized depends upon the nature of the pol itico-administrative 

institutions created, the extent of fun ctional and financ ial autonomy enjoyed by local 

governments, the pattern of power di stri bution among di ffe rent in terest grou ps in the society 

and people ' s perception about decentral ized govcrnance. 

Galala, (2003:254) also argues that an important impediment to decentrali zati on is lack of 

financial and human resources. Local governments find it di ffi cu lt to raise enough revenue 

and therefore are unable to hire able administrati ve and other offici als to manage 

performances. Tegegne and el at (2004:45) have al so mentioned that fin ancial problems, lack 

of skilled manpower, lack o f parti cipation, and absence of loca lly adopted system for 

planning and budgeti ng are among the constra ints chall eng ing the performances of 

decentrali zation in Eth iopia. These and related views are raised on the performance of 

decentralization in Ethiopi a. 

Addis Ababa is more than hundred years old since founded in 1886 as permanent capital of 

the emerging modern Ethiopia. Ever since its estab li shment, it has grown as an important 

urban center foll owing the process of politica l, socia l, economic and environmental 

development. During the reign of Emperor Halile Selassie I, it was one of the few chartered 
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cities of the country administered by the lord Mayor (Kenliba) .During the Dergue Regime, 

the municipal services of the city was continued with different ideology and fu nction. But the 

fall of Dergue was a turn ing point that led Addis Ababa to the charter of 1997 whereby it 

designated as chartered city government with se lf- rule (MeheretI 998). 

According to the revised charter of 2003, Addis Ababa is di vided into 10 sub cities as part of 

decentralization program whereby the city is entitl ed to devo lve va ri ous services and the city 

government functions to these sub cities among which education and health service delivery 

are the ones. In the decentra li zation process, however, various problems related to capacity, 

participation, accountability, responsiveness , structural arrangement, etc have been 

prevailing in the sub c ity. Therefore, the study examines the level of power devolution, 

availability of skill ed human resource, the ex istence of institutions that are endowed with the 

requirements fo r best performing thcir functions, their perfo rmance and limitations, 

ava ilability of adequate finance to carry out sub city level decentra li zed education and health 

service delivery. 

1.3. Objectives of the Study 

1.3.1. General Objective 

The general obj ecti ve of the study is to examine decentra lized educat ion and health service 

deli very in Addis Ababa city government in the case of Arada Sub city. In doing so, the 

study assesses decentralized performances so as to understand the pros and cons of 

decentra lization. 

1.3.2. Specific Objectives 

The specific objecti ves of the study include the fo ll owing: 

• To assess the level o f power devolution in education and health service deli very 

• To examine the relati onships between di fferent ti ers of administration in education 

and health service delivery 

• To assess community and other stakeholders participation in education and health 

service delivery 

• To assess the adequacy of resources deployed for the implementation of 

decentra li zed educati on and health service delivery 

• To analyze the achievements and chall enges of decentra li zed education and health 

service delivery 
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1.4. Research Questions 
The research questions oCthe study are: 

• I-low are the city government and the sub city admin istrations worki ng together in 

education and hea lth service delivery? 

• Do the institutional arrangements that are put in place in terms of coordination and 

parti cipation among different actors function ing towards improved education and 

health service delivery? 

• Are local people popularly participating in the betterment of education and health 

service delivery? J-l ow? 

• How do the government and other education and hea lth service providers working 

together? 

• Are the necessary resources like finance, sk illed personnel, etc deployed 

adequate ly for education and health se rvice de li very? 

• What are the contri buti ons of decentrali zation for the bette rment of school and 

health institutions performance? 

• What are the ma jor constra ints affecting the performance of decentralized 

education and health services deli very? 

1.5. Significance of the Study 

Decentralized service delivery is now recognized as a key pre- requIsIte for fac ilitating 

sustainable development and promoting good governance. It is therefore crucial that po licy­

makers, scholars and practitioners and other stakeholders in Ethiopia advance their 

understanding on issues related to decentrali zed service de li very. 

According to the recent arrangement, Sub cities are g iven political , fi sca l and admin istrative 

powers to manage development activities in areas under their jurisd iction. However, to date 

there are very limited studies conducted in a comprehensive manner on the extent of 

performance of public service deli very such as education and health at local levels. This 

study is believed to help in filling such gap in it s area of focus . 

Moreover, the study is expected to provide crucial inputs for the public at large, po licy 

makers and other stakeholders on the picture of educat ion and health service delivery in the 

sub city under study. In add ition, the findings reported are believed to instigate other 

researchers to conduct more comprehensive study on decentralized education and health 

service deli very. 
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1.6. Scope of the Stu dy 

There are ten sub cities in Addis Ababa City Government to whi ch service deliver is 

devolved as part of decentrali zat ion program. These services include education, health, 

sanitation, water, etc. But thi s paper covered only the decentral ized service del ivery of Arada 

Sub city with particul ar reference to education and hea lth . In doing so, the study focused on 

identifYi ng the achievements made and the challenges encountered in decentralized 

education and health service delivery. 

1. 7. Limitations of the Study 

Assessing the performance of decentrali zed service de livery is difficult since there is no 

universa lly agreed upon yardst ick. That is, there are no clear ly defined ind icators against 

which its performance could be measured. The performance of decentrali zation can also be 

influenced by different factors which makes it diflicult to concl ude that decentralization is 

the only factor responsible for all performances. For example, population growth affects the 

performance of education services deli very in terms of gross enro ll ment. There are also 

information constraints to full y assess the performance o f decentrali zed services as data 

collection and analysis are poorly deve loped not only at lower level but also at City level. In 

the same way this study was limi ted due to constraints of resources, access to information 

and the time allotted for this study. 

1.8. Methodology of the Study 

This part of the study out lines the research method used, se lection of the study area, study 

population, data sources and data gathering too ls app lied and method of data analys is. 

1.8.1. Research Method 

Methodology is a general principle which gu ides a study. Research methodology generally 

relies on qua li tative and quantitative research. Qualitati ve research helps to undertake in 

depth study through exploring attitudes, behaviors and experi ences by usi ng such methods or 

data co llection instruments as key informant and focus group interviews through 

unstructured and semi-structured questionnaires. This provides in [o rmation which can best 

be described in words in describing situations, events, peop le, interactions and observed 

behaviors, etc. On the other hand, quantitative research generates statistics and produces 

numerical data (Goode & Hall, 1981.330-331). 
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Qualitative research is helpful in a case study approach that views any social unit as a whole 

and has a lot of similar advantages. A case study enab les to know how a un it of study is 

affected by the item being studi ed through observations of the unit in its setting and through 

field interaction and information or data gathered about the unit. The approach is both 

intensive and comprehens ive in nature and allows deep and thorough study in exploring and 

analyzing the unit. It has the strength of dealing with a fu ll variety of ev idence from 

documents, interviews and observations about the institutions, processes, programs, and 

decisions. This helps to know prec ise ly the factors and causes of a particular phenomenon 

from the past to the present in which the researcher ga ins thorough knowledge about the 

subject of the study. It also explains and describes the unit and tr ies to find the changes of 

actions and reactions or the range of deviations in the un it of study (fbid).Decentralized 

service delivery is an approach wh ich is characteri zed by multifaceted purposes invo lving all 

actors at public institutions and community leve l. 

In view of thi s, the study was guided by a case study approach. Thus, the research method 

utili zed for thi s study was a case study method whereby qual itative or descriptive analysis 

was exercised primarily based on secondary data and complemented by primary data. The 

researcher has also recognized the weaknesses of case study in that generali zation is not 

possible for similar cases. Moreover, the study has also backed the quali tative approach with 

some simple quantitati ve too ls li ke percentages, charts and the like. 

1.8.2. Selection oUhe Study Area 

Service delivery is complex in its nature. Hence, assessing it needs in-depth investigation of 

sources from various actors. Arada Sub city is the inner most and the oldest part of Addis 

Ababa. The majority of the inhab itants in the sub city li ve under the poverty line. Its 

population which is around 330,000 is highl y dense creati ng overburden on the limited 

faci lities found in the area. That is, the general feature of the sub city is the refl ection of 

shanty and slum areas whereby education, heal th, etc service de li very are basically 

inadequate and aggravated by poor socio-econom ic. In additi on, the prox im ity of the writer 

to education and health services in thi s sub city and the prel iminary assessment made have 

revealed the prevalence of various problems related to service delivery in the area. Moreover, 

conducting a study on more sub cities requires more time and resources and these limits 

mak ing thorough ana lys is of the subj ect. Therefore, in line with the above reasons, Arada 

Sub city was purposively chosen as area of study to investigate its decentra lized service 

delivery. There are state and Illunicipal functions in the sub city. Municipal functions 

include safeguarding li ves and property of the people, maintaining streets, providing 

fac il ities for sewage and waste disposal , recreational and social needs, etc. Education and 
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health services are among the state functions. State funct ions are cri tical and have got due 

attention by the government to meet the millennium development goa ls. As a result, they 

were chosen as area of study in the sub city. 

1.8.3. The Study Population 

The study population includes education office management, health office management, 

school directors, health center heads and their staff, parents, students as we ll as the sub city 

community. From point of view of the subject under study, these were targets of the study 

since decentrali zation is policy and development issue wh ich in one way or another affects 

the whole sections of the population. However, given the larger size of the population that 

the study comprises, it is ideal to find a compl ete li st and it is also impractical and time­

consuming to compile an exhaustive li st of elements comprising the target population. It is 

also imposs ible to include a ll elements of the targets in the study . Therefore, the study 

primarily utili zed secondary data whereby primary data was used as a complement. 

Regarding education service delivery, there are 54 primary schools (10 government owned, 

18 public, and II pri vate the rest 15 are miss ionary, community and church owned), 25 

secondary schools (6 government owned, 5 public, and 3 pri vate the rest II are missionary, 

community and church owned) that are under the control of the sub city. And there are 84 

health institutions out of which only 4 are owned by the government and others are privately 

owned ones. 

Moreover, although the study was primarily based on secondary data , some primary data 

were also used to complement secondary data. To thi s end , the study addressed 4 primary 

schools and 4 secondary schools as a source of primary data. Here, the study addressed I 

school from each category of government, public, pri vate and the rest from others. Moreover, 

I government health institution and 6 private health institutions operating under the sub city 

were contacted. 

On the basi s of this selection, key informants were approached fi·om each office. Officials at 

sub city offices, school directors and health center heads whose experi ence in the sub city 

and recent position is pertinent to the study were contacted. Moreover, Parent Teacher 

Students Association (PTSA) and Health Committee representati ves were interviewed on 

school and health service delivery of the sub city respectively. 

8 



1.8.4. Data Source and Data Gathering 1'0013 

Data co llection for the study invo lved both primary and secondary sources. The tool 

employed in collecting primary data was an interview. Interviews were adm inistered with 

heads of offices, health institution heads and directors as key informants. Besides, it was also 

held with Parent Teacher Students Association (PTSA) and Health Committee 

representatives to complement secondary data that were basica lly used in the study. The 

interviews with PTSA and health committees were bel ieved to help in confirming the data 

collected during key informant interviews .To thi s end; it was conducted towards the end of 

data collection period. Secondary data were collected from various sources which were 

avai lable in the form of books, journa l artic les, proclamations, policies, constitution, 

regu lations, organizational structures, performance reports and pertinent academic theses. 

1.8.5. Data Analysis Method 

The analyses of the study was mainly descripti ve that combi nes both primary and secondary 

data whereby secondary data were used primari ly. The data collected in different forms were 

first organized in view of the objective of the study and the performances on education and 

health services. Then the data were analyzed considering the standards of Education and 

Health as we ll as the national policies. In add ition , simple statistics like charts and 

percentages were utili zed. 

1.9. Organization of the Study 

Chapter one of this study covers the in trod uctory part whereas chapter two dea ls with 

li terature review in which some of the major concepts in the study are clarified .The third 

chapter gives an overview of the processes of decentral izing service deli very in Ethiopia with 

particular reference to the city government. The fo urth chapter is concerned with identifying 

organizational arrangements and community participation in service deli very. The fifth 

chapter deals wi th the analys is and discuss ions on perfo rmance of decentrali zed education 

and health service deli very based on which maj or findings are identified. The final chapter is 

the conclusion part, which summari zes the findings of the study in various views and 

forward recommendation. 
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CHAPTER TWO 

2. LITERATURE REVIEW 

This pmt of the study tries to address relevant conceptual issues and theoretical frameworks 

that are pertinent to the topic of the study. In line with this, special attention is given to 

definitions, approaches, types, benefits and drawbacks of decentral ization as well as service 

delivery and its arrangements. 

2.1. DEFINITIONS AND CONCEPTUAL ISSU I~S 

2.1.1. Deccntr-a lization 

Decentral ization is a major governance theme in recent years that form an item in reform 

agenda and it has various definiti ons. However, some of the common ones described by 

different writers are focused hereafter. 

Accord ing to Rondinelli (1981), decentral ization is de lined as: 

'the transfer or delegation of legal and political authority and resources to plan, make 

decisions and manage public functions from central government and its agencies to 

fie ld organizations and those agencies, subordinate units of government, semi­

autonomous local governments or publi c corporations, area-wide or regional 

development authorities or functiona l authorities, autonomous local governments or 

non-governmenta l organizations'. 

P. Vijapur, (1998) on his part states that decentrali za tion is genera ll y understood to indicate 

devolution of powers and resources from the higher level government to the lower level of 

government. Moreover, decentrali zation is promoted on the assumption that greater 

participation in public dec ision making is a positi ve in itse l f or it can improve efficiency, 

equity, development and resource management (Ben Wisner 2005:205). 

Accord ing to Tulia G. F'alleli (2004:3-5) : 

'Decentra li zation is a process. It is a set of pol icy reforms aimed at transferring 

responsibi lities, resources, or authority from higher to lower leve ls of government. 

The concept is not used as an adjecti ve to quali fy a given politica l or fiscal system. 

Decentralization is a set of state reforms. As such, decentra lization does not include 

transfers of authority to non- state actors as in the case of privati za tion reforms.' 
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Decentralization is transferring authority and responsi bility from the central government to 

field units or agencies, corporations, non government and semi -autonomous public 

authorities etc to plan, manage, raise and allocate resources (£iou, 2001: 1013). 

For some writers, decentralization is the devolution of resources, tasks and decision making 

powers to lower-l evel authoriti es which are elected and independent of the central 

government (Bossuyt and Jenny, 2000: 1-2; Yigrel71ew, 2001: 103). furthermore, authors 

like Nsibal71bi (J 998: 140) describe decentralization in general referring to deconcentration or 

delegation of authorities to field units of the same department or devolution of authority to 

special statutory bodies or local government. 

From the above definitions and concepts it is possible to observe that thc authors' views are 

similar in one way or another in that they are all rai sing thc issue of transferring. That is, it 

seems that they all agree with the transfer of power and resources from one center to another 

down the tier of the government. But, their difference li es in the area of their emphasis- some 

scholars give due attention to the transfer of power whereas others to resources, 

responsibility, decision making, participation effectiveness, and the like. 

2.1.2. Approaches to Decentralization 

Regarding how to undertake the process of decentralization, different scholars propose 

various approaches. Among them, hereafter, are the approaches proposed by scholars for 

decentralization. These are: 

• big push versus small steps 

• bottom up vs . top down 

• Uniform vs. asymmetric decentralization 

The authors addressed each of the approaches as fo llows indicting their strengths and 

weaknesses. 

Big push versus small steps (Big Bang vs. Gradualism) 

According to Anwar Shah and Theresa Thompson (2004:19) the literature on federalism 

some time calls for a ho li stic approach to division of powers within nations. This entail s an 

integrated approach to decentralization so that major decisions on political , administrative 

and fi scal decentral ization are adopted as a single package. This is due to the fact that 

crysta llizati on of such an approach may entai I a long drawn out process of democratic 

consultations and consensus building at the grassroots levels. Such a package of reforms 
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when implemented in a sing le initiative and implemented over a relat ive ly short period of 

time would constitute a "big bang" approach to decentra li zat ion. Accord ing to them, a big 

bang approach has two defin ing characteri sti cs; 

• It is holi stic or comprehensive 

• It is implemented at lightning speed 

They argue that such an approach has a number of commendable elements. The holistic 

approach ensures that all pieces of the puzzle fit together- i. e. the desired balance in 

autonomy and accountability is achieved whi le providing incenti ves for cost efficiency. This 

balance might not be achieved under piecemeal reform. For example, if expenditure 

decentrali zation is not accompanied by revenue decentral ization, the decentral ization plan 

may fa il to full y take into account local governments' fi sca l capacity and fi scal needs, the 

availability of good sources of local revenue, the trade-off between equity and effici ency, 

and the inefficienci es caused by high vertical imbalances that lead to a lack of incentive for 

revenue effort and reduced accountabil ity. If politica l decentra li zation occurs without fi scal 

decentrali zati on, people may quick ly become disenchanted with decentralization in general 

because there are no tangible benefits from the reform. 

According to the above writers, thi s is because a ll such reform s crea te winners and losers, 

and it is generally the central government, which stands to lose power from decentral ization 

that must implement it. They argue that decentrali zation reforms empower people and local 

politicians at the expense of nationa l politicians and bureaucrats. If the reforms are planned 

to take place over a longer period of time, the latter may be given an opportunity to organize, 

and they are likely to bui ld coa li tions to circumvclll reforms. 

Sharma, Chanchai Kumar (2008: 12) on his part substanti ates the importance of big bang 

approach to decentrali zation. According to him, bUI·eaucrat ic resistance, interests and 

attitudes of powerful stakeholders that are the outcome of centra lization legacy can challenge 

decentralization if incremental approach is adopted. He draws attention towards the 

constraints imposed by anti decentraliza tion coal itions can onl y be overcome if a political 

breakthrough is made by large scale decentrali zation rather than by moderate 

decentralization. He argues that policy reform of any sort will be confronted by vested 

interests such as central bureaucrats and local governments aiming to protect their privi leges, 

which could install such a reform or call for a maj or setback. 

According to Anwar Shah and 777eresa Thompson (2004:20), a gradual approach to 

decentralization might work if there is likely to be a strong politica l commitment to reform in 
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the foreseeable future and it is un li kely that groups adversely affected could get organ ized to 

block reform. As fo r them, in contrast to the big bang approach, a gradualist approach ca ll s 

for a sequenced approach to implementing in small steps what may qu ite possib ly be a 

comprehensive agenda of reform . 

This approach is sometimes advocated on the grounds that local governments have 

inadequate capacities to handle newly assigned responsibilities or citizen parti cipation in 

local government is weak due to a lack of interest and/or lack of education. They argue that 

graduali sm is also advocated when decentrali zation, if done incorrectl y, could cause seriolls 

problems. They contend that thi s is the case when: 

I. local participation is weak and the local government is captured by the elite 

II. Deli very and/or revenue collection break down because of weak local 

government capacity 

These contenders say that lack of capacity at the local level as a reason why decentrali zation 

should proceed slowly. But techni cal capacity can be contracted at first, and eventually be 

home-grown. They say what is essential is for the decentrali zation process to get started and 

to allow accountab ility mechanisms to take effect. 

Sharma, Chanchal Kumar (2008: f f) those who support slow, incremental or partial 
decentrali zation draw attention towards probab le downside ri sks of decentrali zation. They 

argue that most significant among all is the concern with decline in service delivery on 

account of 'capture by local elites ' and low techni ca l capabilities of loca l government. 

