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Abstract 

Urban centers' municipalities constitute an important part of local govemment in Ethiopia. There lJave 

been many problems observed in the civil service institutions of the country including municipalities for 

many years. For this reason, the government has implemented service delivery reform as part of the 

country's general political and economic restructuring programs. The major objective of this study is to 

assess the achievements recorded and to analyze the challenges encountered in implementing the 

SDR in KMS and HM. Primary data were collected from clients and staff of the two municipalities based 

on disproportionate stratified random sampling technique complemented with interviews and secondary 

sources. Since similar studies were not conducted before in these municipalities, the study is believed 

to be essential for its original findings and groundwork for future studies to build upon. 

From the essential conditions for the implementation of SDR, Strategic Planning and Management 

(SPM) was designed in both municipalities. Business Process Reengineering (BPR) has not been 

implemented. Allocation of budget, suitable offices, assigning trained manpower, awareness creation 

as well as establishing one stop service delivery mechanisms are not implemented sufficiently. 

Customers' information access is relatively good in KMS but insufficient in HM. Hence, the 

preconditions for the reform measures seem undeveloped. Though its implementation is very poor, 

KMS has designed service standards for basic services but not in HM. KMS has empowered 

departments for public service delivery. However, decentralization and outsourcing of services are not 

undertaken in these municipalities. Consequently, efficiency of municipalities is reduced in 

implementing SDR. Commitment and attitude of officials and employees, accountability, effectiveness 

and result-oriented work evaluation h;we been improved relatively compared to the situation before the 

implementation of the SDR. But it is insufficient. 

By and large, the municipalities' human resources and the system itself are central reasolis for the 

increasing widespread perceptions of the general public that have difficulty in receiving service timely 

and in a cost-efficient manner. The problems of the municipalities require thorough diagr.osis and 

sustained thought about the way to bring attitudinal c.hanges. The SDR meaS'Jres need to be executed 

through fulfillment of necessary conditions such as awareness creation; one-stop shop service delivery 

mechanisms; Business Process Reengineering: and allocation of sufficient financial budget. amongst 

others. Moreover, staff training and continuous monitoring and evaluation of the reform should be done 

with the commitment of municipal leaders. 
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Chapter One: Introduction 

This chapter deals with the background of the study, statement of the problem, research 

objectives, significance, scope and limitations of the study, research methodology and 

organization of the paper. 

1.1. Background ofthe Study 

The proportion of world population living in urban areas in 1998 averaged 46 percent 

while the share of urban popUlation accounted for 31 percent, 66 percent and 76 percent 

of total population in low, middle and high-income economies respectively. Moreover. 

two-thirds of the world's population is expected to dwell in urban areas by the year 

2025 (Shewaye 2003: 136). 

The wave of public service reform has been acute since 2000 and emphasizes the 

importance of improved service delivery. To this effect, developing countries have 

begun implementing Civi l Service Refoml (CSR) to achieve better public service 

through clients ' satisfaction (Kiragu 2002: I). Although the Ethiopian civil service has 

a long tradition and experience of serving various governments, it has thus far given 

little attention to service delivery. The orientation, attitude and work practices of the 

bureaucratic machinery established to carry out highly centralized and control-oriented 

government policies of the previous regimes are ill-suited to the needs of the new 

policy environment in Ethiopia (Paulos 200 I: 3). 

Political , economic and socia l changes have taken place in Ethiopia sll1ce the 

establishment of the Transitional Government of Ethiopia (TGE). The promulgation of 

the new constitution, the federal arrangement of the state, the decentralization of 

administration to the lowest level of government, the shift towards a market-oriented 

eco nOlllY as well as the adoption of the agriculture- led indusirial development strategy 

have laid the foundation upon which all other major policy changes are built (FDRE 

200 1: I). 



According to the policy document, the efficiency and effectiveness of the civil service 

in general and of service delivery in particular is of vital importance for successful 

implementation of these changes in policy and strategy. Moreover, public service 

delivery improvement contributes to the establishment of administrative machinery that 

can face the challenges of the 21 st century. To this end, the Ethiopian Government has 

initiated a comprehensive Civil Service Reform (CSR) program, of which service 

delivery is a component. 