Bottom Up vs. Top Down 

According to Anwar Shah and TY1e/'esa Thompson (2004:2 f), bottom-up process of 

decentral ization entail s res ident-voters getting organized in communities and declaring home 

rule for local public services and asking higher leve l governments to be supportive of these 

efforts. This has been the dominant mode of decentrali zation in North America and Northern 

Europe. A top-down process of decentrali zati on, on the other hand, represents a blueprint 

drawn by national governments to shi ft some of their responsibilities downwards. This has 

been the dominant process of decentra lization foll owed in Southern Europe and all 

developing and transition countries. 
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Uniform vs. Asymmetric Decentralization 

Accord ing to Anwar Shah and Theresa Thompson (2004:22) , uniform decentrali zation 

implies that the legal status o f a constituent uni t is the so le criteri on used for assigning 

responsibilities . For example while there may be differential ass ignmcnt of responsibi lities 

between the categori es of cities , towns and villages, there will not be any such differentiation 

within each category (i.e. a ll cities will be treated equally). They contend that un iform 

decentra li zation is des irable when various jurisdicti ons are relat ive ly homogeneous with 

respect to their fiscal capacities and there is no special asymmetry of po li tical or ethnic 

grouping that ca ll s for special recogni tion. Asymmetric decentrali zation, on the other hand, 

means that constituent jurisdicti ons are al lowed differentiated responsibi lities due to 

political, fi sca l or technica l capacity considerations. 

According to Shiuh-Shen Chien (200804), firsli y, asymmetric decentral ization is ab le to 

politically motivate careeri sl local leaders to meet centrally-ass igned performance targets, 

creating certain spaces for the accountab ili ty mechanism not fo r the below but for the top. 

Second, under the centrali zed personnel management system, 'experienced ' local leaders are 

promoted from economically advanced regIons to underdeveloped areas. Such 

geographically specific cadre transfers diffuse successful loca l economi c experiences to other 

regions and therefore balance uneven regional development. Thi rd, there are several 

innovative monitoring against abuse of power either by cross- regiona l loca l-based public­

owned media or cross- regional juri dical systems. In decentra liza tiun programs, countries 

might have gone for one or more of these approaches bascd on their economic, political, 

social and cultural contexts. 

2.1.3. Types of Decentralization 

It is important to di stingu ish the ty pes of decentra liza tion sInce they have diffe rent 

characteristics, po licy im pl ications and conditions fo r success. 

Scholars! have identified four major types of decentrali zation namely, politica l, 

administrative, fi scal and economic decentra li zation . These concepts are explained as 

fo llows: 

1 http://www.decentra li sal ion.gov.na/articles/deccntra I isation conccpts. html extracted in December, 2009 
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Political Decentralization: Political decentrali zat ion can be understood to refer to either or 

both of the fo llowing : 

I. Transferring the power of select ing political leadership and representatives from 

central governments to local governments, 

II. Transferring the power and authority for mak ing socio-pol itico-economic 

dec isions from central governments to local governments and communities: 

According to the writers, understanding political decentralizat ion only in the first sense 

would be limiting the meaning of " political" to the choice of politica l leadership through 

elections. Therefore, they say that, the pro motion of politica l decentrali zation in thi s sense 

would entail only putting in place structural arrangements that would faci li tate local people 

to exercise their voting power with limited hindrance or intervention from central 

government. Here, politica l decentrali zation wo uld be referring to only electoral 

decentralization and participation would be understood only in terms of elections. On the 

other hand, promoting politica l decentrali zation in the second sense, wou ld entail putting in 

place structural arrangements and pract ices that would empower and facilitate local 

governments and communities to exercise not only the voting power in the choice of their 

local leadershi p and representatives but also to have strong inlluencc in the making, 

implementation, monitoring, and evaluation of decisions that concern their soc io-politico 

economic wellbeing and to constant ly demand accountabi lity from their local leadership. The 

first sense of political decentralization refers to the vote while the second one refers to the 

voice. A combination of both enhances the influence of local people on the decisions that 

concern them (John-Mary Kauzya, 2007:4) 

It is a process of transferri ng po li tical power from central government to g ive citi zens and/or 

their elected representat ives more say in public dec ision mak ing in do mains that extend 

beyond political governance to include general soc ioeconomic development (John-Mary 

Kauzya ,2005:5). Political decentralization aims to empower citi zens or their elected 

representatives by g iving more power of dec ision making. It is usually based on 

constitutional reforms, the development of mult i-party politics, the presence of strong 

legislatives and the encouragement of effecti ve public interest groups (WB, J 997). 

According to Tulia G. Falleti (2004:3-5) political decentra li zation is the set of constitutional 

amendments and electora l reforms designed to open new or acti vate existing but dormant or 

ineffective spaces for the representation of sub national po li ties. Politica l decentrali zation 

policies are also designed to devolve electoral capac ities to sub national actors. Examples of 

this type of reform are the popular e lection of mayors and governors who were previously 
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appointed, the creation of sub national legislative assembl ies, or const itut ional reforms that 

strengthen the political autonomy of sub national governments. 

Administrative Decentr-alization: According to Tulia G. Fal/eli (2 004.3-5) administrative 

decentralization comprises the set of po licies that transfer the adm inistration and delivery of 

social services such as education, health, social we lfare or housing to sub national 

governments. 

Administrative decentralization is the sharing of authority and responsibility between 

headquarters and field offi ces. (Meherel, 1998: I; Van der Loop, 2002: 7-8). It aims to 

redistribute authority and resources among different levels of government. 

Fiscal Decentralization: Entails the definition of authority over rais ing revenues or access to 

transfers and making decisions on current and inves tment in expenditures. [t is the transfer 

of decision mak ing power and responsibility to rai se adequate revenues. It refers to the set of 

policies designed to increase the revenues or fi scal autonomy of sub national governments. 

Fiscal decentrali zation policies can assume different institutional forms. An increase of 

transfers from the central government, the creation of new sub nationa l taxes, and the 

delegation of tax authority that was previous ly national are all examples of fi sca l 

decentralization (Tulia G. Falleli 2004:3-5). 

Economic/Market Decentr-alization: Is the passing over to the pri vate sector of the 

functions exclusively performed by government. It is the shi ft of responsibility from public 

to the private sector. In order to have a successful decentra li zation, there are some necessary 

conditions or suggestions (Andrel'v, 1989:269-271). These are: 

• adequate financia l resources commensurate to responsibil iti es 

• a system of accountab ility to effecti vely monitor the performance of the local 

government 

• the legal and institutional framework 

• informed deci sion-making power 

• adherence to local pri orities 

• determined objecti ves which must be understood and stated clearl y 

• select delegatee carefully 

• establish necessary control and 

• retain some important tasks for your self 
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In as much as there are different types of decentra li zation, there are also different forms in 

which decentra li zati on can be achieved, namely, dc-concentration, delegation, devo lution, 

pri vatization and de-reg ulation (JD.J3arkan 1998:5-6).According to Barkan these fo rms of 

government are discussed as fo llows. 

De-concentration: occurs when central government disperses its offic ials to sub-national 

levels to carry out regular functions under the authority of central government. There is no 

transfer of power to sub-national levels of government. Thi s form does not empower the 

regional authority or citizens because decisions would st ill be made by the ministry having 

offi ces in the regions. It is the handing over of some admini strati ve authority or 

responsibility to lower levels within the central government. 

Delegation: is the transfer of certain functions to sub-national levels to be performed on an 

agency basis. However, central government still retains public accountab ili ty and 

responsibility to provide fun d, resources and personnel for the delegated function(s). 

Devolution: involves the transfer of functions , resources and power to sub-national levels of 

government. I-Iere, sub-national governments assume full responsibi I ity and pub I ic 

accountability for decentrali zed function s. Furthermore, sub-national governments should 

have clear and legally recognized geographical boundaries over which they exercise 

authority and within which they perform public funct ions. This has political implications in 

that it endangers the sharing of power between these other uni ts and central government 

institutions. 

Privatization : is the trans fer of service provIsion through the di vestment of state owned 

enterprises and pub li c pri vate ventures. [n this case the government creates parastatals which 

will provide services on the business principle of ga ining profit. Normally such parastatal s do 

give the government some dividends from their profit which the government used to provide 

other essentia l services to the citi zens. Generall y it is concerned with the transfer of 

activities from the publi c to the private sector. 

De-regulation: consists of transferring service provision or production activities previously 

owned and regulated by the public sector to competing private organizations. The best 

example of de-regulation is outsourcing, where government hire a pri vate company to 

provide certain services to the government. This can either by in the fo rm of the government 

hiring a cleaning company to clean its offices instead of government employing cleaners 

itself. 
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In genera l terms, it is difficult to come across a country that has undertaken only one of the 

above different types of decentrali zation. A ll countries, centrali zed or decentralized, always 

seek to find an appropriate mi x of these types, the central quest ion always concerning how 

much decision-making power to transfer to local governments. This is directly linked to 

issues of political decentralizat ion. 

2.1.4. LINKAGE OF DECENTRALIZATION AND DEVELOPMENT 

If decentrali zation is conceived, planned, impl emented, and sustained as a structural 

arrangement to support and faci li tate the invo lvement of the loca l people in the process of 

their own development, then it stands strong chances of promot ing sustainable development. 

However, decentralization should not be taken as a panacea or as the "automatic" 

prescription for deve lopment. The diagram below provides a birds-eye view of 

decentralization's role in development (Andrew N. 1995:44) 

Figure 1: Decentralization choices, outcomes, results and impact 

[ Decentralization System outcome System Results Development Impact 
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According to John-Mary Kauzya (2005: 14) , to the extcnt that decentral ization facilitates 

optimum resource mobiliza ti on at local and effecti ve resource a ll ocation at national levels, 

and in so far as it improves the prospects for effi cient and sustainable service delivery, and 

for income and productivity growth, it is possible to link decentralization to development. 

What should be born in mind is that decentrali zation , as a process of structural re­

arrangement, cannot in or by itself lead to development. It creates an environment for 

effecti ve mobili zation of resources, and for the channe ling o [' capac iti cs and energies towards 

the development of local communi t ies . 

What is important is to ensure that at the des ign stage, the development objectives of 

decentralization are made clear to all actors. Without clari fy ing local development 

objectives, decentrali zation is unlikely to serve as a vehicle [or local leve l development. The 

nature and extent of the objectives pursued will determine the extent to which 

decentrali zation will be linked to development. If the objecti ve is politi ca l or administrative 

only, then it would not be rea li stic to expect decentrali zation to directl y lead to development 

(ibid). 

Niringiye Aggrey(2005:264) argues that decentra li zation and development linkage helps 

have public resources are more efficient at the sub national level and thi s would mean , for 

example , that a bettcr educated and hea lthier labor fo rce or faster and less costl y 

transportation will result in greater measures cconomic growth in futurc. But he does not 

hide that the impact of decentra li zation on deve lopment is the function of the country, 

resources endowment, the number of sub nati onal governmcnts and the particular 

characteri stics of goods and services. 

2.1.5. Benefits of Decentralization 

Different scholars have been arguing on the advantages and di sadvantages of 

decentralization. The following are the contentions fo r its importance. 

Ad ministrative Efficiency, Effectiveness and Responsiveness: According to Joel D. 

Barkan( 1998: 7) decentrali zation enhances democrati zati on via increasing administrative 

effectiveness by promoting greater coordinati on and cooperation among the concerned units. 

He says that thi s can also increase state responsiveness to the needs and demands of service 

delivery by various interest groups within the society. 

Rwekaza Mukandala (J 998: 3-4) also contends that decentra li zati on reduces conflict and 

promote democracy, effici ency and effecti veness, improve de live ry o f services, solve 
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problems of over load and congesti on, allow for ca refu l consideration of local needs, 

encourage innovation and invention, provide more accurate descripti on of problems even 

ease national planning problems. I-Ie also argues that decentrali zation reduces the size and 

clout of large units thus enhancing chances of national uni ty. It can also promote 

geographical equity, increase popu lar capac ity to ensure responsibil ity and accountability. 

Moreover, it facilitates eas ier access to decision points and increase representation. 

Philipoxhon, et al (2004 ) argues that decentral ization favors a more effi cient a llocation of 

public resources. He contends that thi s is because the decentrali zed allocation of resources 

reflects a greater well-being of the citi zens. Sub- national governments could create we ll ­

being in the di verse communities throughout the country, adjusting the co llection and 

al location of publ ic resources to equall y di verse preferencc. It is assumed that the people 's 

preferences vary among regions, and that authori ties in each region will be in better pos ition 

than outsiders to perceive and sati s fy the needs and demands of those jurisdictions. In this 

manner, efficiency w ill increase when local taxes and fees finance sub national government 

actions, thus helping the community confront the economic costs of those actions. However, 

decentralization is not a panacea for solving economic and social di sparities, because it does 

have limitations and potenti al di sadvantages. 

Access to information: Decentra li zati on facilitates the acquIsition of more accurate 

information on conditions or situations obtaining at the periphery. Thi s information can then 

be used for planning more appropriate development and governance activ ities (Rwekaza 

Mukandala 1998: 3-4). 

According to Junaid Ahmad et al (2 005: 14-15) voters may be bette r informed about the 

quality and ava ilability of local public goods because of greater physical proximity, or more 

focused on using thi s information in voting decisions because of the narrower range of 

responsibi lities for which to hold their representatives responsibl e. There are two ideas 

according to him, one that information is easier to come by at local levels and that 

participation and monitoring by voters is less costl y. 

Popular Participation and Accountability: Decentralization to locally elected governments 

narrows the jurisdiction served by a government, and the scope o f public activiti es for which 

it is responsible, citi zens wi ll find it eas ier to hold government accountab le. Roughl y 

speaking, decentrali zation improves outcomes to the extent that phys ica l proximity increases 

voter participation and monitoring ofperform3nce, and to the extent that narrowing the scope 

of responsibilities of each tier of government decis ion makers reduces the ir abil ity to shirk on 

some responsibilities by performing better on others (Junaid Ahmad e/ ai, 2005: 14-15). 
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Decentrali zation strengthen democracy, bringing dec ision mak ing closer to the citi zenry, 

faci litate and promotes greater citi zen participation and involvement in politics and programs 

that affect them; and leads decision makers to make decisions that are more closely 

connected to peoples rea l needs, thereby increas ing the program 's relevance. All of this is 

with in a context of the democrati c election of authorities who after ga ining the support of 

voters should give an account of their activities / accomplishment on behalf of the voters 

(Philipoxhon, et al 2004) . 

2.1.6. Drawbacks of Decentralization 

Contrary to. those scholars advocating decentra li zation, there are also scholars arguing 

against decentrali zation. Hereafter are some of the contenders and their view towards 

decentral ization. 

Accord ing to Junaid Ahmad, et al (2005:2), the fo ll owing four problems of decentrali zation 

are identified. 

I. The lack of capacity at sub-national levels of government to exercise 

responsibility for public services is the most cited problem. He also noticed that 

lower tiers of government lacked the ability to manage public finances and 

maintain proper account ing procedures. 

II. Decentrali zation has led to misa ligned responsibil iti es, possibly because the 

process is incomplete, possibly for politi ca l reasons. 

III . While decentrali zation was in some cases intended to strengthen the political 

power of lower ti ers of government vis-a-vis the center, it has also increased the 

poss ibility of po li ti ca l capture within these lower ti ers. 

IV. A host of other problems, not associated with service delivery, have nevertheless 

helped to undermine service deli very in decentral izing economies. 

In socially polarized and/or ethnically fragmented societies, voters tend to vote for those 

candidates with whom they most closely identify . Political competition between parties thus 

also concentrates on identity issues, and candidates are nominated from constituencies 

largely on the basis of demographi c ca lculati ons of ethni city and religion. Like uninformed 

voters, polari zed voters are therefore also less abl e to hold po li ti c ians accountable for their 

overall performance in office in making services work. Publi c good provision would suffer 
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most under these conditi ons, since poli ti cians in polari zed soclelies rarely internali ze the 

society-wide costs and benefits of their policy decisions (ibid). 

According to Rwekaza Mukandala (1998: 3-4) decentral ization may be for extractionist 

purpose. The motive may be to create a favorable condition for ex tracting resources from the 

public and the workers in the name of participation .Decentrali zing authority in order to 

secure a geographical , ethnic or administrative pluralism may promote fragmentation. This 

would reduce effectiveness and may even result in pressure for secession. And also easier 

access to decision points may lead to endless debates, soul searching, issue re-examination, 

ultimately administrative paralysis, thus lowering operational effectiveness and efficiency. 

The reduction in hierarchical supervision from supcrvisors can also have negative 

consequences. Devoid of supervision, local offic ials may became "pseudo Gods" and do 

whatever they want, how and when they want, irrespective of formal rul es and procedures. 

Ultimately, of course, the creation of decentralized units may result in a loss of centra l 

political authority. This may in turn weaken the capacity of states to de fend national interests 

or even to defend the motherland (or fathe rland) itse lf .S imilarl y, a multiplication of diverse 

semi autonomous units may al so result in increased costs which may be economically and 

political unacceptab le. 

Smith (1985:5) argues that decentralization can be divisive and separat ist in character and 

effect and therefore a negation of national unity and integration. Because it requires that 

goods and services be provided at the local rather than the national level, it is sa id to 

reinforce narrow sectional interests and is therefore, anti egali tarian . At the local level, 

decentralization is criti cized for hav ing the tendency of benefiting certain classes at the 

expenses of the general population. 

Fumihiko SAITO (200 1:2-3) contends that decentra li zation may foster more local royalty to 

regional identities than the national identity, and this may encourage Illore autonomy fro III 

the central government and even a territorial secess ion in multi-ethnic and Illu lti-religious 

societies. This puts the national integrity itself at ri sk. Decentralization may increase 

corruption at local level and thus this would not improve accountability. Another important 

issue to consider is that of capture of local government by elites . When civic participation in 

local government is low, there is a greater ri sk that interest groups and local elites may 

capture local governments and direct resources toward their own priorities rather than toward 

improving the provision of local public goods and poverty allev iation elections coincide, 

there is a greater probability that national politics will influence resu lts of local elections, 

reducing the accountability of local officia ls. 
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2.2. SERVICE DELIVERY 

Services are surprising ly heterogeneous and there is no clear boundary to demarcate goods 

from services. As a resu lt, it is diffi cult to give a prec ise definition of services. In most of the 

li terature, goods or services are divided into public goods and pr ivate goods and defined 

according ly. If private goods/ services are consumed by an indi vidual they will not be 

avai lable for another indi vidual. In thi s case goods and services are provided through market 

and access to them is determined by individual di spos itions and market conditions. Most 

services also have the features of public and private goods and their production, provision 

and fi nancing may be undertaken jointly. Such goods are either financed by the state and 

provided private ly or financed pri vately through user charges and provided by state 

(Streeten, 1995:247-8).On the other hand, according to Barlow (1981.81-82), public goods 

are goods which are if ava ilable to one, shou ld be equa lly ava ilab le to all and when 

consumed by one, are still avai lable in the same amount to others. Therefore, the 

consumption of publ ic goods or services is open to a ll people and diffi cult to prohibit an 

individual from consuming it. Bailey (1999:48) argues that particularly in developing 

countries where the provision of goods and services is mainly based on pub lic provision, it is 

difficult to divide and price pub lic goods. 

Public goods have no homogenous character. They vary from basic services to services, 

which are intended to improve quality of life, and services which arc essenti al and those that 

are optional. Basic services are services, whose del ivery is sanctioned by law while optional 

services are left to the di scretion of local governments. Bas ic services include mandatory 

services like police protection, while optional services are determined by the nature of 

services and the need and the standard of living of a given individual or locality or country. 

Therefore, the type of service provided in a certa in locality may vary from basic services to 

optional or recreational serv ices, the latter depend ing on factors that incl ude governmental 

fi scal capacities and communi ty dispositions (Barlow, 198/"81- 84). Type of service also 

could be divided into services that may be spa tially di visible targeted certain local 

beneficiaries or spatially indivisible that provide benefits over a wide area li ke transportation. 

Some serv ices are also class ified into point pattern facil ity systems and network facility 

systems or area-based services or a combinati on of both systems. Local school or health 

center coul d be an example of poin t-based se rvice while water supply is an example of 

network service. 

In the case of developing countries phys ical and social infrastructures like education, health, 

water supply, roads, etc are mostl y provided by government agencies while entrepreneurial 

infrastructure is provided by the private sector. The government al so plays the role of 
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creating suitable situati on fo r the pri vate sector. Therefore, by and large, services are related 

with sectoral development issues, whi ch are provided by di ffe rent agencies and defined as 

access to basic developmental goods or serviccs avai lable to ci ti zens and contributes to 

human needs or deve lopment. In varying degrees, bas ic public sector services like education, 

healthcare, water supply, sanitation, housing or she lter, and roads are large ly provided at 

local level (ibid) . In thi s study, service refers to pub lic goods or bas ic pub lic sector services 

such as education and health the provision of which are under the juri sdiction of the sub city 

administration. 

2.2. 1. Service Delivery Arra ngements 

According to Barlow ( J98 J:84-9J) , service delivery has been addressed either by public or 

pri vate sector depend ing on a various determinants like political and economic structures, 

interest and capabili ty o f private providers, local finan ces, consumer/societal preferences, 

geographic dispersa l of service beneficiari es, equ ity and properties of the service itself. So, it 

is possible for a given a country to organize service delivery system in different ways and 

levels. This may inc lude pri vatc or public and highl y centralizcd Icvel or highl y decentral ized 

level. Although some se rvices may be provided by pri vate organi zations, the need fo r public 

control over certain services has increased to safeguard the provision of some basic services 

to enable equitable and uniform service provision irrespect ive of socio-economic category of 

customers or consumers. [n the case of developing countries problcm of affordab ility is also 

an issue. Hence, provision of basic services such as: health , education, water and sanitation, 

and energy have remained public responsibi lity for a long timc. 

However, the publi c sector is incapable of provid ing services accord ing to the needs of users. 

Nor the centrali zed form of service deli very arrangement has been capable of di scharging its 

responsibilities to fulfill these needs .According to Elcak (/994.' J09-ll J) thi s is because of 

the limitation of the state, the ineffi ciency and ineffectiveness of state services to meet publ ic 

needs and the evolution of new approaches for service delivery like pri vatization and 

expansion of other local actors in providing services. Th is situation has also changed the 

function s and issues of local government by bringing local governments in a competitive 

situation by either compet ing among themse lves or outsourc ing services to competitive 

tendering. As a result, Elcak (/994: / J /) argues that most basic services are becoming under 

the responsibility of local goverrLlllents with decentralized governance in a devolved system 

to local level. In line with these, service delivery approaches are di scussed as follows. 
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Centralized Model 

This model refers to the concentration of authority or decision-maki ng powers on a wide 

range of issues in a central body . Until the end of the 1960s, the centralized state used to 

have an expanding role in the operation of the economy and governments assumed dominant 

or monopoli stic roles in prov iding public services. This role has been expanded from 

provision of certain bas ic services like mai ntenance of law and order to provision of 

expansive acti vities li ke education, hea lth, social securi ty and macroeconomic management 

(Munday, 1996: 9 7). With such expansive ro le, the centrali zed state has been labe led as a 

developmenta l state that opti mizes the welfare of the people as a wholc. On this ground, the 

state was viewed as the best political and economic institution that can do no wrong, which is 

based on views expounded by the old romantic theory. 

From the early 1970s on, the centra lized states parti cularl y those In developing countries 

began to face di ffi cult challenges of inefficiency in the face of changing economic and 

political conditions, which eroded the image of the developmental state as public service 

provider. They fa iled to lead the economy including the prov ision o f basic services to their 

citizens. This was particularl y manifes ted in mount ing economic problems during the critical 

periods of the 1970s and 1980s, which were marked by substantial o il pri ce ri se and the 

consequent debt crises respecti vely (ibid). 

The challenge of the time prompted a debate beyond national boundaries both in 

development thought and policy circles leading to success ive shills of pol icy as expressed in 

different reform measures. The assumption of the 1950s and 1960s that favored the view that 

development w ill trickle down from the center lost its prom incnce as economic and political 

situations began to worsen, which resul ted in the crum bling of the traditional centrali zed 

institutions one after the other (Mal'tinussen, 1997: 257). 

Following the crisis, the neoclassica l pol iti ca l economics and the public choice theory 

claimed that governments can do no right by revers ing the views o f their predecessors. The 

neoclass ical economi sts regarded the public sector as the domain of authority, exercised 

either benevolently or as a wastefu l drain on resources. They advocated that the state should 

wi thdraw from the economy and should confine itse l f to the protecti on o f' its citi zens against 

external and domestic threats (ibid). 

Simi larl y, the public choice theory argues that governmcnt creates di stortions in the 

economy. The theory claims that citi zens, po liticians, bureaucrats and states use the authority 
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of government to distort economic transactions for their benefit. This claim has been more 

elaborated by (Slreeten, 1995.'2 J 4-215) as follo ws: 

'Citizens use po li tica l influence and pressures to get access to benefi ts allocated by 

government; politicians use government resources to increase their hold on power; 

publ ic officia ls trade access to government benefi ts fo r personal reward; and states 

use thei r power to get access to the property of citizens. The resu lt is an inefficient 

and inequitable a llocation of resources and genera l impoverishment and reduced 

freedom. ' 

Substantiating thi s View, Malinussen (199 7: 262), argues that the trad itional state has 

generally been characteri zed and treated as inefficient and somewhat inequitable, and an 

institution that utilizes power for individual ga ins while standing against public interest. 

Furthermore, according to Chikul0 (1998:9), the traditional state has been expressed as an 

institution with compl ex and ineffect ive government institutions characterized by 

bureaucratic red tape, delays, communication overl oad and di stortion of information, and 

principal-agent hierarchical po lit ica l power structures. Under these circumstances, the 

mission of service providers and what is provided is determined centrally without 

involvement of the pub li c at grass roots or communi ty leve l. Pri ori ties are set by centrali zed 

institutions that are unresponsive to local needs and unaccountable to local constituents 

resulting in inadequate provision commensurate with local conditions. 

Market Model 

According to the argument of neoclass ical politica l economists the forces of the free market 

are the only option capable of advancing the good of society and the private sector is the 

source of wea lth creation. Under the free market, resource a llocation will be optimally 

marked by both technical and allocati ve effic iency while taking individual preferences and 

costs of services. For this reason the theory recommends the policies of liberali zation, 

deregu lation and privatization (Bailey, J 999). The big internat ional financial institutions, the 

World Bank and the IMF, also revised thei r earl ier assistance strategy from project support to 

Structural Adjustment Loans, as a condition to push the recipien ts to come to terms with 

market-oriented minima list state. 

With this motive, the IMF and World Bank sponsored the first and the second generations of 

economic reforms pursued under the Stabiliza tion and Structural Adjustment Programs 

(SAPs), which were aimed at a llowing the market to playa dominant role in the economies. 

According to the World Bank cited in Rondinelli (1993 ,'174-178), pub li c sector particularly 

in Africa is cons idered to be over-ex tended, bloated ineffi cient , unproducti ve and incapab le 
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of delivering efficient services. Initially, SAPs focused on the need for privatizing public 

sector services while neutrali zing the ro le of government in the economy. 

Consequently, restructuring and transferring of the responsibi lity from public services 

including local services such as education, health, local roads, water supply, sanitation and 

other infrastructures to the private sector has been considered as a cure to the ills of 

government intervention (Streelen, 1995:231-232) .But criti cs argue that the package of 

reforms prescribed by the IMF and World Bank have not worked wherever they have been 

vigorously pursued. [n the program, countries cut their public expenditures in education, 

health, infrastructure, and capital and operating budgets enta il ed collapse of public services 

and the withdrawal of the state (Chikulo, 1998:87-88). I-lence, the reforms have been viewed 

as not feasible in the context of program countri es and the move to change the provision of 

public services from government to market forces has suffered from serious setbacks. 

Moreover, profit-orientation is the very nature of market which is based on material 

incentives. Market forces are not capable of providing a ll public goods and services because 

of the existence of non-competitive markets and externalities. As opposed to private goods, 

public goods are non-ri valry and non-excludab le to which the market could not eas ily 

respond (ibid). 

In addition, the provision of some public goods that are unattractive to market forces may be 

unattended if left to the market forces alone. Market is unable to enhance positive 

externalities like expansion of human capital and does not deter negati ve externalities like 

environmental damages, which are essential for a society. Thus, the market is not capable of 

providing all services (Self, 1993:98-100; Senboja & Therkildsen, 1995,' 3-4). 

Furthermore, the pri vate sector in developing coun tries is at its infant stage and its capacity 

to provide the wide range of public services will remain very low contrary to the aspirations 

of the proponents of the market. I-Ience neither the market nor pri vati zation has reduced the 

role of the state. As Chikulo (1998) argues it, unlike in the west, changes in ownership, 

franchising, contracting-out or leasing out of publi c services is rarely practiced in developing 

countries and consequently the role of the state is not that much influenced. By providing 

public goods, taxing negative externalities and allocating resources to pos itive externalities, 

government intervention plays significant role in the areas where the market fa il s to respond. 

Government intervention also safeguards the interest of the poor through equitable 

di stribution of resources for providing public services and in availing services that are not 

made avai lable by the private sector. Government also creates a conducive environment 

through legal frameworks , maintaining law and order including the enforcement of contracts 
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and property rights, pursuing macroeconomiC po licies, expansion of research and 

development, etc (Slreeten, 1995: 200-202). 

Decentralized Model 

In spite of the conflicting outlook advanced by the respecti ve proponents of traditiona l 

planned economy and pure market provision of services , the underl ying weaknesses in both 

models has led to a drawing of a continuum between the two extremes. This is a trend where 

a mixture or a hybr id intu ition of both publi c and pri vate initiati ves could either jointly or 

independently provide publi c services, which is in line with the views of Senboja & 

Therkildsen (J 995: 3-4) a division of labor among different actors. 

This has inspired the need for changes in relat ions and handling of complex interactions 

among state, firm s and markets. This is not only a questi on of state or markct preference but 

also a governance issue that brings all central and local actors together towards the goa l of 

providing improved services. Creation of such a rel ationship requires some kind of reform 

measures or restructuring of state institutions, whi ch will lead to new links for co llective 

action among the state, NGOs and peop les organizations (Self, 1993: 121) . The orientation of 

this undertaking has been geared towards who can do best in providing public services by 

maintaining some sort of government control espec ial ly with regulatory role and create a 

conducive environment for the smooth delivery of both publ ic and pri vate services. One of 
such measures includes restructuring of the economy through institut ional reforms under 

governance realm that has been considered as a miss ing link in the first and second­

generation of the stab ilization and structural adj ustment reforms (World Development 

Report, 1997; Kayizzi-Mugerwa, 2003). 

Many reasons could be attributed to the need for a reform agenda aimed at decentralized 

governance. Among these, the unrea li zed hopes of the developmental state, fi scal cri ses and 

economic decline, war and the wave of democratic re form s, the unrea li zable prescriptions of 

SAPs, and conditi ons put by donors, that required reducti on o f domest ic corruption and the 

need for increased politica l parti cipation are the main reasons for the reform . The pressure 

exerted by globali zation has also pushed the govenmlents of deve loping countries to improve 

their governance image particularly in attracting foreign direct investments (World 

Development Report, 1997: 120; Chikulo, 1998.'80, UNT-IAB1TAT 2002.19; Hamdok, 

2003.20) . 

Consequently, decentrali zed governance became one of the essenti al reform areas aimed at 

delivering better services and sustaining deve lopment. By restructur ing or reorganizing 
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authority, the reform has been intended to increase the autho rity and capacities of sub 

national level acto rs and to create a system of co-responsibility between institutions of 

governance at the centra l, regional and local leve ls. In this regard, Olowu (2000 .'5-6), points 

out that interactions among these instituti ons fosters the identifi cati on of institutional, human 

and financial resources that can be harnessed for the purpose of de livering improved 

services. This offers important opportuniti es fo r enhanced service deli very by increased 

public sector effic iency and reduced poverty, whi ch are the two main ingredients of good 

governance. 

According to Hamdok (2003: 15-16), good governance prevai ls under decentra li zed 

governance system characteri zed by norms of effi ciency, parti cipation, accountabi lity, 

transparency, rule of law, and politica l plurali sm. The decentra lized governance model has 

also been encouraged owing to its perceived conceptual compatibi li ty with the free market 

thinking of enhanci ng individual freedoms. The system has been portrayed as a model that 

empowers the people and fa vors individual freedom as opposed to centra li zed state control of 

activities through dispersal of authority (Chikulo, 1998:97). Thus decentrali zed governance 

is a means of overcom ing the limi tations of centra lly initiated development programs and 

providing local services by local authoriti es and the benefi ciar ies themsel ves. 

As clearly stated by Streeten (1995:212) decentrali zed governance authoriti es can enhance 

participation be more responsive to needs, gather more information, be more transparent and 

accountable and improve the quali ty o f government activities . They can also raise more 

resources because the benefits are more visible. On the bas is of these claims, reform in 

decentrali zation has been undertaken as an initiat ive in which people are empowered and 

govenunent could provide public services through decentra li zed structures with a lot of 

benefits (Kayizzi-Mugerwo, 2003. 2). 

Generally, the above theoreti ca l background on decentra li zation and service delivery implies 

that there is no single dimension for the defini tion of decentra li zation and service delivery. 

Moreover, it is poss ible to generali ze that there is no one best way prescribed for the 

implementation of decentrali zed service de li very. That is, the rea l po litica l, economic and 

socio-cultural situations prevailing in a given country shapes the type, approach and form of 

decentralization and arrangement of service deli very to be adopted. The aforementioned 

theoreti cal backgro und on decentra li zati on and service del ivery will be used as a framework 

for thi s study. 
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CHAPTER THREE 

3. DECENTRALIZATION AND SERVICE DELIVERY IN ETHIOPIA: AN 
OVERVIEW 

3.1. Decentralization and Service Delivery Before 1991 

Before 1991 , Ethi opia has been a unitary state and devolved [orms of decentrali zat ion have 

not been characterized public service delivery. A devolved form of decentrali zation is a 

recent experience, which is notably a departure from the history of the country in general. 

According to Meheret (2007:73-79) contemporary E thiopia has limited experience in 

decentrali zed governance and adm ini stration. Throughout much o r its history, the modern 

Ethiopia state has been a highly centra lized polity leaving very li ttle responsibility and 

authority to sub national levels of administration. Since the beg inning of modern public 

administrative system at the turn o f the century, outlying governance and political sub 

divisions of the country have most otten operated by being subordinated to the formal 

authority of the central government. As a result, there evolved a deconcentrated 

administrative and governance system whereby local governments and branch offices of 

central government departments operate as field agents rather than as autonomous local 

government structure with fu ll and adequate deci sion making authority and control over 

resources. This kind of governmental structure hardly lends itself to democratic politics and 

participatory development at the local level. As a resu lt, the tradition of a centrali zed and 

unitary state has persisted for a long period counterva iling the evo luti on of a parti cipatory 

and decentralized governance structure. 

The foundation for a modern local government system was laid by Emperor Haile Selassie I 

more than half a century ago. The Imperial regime reorgani zed provincial administration by 

creating a four tier local government structure that include teklay gizat, awraja, woreda and 

mekitil woreda levels of admi ni stration2T he first comprehensive administrative decree No.1 

of 1942 defined the power and roles of the Mini stry of Interi or as the principal central 

government department to supervise local government throughout the country .Governor 

Generals (Enderasses) for teklay gizats and governors fo r awrajas and woredas governments 

were appointed by the central government to act as the representati ves of the Imperial throne 

in the periphery. The system was very much centra li zed because local government units had 

no authority over their budgets and could not undertake development on their initiative. It 

2 Mekitil woredas were later dropped and the country adopted a three tier government system in the lale 19505 
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was also undemocratic because there were no elected local government council s or any other 

representative bodies to invo lve the people in governance and development at di fferent sub 

national levels of administrati on (Meherel /998) . 

The local government admini strative structure put In place by the Imperial regime was 

intended to centra li ze power and resources in a strong central state leaving very little 

autonomy to the provinces. Most central mini sters operated in the provinces through branch 

offices which had little or no decision making authority at the local leve l. In practice, heads 

of such field offi ces were made to report to parent ministri es as we ll as to provincial and 

awraja governors, who acted as representatives of the Mini stry of Interior. This structura l set 

up generated dual accountab ility in central-local relat ions that often created conflict of 

authority and communication problems (Koehn 1974). 

Furthermore, all hi s years in power, Emperor Haile Selass ie J adopted and pursued with zeal 

a policy of centrali zation. As an express ion of that po li cy, munic ipalities were made an 

integral part of the government administrati ve structure hav ing no autonomy of their own. 

The Kentiba (Mayor) and the Town offi cer were appo inted by the Emperor and the 

compensation of the municipal council determined by the government. The publ ic at large 

did not participate in the election of the councilors. The mini ster of the Interior had an 

unlimited power over municipalities. Municipalities received their directi ves either from the 

Governor General of their respective provinces or from the minister o f the consent and 

approval of the government. Their lega l status was not expressly recognized. Moreover, 

municipali ties were neither legally guaranteed government grants nor were express ly 

authorized to borrow (Minas /999:50). 

In 1954, the charter of Addis Ababa introduced some fundamental changes in to the status of 

the City. The juridical personal ity of the City had been clearl y recognized whereby it was 

declared to be a body politic. The City could borrow money by issuing bonds. Besides, for 

the first time, the law recognized the right of the residents to vote for and be elected as 

council members. The city was further guaranteed the right to regu late administrative affairs 

by special municipal adm inistrative regulations. The decision of the muni cipal council also 

did not have to seek the approval of any government organi zation. These were fundamental 

changes. But the emperor continued to retain the power to appoi nt the Kentiba and the head 

of municipal departments and sections. As municipalities other than Add is Ababa neither had 

the legal guarantee for government grants nor the express authority to borrow money, rates, 

rules and regul ations having not been updated for years are naturally very low. This situation 

coupled with the highly reduced effici ency of municipali ties in co llecting taxes, fees and 

charges have greatl y reduced municipal revenue (Ibid). 
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Following the co llapse of the Imperial ru le, the Derg government assumed power in 1974. 

However, centra lization remained the preferred system of admini stration throughout the 

Derg days as well. But the system operated under a different agenda. Marx ism-Leninism 

became the gu iding principle. And the principal task of the Urban Dwellers Association 

(UDA)-the newly establi shed admi nistrative structure of the urban center becomes to protect 

the revolution and its ga ins. Muni cipal services and urban development- the hall marks of 

municipality were regrettably relegated to a second place. The congress of the central UDA 

was the supreme decision making and legislative body. [n the case of the chartered urban 

center, the congress with the approval of the council of Ministers, levied and co llected land 

rental and house tax, enacted local laws and prepared and implemented a master plan. It also 

nominated three candidates for mayoralty among whom the government appo inted the 

mayor. That was a political mayor. The law did not make a clear provision on the 

appointment of the chief executi ve (Minas I 999: 56). 

The minister supervised the non-chartered urban centers. As Addis Ababa was the only 

chartered city, it supervised almost a ll urban centers. The relationship between the UDAs and 

the government organizations operating within the urban centers had not been clearly 

defined. But as the pertinent ministries were represented in the congress , development efforts 

were presumably coordinated by that body. Rates, taxes, fees and charges continued to 

constitute the principal sources of revenue. Only land rent and house tax rates had been 

amended by proclamations issued under that time (Ibid). 

3.2. Decentralization and Service Delivery in the Post 1991 

The constitution of the Federal Democratic Repub lic of Ethi opia Proclamation No.1I1995 

has introduced some fundam ental changes to the age-o ld system of government. The state is 

now no longer unitary rather a fede ral state. Accordingly, the Federal Democratic Republic 

of Ethiopia comprises the federa l government and the state government. The power and 

funct ion of the federal government and the state members have been clear ly defined. And 

according to article 52( I )) all powers that are not given expressly to the Federal Government 

and the states are reserved to the states (Minas I 999: 57-66). 

Unlike in the previous constitutions, the issue of se lf-rule and se lf-government has been 

addressed in unambiguous terms. Art. 88( I) of constitution lays down the principal politica l 

objective of the government which is "Guided by democratic pr incip les, Government shall 

promote and support the peop le's se lf-rule at a ll levels" . Here, ev identl y, the phrase, "Self -

32 



rule at a ll levels" refers to a ll forms of government at the grass- roots level including 

municipal governments. 