The Bureau of Capacity Building (BCB) for the Amhara National Regional State 

(ANRS) (2005: 22) states that, the Prime Minister' s Office (PMO) set up a Civi l 

Service Reform Task Force (CSRTF) to examine the situation of civi l service at all 

levels of government in 1994. Although CSR was assumed to be in practice since the 

acceptance of other reforms by the country, the Ethiopian Government officially 

launched the full implementation of CSR in 1996 after which the task force was 

conducting the study. After the task force has accomplished its mission by 2000, the 

government established a Ministry of Capacity Building (MCB) in 200 1 to coordinate 

the public sector reforms and to enforce CSR more comprehensively. According to the 

Civil Service Reform Program Office, MCB (2007: I), the Civil Service Reform 

Program (CSRP) is di vided into five SUb-programs: top management system, human 

resource management, public service delivery and quality of service, expenditu re 

management and contro l, and ethics reform. The Federal Government has enacted 

pol icies, directions and strategies for the execution of reform programs. Among the 

policies des igned, the first is the adoption of FORE's service delivery policy in 200 I. 

To this effect, the federal civil service institutions and the regional states began 

implementing Service Delivery Reform (SDR) immediately (BCB 2005: 23). 

[n mid 1998 ANRS took the initiative to undertake a comprehensive study, which 

reviewed the legal status, roles and responsibilities of municipal ities. The reform that 

followed the stud y along with the provision of enablihg lega) environment and 

institutional framework for municipalities marks the first such effort in the country 

(Shewaye 2003: 151). 
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The refo rm thus far appears to be a success by all standards while the implementation 

currently in progress and the wide support it enjoyed is a testimony to the support and 

commitment of all those involved. Despite these efforts, important challenges lie ahead. 

Enacting legislation by itself bring about desired changes unless continued support, 

commitment and political will are guaranteed during its orderly implementation. The 

other challenges include lack of stakeholders ' active involvement, low attention for 

proper monitoring and follow-up and the like (ibid). 

The ANRS is one of the regional states that has started implementing the CSR program. 

The regional government has enacted and implemented proclamations, rules and 

regulations since 2002. Municipal services and municipalities are parts of local 

government institutions, which are the focal point to implement the SDR program. 

Among local government institutions, the study attempts to assess and analyze the 

implementation and challenges of SDR in Kombolcha Municipal Service (KMS) and 

Harbu Municipality (HM) in a comparative manner. The two institutions have been 

chosen for the case study because their main mission is to give public service for their 

respective clients though there are complaints from the public. According to the 

Counci l of the Amhara National Regiona l State (proclamation No. 91 12003: 6), 

cities/towns shall. for purposes of their administrative organization, management and 

accountability, be classified into three principal categories namcl y: city administration 

cities, l11unicipaltowlls and emerging towns. 

The criteria for the classification of urban centers are based on their objecti ves, lasting 

development visions and the current level of the soc io-economic development of each 

urban center. According to the proclamation, Kombolcha is categorized under city 

administration ci ties. Accordingly , KMS IS established under Kombolcha City 

Admin istration to provide public serVIces. Municipal towns may take the form of 

organ izatio n indicated as lead municipality and/or sub-munic ipali tics. liM IS 

establi shed as lead municipality under Kallu Woreda Admini stration (ibid). 

The major services that have been provided by KMS and HM include: construction 

licensing. certincation of tenure, transfer of ownership, co llateralizing prope rties fo r 

bank loan, land provision for the construction of houses and general scrvicc build ings. 
, 
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preparation of design and site plan of construction, marriage and birth certification, 

slaughterhouse service, solid and liquid waste management, recreation centers, rental 

house service, information service about houses ownership and other related issues, 

parks, provision of miscellaneous services like tire protection, street lighting, libraries, 

public toilets, facilitating and providing basic infrastructure services for the public in 

the towns etc. (see Annex 1). 

Managers and planners of the cities face challenging because of population increase 

under their jurisdiction (migration and natural increase) ata phenomenal rate. This 

poses a huge challenge to those responsible for the management of urban development 

and provision of services in the two urban centers. KMS and HM, having their own 

specific vision, mission and values, began implementing the CSR program in general 

and SDR in particular in 2001 (KMS 2007/2008: 13 and HM 2007/2008:2 1). Hence, 

the study attempts to assess and analyze the extent to which the SDR has been 

implemented. the challenges encountered in implementing the SDR and proposes 

solutions for both public organizations in a comparative perspective. 

1.2. Statement of the Problem 

The frequently quoted levels of urban infrastructure deticiency provide ample evidence 

worldwide of the crises and challenges that face urban managers. Deteriorating 

infrastructure and declining service deli very are signs of crises in urban management. 

Such difficulties are caused due to a range of external and internal economic, 

institutional , soc ial , demographic and environmental factors (Mesfin et al 2007: 17). 

The rapid rate of urbanization is we ll known to municipal managers in Latin America, 

Asia and increasingly in Sub-Saharan Africa (SSA). Growing urban populations place 

significant pressure on the existing infrastructure in core areas and create demand for \. 

improved se rvice deli very in under-scrviced, marginal and peri-urban areas. Many 

municipalities havc limited capacity for analyzing and arti culating physical and 

institutional problems and many overlook the ways in which users experience service 

rroblems. Thi s lack of skill ultimately affects decision-making and the dcvelopment of 

appropriate so lutions (Cott fried 1988: 32). 
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When one considers the challenges of low service delivery, there are several reasons 

why the efficiency of service delivery declines or remains low. The major challenges of 

implementing service delivery in municipal services and municipalities include lack of 

accountability, time consuming organizational structures lacking streamlining, absence 

of complaint handling mechanisms, practices of neglecting the needs of 

clients/customers, lack of capacity amongst many government institutions to give 

sufficient attention to service delivery improvements in municipalities, lack of initiative 

and commitment, shortage of resources, inconsistency of regulations and guidelines 

governing institutions, existence of unfavorable work conditions, misuse of human 

resource management systems, as well as continuous turnover of employees, especially, 

professionals and managers. 

To solve these problems, FORE and BCB of the ANRS have enacted a service delivery 

policy with its directions in 200112002 to become full-fledged SOR. The overall 

objective of the policy on service delivery is to attain user satisfaction in delivering 

services through civi l service institutions. Based on this general guideline, KMS and 

HM have started implementation of SOR. Quick administrative actions or Quick Wins 

(QW) are implemented in both municipalities. However, service delivery standards and 

complaint handling mechanisms are not well organized and implemented. As a result, 

complaints ari se from the public in many service issues. The sel'vice del ivery reform 

was not implemented as it was intended at the beginning of the reform due to lack of 

institutional capacity, officials' resistance to change, .::mployees· poor work ethics as 

well as external factors such as lack of support from city administrations, zonal 

departmcnts and regional bureaus. In sp ite of the prevailing problems, no reliable and 

consistent research, monitoring and evaluation have been undertaken, notwithstanding 

the Works and Urban Development Bureau's general survey on CSR at the end of 

2006. Therefore, assessing and analyzing the type of services deli\ered by the two 

municlpallties, their implementation status according to 'SOR, instruments used. 

achievcments recorded and challenges encountered in the process of realization of SDR 

in KMS and HM by comparison is found to be timely and critica l. 
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1.3. Objective of the Study 

1.3.1. General Objective 

The general objective of the study is to assess the achievements recorded in the SDR 

program, challenges encountered and to indicate possible rerriedies for the two towns 

comparatively. 

1.3.2. Specific Objectives 

The comparative study of KMS and HM will address the following specific objectives : 

• Examine the fulfillment of necessary conditions 

Some of the enabling conditions are conducting of Business Process Reengineering 

(BPR), identifying customers' needs and expectations, allocation of suitable offices and 

budget, assignment of trained manpower, awareness creation for clients and staff, 

introducing one-stop shop service delivery mechanisms and providing timcly 

information for clients in a transparent manner. 

• Gauge the extent to which SDR is implemented 

• Assess achievements of SDR goals in the two municipalities comparatively 

• Examine and compare satisfaction of cl ients on services delivered and the 

willingness of employees/officials to serve their clients in the two 

municipalities 

• Identify and analyze the problemslchallenges encountered 111 the 

implementation of SDR 

• Suggest relevant and specific methods to improve the implementation of the 

SDR program in the two municipalities 
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1.3.3. Research Questions 

The major research questions addressed for the comparative study of the two 

municipalities are: 

I. What necessary conditions are fulfilled? What achievements are recorded from 

the introduced SDR in municipalities? 

2. Are clients/customers satisfied with the services delivered by KMS and HM? 

3. To what extent is the staff of KMS and HM committed to help their clients and 

provide quality service? 

4. What challenges were encountered during the implementation of SDR in the 

two municipalities? 

5. What mechanisms exist to Improve the introduced SDR 111 the two 

municipalities? 