As per artic les 50(1) (2) the function of estab lishing se l f~governme nt , defining their aims, 

powers and tasks and determining the appropriate organizational structure has been allocated 

to state government. It is proper that thi s matter should fall under the jurisdiction of the states 

because states are primarily responsible for local affairs; and matters related to government 

at the grass root level are essentially local. Furthermore, under Arti cle 52 (2) (a), the state 

government has been given the power and function of ' estab lishing a state administration 

that best advances se lf-government ' . This implies that the state government establ ishes a 

system of administration which not only creates a suitab le climate for grass-roots 

governments to fl ourish but also facilitates their advancement. Article 50(4) which by 

interpretation could be extended to app ly to municipal governments further requires state 

governments: ' to grant adequate powers to the lowest units of government to enable the 

people to participate directly in the administration of such units. ' Al though the scope of the 

phrase 'adequate powers' is subj ect to interpretation, it would arguably include the right to 

vote and participate in the formu lation, implementation and evaluation of development 

programs. Presumably, thi s power would al so includc the muni cipal power to raise and 

manage revenues and administer their staff. And without such a degree of autonomy a 

meaningful participation of the people in the governing process wou ld be di ffi cult to imagine 

(ibid). 

How the federal constitution sees Illunicipalities is a fundamental question. As noted earlier, 

the consti tution does not make an explicit reference to municipa lities as such . But it makes 

an explicit and constant reference to such express ions as ' self-rule' 'se lf-government ' and 

' lowest units of government ' - express ions which conventionally refer both to rural and 

urban conglomerations of people. From these references, it can be inferred that the 

constitution leaves enough ground to recognize and protect munic ipalities. Actually, the right 

of chartered municipalities to se lf-admini stration as per their charter was recogn ized by the 

current government long before the promulgation of the present constitution Art.S (2) of the 

national Self - Governments Establ ishment Proc. No.7/ 1992). It would therefore be difficult 

to think that the legislature which recognized the right of chartered urban centers to self 

admini stration in a subsid iary legis lation only tlu'ee years before the enactment of the 

constitution could leave the same entities out of the sphere of recognition and protection of 

supreme law ofthe land. 

Besides, the overall spirit of the constitution being such as to encourage and promote the 

exercise of se lf-government at the grass- root levels. It would not bc correct to understand the 
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supreme law to leave the urban centers out of the am bit of its constitutiona l recognition and 

protection. The provisions of the federal constitution c ited earli er should be considered 

adequate in terms of the degree of recognition and protecti on that they extend to 

municipalities . The path towards decentra li zed governance in Ethi opia has not been a smooth 

ride. Among other things, the country's long standing au thoritari an politica l tradition has 

created seemingly insurmountab le chall enges in promot ing democrat ic governance and 

decentralized poli tica l and economic dec ision making. Currently, there is lack of experience 

on how a federal system ought and must work; and thi s has created considerab le di ffi culties 

in instituting genuine devolution of power and responsibilities to sub national levels of' 

administration. Th is was ai med through empowerment of the commun ities at grass root level 

and by creating close interaction between the loca l admini strati ve units and the people 

through direct parti cipation of people in the administrative affairs of local governments. 

Empowerment at the grassroots is seen as a key to the improvement of service delivery 

(ibid). 

According to Tegegne G. and Kassalnll1 B. (2007: /5) , the signi fi cance o f the decentralized 

drive to local and grassroots empowerment li es in the fact that d ifferent levels of sub national 

units of government are constituted on the bas is o f c iti zen partic ipation in the political 

process by way of exercising electoral ri ghts . If strictl y applied, pert inent constitutional 

provisions render citi zen vo ice crucial fo r the formation and operation of government 

structure thereby signi fy ing the importance of the popu lar will in influencing dec isions of 

major signifi cance. Citi zens are al so legally empowered to reca ll their e lected representati ves 

provided the latter are found to be at fa ult as regards thei r behav iors and actions that run 

contrary to their responsibili ties and mandates. The Federal and Regional Consti tutions 

define the powers and functions of regional and local governments in Ethiopia. These include 

both politica l and economi c areas of juri sdi ction and cO l11petence. The former are expressed 

in terms of maintaining and enfo rcing law and order, enacting constitutions and other 

legislations and organizing po lice fo rce. The economic fu nctions range li'om administrating 

resources to developing and executing deve loping po li cies and plans. Therefore, politica lly 

decentralization in Ethiopia is based on a federal form of state organization and 

administration. Admini strati ve ly, it is based on regionali zed functions with sectoral division 

of acti vities among regions/city government. In li sca l matters, it is based on di vision of 

revenue authority between federal and regional/city government states with federal transfer 

to regions/city government. Sub Cities are also made e lig ib le for block grants . 

Though there are a lot of arguments on the rami fi cations of the constituti onal provision on 

self-determination and the institutional arrangements made at all leve ls, the government 

argues as the only viable strategy to build a stabl e-state and preserve the un ity of nations, 
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nationa li ties and peoples (Meheret, 1998:15-16). Sim ilarly, De jong, (l999.·22) argues that 

the predominant reason for launching the decentrali zation process was of a political nature. 

For him, decentral ization in Ethi op ia took place by a des ign LO respond to the national 

political problem and thus was not designed to improve the efficient al location of resources 

and to enhance the admini strative efficiency of the central government. Accord ing to him, 

nor was it aimed at address ing socio-economic or developmcnt objectives. 

In line with above lega l grounds, Addis Ababa city Government has rev ised its charter in 

2003 whereby it recognized ten sub cities that consist of 99 kebeles as part of 

decentral ization program. With these changes Sub cities are considered as the basic unit and 

imp0l1ant lower level local institution and centers of development because of their key role 

in prioritizing the provi sion of public services at the local level. They are also considered as a 

strategic unit of government for the implementation of the country's dcve lopment strategies 

such as expansion of educati onal and hea lth services, and susta inabl e deve lopment and 

poverty reduction. 
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CHAPTER FO UR 

4. ORGANIZATIONAL ARRANGEMENTS AND PUBLIC PARTICIPATION IN 
SERVICE DELIVERY 

This chapter deals with analyzing and di scuss ing the organizational arrangements and 

community parti cipation in Addis Ababa city Government wi th particular reference to Arada 

sub city educati on and health service delivery. 

To thi s end, data co llected bas ically from secondary sources were organi zed into two main 

categories based on the research obj ecti ves and complemented by data obtained from 

primary sources through interviews as follows . 

• Organizational arrangements in education and health service de li very 

• Community participation in education and health service delivery 

In addition, major achievements and challenges encountered in decentralized service delivery 

processes are di scussed and analyzed under each category. 

4.1. ORGANIZATIONAL ARRANGEMENTS IN SERVICE DELIVERY 

Addis Ababa C ity Government's revised charter 2003 identifi es city government 's organs of 

power as city council , the mayor, city cabinet, city judiciary organs and office of the city 

chief auditor whereas the sub city organs of power as sub city council , sub city chief 

executive and sub city standing committee. Similarly, kebele organs of power are Kebele 

council, chief executive, standing committee and social courts. So, the current organizational 

structure of Addis Ababa City Government being accountab le to the Federal government has 

three tiers adm ini stration- City government, Sub city and the kebe le. 

The city government proclamation that was issued in 2009 in line with the revised charter, 

has also identified 12 members of the sub city standing committee and structural organs of 

bureaus as capacity build ing, education, health, justice, trade and industry development, 

finance and economics, communication affairs, youth and sports, women' s affa irs, cul tural 

and tourism, labor and social affairs, des ign and construction adm ini strat ion development 

offices. Moreover, the revised charter 2003 recognizes the establ ishment of ten Sub Cities 

and 99 kebe les as legal persons in Addis Ababa. The sub cit ies are Arada, Addis Ketema, 

L ideta, Kirkos, Yeka, Bole, Akaki Kaliti , Nefas Si lk, Kolfe Kerani o and Gulele Sub cities . 
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In line with the above structure, the Sub city executive office operates by es tablishing regular 

and direct relati onship with the structure in each bureau on matters of planning, performance 

evaluation and fo llow up, capacity building, internal staff transfer and promotion, placement 

of employees and other techni cal and professional issues in accordance with the provisions 

of the Charter and the Proclamation in the process of service delivery. Accordingly, the 

duties and responsibilities of bureaus at city government level and the sub city are stated by 

the proclamation. This study is particularly referring to education and health services. To thi s 

end, duties and responsibi li ties of sub cities and bureaus related to these services are 

described as foll ows. 

4.2. Duties and Responsibilities of the Sub City 

Addis Ababa City Government Revised charter 2003 has recognized the establishment of sub 

cities administrations with necessary legal, institu tional and fin ancial powers. This was 

aimed at making them effective and efficient institutions of local government [or democratic 

governance and econom ic development. The charter also provides grounds for direct election 

of Sub city and kebele councils by local people besides recogni zing Sub city and kebele 

institutions as institutions closer to the people. 

The revised charter 2003 and proclamation 2009 of Addis Ababa city government have 

defined the power, duties and responsibi lities of Sub cities admini strations whereby they are 

empowered to approve Sub city socia l service delivery, economic deve lopment and 

administrative plans and programs. Accordingly, Sub cities are empowered to undertake the 

following duties and responsibilities. These include among others : 

• Prepare the overal l plans, work programs and projects and ensure follow up and 

supervision in the implementation thereof 

• Ensure the implementation of po li cies , laws and standards and the decisions of 

superior city organs as well as the maintenance of security in the sub city 

• Allocate the budget set aside to it, di sburse and Coll ow up whether the execution 

thereof is as per the publ ic finan ce law ;assess and co ll ect the taxes and duties under 

category (a) and (b); explore the possibilities o f rai sing the revenue of the sub city and 

implement it according to law 

• Direct and coordinate the operation of the sub city's executi ve and municipal bodies 

and create conditions in which service deli very is to be imposed 

• See if civi l society organizations avail professional and capacity building assistance 

so as to boost the ir e ffecti veness and popu lar parti cipation in the sLib city 

• Admini ster primary and secondary schools bes ides supervising private schools 
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• Undertake acti viti es to prevent and control diseases, adm ini ster government health 

centers and clinics, and according to law, superv ise pri vate cl inics located in the sub 

city 

• Coordinate ,ass ist and supervise institutions operating to prevent and contro l 

HIY/AIDs 

• Direct and coordinate the kebeles In the sub city and provide capacity building 

assistance to them 

The above facts indicate that Sub cities empowered 10 enjoy considerable decision-making 

authority on social and economic deve lopment p lans, local revenue generation and 

expenditure. Accordingly, the Sub city council approves pl ans and programs with regard to 

economic development and social and adm inistrative services in the Sub city. Moreover, it 

supervises the activities of different sector offices and creates a suitab le environment for 

mobilizing and stimulating the genera l population for development activities besides 

coordinating different stakeholders. That is, the Sub city is respons ible for superv ision, 

coordination and impl ementation of services such as education, health, roads, water supply, 

sanitation, justice, information, etc within its authority. In thi s case, s ince the study is 

particularly referring to education and health, they are addressed hereafter. The Sub city is 

responsible for education services that are provided up to secondary schoo ls and health 

services related w ith primary health care activiti es provided at health centers, heal th stations 

and health posts. 

So as to effectively fulfi ll its responsib iliti es in enhancing service del ivery by encouraging 

local development, the council of the Sub city is empowered to ensure the proper co llection 

of taxes from sales taxes and other taxes as determined by law. For narrowing expenditure 

gap that may surface in serv ice deli very, the Sub city is also entitled to receive transfers in 

the form of block grants as per the re vised charter 2003. The grant is meant to compensate 

the budgetary constraints in financing Sub city expenditure needs (the basis of determining 

block grant is described later). Moreover, as a result of decentralization program, the Sub 

city is also empowered to exercise the authority to hire and fire its staff. 

4.3. Relationship of C ity Government and the Sub City in Sel'vice Delivery 

The Sub city's serv ice delivery invol ves different public sec tors, the community and other 

actors outside the Sub city. The most important stakeholders in the de li very of public services 

at the Sub city are the community at large, Other stakeholders consist of city government 

bureaus, private organizati ons and sectoral offi ces at the Sub city level. City government 

authorities engage in the Sub city's service delivery by providing different guidelines and 
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supports. Accordingly, concerned city government bureaus provide manuals and technical 

support to Sub city respecti ve sector o ffices. In the case of thi s study, education and health 

bureaus have direct link with Sub city education and health offices. 

The revised charter 2003 recognizes four governance structure compl'l sll1g federal , city 

government, Sub city and kebeles. The lowest ti er is the kebele adm inistrat ion. At each tier of 

governance in the city there are three organs namely the council , the executive committee 

and the judicial branch. The council , which is const ituted by members o f elected 

representatives fi'om each Sub city, is the highest organ o f the city government. The 

executive organ includes Bureau heads and is led by the Mayor. 

In a similar fash ion Sub city structures also include these organs. The highest admin istrati ve 

organ of the Sub city is the Sub city counci l that is directly elected by the Sub city community 

through periodic elections and constitutionally accountable to the electorate. It is formed 

with functi onal representation from key public sector offices. The Sub city executive organ is 

composed of Sub city chief executive that governs the sub city, Sub city's deputy executive, 

Sub city manager who executes sub city's muni cipal services and key public service offi ces. 

In the Sub city under study there are 10 kebeles. The respective community in each kebele 
elects kebele counci l and the chai rperson as we ll as hi s/her deputy. There are also social 

courts and security organs at the kebele level. These days kebele admini stration enjoys a 

wide range of power and undertakes in their respective areas. The duties of the kebele, 

among others, include ensuring co llection of taxes, mobilizing communiti es for development 

acti vities in terms o f labor and material contributions, resolving contli cts through social 

courts and maintaining securi ty through kebele security organs. 

To carry out economic and pol itica l responsibilities so as to provide public services on 

locally identified and determined prioriti es, different pub lic sector offices are organized 

under the Sub city council. That is, service del ivery organi zations in the Sub cities include 

different sector offices : capacity building, education, health, justi ce, trade and industry 

development, finance and economics, communication affa irs, yo uth and sports, women' s 

affairs, cu ltural and tourism, labor and social affa irs, des ign and construction admin istration 

development offices and branches at kebele leve l. Here, these sector offices have direct 

contacts w ith the commun ity and higher tiers. I-Ience, they have dual accountabi lity­

downward to the community and upward to the Sub cily administration and respective 

bureaus through regular reporting. These sector offi ces also have li nks with their braches at 

kebele level and play significant roles in coordinating and mob ili zing the participation of 

grassroots community. 

39 



Moreover, some sectors make use o r their branches for direct contac t with the community in 

service delivery. In line w ith thi s, the educat ion office coordinates and implements 

educational services at schoo l levels located in difrerent kebeles whereas the health office 

coordinates and implements health care activities through health centers and stations. The 

finance and economy ofli ce dea ls with day-to-day activities of finan cial expenditure and 

manages these acti vities for each public office in the Sub city . In thi s regard , each office 

makes payment requests as per its ap proved budget and settl es its accounts with the office. 

Therefore, both human resource administration and financia l activities are not dealt by all 

offices. The Sub city administration office and the office o r finance and economic 

development are the main institutions that play coordination roles. The Sub city 's 
administration has the overall responsibil ity for coordination wh ile coordination of specific 

sector activities li es under the responsibility of each sector office. The Sub city's tinance and 

economic development office coordi nates public services through planning and budgeting 

mechanism. The office is establi shed to play an essenti al role w ith the responsibility for 

coordination and integration of various o ffice plans and matching these plans with the 

ava ilable budget. Its main ro le includes co llection of revenue, planning and budgeting, 

financing, inspection and auditing. With the invo lvement of different sector offices and 

community structures, this office is responsible for coordination and participation of 

stakeholders in planning and budgeting processes. The office is also the main link between 

city government bureaus on one hand and the Sub city institut ions on the other through 

reporting mechanism. 

Amongst public service organizations in the Sub ci fy thi s study focuses on education and 

health service delivery. These services playa noteworthy rolc in human development and are 

also considered as basic services at local leve l. In view of this , the offi ces are structured in 

line with their respective duties and responsibiliti es at Sub city leve l. Since education and 

health services are indispensable soc ial services that enhance integrated social and economic 

development, they were the oldest pub lic services existed in the Cily. Before decentralization 

education and health services were the functions of bureaus of the city government whereas 

education (up to secondary schools) and primary health care services came under the 

responsibility of the Sub city after decentralization. [n Ethiopia, health service is provided in 

a tiered package of facilities. From top to bottom the tiers include re ferral hospitals, Addis 

Ababa City hospital s, health centers, health stations. and health posts. Health service in the 

Sub cily is provided by government and private owned hea lth centers and clinics. The Sub 

city health office coordinates and implemcnts health programs together with these health 

institutions. 
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4.4. Powel's and Functions of Education Bureau 

According to the revised charted 2003 and proclamation 2009 education bureau is authorized 

to address the fimcti ons of education service deli very. That is, it has the duty to prepare 

elementary level curri culum, publi sh books and ensure the ava ilabili ty of teaching aid 

material s in compliance with the national education po li cy, strategy and standard in 

consideration of the prevailing situation of the city government. The bureau is also 

empowered to prepare and implement standard fo r the construct ion of schools in the city in 

accordance with the national requirements. Moreover, the bureau has the duty to execute 

national examination in the city besides prepari ng standards for examinati ons and certificate 

given by elementary and high schools found in the city. 

In order to enhance the competence of teachers, the bureau trains or causes to train teachers 

and other educational personnel in accordance with the national standards of training. It also 

gives institutional as well as technical support fo r sub city offices and other bodies engaged 

in the sector. The bureau is also authorized to supervise educationa l institutions run by the 

govenmlent w ith a view to ensure their compl iance with the prescribed standard and accredit 

same; provide information services and other supports fe r investors who want to engage in 

the sector; ensure that high schools established by local investors are in compliance with the 

standards set forth. Besides it di rects schoo ls admin istered by private and other non 

government instituti ons in the city . 

4.5. Powers and Functions of Health Bureau 

The Health bureau o f Addis Ababa City government has vari ous duties and responsibilities 

to ensure good hea lth service provision in the city in co ll aboration with the federal health 

minister. According to the revised charter 200 3 and ar ti cle 27 of proclamati on 2009, the 

bureau shall have the fo ll owing powers and functions to: 

• Estab lish health services standards and ensure its implementation in accordance with 

the National Health Poli cy and Standard ; provide or cause to be provided health 

awareness raising educational to the res idents of the city 

• Control and conduct surve illance , supervise , prevent and co llect in fo rmation 

concerning comlllunicable disease upon conducting survey and investigation; prevent 

epidemic di seases in co llaboration with appropri ate organs 

• Provide or cause the provis ion of mothers and children health care services and 

supervise the same 
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• Admini ster, in accordance wi th the law , hospita ls and health care train ing 

institutions owned by the city government 

• Distribute medi cines and medical equi pment that are provided by the Federal 

Government and donor organizations for the implementat ion of different programs 

• Develop strategies for the application of trad it ional medicines and treatment together 

with modern medicines 

• Control storage and use of medi cines in pri vate as we ll as public health institutions 

• Issue, renew and supervise certifi cate of competence for medical institutions 

established by private investors and take appropri ate measures 

• Conclude agreements and contracts and sign agreements with non-governmental 

charity organizati ons that conduct programs of medica l services and follow up the 

implementation of same; issue, renew and supervise professional li cense to the 

clinics establ ished by same 

• Organi ze data on the acti vities undertaken to control and prevent ElY/AIDs and other 

disease in the city, submit the results of the analys is of the data to the appropriate 

organs 

• Organize and provide hea lth care counseling and informati on services 

• Register health profess ional s by ensuring the ir competence ; Issue professional 

li cense, renew the same, control and take necessary measures 

• Register cultural med icine producers 

• Issue directives regarding hygiene and env ironmental hcalth. To th is end, check 

residences, private organizations , governmental and nongovernmcntal organizations 

and take actions where necessary 

42 



Figure 2: Organizational structure of Addis Ababa City Government 
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Strengthening the above decentrali zed funct ions, writers agree that there is a strong 

relationship between decentra li zati on as policy and the pract ice of com munity participation 

so as material ize the po licy. This is because decentral ization seeks to transfer decision 

making levels closer to the end-users. Therefore, it is relevant to consider the usefulness of 

both decentrali zation and community participation with respect to strengthening institutions 

as a mechanism for addressing development issues. It is ev ident that institution building 

should be given due attenti on to hasten the development process. Many capacity building 

programs consider institution bui lding as a major component of their activity. In thi s regard, 

under the decentra li zation program, Ethiopian government sought to strengthen mechanisms 

for creating institutions for community support of schools through the creation of Kebele 

Education and Training Boards (KETBs) and Parent Teacher Student Assoc iations (PTSAs) 

fo r education services and Health Committees for health services at the lowest level. In this 

study, it was poss ible to know that the above mentioned structures have been put in place and 

made operational in Arada Sub city. 

4.6. Kebele Ed ucation and Training Board (KETB) and Parent Teacher Student 
Assoc iation (PTSi\) 

According to the Addis Ababa City Government Educat ion Bureau Education 

Management/Organization and Community Participation Manual , the KETB is accountable 

to Kebele Executi ve. The office term of the Board would be three years though it may be 

dissolved by the decision of the executive. The KETB is the next highest level of school 

administration in which community members participate. Composed of a minimum of seven 

members, the KETB includes head of Kebele capacity building oflice as chairperson and 

others are the Kebele education Office head as a member and secretary, two representati ves 

of the PTSA, two teachers fi'om the local teacher assoc iation and a member from kebele civil 

and social affairs. It is thi s body that has authori ty over budgetary matters and school 

personnel usually in co llaboration with the Sub city educat ion o fli ce. Here, it would not be 

hard to observe KETBs are in large part composed of members who are appointed 

politically . Besides, respondents have confirmed that other members are also assigned with 

the will of kebele exec uti ve. 

Accordingly, the board shall have the fo ll owing duties and responsibili ties: 

• Approve the annual plan and budget of schools and present it to the sub city education 

office; foll ow up the implementation 

• Cooperate with other concerned bodies for the expansion o f education 

• Devise and effect mechanisms whereby schools could boost their internal incomes 
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• Conduct awareness rai sing activ ities to sensiti ze the communi ty about the need to 

send their school age children to schools and not do dropout, strengthen co-curricular 

activities so that they could complement the teaching learning process 

• Make sure that the property of the school is properly handled and utili zed for 

educationa I purposes 

• Supervise and control that the director, teachers and the support staff of the school 

work together for the prevalence of a smooth teaching- learning process 

• Plan, coordinate and effect mechanisms whereby the local communi ty could extend 

financial and material contribution for the construction and expansion of schools and 

other relevant activities 

• Coordinate the local community, study ways and stri ve to address the problems of 

teachers so that they would love their profess ion and serve in the area 

• Give decision of the complaints of a director against those teachers who fa iled to 

di scharge their duties and responsibilities properly 

• When a director, who fa iled to di scharge his/her duty properly, could not be corrected 

from hi s/her mistakes, it g ives a recommendation for decision to the Sub city 

Education and Training Board. But, if the offences are simple, decisions would be 

given by the KETB 

• Give decis ion on teachers' ca reer appraisa l when it is presented to it by the school 

director 

• Examine and endorse the schools quarterly performance report 

• Recruit teachers and other staff members according to the demand of the school 

• Receive schools, whi ch have been built by the initiative of the local people, and make 

them ready for se rvices, Mobilize the local community to extend financial, material , 

labor etc. contri bution to build the capacity of the schools and enhance the 

educational activities in their locali ty 

• Encourage the schools effo rts exerted to increase their internal income 

• When new schools are decided to be built in the area by the government, draw 

requirements that make a certa in place eligib le to host the construction of the schoo ls 

• Coordinate the local community and other bodies' efforts in thc fi ght aga inst the 

mY/AIDS pandemic 

• Carry out other relevant activities beneficia l for the conso lidation of the educational 

activities in the area 

The above duties and responsibilities of KETBs cover diversified areas, but interv iews 

conducted with Sub c ity education offic ials, schoo l directors and teachers indicate that 
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KETB members' e ffort s and performances arc not adequate and ine[ficicnt. The respondents 

have mentioned the fo llowing as the weaknesses of the board. 

• Capacity problem to undertaken their duties and responsibi lities 

• Lacks experience and knowledge of school administration 

• Absence from attend ing meetings and delay in decision maki ng 

On the other hand, the manual li·om the education bureau states that PTSA is composed of at 

least seven members though it may vary [rom school to schoo l. The chai rperson of PTSA is 

the representative o f parents that is elected by a common meeting of parents, teachers and 

students. Others are also elected by similar meeting in whi ch two teachers and up to four 

students and parents are assigned according ly. 

Duties and responsibili ties of PTSAs are : 

• Devise and effect mechanisms where by schools could boost their internal incomes 

• Conduct awareness raising acti vities to sensitize the community about the need to 

send their school age chi ldren to schools and not to drop-out 

• Make sure that the property of the school is properly handled and utilized for 

educational purposes 

• Supervise and control that the director, teachers and the support staff of the school 

work together for the preval ence of a smooth teaching- learning process 

• Pl an coordinate and effect mechanisms where by the local community could extend 

financial and materi al contribution for the construction and expansion of schools and 

other relevant activ ities 

• Solve the problems of teachers 

• Deal w ith di sciplinary issues 

DISCUSSIONS 

In light of the above remarks, it is a positi ve step to organize institutions like KETBs and 

PTSAs at the local level as respons ib le bodies to support schoo l act ivities and mitigate 

decision making and communi cation delay. They serve as a li nk between the larger 

community and schools. Literatures on decentralization show that it seeks to transfer 

decision making closer to the end-users. In thi s view, KETBs and PTSAs, in light of the 

duties and responsibi lities given to them, one can understand that they are bodies meant to 

meet thi s purpose. 

Considering what is mentioned as duties and responsibilities o r Boards and PTSAs, the 

findings in the Sub ci ty confirmed that KETBs have not fi.dfilled their ass igned duties and 
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responsibilities whereas responses made by officials and profess ionals in the sub city showed 

that PTSAs are found to make relative ly better contributi on .The effort of PTSAs is ass isted 

principally by teachers, directors and students, according to the above menti oned sources 

since their acti vities are focused on school. But some PTSAs are criti cize fo r neg ligence, lack 

of capability, absence from attending meetings and delay in decision making and lack of 

interest. Here, the writer observed that the factor that contri buted to the inefficiency of 

KETBs and the better performance of PTSAs goes to the composition of these bodies. That 

is, KETB is dominated by pol it icians whereas the compositi on of PTSA is better in that it is 

composed of parents, teachers and students who are the direct bene fi ciari es to efficiency and 

effectiveness in education service delivery. Accord ing to the respondents, the school 

admini strat ion may communicate both with sub city education office and KETB 

simultaneously. This is believed to cause ove rlap of practices and even some times 

confusions that increases dec ision making time and create delay instead of serving the 

purpose of decentralization-reducing decision making time. 

4.7. PARTICIPATION OF COMMUNITY IN SERVICE DELIVERY 

According to Philipoxhon, et al (2004), decentralization strengthens democracy by bringing 

decision mak ing closer to the citizenry, facilitate and promotes greater citizen participation 

and involvement in politics and programs that affect them. This situation helps decision 

makers to make decisions that are more closely connected to people's rea l needs thereby 

increasing the program' s relevance. In line with this view, based on the interview held with 

the school directors and PTSA members, it was poss ible to know that parents and community 

members do not usually visit schools except on rare occasions like opening and closing 

school ceremonies. They confirmed that only the PTSA members come to the school , not 

parents in general. Therefore, the community members and parents who have the closest 

relations wi th the schoo l of the sub city are usually PTSAs and on rare occasions KETB 

members. Parents and community members participate in school matters through those 

representatives. Moreover, the respondents have confirmed that there is no significant work 

that has been reali zed in the Sub city which has impacted the education service delivery 

tlu'ough community participati on though there are some efforts. Although parental follow up 

of students' performance is believed to have significant impact according to the response of 

PTSA, the attention parents pay to their chil dren performance is weak. Therefore, 

considering the above points add itional means should be sought to strengthen PTSAs, 

KETBs and the direct invo lvement of the large r community since organizing the community 

is an important step for participation. 

47 



Regarding health services, each kebe le has aboard comprising of seven bod ies that works on 

health issues. Thi s board is composed of executive of the kebele, health center director, 

health center head, finance representative, health worker representative, residents' 

representati ve and fem ale representative. The board is established compri sing people from 

different groups to address the vo ice of the public on hea lth issues during board meetings and 

so as to present their complaints. This method is be lieved to enab le the publ ic to hold their 

leaders accountabl e. Besides, there is also health com1l1ittee at each hea lth center in the same 

manner that works on the sa1l1e issue. To enhance public parti cipation, there are also health 

offices and extens ion workers and their supervisors at each kebele . There are also health 

workers that contact households and collect data on the concerns of the res idents such as 

hygiene, water, di seases, etc whereby they report to the concerned body. 

Therefore, the presence of boards at each kebe le and health c01l1mittee at each health center 

can be taken as one step forward since it paves a way for the public to develop sense of 

ownership, controlling services, part icipation, questioning servants about wrong doings, 

evaluation of heads/servants periodically as we ll as rai se the ir complaints if any. In line with 

these, decentralization of health services can be taken as a tool that can be used to improve 

responsiveness, effici ency, parti cipation, accountabi lity, etc of health service de livery. 

However, the respondents contacted have confir1l1ed that the established bodies are inacti ve 

and have not yet brought substantial change in health services particu lar ly in the construction 

of health infrastructure. 

4.8. General Assessment of Coordination and Participation in Service Delivery 

Accord ing to Joel D. Barkan (1998: 7) decentrali zation enhances de1l1ocratization via 

increasing admini strati ve effectiveness by promoting greater coordination and cooperation 

among the concerned uni ts. It can also increase responsiveness to the needs and demands of 

service delivery by vari ous interest groups within the society. Simil arl y, the 1994 Education 

and Training policy of Ethiopia e1l1phas izes communi ty partic ipat ion as the main strategy of 

implementing education and training programs. In line w ith th is, the basic aim of Sub city 

level decentra li zation is to serve the public by empowering lower ti ers of government and 

local communities by enhancing democratization and services deli very . This process requires 

participation of di fferent actors and coordination among them. Service de livery also requires 

the participation of a ll those who are directly or indirectly affected by the quantity and 

quality of services. To th is end, one of the 1l1echanis1l1s for the invo lvement of di fferent 

actors in service del ivery is through coordination and parti cipation of different actors at the 

stages of problem identifi cation, pr ioriti zat ion of needs, i1l1ple1l1entation and reporting and 

planning and budget processes . In line with thi s, KETBs, PTSAs and Health Commi ttees are 
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established. Accord ing to respondents, there are additiona l schools constructed during the 

study period whereas there is no additi onal hea lth inst itution. B ence, it is poss ible to say 

education service is more participatory compared to hea lth . Thus. one can say that the 

provision of education service is more decentra li zed as compared to health services though, 

the level and extent of participation has been limited as indicated above. 

However, as di scussed above referring the responses of differen t offi cials, the bodies 

estab lished are not playing their roles of coord ination and parti cipati on as per their duties and 

responsibiliti es . As a result, there is weak coord ination and participation in identifying 

problems and prioritizing public serv ices in the Sub city . Pl anning and budgeting is 

conducted based on the principle of 'one plan and one budget' in the sub city. So, schools 

and health institutions should prepare their own plan and budget and present to the sub city 

that compiles and in turn submit to city government via their respective boards and 

committee. Most of the activities in services provision are implemented through the 

coordination of the sub city offices. But as per the respondents. the o ffi ces are not working in 

a well coordinated and integrated manner and these results in lack of coord ination and 

integration in offices plans and kebele plans that have its own impact in involving the 

community in prioriti zing local services needs. 

Therefore , based on the above findings, it is poss ibl e to conclude that service delivery in the 

Sub city is characteri zed by weak coordination and integrat ion and lack of significant input 

from the community since the board and committees are not rea ll y functioning well. The 

respondents have also confirmed that, even though some discuss ions are made with the 

community particularly at school levels, it is not aimed at identify ing the problems faced by 

communities and prioritizes them. 

In health services, efforts aimed at involving the community in various program components 

are very weak as per the respondents. The governance environment at hea lth centers is 

signified by the dependency of the community and the staff. That is, at health centers, sa lary 

of staff, procurement of drugs and equi pment is dependent on the budget a llocated and 

managed by the Sub city office. Moreover, it is the bureau that buys and hands over the 

required material s to health institutions. So, it is poss ible to say the degree and ex tent of 

decentralization in the health service is very low in the Sub eily. 

In general , since it is confirmed from discuss ions held with concerned offici als that KETB 

and health commi ttees are not operating active ly in mobili zing the communi ty as per their 

duties and responsibiliti es, it is possib le to conclude that popular participation in the Sub city 

is very limited both in education and health servi ces. Public services are decided and 
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provided by civi l servants who fee l accountabi lity to the ir respective institutions and to the 

Sub city administration rather than to the publ ic. The dec ision l11aking process is sti ll 

hierarchical in planning and budgeting processes sincc "onc plan and one budget" approach 

is followed. As a result, the responsiveness of the Sub c ity ad l11inistration to local needs and 

priorities is challenged. 
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CHAPTER FIVE 

5. ANALYSIS AND DISCUSSIONS OF RESULTS 

This chapter deals with analyzing and di scuss ing the performances of decentrali zed service 

delivery in Arada Sub c ity wi th particular reference to education and health services. It also 

addresses fin ancial, human, etc resources put in place and their adeq uacy as we ll as the 

participation of other sectors in these service del ivery. 

To thi s end, data co llected bas ically from secondary sources werc organized into two main 

categories based on the research objecti ves and complemented by the data obtained from 

primary sources through interviews as foll ows. 

• Performances in education and health service de li very 

• Resources deployed fo r educat ion and health service de li very and their adequacy 

o Financial situations 

o Human Resource situations 

Besides, major achievements and challenges encoun tered in decentrali zed education and 

health service delivery processes are analyzed and di scussed under each category. 

5.1. EDUCATION SERVICE DELIVERY 

5.1.1. PERFORMANCES OF E DUCATION SERVICE DELIVERY 

This part of the study assesses the performances o f educat ion services in parti cular reference 

to Arada Sub city from the yea rs 1996 to 2000 E.c. The educational and training policy 1994 

of the country states, among other things, that educational management will be decentrali zed 

to create the necessary condition to expand, enrich and improve the relevance, quality, 

accessibility and equity o f education and training. To thi s end, educational institutions will 

be autonomous in their internal admini stration and in the des igning and implementing of 

education and training programs w ith an overall coordinati on and democrati c leadership of 

boards or committees, consisting of members from the community, development and 

research institutions, teachers and students. In addition to thi s, the policy states that the 

government will create the necessary conditions to encourage and give support to private 

investors to open schools and establi sh various educational and training institutions. In line 

with thi s, various issues related to education service deli very are devolved to Arada sub city . 

According to the head of educati on offi ce, the Sub city is authori zed to deal with human 

resources, finance and other resources required for education serv ice provision. These 
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:i , 

serv ices are to be approved by the KETB and PTSA so as to be presented to the sub c ity ;1 

office. Schools (primary and secondary) are direct ly accountab le to the executi ve of the 

kebele where KETB operates. Regardi ng the budget, schoo ls prepare and submit their 

proposa l to the sub city upon the approval of the KETB that compile and submi t to ci ty 

gove rnment fo r approva l at which financ ia l dec isions are made. That is, it is the duty of the 

school to prepare an nual budget and get it approved. 

With the establishment of new structures at city leve l fo llowing the decentra lization of2003 , 

educat ion service deli very coordination and implementation has been brought under Sub cily 

education offices. Arada Sub city ad mi nistration is one of the offices that supervise the 

delivery of education service at the Sub cily under the d irect coordination of educat ion 

bureau. The number of schools was 50 in 1996 E.c and increased to 54 in 2000 E.c with 

add it ional 4 schoo ls in Arada sub city primary schools.ln seconda ry schools, the number has 

increased from 13 in 1996 E.c to 25 in 2000 E.c and this is an increase by 92%. These 

schools are owned either by govenunent, private, publ ic, missionary or the community. Here 

after, the write r uses the term "non government" to refer to private, publi c, religious 

institutions and organizations schools. 

Ta bl e 1: Gross Enro llment of Students in Government Primary School from 1996 -2000 E.c 

in Arada Sub City 

Yea ,· Male % Female % Total 

1996 E.c 6214 42% 8708 58% 14922 

1997 E.c 5776 42% 7969 58% 13745 

1998 E.c 5009 41 % 7239 59% 12248 

1999 E.c 4594 39% 7046 6 1% 11640 

2000 E.c 3867 40% 5757 60% 9624 

So urce: COl17jJuledji-o l17 dala provided/i-om Addis Ababa Educal ion Bureau and Arada Sub 

Cily Educalion Office 
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The above table I shows that the total enroll ment of students in government primary schools 

was 14922 in 1996 E.c and 9624 in 2000E.c. During these years, the proportion of female 

students was 58% and 60% respective ly. This shows that there was a decline in the 

enrollment of students in government pri mary schools though there was an increment in the 

enrollment of fema le students relati ve ly. 

Table 2: Gross Enro llment of Students in Non government Primary Schools from 1996 -2000 

EC in Arada Sub City 

Year Male "/0 Female % Total 

1996 E.c 14869 47% 16809 53% 31678 

1997 E.c 142 19 46% 16690 54% 30909 

1998 E.c 11 359 46% 13332 54% 2469 1 

1999 E.c 12041 46% 14065 54% 26106 

2000 E.c 11 999 47% 13773 53% 25772 

Source: COl11putedji-ol11 data provided/i-ol11 Addis Ababa Education Bureau and Aroda Sub 

City Education Office 
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The above tab le 2 shows that the tota l enrollment of students in non government primary 

schools was 3 1678 in 1996 E.c and 25772 in 2000 E.c. During these years, the proportion of 

fe male students was 53% similarly. This shows that there was a decli ne in the enrollment of 

students in these primary schools. Moreover, it is poss ible to see that the number of students 

enrolled here was by fa r greater than that of government though it is in a decreas ing pattern . 

Table 3: Gross Enrollment of Students in Government Secondary Schools from 1996 -2000 

EC in Arada Sub City 

Year Male % Female °/0 Total 

1996 E.c 5224 50% 5157 50% 10381 

1997 E.c 4631 48% 5102 52% 9733 

1998 E.c 5184 51% 49 10 49% 10094 

1999 E.c 5159 49% 5347 5 1% 10506 

2000 E.c 481 1 49% 5094 51% 9905 

Source: Compuled ji-om dala providedji'om Addis Ababa Educalion Bureau and Arada Sub 
Cily Educalion Office 
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The above table 3 indicates that the total enrollment of students in government secondary 

schools was 1038 1 in 1996 E.c and 9905 in 2000E.c. During these years, the proportion of 

female students was 50% and 5 1 % respecti vely. This shows that there was a slight decline 

(5%) in the emollment of students in government secondaty schools. 

Table 4: Gross Enro ll ment of Students in Non government Seconda ry Schools [rom 1996 -

2000 EC in Arada Sub City 

Yea r Male % Female % Total 

1996 E.c 1288 4 1% IS59 59% 3 147 

1997 E.c 1613 42% 223 1 58% 3844 

1998 E.c 1574 49% 1632 51 % 3206 

1999 E.c 2323 44% 30 10 56% 5333 

2000 E.c 2028 37% 3464 63% 5492 

Source: Computedji-om data providedfi'om Addis Ababa Education Bureau and Arada Sub 
City Education Office 
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The above table 4 shows that the total enro llment of students in non government secondary 

schools was 3 147 in 1996 E.c and 5492 in 2000E.c. During these years, the proportion of 

fema le students was 59% and 63% respecti ve ly. This shows that there was an increase by 

75% in the total enroll ment of students in these schools. Moreover, it is poss ible to see that 

the proportion of female stude nts enro lled here is greater than that of male. 