1.4. Significance of the Study 

Studies related with public service delivery in urban centers are vital for the following 

reasons. The main task of municipalities and municipal services is to deliver public 

service for their clients and urban centers constitute an important part of local 

government in Ethiopia with significant and growing shares of the popUlation. Despite 

these realities, public service delivery has not been given due attention by successive 

regimes in Ethiopia. Although the CSR program has significant advantages, especially 

the current government's SDR program, it also faces its own challenges in 

implementing in municipalities and municipal services. Therefore, this research paper 

contributes both practically and theoreticall y. Practically, the study is important for the 

management and cmployees of KMS and HM to increase their awareness and to 

improve the quality of services to satisfy their clients. In addition, it is helpful for local 

administration of urban centers and Woredas as ~ell as other government institutions to 

provide quali ty public service according to SDR principles for their clients. 

Theoretica ll y. it adds to the body of knowledge in the area of public service de li very 
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and serves as a source docwnent for furthcr research ·on public service delivery in the 

area of urban centers . 

1.5. Scope and Limitations of the Study 

Due to time constraints as well as the focused objective of the research, the study was 

limited to assess only the implementation and challenges of the SDR program in KMS 

and HM through a comparative study. This means the study did not include the state 

functions of Kombolcha City Administration , the other sub-programs of CSR and other 

municipal services and municipalities in the urban centers of the country. Furthermore, 

as service delivery is a vast and complex subject, especially in municipal organizations, 

the researcher focused on the service delivery system and challenges of the SDR 

program in KMS and HM. The study did not cover the detail s of all services provided 

in the two municipalities. Although the researcher believes the paper contains reliable 

data on service deli very, customer satisfaction and challenges of SDR in these 

municipalities, it has its own limitation. It may be difficult to gauge the real image to 

compare the performance of the two municipalities in implementing the SDR based on 

the responses of the study targets. Collecting data from different sources has taken 

much time posing limitations to undertake other research activities that would have 

aided in acqu iring more comprehensive resu lts. 

1.6. Research Methodology 

1.6.1. Reseal"ch Method 

Since the obj ective of thi s study is to make a comparative analysis of the 

implementation and challenges of SDR in the two municipal organizations, the method 

used is qualitati ve supported by simple quantitative measurements in the form of 

percentages, tabular illustrations and graphs. The achievements recorded and the 

cha ll enges encountered in implementing the SDR in KMS and I-1M are compared based 

on response factors. The available data were explained, analyzed and utilized to suggest 

ways and means to improve the situation. Hence, more of descriptive as we ll as 

anal yti ca l methods of research are used. 
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1.6.2. Sampling Procedure 

1.6.2.1. Population 

KMS and HM were purposely selected for the research case study. The reasons are: 

• The researcher has work experience in relation to these municipalities. As' a 

result, real and sufficient data can be collected through data collection 

instruments 

• They are adjacent in location and convenient for the researcher 

• Their mission and objective is to provide public service and they are exercising 

SDR with their own limitations 

• The researcher assumed public service delivery as the real problematic issue in 

these municipalities 

The population of the study comprised clients and employees of the two municipalities. 

It was systematically arranged to facilitate the study. 

1.6.2.2. Sampling Frame 

Sampling frame is the specific set of units from which the sample is actuall y drawn. 

The sampling frame in this research was systematically arranged to facilitate the study. 

The sampling fram';! from KMS was composed of employees and client:; of the 

municipality. The total number of 54 employees was taken as a sample frame. Clients 

were stratified as 1,257 businessmenlinvestors, 3,385 unemployed persons, 3,889 

farmers , 1,527 youth and 273 employees of other organizations. Therefore, the total 

sampling frame of KMS is 10,3 85. Similarly, the total number of 20 employees of HM 

was taken as a sample frame. Clients of I-1M were stratified as 283 

bllsinessmenlinvestors. 400 unemployed persons, 3,000 'fanners. 850 youth anc! 1.47 1 

employecs of other organizations (employees of the Woreda sectors excluding the 

municipality). Therefore, the total sampling frame of HM is 6,024. Generally, 16,409 

sampling framc is taken for the study. 
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1.6.2.3. Sample Size 

As can be seen from section 1.6.2.2, the size of the population oi' the sampling frame is 

very large. As a result, the actual sample size is not expected to be a large percentage of 

the sampling frame. The target respondents for the research are selected from all 

stratified sampling frames. The sample size for the research was 200. This sample size 

was equally divided into two, 100 for each municipality. Similarly, this sample size was 

classified for each municipality ~ith 20 employees of the municipality, 10 investors, 15 

unemployed pers_ofl$, 10 farmers, 15 youth and 30 employees of other organizations (its 

size is large because of its large sampling frame and the employees ' strong relationship 

with the municipalities). They were randomly selected from the stratified sampling 

frames. Hence, the researcher used the disproportionate stratified random sampling 

technique for the study. 