Table 5: Pup il -Section ratio of Govern ment Secondary Schoo ls from 1996 -2000 E.c in 

Arada Sub City 

Yea r Pupil Section PIs Ratio 

1996 E.c 10381 126 - 82 

1997 E.c 9733 126 77 

1998 E.c 10094 132 76 

1999 E.c 10506 175 60 

2000 E.c 9905 200 50 

Source: Computedfi'o m data providedfi'om Addis Ababa Educat ion Bureau and Aradet Sub 

City Education Office 
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Table 5 shows that the pupi l-section ratio of government secondary schools was 1 :82 in 1996 

E.c and I :50 in 2000 E.c. This data implies that the number of students attending a class has 

been getting sma ll er in government schoo ls. 

Table 6: Pupi l -Section ratio of Non Government Secondary Schoo ls fro m 1996 -2000 EC 

in A rada Sub City 

Year Pupil Section PIs Ratio 

1996 E.c 3 147 65 48 

1997 E.c 3844 22 1 17 

1998 E.c 3206 176 18 

1999 E.c 5333 101 53 

2000 E.c 5492 101 54 

Source: COl17putedji'om data pravidedji-ol17 Addis Ababa Education Bureau and Aroda Sub 

City Education Office 
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Table 6 shows that the pupil -section rati o of non government secondary schoo ls was 1:48 
and I :54 in 1996 and 2000 E.c respecti ve ly . According to thi s data the number of students 

atte nd ing a c lass has been ind icati ng fluctuation in 110n government schools during the study 

pe riod. 

Table 7: Pupil -Sect ion ratio ofGovern 111ent Primary Schools 

Yea r (E.c) Pupil Section PIs Ratio 

1996 14922 268 I 56 1 -
1997 13745 202 68 
1998 12248 246 50 
1999 11 640 206 -i 57 

._-
2000 96 19 186 52 

Source: Computed ji-OI11 data pl'ovidedji-ol11 Addis Ababa Education Bureau and Arada Sub 

City Education O.flice 
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Table 7 shows that the pupi l-section ratio of govenU11ent primary schools was I :56 in 1996 

E.c and I :52 in 2000 E.c. Accord ing to thi s data the number of students attending a class has 

been getting smaller in governm ent primary schools. 

Table 8: Pupil -Section rati o of Non government Primary 

Yca r(E.c) Pupil Section 

1996 31678 586 

1997 30909 673 

1998 
1999 
2000 

2469 1 

1204 1 

13773 

73 1 

490 

590 

Schools 

Pis Ratio 

54 

46 

34 

25 

23 

Source: Computed }i'om data provided }i'om Addis Ababa Education Bureau and Arada Sub 
City Edllcation Office 
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Table 8 shows that the pupil-section ratio of non government primary schools was I :54 and 

I :23 in 1996 and 2000 E.c respecti ve ly. Thus, according to thi s data the number of students 

attending a class has been getting smaller in no n government primary schools. 

Tab le 9: Pupil -Teacher ratio of Government Primary Schools from 1996 -2000 EC in 

A rada Sub City 

Year(E.c) Pupil Teacher PIT Ratio 

1996 14922 4 17 36 

1997 13745 439 3 1 

1998 12248 443 28 

1999 11640 444 26 

2000 96 19 436 22 
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Source: Compuled ji-om dolo provided/i'om Addis Ababa Educalion Bureau and Aroda Sub 
Cily Educalion Office 
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Table 9 shows that the pupil-teacher ratio of government primary schools was I :36 in 1996 

E.c and 1:22 in 2000 E.c. Th is implies that the number of students taught by a teacher at a 

time has been gett ing sma ll er during the study period. 

Tab le 10: Pupil - Teacher ratio of Non government Primary 

A rada Sub City 

Teacher 

Schools from 1996 -2000 EC in 

Yea .. (E.c) 

1996 

Pupil 

31678 - PIT Ratio 

41 

1997 

1998 

1999 

2000 

30909 

2469 1 

12041 

13773 

766 

1059 

686 

709 

933 

29 

36 

17 

15 

Source: Compuled/i-om dolo providedji'ol17 Addis Ababa Education Bureau and Aroda Sub 

Cily Educalion Office 
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Source: Compuledji-om data providedji-om Addis Ababa Education Bureau and Arada Sub 

City Educalion Office 

Table 10 shows that the pupi l-teacher ratio of non government primary schools was I :4 1 and 

I: IS in 1996 and 2000 E.c respectively. This shows that the num ber of students taught by a 

teacher at a time has been getting smaller during the study period. 

Table II : Pupi l -Teacher ratio of Government Secondary Schools from 1996 -2000 EC in 

Arada Sub City 

Yea r(E.c) Pupil Teacher PIT Ratio 

1996 10381 22 1 47 
1997 9733 202 48 

1998 10094 244 4 1 

1999 10506 332 32 

2000 9905 371 27 

Source: COlllputedji'oll1 data provided ji-om Addis Ababa Education Bureau and Arada Sub 

City Education Office 

Government secondary sc hoo l PiT Rati o 
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Tab le II shows that the pupil-teacher rat io of government secondary schoo ls was 1:47 in 

1996 E.c and I :27 in 2000 E.c . This implies that the number of students taught by a teacher 

at a ti me has been getting smal ler in government secondary schoo ls. 

Table 12: Pu pi l - Teacher ratio of Non gove rnment Secondary Schools from 1996 -2000 EC 

in Arada Sub City 

Year(E.c) 

1996 

1997 
1998 

1999 

2000 

Pupil 

3147 

3844 

3206 

5333 

5492 

Teacher 

188 

191 

190 

174 

182 

+ PIT Ratio 

17 

20 

16 

31 

30 

Source: ComputedFom data providedfi'om Addis Ababa Education Bureau and Aroda Sub 
City Education Office 
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Table 12 shows that the pupil-teacher ratio of non government secondary schools was I : 17 

and I :30 in 1996 and 2000 E.c respecti ve ly. The tab le a lso shows that the number of students 

taught by a teacher at a time has been fluctuating in non government secondary schools. 

Table 13: Number of Repea ters in Primary Schools in Arada Sub City 

Year(E.c) Male Female Total 

1995 5.0% 5.8% 10.8% 

1997 2. 7% 2.7% 5.3% 

1998 3.5% 4. 2% 7.6% 

1999 1.7% 2.2% 3.9% 
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Source: COl11putedfrom data provided ji'om Addis Ababa Education Bureau and Arada Sub 

City Education Office 

Repetition Rate of Primary School 
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The above table 13 shows that 10.8 % of the total students enro ll ed in primary schools 

repeated in 1995 E.c( female 5.8%) whereas th is rate has reduced to 3.9 % in 1999 E.c ( 

female 2.2%).This indicates that the rate of repetition has been decreasing signi ficantly , 

pal1iculariy of female in the sub city. 

Table 14: Repetition Rate of Secondary Schools in Arada Sub city 

Year(E.c) Male Female Total 

1995 3.5% 4.1 % 7.6% 

1997 

1998 

1999 

2.1% 

2.4% 

1.4% 

1.7% 

3.2% 

0.7% 

3.8% 

5.6% 

2.1% 

Source: Computed ji-om data providedji-om Addis Ababa Education Bureau and Arclda Sub 

City Education Office 
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The above table 14 shows that the total proportion of repeaters out of the total enrollment in 

secondary schoo ls was 7.6% in 1995E.c ( fema le 4. 1 %) and 2. 1 % in 1999E.c (female 

0.7%).This indicates that the rate of repetition has been decreas ing significantly in the sub 

city. 

DI SCUSSIONS 

En"ollment 

The number of primary schools in Arada sub city was 50 in 1996 E.c and has increased to 54 

in 2000E.c with additional 4 schools.In secondary schools, the number has increased from 13 

in 1996 E.c to 25 in 2000 E.c and thi s was an increase by 92%.This implies that secondary 

schools have been given more attention during these years as compared to primary schools. 

Table I and 2 above show that genera ll y there has been a decline in the enro llment of 

students in government and non government primary schools from 1996 to 2000 E.c in the 

sub ci ty. Moreover, it is possible to see that the number of students enro lled in non 

government schools was by far greater than that of government. The above tab le 3 shows that 

there was a slight decline (5%) in the tota l enrollment of students in government secondary 

schools, but tab le 4 shows that there was an increase by 75% in the total enro llment of 

students in non government secondary schoo ls duri ng the period under study. Moreover, it is 

possible to see that the proportion of female students enrolled in non government secondary 

schools has been greater than that of male dur ing these years. 

On the other hand, accord ing to Add is Ababa Education Bureau abstract , the tota l 

enrol lment of students in Addis Ababa primary schoo ls was 39 1,202 in 1996 E.c out of 

which 197,958 was from government schools whereas it was 390, I 06 in 2000E.c out of 

which 181 ,848 was fro m government schools. This shows that there has been a decrease of 

1,096 from the overall enrollment in the ci ty, but government schools' enrollment has 
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decreased by 16, II 0 during these years. Contrary to government primary schools, the 

enrollment of students in non government schools has increased by more than 15 , 000 in 

2000 E.c as compared to 1996 E.c in Addis Ababa. Moreover, in Add is Ababa, the total 

enrollment of students in secondary schools was 96,571 in 1996 E.c out of which 84,353 was 

from government schools whereas the total enrollment becomes 116,436 in 2000 E.c out of 

which 84,763 was from government schools. Thi s shows that there was a significant 

increment in the overall enrollment in secondary schools, but the increment in government 

schools enrollment was insignifi cant - only 4 10. Contrary to thi s, there was an increment by 

19,463 in non government secondary schools. 

Therefore, since the enrollment of students in both government and non government schools 

has decreased during the same years in the sub city and there has been a significant 

increment in non government schools fo und in Addis Ababa, it is poss ible to conclude that 

res idents of Arada sub city should have been sending their children to non government 

schools that are out of Arada sub city. Besides, the responses from education offic ials, school 

directors and PTSA have substantiated the fact that students prefer non government schools 

since teachers ' turnover is high in government schools relative ly. For example, in 1999 and 

2000 E.c only, 81 and 84 teachers left Arada Sub city government schools respectively. In 

add ition, students contacted have confirmed that they are attending government school 

despite its quality due to their fi nancial probl ems to afford non government schools. 

Pupil- Section Ratio 
Table 5 shows that the pupil-section ratio of government secondary schools was 1 :82 in 

1996E.c and 1 :50 in 2000E.c. This data implies that the number of students attending a class 

has been getting smaller in government schools. But the writer does not consider this as a 

real improvement. Because, as mentioned under enrollment part thi s was because of the 

reduction in enrollment and the relative increment of number of sections in government 

schools. However, according to table 6 the pupil-section ratio of non government secondary 

school s was I :48 and I :54 in 1996 and 2000 E.c respective ly. According to this data, the 

number of students attending a class has been indicating fluctuat ions in non government 

schools during the study period. 

On average, these ratios show progress as per the national standard that sets 1:40 (40 students 

per class).But, since secondary schools have not yet met the standard; more efforts have to be 

exelted upon secondary schools improvement. On the other hand, accordi ng to Addis Ababa 

Education Bureau abstract, thi s ratio has become changed from 1 :7 1 in 1996 to I :59 in 2000 

E.c in Addis Ababa secondary schools .Thus, it is possib le to see that the sub city's ratio is 

better as compared to the c ity government in relati ve term s. Generally, it is known that the 
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number of students attending a class affects the quality of education. That is, the smaller the 

class sizes the better the learning-teaching process. In thi s regard , although some fluctuations 

are noticed, on average the situation in non government secondary schools is better as 

compared to government ones. 

The above table 7 shows that the pupil-section ratio of government primary schools was 1:56 

in 1996 E.c and I :52 in 2000 E.c. Accord ing to this data the number of students attending a 

class has been getti ng smaller in government primary schools. In add iti on, table 8 shows that 

the pupil-section ratio of non government primary schools was I :54 and I :23 in 1996 and 

2000 E.c respective ly . Thus, according to this data the number o f students attending a class 

has also been getting smaller in non government primary schoo ls. But, the situation of non 

government primary schools is by far better than that of government as per this data. But the 

writer does not consider these as a rea l improvement. Because, as mentioned under 

enrollment parts these were because of the reduction in enrollment and the relative increment 

of number of sections in both government and non government schools. On the other hand, 

these ratios show progress as per the nati onal standard that sets I :50 for primary schools (50 

students in one class). But, unlike non government primary schools, since primary schools 

have not yet met the standard in government schools, morc effort has to be exerted. In the 

same manner, according to Addis Ababa Education Bureau abstract, the ratio of pupil-section 

has decreased from I :59 in 1996 to 1:43 in 2000E.c in primary schools in Addis Ababa 

.Thus, the trend of pupil-section ratio has generally indi cated improvement both at city 

government and the sub city level, but it has showed more progress at city level according to 

this data. 

Pupil-Teacher Ratio 
Table 9 shows that the pupil-teacher ratio of government primary schoo ls was I :36 in 1996 

E.c and I :22 in 2000 E.c. This implies that the number of students taught by a teacher at a 

time has been getting smaller during the study period. Table 10 shows that the pupil-teacher 

ratio of non govenUllent primary schools was 1:41 and I: 15 in 1996 and 2000 E.c. This al so 

shows that the number of students taught by a teacher at a time has been getting smaller 

during the study period in non government primary schools. Accord ing to this data pupil­

teacher ratio of both governmcnt and non government primary schools have been showing 

progress. But the writer does not cons ider these as a rea l improvement. Because, as 

mentioned under enrollment parts these were because of the reduction in enrollment and the 

relative increment of number of teachers in both government and non government schools. 

On the other hand, according to Addis Ababa Education Bureau abstract, the ratio of pupil­

teacher has improved from I :39 in 1996 to I :29 in 2000 E.c in Addis Ababa primary schools. 

This indicates that, in general , there was an improvement at both city government and the 
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sub city level as far as pupil -teacher ratio is concerned, but the sub city is hav ing better ratio 

considering this data. 

Table II shows that the pupil -teacher ratio of government secondary schools was I :47 in 

1996Ec and I :27 in 2000E.c. This implies that the number of students taught by a teacher at 

a time has been getting small er in government secondary schools. But the writer does not 

consider this as a rea l improvement. Because, as mentioned under enrollment part this was 

because of the reduction in enrollment and the relative increment of number of teachers in 

government secondary schools. But table 12 indicates that the pupi l-teacher ratio of non 

government secondary school s was I : 17 and I :30 in 1996 and 2000 Ec respectively. This 

implies that the number of students taught by a teacher at a time has been increasing in non 

government secondary schools. Here, although there is some increment of class size in non 

government secondary schools due to the increment in enrollment, st ill it is not far from 

government schools ratio in whi ch enrollment is reduced . Thus, it is possible to conclude that 

non government secondary schools are performing better than government secondary 

schools. At Addis Ababa level, the ratio of pupil -teacher has improved fi'om 1:40 in 1996 to 

1:31 2000 E.c according to Addis Ababa Education Bureau abstract. This indicates that, in 

general, there was an improvement at both city government and the sub city level as far as 

pupil-teacher ratio is concerned, but the sub city is having better pupil - teacher ratio. 

Repetition Rate 
The above tab le 13 shows that 10.8 % of the total students enrolled in primary schools 

repeated in 1995 E.c( femal e 5.8%) whereas thi s rate has reduced to 3.9 % in 1999Ec ( 

female 2.2%).This indicates that the rate of repetition has been decreas ing significantly, 

particularly of fema le in the sub city. Si milarl y, table 14 shows that the total proportion of 

repeaters out of the tota l enrollment in secondary schools was 7.6% in 1995Ec ( female 

4.1%) and 2. 1 % in 1999Ec (female 0. 7%).This indicates that the rate o f repetition has been 

decreas ing significantly in the sub city though the rate of repletion in primary schools is 

greater than that of secondary schools. On the other hand, the rate of repetition of primary 

schools has decreased from 8.9% to 2.2 % at the city government level. Tn the same manner, 

although 9.3% of the total enrolled female repeated in 1995E.c, only 2.1 % had repeated in 

1999Ec in Addis Ababa. Thi s was a significant change and even better than the repetition 

rate of female at Arada sub city which was 2.2% in 1999 according to Addis Ababa 

Education Bureau abstract. Thus, it is poss ible to conclude that the repetition of students at 

primary schools was decreasing both at the sub city and the city government level. 

Generally, the above facts indicate that enrollment of students has been decreasing both in 

government and non government primary schools during the snldy period in Arada sub city. 
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But in case of secondary schools enrol lment, there was a slight decl ine in government 

schools and a significant increment in the case of non government schools. Thus, it is 

possible to conclude that decentra li zed education services delivery has not brought 

significant change in Arada sub city government schools generally though there are better 

situations in non government school s regarding enrollment. Here, the writer be lieves that it is 

reasonable to recognize that it is the investment policy of the government that paved a way 

for private investors' contribution in education services. On the other hand, the ratio of pupil­

sect ion, pupil - teacher as we ll as repetition rates has been genera lly getting improved 

throughout the study period. But these results are due to the reducti on in enrollment. This is 

why the writer argues that there are no real improvements in the ratios of pupi l- section and 

pupil-teacher particularly in government schools. Regarding these, respondents in the sub 

city have strengthened the prevalence of these situations and attributed the source of the 

problems to weak responsiveness, inefficiency and ineffectiveness as we ll as poor work 

environment of government schools besides unattractive sa lary and benefit system. However, 

it is worth noting to recognize that the ratio o r book to students has attained I: I in the sub 

city in 2000 E.c though it was I :2 in 1996 E.c. 

5.1.2. Education Services Budget and its Adeq uacy 

Literatures show that many fai lures in decentrali zation program have been attributed to 

inadequate budget. So, if decentrali zation should give fi'uit, it is indispensable to give 

solution to budget inadequacy. In line with this, the budget situati on of the education sector 

of the Sub city is assessed in this study. Educational budget is allocated depending on the 

decision of the concerned Sub city councils. Besides, the Sub city receives a block grant 

according to ministry of education School Grant Guidelines 2001 . School Grants Program 

(SGP) is an initiative by the Ministry of Education (MoE) to improve school performance 

and the quality of education in primary and secondary schools. The school grants program is 

funded under the Genera l Education Quality Improvement Program (GEQIP) which is 

supported by the government of Eth iopia and Development Partners. In line w ith this, the 

minimum amount that schools recei ve is 15 bi rr for each studen t enrolled in primary schools 

and 20 birr for each student enrolled in secondary schools. Accordingly, the total grant is 

determined on the basis of official federal Enro llment Management Information System data. 

Because of the time taken in reporting and processi ng enrolment data, the data used is for the 

previous year. The school grant can be spent on any items that improve school performance 

and the quality of education at the school. But there are items that the school grant cannot be 

spent on. This are new classrooms or bui ldings (new to ilets are al lowed), sa laries, per-diem 

or payments to individuals, televisions and DVD players, fuel and weapons. 
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Table 15: Budget a ll ocated for Education Services from 1996 to 2000 E.c (in million Birr) 

Budget Annual Tr'end (E.C) 

1996 "/0 1997 0/0 1998 oft, 1999 % 2000 

- -
Sub city 52 .03 42% 46.27 19% 64.66 47% 57.98 65% 68.84 

Recurrent 

Sub city 72.66 58% 195.78 81% 7 1~73 53% - r-:J 1.27 35% 45.6 1 

Ca pital I 

Sub city Total 124.69 1 00 'Yo 242.05 
-

100%-~25 100% 136.39 
------< 

100% 114.45 

Education 18.55 15% 18.1 6 

Office budget 
~ 

Salary 13.68 74% 12.52 

TI.8 8% 2 1.18 16% 

69% 15.03 71 % 17.14 

24% 

I 
24.96 

79% I 19.95 

-
Operation 4.87 26% 5.64 31% 6. 15 29% 4.66 2 1% 5.0 1 

Source: Arada Sub City Finance & Economic Development Office 

The above tab le 15 shows that the recurrent budget of the sub city was 42% and that of 

capital budget were 58% in I 996E.c, but thi s has become 60% and 40% respecti ve ly in 

2000.lnaddi tion , the trend of recurrent budget has been increasing whereas that of capita l 

budget is showi ng the opposite trend during these yea rs. The table also shows that the budget 

a llocated for education was 15% of the sub city's total budget in 1996 and 22% in 2000, but 

th is also never exceeded 24% that was met in 1999.0ut of the budget allocated for education, 

the budget that goes for sa lary has increased from 74% in 1996 to 80% in 2000. Here, the 

budget allocated for operation of education has decreased from 26% in 1996 to % 20% in 

2000 and it reached 31 % only in 1997. So, the attention given to operation budget seems less 

and thi s is expected to obstruct the operation of schoo ls in education service de livery. 