1.6.3. Data Type and Collection Instruments 

Primary and secondary data were used for the study. The primary data was gathered 

through direct observation in the two municipalities, by conducting interviews as well 

as administering questiorUlaires to different officials, experts and clients . The secondary 

data were collected from published and unpubli shed books. journals. annual progress 

reports. teclmical reports and manuals. 

1.6.3.1. Document Review 

This part predominately constitutes the review of SDR documents supplied by the 

MCS, BCB, Bureau of Works and Urban Development and the two municipalities. A 

review of various secondary sources was undertaken from documents produced by 

different organi zations and government institutions whose roles and functions are 

related to the subject of this research . Some of the documents were used to write the 

theoretical and conceptual framework of the study. 
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1.6.3.2. Opinion Survey 

Closed-ended questions were prepared to manage the responses in data analysis about 

the services provided by the two municipalities. One type of questionnaire was 

prepared to obtain information from various stakeholders in municipal service delivery. 

The questiormaire included guidelines on how to respond to the questions, personal data 

of respondents and the detailed questions that will address the objective and questions 

of the research about SDR. The questions targeted issues including suitable 

environnlent to begin SDR, existence of a one-stop shop service delivery system, main 

achievements of SDR and challenges in implementing SDR. The questionnaire was 

distributed to different stratified respondents, namely, employees of the municipality, 

investors, unemployed persons, farmers, youth, and employees of other public 

organizations. Some of the major stakeholders in municipalities are clients who expect 

better service provision. Their responses and opinions were the main input to assess the 

achievements and challenges of SDR implementation in the two municipalities. 

1.6.3.3. Interviews 

In addition to the employees' and clients' questionnaires, the researcher held focus 

group discuss ions with staff members of the municipaliti es as well as structured 

interviews with four civil service reform expe11s and four clients of the two 

municipalities. Cl ients were selected randomly; however, civil service reform experts 

were se lected purposely for interviews according to their strong relationship with SDR. 

The objective of thi s interview was to co llect data not covered by the questionnaire and 

documents due to various reasons. Hence, it is not analyzed independently. 

1.6.3.4. Observation 

This method helped the researcher to critically examll1e SDR implementation and 

chal lenges in comparing the two municipalities . The ~bservat io n m ls focused on the 

se rvicc provision process (service flow chart) , service delivery ind icators in the offices, 

situations of se rvice providers, service receivers and some insti tutional challenges in 

KMS and HM . 
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1.6.4. Administration of Data Gathering Instruments 

The researcher selected and trained 12 data enumerators (six from each town) to 

effectively collect data from the sample respondents through questionnaires. The 

researcher performed observation, reviewed documents from secondary sources, 

interviewed respondents, coordinated the data gathering process and supervised data 

enumerators in the fi eld. 

1.6.5. Method of Data Analysis 

The avai lable primary and secondary data were conceptually organized, coded. 

systematically arranged and interpreted. Percentages, bar charts, tables, simple 

stati stical tools, etc. were largely emplo'yed to analyze data since the nature of the study 

was more descriptive as well as analytical. The data were analyzed by comparing the 

two municipalities' performances in relation to SDR principles and clients' sati sfaction. 

1.7. Organization of the Paper 

This study is comprised of fi ve chapters. The first chapter deals with introduction in 

which background, problems, objective, significance, scope and limitation of the study 

and research methodology are included. Chapter two explai ns and emphasizes the 

review of related literature showing definition of key terms, problems of trad itional 

bureaucracy, how NPM is related to CSR and particularly to SDR and why SDR is 

becoming important, especially for ~';!veloping countries. and civil service reform and 

service deli very reform in Ethiopia. The third chapter deals with situational analysis 

including the background of the Ethiopian civi l service, service deli very reform in the 

Amhara National Regional State, background of Kombolcha iown and background of 

[-[arbu town. The fourth chapter deals with preseritation and analysis of findings 

covering presentation of opinion survey results and analysis of SDR in KMS and HM. 

The final chapter presents conclusions and recommendations of the study. 
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Chapter Two: Review of Related Literature 

The review of the related literature deals with definition of key concepts and terms, 

problems in traditional bureaucratic models, public sector governance, public choice 

theory, New Public Management (NPM), Civil Service Reform (CSR); Service 

Delivery Reform (SDR), Civil Service Reform in Ethiopia, Public Service Delivery 

Reform in Ethiopia and exploring Alternative Service Delivery (AS D) mechanisms. 

The issues discussed in this chapter are relevant for the analysis of the study. 