Moreover, accord ing to the respondents, the allocation system does not consider the needs of 

the front- line service deli very offices seriously. That is, tho ugh they are invo lved in service 

de li very, they are not g iven the power to dec ide nor have the means to deli ver those services 

adeq uately. The respondents confirmed that schools are found fac ing such problems even 

though they are obliged to remit the revenue they co ll ect to the Sub city finance and 

economic development offi ce. Besides, expenditures for salary, constructions, and repairs 

and suppl y of diffe rent equipment are provided from the above. 
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Complementing the above c ircumstances, school directors have substantiated that they ha ve 

been facing serious problems to provide education services due to the shortage of operation 

budget. Moreover, they assured that although the larger part of budget is al located for sa lary, 

stil l employees are leav ing their schools in search of better salary. T herefore, based on the 

above facts one can conclude that the budget allocated for education services del ivery are not 

adeq uate whereby serv ices provisions has been cha llenged. 

5.1.3. Assessment of Human Resource Situations in Education Service Delivery 

According to the proponents of decentralization, the availability of human resource both in 

the requ ired quantity and quality is the vital issue in order to achieve efficient and effect ive 

service delivery at loca l leve l. Tn line with thi s, the study has assessed human resource 

s ituations in Arada sub c ity education office referring to staff and teachers. 

Table 16: The current Administrati ve Staff of Arada Sub city Education Office 

No Education Level Number 

1 Below Diploma 

2 Diploma 4 

3 Degree 15 

4 Masters 3 

Total 23 

The above table 16 indicates that currently there are 23 staff members in education office of 

Arada sub city out of which 78% (I5plus 3) of them are degree and above graduates. Based 

on th is data, the office has more degree holders as compared to dip loma and this is believed 

to he lp in ha ving competent staff that can undertake hi s/her duties and respons ibilities easil y. 

However, officials contacted have confirmed that the number of staff does not commensurate 

with the vo lume of workloads that are de vo lved to the sub c ity. As a result, the office has 

been facing challenges re lated to respons iveness in education service deli velY-
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Table 17: Current Teachers and their Qua lifications in Arada Sub city 

School Owner Education Level 

Below TTl Diploma Degree Masters Grand 

certificate Total 

Government 0 163 269 I 0 0 432 

Pri ma.), Non 24 30 1 550 r 203 r 0 1054 
school government 

sub Total 24 464 8 19 203 0 1486 

Government 0 0 24 329 II 364 

Secondary Non 0 0 27 260 36 323 
school government 

sub Total 0 0 51 589 47 687 

24 464 870 792 47 21 73 

Grand Tota l --L 

Regarding primary schools, the above table J 7 indicates that currently there are 432 teachers 

in government primary schools out of wh ich 163 are graduate of Teachers Train ing Institute 

(TTl) and 269 are diploma holders. On the other hand, there are 1054 teac hers in non 

government primary schools out of which 30 J are TTl, 550 diploma and 203 are degree 

holders. In thi s regard, it is possible to see that non government primary schools are 

recru iti ng degree holders for primary schools whereas government primary schools have no 

degree ho lder. Thi s implies how much non goverrullent primary schools are working towards 

ensuring quality education. 

Regard ing secondary schools, the above table indicates that cu rrently there are 364 teachers 

in government secondary schools out of which 24 are diploma ho lders, 329 degree holders 

and I I are master's degree holders. On the other hand, there are 323 teachers in non 

government secondary schools out of which 27 are diploma ho lders, 260 degree holders and 

36 are masters' degree ho lde rs. In thi s rega rd, it is poss ible to see that non government 

secondary schoo ls are recruiting more master ' s degree ho lders for secondary schools though 

government secondary schools have fewer numbers. Th is a lso ind icates how much non 

government secondary schools are working towards ensuri ng quality education. 

l-lowever, although the standard issued by education bureau of the city government stated 

that primary schools should be taught by at least diploma holders whereas secondary schools 

by degree and above, accord ing to the above data the standard is not yet achieved. In line 
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with this, more effort is required fi'om both government and non government school s in order 

to ensure education quality though the situation of non government is currently better as 

compared to government. 

One of the powers given to the Sub city is to admini ster issues associated with human 

resource management such as hiring, di smi ssal, promotion, etc. But, although various 

activities are devolved to the lowest tier of government (kebele) they cannot practice the 

above human resource functions unli ke the sub city. That is, still it is the Sub city that is 

undertaking these human resource ilmctions for kebe les. Moreover, the responses of 

contacted teachers and offic ials have confirmed that staff members are rarely given a chance 

to improve themselves and as a result lack the required competences. Some staff members of 

the Sub city offi ces were given some training according to the respondents. But, compared to 

the capacity problems observed in the Sub city the situation requires further capac ity 

building efforts and this was the serious concern of the respondents that were contacted. 

Therefore, based on the above data and the responses of offic ials and the staff of the sub city, 

it is possible to conclude that there is human resource inadequacy both in quantity and 

quality in general though non government schools have shown relative progress. 

5.2. Health SeJ"Vice Delivery 
5.2.1. Health Service Performances at Arada Sub City from 1996 -2000 E.c 

The 1993 health poli cy of the country states among other things that democratization and 

decentralization of the health service system is crucial in order to implement preventive and 

curative components of health care. To this end, the development of an equitable and 

acceptable standard of health service system that will reach all segments of the population 

within the limits of resources and promotion of the participation of the private sector and 

nongovernmental organizations in health care are taken as points of attention. 

Health service deli very in the Sub city was coordinated and implemented under the 

immediate supervision of the City Health Bureau before decentra li zation. This responsibility 

has been transferred to the Sub city health offi ce, whi ch has been establi shed after 2003. The 

office coordinates and implements health services through the health infrastructures that exist 

in the Sub city. The office is authorized to register; license and moni tor, etc private health 

service providers that are below hospital leve l as per the directive issued by Ministry of 

Health tai lored to thi s purpose The health office also provides assistance to pri vate health 

institutions by advising and making fo llow up. As of 2000 E.c, there were three govenunent 

health centers and one clinic bes ides 80 private heal th institutions in the sub city. 
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Tab le 18: Hea lth O ffi ce Performances in Arada Sub City from 1996 to 2000 E.c 

Health Indicators Unit 

Years (E.c) 

1996 1997 1998 1999 2000 

Population in '000 No 3 12 32 1 333 2 12 330 

DPT3 immlln iza tion % 67 67.9 63.2 65 62 

coverage 

meas les (Immlln ization % 68 68.2 6 1.5 77 82.5 

coverage) 

TT2 coverage( pregnant) % 56 55.9 56.9 62 72 

Antenatal care servIce % 83 83.6 81.2 93 92 

coverage 

Postnatal health servIce % 16 15.5 17.3 53 83 

coverage 

De livery serv ice % 26 25.8 30 78 79 

Famil y planning % 39 39.8 48 69 79 

Physic ians No 10 12 12 11 11 

P hys icians to populati on Ratio 1 :3 1200 1:26750 1:27750 1:19272 1 :30031 
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Nurses No 

Nurses to population rat io Ratio 

Number of cl inics No 

• Pri vate No 

• Government(c1 inic) No 

• Government(health 
centers) 

Clinic Population ratio 

No 

Ratio 

62 61 76 

1:5032 1:5262 1:4380 

70 70 73 

69 69 72 

3 3 3 

1:4457 1:4585 1:4562 

Source: CSA , Arada Sub City Health Office and own computation. 

96 94 

1:2208 1 :3514 

82 84 

78 80 

3 3 

1:2585 1:3932 

The above table 18 shows that there were 70 private clin ics, 3 government health centers and 

one government clinic in 1996 E.c. But as of 2000 E.c there are 80 pri vate c linics, 3 

government hea lth centers and I government clinic. One of the ind icators of hea lth services 

quality is the presence of hea lth profess ionals at the req uired ki nd and quali ty. The num ber of 

hea lth profess ional s was 10 physicians/general practitioners and 62 nurses in 1996 E.c, but as 

of 2000E.c there were II physicians/general practiti oners 96 nurses and 43 heal th officers in 

government hea lth institutions. 

DISCUSSIONS 

The ratio o f a phys ician to population has changed from 1 :3 1 ,200 to I :30,031 whereby 

nearl y 1000 populatio n is reduced from a physic ian from 1996 to 2000 respecti ve ly. That 

means the ratio has not sho wn s ignificant impro vement fro m 1996 to 2000 E.c. But since the 

number of nurses has increased by about 52 % the ratio of a nurse to populat ion has 

74 



improved from I :5,032 in 1996 to I :3 ,5 14 in 2000E.c. But, thi s ratio is lower than the 

standard of world health organ ization (WHO) that indicates the ratio of a doctor to 

population to be I : I 0,000 and of a nurse to be I: 1,000 as stated in the Health and health 

related indicators published in 1999 E.c by Federal Ministry of Health of Eth iopia. On the 

other hand, a nurse to population ratio was I :3,459 in 1996 and I :2 ,3 04 in 2000 in Addis 

Ababa. Simil arl y, th is ratio was I :4,572 in 1996 and 1:4,725 in 2000 at national level. This 

implies that the rat io is better at the city government level as compared to the sub city. This 

indicates that there shou ld be other sub cities that are better-off as compared to Arada sub 

city in terms of having more nurses. 

Regarding a physic ian to popul ation ratio, it was I: 12,692 and I :23,662 in 1996 and 2000 

respectively at Addis Ababa leve l. And at nationa l level, th is ratio was 1:26,527 and 1:37,996 

in 1996 and 2000 respective ly. This implies that there is no progress both at Addis Ababa 

and the national level in hav ing more physicians that service the population. This is because 

the number of physicians has decreased from 22 1 to 133 in Addis Ababa and from 2,679 to 

2,085 at nationa l level from the year 1996 to 2000 E.c whereas the number of population has 

been increasing. This shows that there are high turnover rate of phys icians in the country in 

genera l and the city in particular. Regarding thi s, the office of hea lth has confirmed that 19 

health officers have left their job from 1999 to 2000E.c whereby onl y 3 health officers were 

hired by the sub city health office in replacement so far. This cal ls to the attention of decis ion 

makers in putting more effort to enhance the quality and access ib ility of health services by 

supplying professionals in the requ ired quantity and qua lity. 

Moreover, table 18 shows that the number of government health centers and clinic has been 

the same throughout the study period. But the number o r clinics in pri vate ones has increased 

from 69 in 1996 to 80 in 2000 E.c .This has brought the ratio of a clinic to population from 

1 :4,457 in 1996 to I :3 ,932 in 2000 E.c. So, one can observe how much the private clinics 

have been contri buting in hea lth service provision in the sub city. This means one clinic was 

serving 4,457 people in 1996 but thi s has improved to serving 3,932 people as 0[2000 E.c. 

In line with the national health po licy, the sub city health office has been working by giving 

more attention to diphtheria, pertusis and tetanus (OPT3) immunizat ion, tetanus toxoid 

(TT2), meas les immunization, antenata l service, postnata l services, delivery services, family 

planning, etc among others. The health service of the sub city has shown improvement in 

these services in general. Table 18 indicates that the coverage of measles immunization has 

shown progress from 68% to 82.5 %, fam ily planning from 39 % to 79 % from 1996 to 

2000E.c. Here, one can say that, if the infrastructure of government hea lth institutions had 

improved, the change in health institutions would have been better than these. 
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Similarly, according to Health and health re lated indi cators published by ministry of health; 

the immunization in hea lth service has shown improvement th roughout the periods in Addis 

Ababa city government and at national leve l. Moreover, the ratio of a c linic to population 

was 1 :6,841 and 1 :6,695 in 1996 and 2000 at City level whereas it was I :39,090 and 

1:31,436 in 1996 and 2000 respecti vely at national level. This al so indicates that there are 

additional health infrastructures that provide services to the public. As compared to City 

government level and the national leve l, it is poss ible to say that the sub city's clinic 

population ratio is in a better condition. But, as indicated in the above table 18 the 

contribution of government is insigni fi cant in the sub city since there is no additional hea lth 

instituti on. As for the writer, thi s might have taken place due to the fact that government is 

primarily using preventive strategy to hea lth serv ice as compared to curative. Here, the 

contri bution of private institutions is s ignificant in that they establi shed 11 add iti onal health 

institutions in the sub c ity during the study period and thi s is realized because of investment 

policy of the government in hea lth service. But, the contacted pri vate hea lth service 

providers complain that government is not fo llowing participative, encouraging and 

democratic approach in their relationship, rather it is play ing more of controlling mechani sm 

and bureaucratic and dictating roles. In add ition, respondents from pri vate hea lth institutions 

are concerned about the behavior of the kebele and sub city inspectors. That is, they 

compl ain that these officia ls are not sincere and open to them, they lack experience in 

interpersonal skill , leadership skill and conceptual skill s to encourage the private sector 

develop sense of parti cipation. 

As per the basic hea lth coverage standard of Federal M ini stry of Health, one health center 

provides service for 40,000 res idents. If we consider the ex isting fou r government health 

institutions only in the sub city, the coverage of the hea lth service in the sub city is below 50 

%. That is, one health center provides service for 82,5 86 residents. Therefore, based on the 

above facts and the respondents view, it is poss ibl e to genera li ze that health service 

performances have been low during the years under study. That is, the coverage of basic 

health services in the sub city is limited, but the pri vate health institutions have been play ing 

s ignificant roles. 

5.2.2. Health Service Budget and its Adequacy 

Literatures show that many failures in decentra lization program have been attributed to 

inadequate budget. So, if decentral ization should g ive fruit, it is essentia l to give solution to 

budget inadequacy. In line with thi s view, thi s study has assessed the budget s ituation of the 

hea lth office in the Sub city Linder study . Health budget is allocated depending on the 
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decision of the concerned Sub city counci ls. In addition, the Sub c ity receives a block grant 

fo r hea lth services. Block grant is determined basical ly considering the number of population 

and the number of facilities avai lable in the sub city. Regarding the population, the number 

of ch ildren is given specia l attention in grant determination. To this end, the min imum 

amoun t of grant allocated for each child in the sub city is 0.86 USD. Accordingly, the total 

grant allocation amount wil l be determined taking in to account the total number of chi ldren 

in the sub city as wel l as fac ilities and the whole population size. 

Table 19: Budget a llocated for Hea lth service Deli very from 1996 to 2000 E.c (in million Bin) 

Budget Annual Trend (E.C) 

1996 0/0 1997 0/0 1998 % 
11999j 

°A, 2000 

Population 312 32 1 333 212 330 

('000) 

Sub city 52.03 42% 46.27 19% 65 47% 58 65% 69 

Recurrent 

Sub city 72.66 58% 195.78 81% 72 53% 31 35% 46 

Capital 

Tota l 125 100% 242 100% 136 100% 89 100% 114 

Health 3.58 3% 3.40 1% 3.57 3% 3.56 4% 4.06 

Office 
- 12.66 Salary 0.45 13% 2.1 1 62% 2.53 71% 75% 2.96 

Operation 3. 13 87% 1.26 37% 1.04 29% 0.90 25% 1. 10 

(HOB) 

HOB/ 10 4 3 1 4 3 

capita 

Source: Arada Sub City Finance & Economic Development Office and CSA 

The above table 19 shows that the recurrent budget of the sub city was 42% and that of 

capital budget was 58% of the tota l budget in 1996 E.c, but this has become 60% and 40% 

respective ly in 2000 E.c. In add ition, the trend of recurrent budget has been increas ing 

whereas that of capital is showing the opposite trend during these years. The tab le also shows 

that the budget a llocated for hea lth was 3% of the total sub city budget in 1996 and 4% in 
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2000 E.c. Generally, the proportion of budget a ll ocated fo r health has never exceeded 4% 

throughout these years. Out of the budget allocated for health, the budget that goes for sa lary 

has increased from 13% in 1996 to 73% in 2000 E.c. Moreover, the above table shows that 

the budget allocated per capita is 10 bi rr in 1996 and 3 birr in 2000 E.c. This means that 10 

birr was allocated for health service of a person in 1996 and only 3 birr to treat a person in 

2000. 

In the same manner, the operation budget of health has signi fi cantly declined from 87 % in 

1996 to 27 % in 2000 E.c. This can be taken as the worst decline in operation budget despite 

the scarcity of medical facil ities, equipment, medicine and human resource at all health 

institutions. In rea lity, the operation of heal th should not be obstructed due to lack of budget 

as a matter of its nature to prevent and cure human beings. 

Moreover, according to respondents, the a llocation system does not consider the needs of the 

front- line service delivery offices seriously. That is, though they are involved in service 

delivery, they are not given the power to decide nor have the means to deli ver those services 

adequately. Health institutions are found fac ing such prob lems even though they are obliged 

to remit the revenue they co llect to the Sub city finance and economic development office. 

Besides, expendi tures for sa lary, constructions, and repairs and supply of different equipment 

are provided from the above. 

Accentuating the above s ituations, health institution heads and heal th committee members 

have confirmed that they have been encountering serious problems to provide heal th services 

due to the shortage of operation budget. Moreover, they assured that although the larger part 

of budget is allocated for sa lary, still employees are leaving their health institutions in search 

of better salary. Therefore, based on the above facts and the opini on of respondents, one can 

conclude that the budget allocated for health services deli very are not adequate whereby 

services provisions has been challenged. 

5.2.3. Assess ment of Human Resource Situations in Health Service Delivery 

According to the supporters of decentrali zation, the availability of human resources both in 

quantity and qua lity is the vital issue in order to achieve e fficient and effecti ve service 

del ivery. In line with thi s, the profiles of human resources in Arada sub city health office and 

institutions are presented and di scussed as foll ows. 
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Table 20: Current Administrative Staff of Arada Sub city Health Office 

No Education Level Nu mber 

I Below Diploma I 

2 Diplol11a 8 

3 Degree 17 

4 Masters 

Total 27 

The above table 20 indicates that currently there are 27 admini strative staff l11 el11bers in 

hea lth office o f Arada sub city out of which 67% ( 17 plus I) of them are degree and above 

graduates. Based on thi s data, the office has 1110re degree holders as compared to diplol11a 

and thi s is be li eved to help in having competent sta ff that can undertake hi s/her duties and 

responsibilities eas ily . However, officia ls contacted ha ve confirmed that the number of staff 

does not commensurate with the vo lume of work loads that are devo lved to the sub city. As a 

result, the office has been fac ing cha ll enges related to responsiveness in hea lth se rvice 

de li very. 