2.1. Definition of Key Concepts and Terms 

Satisfaction of the need for improved public service largely depends on the 

transparency and effectiveness of service providers and perception of clients/customers. 

The following terms and concepts are defined for better understanding of the study. 

• Public service refers to those activities of government institutions aimed at 

satisfying the needs and ensuring the well being of society as we ll as enforcing 

laws, regulations and directives of the government (FDRE 200 I : 1). 

• Reform is "to make or hecome hetter hy the removal of faults and errors or the 

removal of abuses in politics" (Thompson 1993: 759). 

• One SlOp shop here means a working system in an arrangement of the seating of 

the employees in one room just as workers of a bank do and providing similar 

services efficiently and effectively to their clients. 

• Capacily is defined as the ability to perform appropriate tasks effective ly, 

efficientl y and in a sustainable way. In turn, capacity building refers 

improvements in the ability of public sector organizations to perform 

appropriate tasks. This definition focuses with the narrowest perspective that 

equates capacity with the training of human r~sources (Grind le and Hilderbrand 

1995: 445). On the other hand, capability is about the knoldedge, skill s and 

expen ences of the work force. It is operationally about the work force's 

competence to undertake the responsibilities assigned to them. This study used 
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both capacity and capability. However, the main focus is on capability than 

capacity and in some cases capacity is used to mean capability. 

~ According to the Council of the Amhara National Regional State (proclamation 

No. 9112003: 3), the following terms and concepts are defined as: 

• Clienlicustomer is a person using the services of municipalities/person who 

buys goods or services from municipalities or municipal services. 

• Urban center means any area where a municipality has been established. 

• Municipality means an institution of expression of decentralized popular 

administration and one for the provision of urban services organized in a city 

that has not established a full -fledged local administration and is accountable to 

the surrounding Woreda council. 

• Lead municipality means a municipality centralized and organized with the 

responsibility of coordinating and directing the works of sub-municipalities and 

emerging towns within a Woreda. 

• Emerging 10W/1 means a conglomeration of communities which, although a 

municipality has not been established therein, are distinct from the bordering 

rural areas. 

2.2. Problems with Traditional Bureaucratic Model 

The traditional model of Public Administration (TPA) theorized and contributed to 

largely by writers like Woodrow Wilson (The Study of Administration written in 1887 

in the United States), the Northcote-trevalen report (published in 1854 in the United 

Kingdom) and Max Weber (German sociologist who developed the bureaucratic 

model) remained in operation in most western countries until the third quarter of the 

20'h century. This model can be characterized as an administration under the formal 

control of the political leadership, based on a strictl y hierarchical model, staffed by 

permanent, neutral and anonymous officials, motivated by public interest, serving any 

governing party equall y, and not contributing to policy but merel y administering those 
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policies advanced by politicians. This view has been supported in the work of Sapru 

(2003: 370). 

Lane (2000: 59) states, "On the one hand, there was the Weberian positive evaluation 

claiming that bureaucracy promotes efficiency. On the other hand, there was the more 

or less profound criticism from sociologists Merton, Selznick and Crozier pointing out 

that bureaus may operate in perspective, sometimes equating bureaucracy with 

formalism and red tape". But the bureau has been evaluated very differently. In the 

public choice approach, the bureau is rejected as a mechanism for service provision. 

Many people experience bureaucracies as expansionist organizations, constantly 

seeking to increase their size, staffs, financing and scope of operations. The period 

since the mid-1980 has seen the criticism and attack on the size and capability of the 

public sector. 

According to Sapru (2003: 373), there are three core reasons to attack the public sector 

and its administration under the bureaucratic model. First, the scale of the public sector 

was criticized with arguments advanced that governments were simply too big, 

consuming scarce resources. Second, there is criticism about the scope of government. 

It was argued that government involved itself in too many services and that these could 

be returned to the private sector. Third, there was a scathing attack on the methods of 

government, with bureaucracy especially becoming a highl y unpopular form of social 

organization. It is argued that bureaucracy greatly restricts the freedom of individuals 

and is inefficient compared with the market. Formal bureaucracy may have its 

advantage but it is also argued that it encourages ad ministrators to be ri sk-a verse rather 

than risk-taking and to waste scarce resources - instead of using them efficiently. 

Weber saw bureaucracy as the "ideal type" (rather than advocating it) but it is also 

attacked as producing inertia for red-tapism, mediocrity and inefficiency. There seems 

to be two main problems with the theory of bureaucracy: its problematic relationship 

with democracy, and second, its ineffi cient features. 

Administration' s rigid ly bureaucratic model is now being denounced and replaced by 

new managerial approach (New Pub lic Management). Several rationales advanced fo r 

the replacement include the reali zation that public service functions are manageri al in 
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nature, responses to the attacks on the scale and size of government, and change 

occurring in a range of different countries in the world. Recent changes in the public 

sector have led to fundamental questioning of its role and place in the economy. 

Apparently there is now a focus on results above the process, on accountability rather 

than its evasion and on management than administration (Sapru 2003: 377). 

2.3. Public Sector Governance 

Thompson (1993 : 725) states, "Public sector is state controlled part of an economy, 

industry, etc." According to Lane (2000: 4), public sector reform in the 1980s and the 

1990s has changed the traditional method of public sector governance by the 

introduction of a number of distinctions between the various ro les of government: 

purchaser, provider, contractor, regulator and umpire. These need not be handled by 

one actor, i.e. government. Thus modern governance includes several alternatives for 

the public provision of goods and services as well as regulation depending up on how 

the following tasks are handled: 

1. Financing or the payment of the services could be done by government or by the 

beneficiaries. 

2. Production or the supply of services could be done in house or outhouse, I. e. 

government could use a bureau or an enterprise of its own or it may buy the 

service from a private operators. 

3. Arrangement or the method of acquiring the services from an operator, public or 

private, where the critical distinction is competition or not. 

4. Ownership, or who has property rights to the organization that supplies the 

goods and services. Whereas traditional governance favored the employment of 

organizations that were closely linked to the state, modern governance displays 

a preference for the use of the joint-stock company, whether it is government 

who owns the stock or it is a private operator. 

5. Regulation or whether government has set up a regulatory regime that covers 

the provision of goods and services. 
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Modern public governance thus involves four major parties: (1) government: (2) chief 

executive officers (CEOs) (3) the players in the economy, and (4) the citizens and the 

population. NPM offers such an approach to the understanding of modern governance 

focusing on contracting and its logic (Lane 2000 : 160). 

2.4. Public Choice Theory 

The interplay of competing participants and ideologies implies that many theories 

contribute to the shape of refornls. The task therefore becomes the identification of the 

dominant theoretical perspective that underlying a reform program. The major 

theoretical basis of the reforms associated wi th new public management in the UK and 

elsewhere is public choice (Aucoin 1990, Self 1993, Stretton and Orchard 1994, Zifack 

1994, Udehn 1996 cited in Boyne et al 2003: 5). 

According to Boyne et al (2003: 6), public choice theory assumes that bureaucrats are 

motivated primarily by self-interest rather than the public interest. Moreover, this 

problem is exacerbated by the absence of appropriate organizational structures and 

processes in the public sector. Three specific characteristics of public bureaucracies are 

believed to lead to a lack of efficiency and effectiveness: the monopolistic structure of 

public service markets, the absence of valid indicators of organizational performance 

and the large size of many gOYernment agencies. 

Public choice arguments on the costs of monopoly draw directly on neo-class ical 

economics (Jackson 1992, Master and Sawkins 1996, cited in ibid 2003: 6). Public 

choice theory suggests that if appropriate market structures are created in the public 

sector, then the behavior of bureaucrats will be steered towards the general welfare of 

society rather than their own selfish objectives. Public monopoly is assumed to lead to 

poor performance because offic ials have li ttle incentive to keep their costs down or to 

find innovative methods of sen' ice deli very. 

The problem, according to public choice theory, is that there are no unambiguous 

indicators of performance in the public sector, so it is difficult to evaluate or influence 

the behavior of agencies or individuals. Taken together, the selfishness and monopoly 
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power of public officials resulted in a number of negative effects on the production of 

public services (ibid: 7). 

Tulock (1965 : 51) cited in Boyne et al (2003: 8) claims that problems of co-ordination 

and control grow disproportionately with organizational size, and that increases in scale 

eventually reduce performance. This argument does not imply that very large 

organizations fail completely. However, agencies that operate at a small scale are more 

likely to recognize new service needs and produce services quickly. Public choice 

remedies for the problems of bureaucracy follow directly from the diagnoses outlined 

above. First, the structure of public choice markets should be more competitive. A 

second public choice prescription is to force public agencies to produce more 

information on their performance. This would shift the balance of power from 

bureaucrats to politicians, pressure groups and the public at large. The final reform 

recommended by public choice theorists is to break large agencies into smaller units. 