Tab le 2 1 : Existing and Required HUl11an Resources in Government Hea lth Institutions 

-
Position Existing Required Gap Requirement 

Attained 

Immunization and 41 68 27 60% 

prevention staff 

Bas ic Health service staff 50 153 103 33% 

Fina nce and property I I 18 7 6 1% 

admin 
+--

Human Resource II 14 3 79% 

Development staff 

Plan and follow up staff 4 8 ~ 50% 

LaboratOlY technicians 3 6 3 50% 

Pharmacist 3 7 t 4 43% 
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Ch ild and infant growth 

fo llow up profess iona l 

Fam il y hea lth service 

profess ional 

A ntenatal , postnata l and 

the like profess iona l 

Inpatient professional 

Outpatient profess ional 

TB, leprosy professional 

HIV prevention and 

contro l staff 

Total 

5 

4 

5 

3 

8 

6 

155 

5 

5 

10 

5 

18 

2 

7 

326 

Source: Arctda Sub Cily f-fea/lh office and own computation 

o 100% 

80% 

5 50% 

2 60% 

10 44% 

50% 

86% 

171 48% 

The above table 21 shows that the ex isting techn ical hea lth staff of the health office is 155 

w hi le the tota l required is 326 leaving the gap of 17 1 staff. That is, the office has met only 

48% of the total requi rements. According to the head of the hea lth office of A rada Sub ci ty, 

human resource dep loyed to run the office are no t adeq uate. T he officia l confi rmed that the 

presence of human resource shortage both in quali ty and quantity has been impacting their 

activ ities together with budget shortage and lack of fac ili ties such as medica l equ ipment, 

laboratory tools, cars, computers, etc. Moreover, all the interviewed officia ls and the staff 

from hea lth institutions have substantiated the prevalence of human resource shortage as the 

major proble m a lthough the case of pri vate sectors is relatively better. 

One of the powers given to Sub cily is to administer matters related w ith human resource 

ma nagement. Devo lution of power is meant to ha ve power over hiring, d ismissa l and 

promotion of employees. But, a lthough various acti v ities a re devolved to the lowest tier of 

governm ent (kebe le), they cannot practice the above human resource functions unlike the sub 

c ity . That is, still it is the Sub city tha t is und ertaking these human resource functio ns for 

kebeles. Moreover, the responses of contacted staff members have confirmed that they are 

ra re ly given a chance to upgrade themselves. Short-term tra ining could have mitigated the 

shortage o f qua lified staff by improv ing the effic iency of existi ng staff. Some staff members 

of the Sub city sector offi ces were a lso g iven some training accord ing to the respondents . But 
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compared to the capacity problems observed in the Sub city the situation requires further 

capacity building efforts and this was the serious concern of the respondents . 

Generally, as far as health serv ice deli very is concerncd, despite somc genera l improvements 

in immunization and basic hea lth services, there is no much variation in overall performance 

from 1996 to 2000 E.c. Moreover, resources deployed such as human resource, finance and 

faci lities are not adequate and hence have been obstructing hea lth service delivery as 

confirmed by respondents . 

5.3. SummaJ'y of Findings 

• The study found that various functions have been devolved to the lowest tier of 

government, but there are no adequate resources that commensurate to undertake 

these activities. Moreover, there are overlaps in duties and responsibilities in addition 

to organizati onal arrangements that do not allow efficient practi ces whereby decision 

making time increases 

• KETBs and PTSAs are organized at the local level as responsible bod ies to support 

school activities and mitigate decision making and communication delay. But, the 

practical situation of Arada sub city does not show this reali ty according to 

respondents 

• The direct involvement of the larger community is limited and PTSA members have 

confirmed that the part icipation of parents in school affairs is fo und to be weak. 

Regarding health services, there are boards at each kebele and health committee at 

each health center to facilitate community parti cipation. But, the study revealed that 

they are inactive in practi cal terms 

• The number of both primary and secondary schools has increased in Arada sub city 

from 1996 E.c to 2000 E.c. And there is a decline in the enroll ment of students in 

government and non government primary school from 1996 to 2000 E.c; the number 

of students enrolled in non government schools is by far greater than that of 

government. On the other hand, there is an increase in the total enrollment of students 

in non government secondary schools during the period under study 

• The pupil-section ratio has been improving during the years from 1996 to 2000 E.c in 

both government and non government secondary schools. Similarly, the pupil-section 

ratios of government as we ll as non government primary schools have mani fested 

improvement. Pupi l-teacher ratio has shown significant improvement at government 
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primary school s and non government primary schools. In the same manner, the pupil­

teacher ratio of government secondary schools has shown progress during the same 

years, but not in the case of non government schools. I-Iowever, since these changes 

are seen due to the general reduction of enrollment, it is diffi cult to consider them as 

achievements. Besides, the rate of repetition of students in primary as well as 

secondary schools has been decreasing significantly 

• The ratio of a phys ician to population has not shown significant improvement from 

I 996E.c to 2000, but the ratio of nurses to population has improved though it is lower 

than standard 

• The number of government health centers and clinic has been the same tlu'ough out 

the study period. But, the number of cl inics in private ones has increased. The sub city 

health office has shown improvement in immunization and basic hea lth services in 

general. Private health services complain that government is not creating conducive 

environment for their participation 

• The trend of recurrent budget has been increasing whereas that of capital is showing 

the opposite trend during these years of study. The budget allocated for health has 

never exceeded 4% of the total sub city budget throughout these years. On the other 

hand, the budget allocated for education is better as compared to health, but this has 

never exceeded 24%. Even in education service where there is re lative ly better 

allocation it has been facing budget constraints. Out of the budget allocated for health 

and education the budget all ocated for salary has the signifi cant portion and has been 

increas ing. Moreover, operation budget allocated for education and health has been 

decreasing in the same manner, but the case of health has shown the worst decline as 

compared to education 

• The availability of human resources in the requi red quality and quantity has been the 

major challenge in both education and health service delivery since the devolution of 

power to the Sub city. This has been aggravated by the preva lence of high turnover 

rate of staff both in education and hea lth offices 

• The study has also revealed that the existing government investment policy has 

paved a way for more involvement of pri vate education and health service providers 
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CHAPTEH. SIX 

6. CONCLUSIONS AND RECOMMENDATlONS 

The main objective of the study is to examine decentral ized education and health service 

delivery in the case of A rada sub city of Addis Ababa city government. In line with thi s, data 

co llected basica lly from secondary sources were organized, analyzed and di scussed based on 

the research objectives and complemented by data obta ined from primary sources through 

interv iew. In doing so, the study assessed the performances of education and health offices 

and summari zed the findings above. Based on the above analys is, di scuss ions and findings 

the following conclusions are drawn and recommendations are forwarded. 

6.1. Conclusions 

This paper has tried to show the achievements gained and the challenges faced in 

decentralized education and health service delivery in light of the four broad categori es: 

organizational arrangement, parti cipation, performances and resources deployed. Based on 

the above findings the fo llowing are summari zed as the achievements and challenges of 

decentralized education and heal th service de livery. 

Achievements 

• The establishment and empowerment of lower ti ers of government with clear duties 

and responsibiliti es on legal grounds is the key aspect of decentrali zation. In thi s 

regard, as per the charter of the city government, the lower tiers of government that 

are empowered in education and health service del ivery are lega lly recognized. 

Moreover, duties and responsibilities of each level of organizational arrangements 

are stated and have got legal grounds. Thus, although there are limitations with 

these issues, they can be accounted as the achievement of decentrali zation program 

• L iteratures on decentrali zation show that the transfer of decision making closer to 

the end-users needs institutions that are empowered to mitigate decision making 

and communication delay. Tn th is regard, the establi shment of Boards, PTSAs and 

health committees at the local level as responsib le bodies to support school and 

health activities can be taken as the achievements of decentra li zation 
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• Standard of educati on qua lity assurance states that the number of students that 

attend a class at a time impact the quality o f educa tion. Bes ides, the number of 

students addressed by a teacher at a time also influences the quality of teaching -

learning process. From this point of view, the study has shown that the pupil­

section and pupil-teacher ratios have been improving during the years under study 

in both primary and secondary schools. This implies that the number of students 

attending a class and taught by a teacher was getting smaller and thi s was expected 

to contribute towards the improvement of quality of educati on. But, thi s was found 

because of the reduced enrollment and relative increment of number of sections and 

teachers during the period. Moreover, the study has shown that the rate of repetition 

in both government and non government at primary and secondary schools has 

been decreasing significantly. The study has also revealed that the ratio of book to 

student reached I: I in 2000E.c though it was 1:2 in 1996 

• The number of health professionals deployed in health service is one of the vital 

factors that influence the qual ity and coverage of health services. According to thi s 

study, although the ratio of a phys ician to popu lation has shown slight 

improvement, the ratio of a nurse to population has improved during the study 

period. But, this ratio is still lower than the standard of world health organization 

and has been impacted by the high turnover of profess ional s 

• Among others, the number of health facilities ava il ed for hea lth servIces is the 

major means for the betterment of access to health serv ice de livery. In thi s regard, 

although the number of government health centers and clinic has been the same 

throughout the study period, the number of clinics in private institutions has 

increased. This has improved the ratio of clini cs to population ratio. Hence, private 

clinics contribution in health service deli very has been significant in the sub city 

• The national health po licy of the country is bas ica lly dependent on preventi ve 

strategy whereby immunizati on health service has been give due attention. In line 

with thi s, the health office of the sub city has been providing health service 

focusing on immun ization and bas ic health services. According ly, although there is 

no additional heath institution during the study period, the office has shown 

improvement in these services 
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Challenges 

• One of the features of decentrali zation of services is empowering the lower ti ers of 

government based on clear duti es and responsibi lities. In thi s regard, the study 

found that although there are lega lly recognized ti ers of government in order to 

implement decentrali zed education and health services as a result of 

decentralization program, there are lack of coordinated action, lack of adequate and 

competent leaders and lack of integrated follow up and evaluat ion of the services 

provision. Moreover, there are overlapping activities whereby the higher and lower 

tiers are practicing the same. For example, both the bureau and the office at the sub 

city and the office at the kebe le are engaged in monitoring the qual ity of education 

and heal th services. Moreover, though decentralization is meant to devolve powers 

and functions to lower ti ers of government, in practices, there are some duties that 

are still not devolved to the sub city. For example, in health service, the 

procurement of diagnostics, medical equipment, medicine, etc has not been 

decentrali zed. As a resu lt, health institutions are forced to wa it the health bureau in 

order to get these inputs to provide services 

• Moreover, the study indicated that there are still dec isions that are made at the 

higher tier of the government though the actual task is done at the lowest. Bes ides, 

the higher government offices are seen performing the acti vities that are devo lved 

on legal grounds. Here, although kebeles are empowered to undertake various tasks 

lega lly, it is difficult to say they are performing their duties with clear 

independence of decis ion making. Some respondents have argued that the real 

situation of service deli very in the sub city is complex, full of gap of responsibili ty, 

weak confidence of decision making, etc 

• The very reason of decentrali zing public services such as education and health is to 

create suitable condition for the parti cipation of the larger comillunity. In line with 

this, the study noti ced that there are boards and committees estab li shed to enhance 

public participation both in education and hea lth services delivery. However, it is 

revealed that these bodies have not been performing as per their duties and 

responsibi li ties as a resu lt of whi ch there is low publi c parti cipation in education 

and health services. This is because of the fact the board is chaired by a politica l 

ass ignee who is busy doing his/her kebele duties. In addition , other members are 

also engaged in their formal work as a result 01" which decisions related to publ ic 

services have been delayed 
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• L iteratures indicate that the adequacy of budget plays substantia l role in the 

successful implementation of decentra lized se rvice deli very. But, the study 

revealed that there have been financial shortages in both education and health 

service delivery of the sub city. Moreover, the study has shown that capital budget 

has been given less attention whereby the larger proportion of the budget allocated 

for education and health goes to sa laries of employees. Moreover, there is no 

uti lization of revenue generated at the lower levels, rather it remit to the 

government coffer and request latter in the form of budget that goes to the city 

council through the long hierarchy. This issue has been impacted by the "one plan 

one budget" principle of the city government according to officials. Thus, in the 

eyes of the proponents of effective decentral ization thi s evidence shows that the 

decentrali zation made to sub cities manifests limitations 

• Proponents of decentrali zation contend that decentralization program should be 

backed up with the required quantity and quali ty of human resource so as to be 

successful. However, the study found that one of the major challenges in service 

delivery of the Sub city has been the problem related w ith the avai labi lity of human 

resource in the required quality and quantity. This problem is the most frequently 

raised issue in the country in genera l and the Sub city in particular although the 

case of private sectors is relati ve ly better. Besides, the study con1inned that there is 

high turnover of staff due to lack of attractive sa lary and benefits that can attract 

competent professionals and lack of conduci ve work environment 

6.2. Recommendations 

The following are recommended to overcome the challenges encountered 111 the 

implementation process of decentralized education and health service deli very. 

• The hi erarchical relationships between the lower ti ers such as the kebele and 

higher levels of government should be redes igned in order to maintain fl ex ibility 

and quick decision making process 

• Bodies establ ished at lower leve ls to coordi nate and organize public participation 

should not be led by po litical assignee but independent that is elected by the 

community 
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• Community participation is expected in impro ving service delivery. So, there 

should be awareness creation so that they develop sense of ownership in education 

and health service delivery 

• The number of population increases fi'om time to time. Thus, to meet the existing 

and the upcoming demands, both government and pri vate education and health 

institutions should be expanded whereby service coverage wil l be improved 

• Improvement should be made in the supp ly o f the required fac ilities, equipment, 

materials and medicine, etc. That is, the lower level admi nistration should be 

empowered to procure them whereby the higher o ffi cial s monitor their 

effectiveness besides providing the required ass istance 

• More effort has to be made in parti cipating and moti vating private education and 

health service providers. For example, by putting in place and implementing 

incentive and recognition programs for best perfo rmers publicly 

• If the decentralization of service is required to be successful , adequate budget 

should be a llotted bes ides empowering the schools and health centers to utili ze the 

revenue generated at their locality 

• The decentrali zation program should be backed up with the required quantity and 

quality of human resource besides address ing the cause of high turnover such as 

lack o f attracti ve sa lary, bene fit and conducive work environment. Bes ides, 

committed and ethical staff should be created and maintained 

• Genera lly, in order to maximi ze the benefits of decentrali zati on, all the necessary 

resources such as finance, human resource, facilities , etc should be deployed up to 

the required level o f quantity and quality in both government and private 

education and health service provid ing inst itut ions 
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DEPARTMENT OF PUBLIC AD MINJSTRATrO N AND 

DEVELOPMENT MANAGEME NT 

SCHOOL OF GRADUATE STUl)[ES 

FACULTY OF BUSINESS AN D ECONO MJCS 

ADl)[S ABABA UN IVERSITY 

Intervicw guidcliucs rOl' data collcction from H calth O fli cc of Al'ad a Sub City 

This checklist is pl'cpal'cd to collcct views of Heal th Ofli ce Managcr in the 

Sub- city. 

I ) Why decentrali zed hea lth service deli very is requircd? 

2) What were probl ems of health scrv ice de li very beforc decentra li zation? 

3) Wh at hea lth service de li very fun cti ons are devolved to the sub c ity and how 

are they working with the city government hea lth l3 ureau? 

4) Do you think that th e resources dep loyed for hea lth service de live ry are 

adequate? 

5) What do you say about institutiona l arran gements to foster coordination and 

participation among d ifferent actors o f hea lth services de li very? 

6) What are the actions bcing taken to strengthen the capacity o r the office In 

resources such as human resources, finance, etc in hea lth serv ice deli very? 

7) Are local people popularl y parti cipatin g in the betterment or hea lth service 

delivery? How? 

8) How are pri va te and NGOs parti cipati ng in hea lth service de li very? What are 

the duties and responsibilities o r government? 

9) What are the maj or achievements o f decentra lized hea lth service de li very? Is 

there any improvement in terms o f rai sing responsiveness, e ffi ciency, 

parti cipati on, accountab ili ty, etc? 

IO) What are the major constra ints a ffccting the performance of decentrali zed 

health services de li very? 

Il ) Is there any hea lth service standard used by the sub c it/) l fany, holV is it used? 



DEPARTMENT OF PUBLIC ADMINISTRATION AND 

DEVELOPMENTMANAGEMEN1" 

SCHOOL OF GRAD UATE STUDIES 

FACULTY OF B USINESS AND I~CONOMICS 

ADDIS ABABA UNIVF:RSITY 

Interview Guidelines to collect data 011 health sCl"vice delive,'y in Arada 

Sub city. This checklist is prepared to coll ect the v iews of health 

institution heads and health committees. 

1. Do you know the purposes of decentra li i'.ed hea lth service delivery 

in the ci ty? 

2. What are the functions currently practi ced in hea lth service delivery 

at the hea lth institution? 

3. What do you say abo ut the coordi nation and integration of 

stakeholders in hea lth service de li very? 

4. How docs the community participate in health service delivery? Do 

you think their participation is adeq uate ly practiced? 

5. Do yo u think that hea lth service de li ve ry is in line with 

cOlTImunity's interest? 

6. What do you say about the adequacy of resources suc h as fi nance, 

human resource, facilit ies, etc deployed fo r 11ea lth services 

de livery? 

7. Are there continuous training to impro ve skill s and ab iliti es of 

health staff to perform jobs in more efli c ientll1 anner? 

8. [n yo ur opinion, what do yo u say about the turnover rate of health 

staff in your hea lth center? Why? 

9, What do you say about the pcr forma nces and cha ll enges of health 

service deli very? 

10. Comment, if a l1y __________________ _ 

Thank you! 



DEPARTMENT OF PUBLlC ADMINISTRATION AN D 

DEVELOPMENT MANAGEMENT 

SCHOOL OF GRADUATE STUDlES 

FACULTY OF BUSINESS AND ECONOMICS 

ADDIS ABAB A UNI VE RSITY 

Interview guidelines for data collection 1'1'0111 Education O ffice of Arada Sub C ity 

This checldist is prepared to collect views of Education Office Ma nager of the Sub­

city, 

I) Why decentrali zed education service deli ve ry is required? 

2) What were probl ems o f educa ti on service deli very before decentrali zation? 

3) What educa tion serv ice deli very fun cti ons are devo lved to the sub city and 

how are they working with the city government educa ti on B urea u? 

4) Do you think that thc resources dcployed Co r education service de li very are 

adeq uate? 

5) What do you say about instituti ona l arra ngements to roster coordination and 

parti c ipat ion among di fferent acto rs of educat io n services dc l i ve ry? 

6) What are the act ions he ing taken to strengt hen the capacity of the office ill 

resources such as human resources, fi nance, ctc? 

7) Are loca l people popul arl y parti cipating in thc betterment o r education 

service de li very? How? 

8) How are priva te and NGOs parti cipating In education service delivery? 

What are the duti es and respons ibilities o j' govern lllent'? 

9) What are the ma jor achievements o j' decentra li :r.ed ed ucati on service 

de li very') Is there any improvement in terms of rais ing responsiveness, 

effic iency, parti c ipation, accountability, etc?? 

10)What are the ma jor constrai nts a ffec ting the pcrlonnanee or decentra li zed 

educa ti on services deli very? 

J J) Js there any educa tion service standa rd used by the s ub cit) ') If any, hoI\' is 

it used? Thank You! 



DEPARTMENT OF PUBLIC ADMINISTRATION AND 

DEVELOPMENT MANAGEMENT 

SCHOOL OF GRADUATI~ STUDJES 

FACULTY OF BUSINESS AND ECONOMICS 

ADDIS ABABA UNIVERSITY 

Interview Guidelines to collect data on education service delivery in 

Arada Sub city. This checklist is prepared to collect the views of school 

directors and parent teacher student association . 

1. Do you know the purposes of decentrali zed cducation service 

delivery in the c ity? 

2. What a re the fl.lllctions currentl y practiced in ed ucation service 

delivery at school levels? 

3. What do you say about the coordination and integration of 

stakeholders in educat ion service deli very? 

4. How does the community participate in education service delivery? 

Do yo u think their participation is adequately practiced? 

5. Do yo u think that education serv ice delivery is in line with 

community interest? 

6. What do you say about the adequacy of resources such as finance , 

human resource, faci lities, etc dcploycd for education service 

de li very? 

7. Are there continuous training to improve skills and abilities of 

teachers to perform jobs in more e [(j cientmanncr? 

8. In your opinion, what do you say about thc turno vcr rate of teachers 

in yo ur school? Why? 

9. What do yo u say about th e performances and chall enges of 

educati on services delivery? 

10. Comment, if 311y ____________ ______ _ 

Thank you! 
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