2.5. New Public Management (NPM) 

2.5.1. Definition and Background of New Public Management 

It is difficu lt to identi fy one definition of NPM. New public management can be 

interpreted as an agreement between the public and their elected representatives on the 

one hand and the public service on the other (Gow and Dufour 2000: I). NPM, 

Manageri alism, market-based public administration, or reinventing government are a 

few incarnations of a new model of public sec tor management that emerged in the 

beginning of the 1990s in response to the challenges of globalization, international 

competitiveness and teclmological change. It is argued that it represents a paradigm 

shift from a traditional model of public administration, dominant for most of the 20th 

century to managerial ism or what is popularl y known as "New Public Management". 

This new approach manifests a change in the role of government and bureaucracy in 

society and the relationship between government and citizenry (Sapru 2003: 370). 

Similarly, new public management is the theory of the most recent paradigm shi ft in 

how the public sector is to be governed. Initiated in the United Kingdom, it spread to, 

first and fo remost, the United States, Australia and especial ly New Zealand, and then 
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further on to Scandinavia and continental EUrope. NPM is part of the managerial 

revolution that has encompassed the world over, affecting all countries, although to 

considerably different degrees. The theory of NPM contains the insights from game 

theory and from the disciplines of law and economics (Lane 2000: 3). 

However, Jreisat (2000) says there is no established agreement on exactly what the 

NPM is, let alone on where it started. He also added that there is ambiguity on the 

boundary of NPM. Some scholars like Ferlie and his associates (1996 cited in Etefa 

2006) describe NPM, as an empty canvas on which one can paint whatever one likes, 

Others locate NPM in the theoretical frameworks based on management science and 

public choice theory. The loose and contradictory nature of many NPM doctrines is that 

they appear to be applied in a haphazard fashion. Pollitt (2000) cited in ibid sees NPM 

as a shopping basket, which all countries can choose from to improve their ' public 

sectors. Hoggett (1994 cited in Common 1998) described NPM more broadly, as a 

collection of more flexible strategies in terms of service delivery and human resource 

management. However, this lack of coherence has not prevented NPM from being 

taken as a new paradigm or "gold standard" for the public sector. The traditional public 

administration paradigm based on the Wilsonian dichotomy, Taylorist scientific 

management and Weberian hierarchical control is dead (Etefa 2006: 14-15). 

Three factors, operating together, have tended to drive the adoption of NPM. They are 

economic pressures, high-level political commitment to change, and a set of ideas to 

shape change. The experiences of the UK and New Zealal~d are most similar here. Both 

faced strong economic pressure to change and both had deeply committed high-level 

champions of change with clear ideas (Borins 2000: 3-4). 

2.5.2. Features of New Public Management 

New public management is a topical phrase to describe how management techniques 

from the private sector are now being applied to public services. NPM does not r'eplace 

older frameworks but adds a new approach to public sector governance, i.e. 

contractual ism. The theory of public sector management needs to integrate the positive 

contribution in NPM, while at the same time stating clearly the limits of NPM (Lanc 
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2000: 2). New public management is a dynamic approach adopted by governments to 

restructure their bureaucracies supposedly in order to better provide services to the 

citizenry. In Ontario, it is also referred to as alternative service delivery. Similar to how 

a business functions, proponents of NPM, incorporate the free market into the public 

domain , believing that the private sector can more efficiently produce outcomes 

desirable to the population. The theory advocates for fewer public resources, more 

technological reliance, fewer government expenditures and more private involvement, 

all leading to performance targets (primary emphasis on clear results is a key principle 

of NPM, for it is assumed that quantitative analysis is the most objective approach to 

evaluating a policy) that can better serve those utilizing the services, the clients 

(O'Brien 2006: 2). 

On the other hand, Lane (2000: 147) states that, new public management is the theory 

that makes contracting the medium of communication in the public sector. NPM puts in 

place a contracting state, where personnel and other resources are to be managed by 

means of a series of contracts. To a considerab le extent, then, contracting would replace 

public law or public administration as the coordination mechanism in the public sec tor. 

The reason that this is done is the bas ic belicf that contracting enhances efficiency. 

However, public contracts will always have to be conducted under certain restrictions. 

deriving from the justice basis of the constitutional state. This means that one may face 

equity-emciency trade-offs when se rvice deli ve ry in certain parts of the public sec[(\ r is 

organized under a contracting regime. 

Both Hood (1995) and Pallot (1998 cited in Etd'a 2006 : 16) make it clear that NPM has 

been largely based on the past practiccs of the private sector. The main aim of applying 

NPM to the public sector is to removc the private-public di stinction i.e. by making the 

government duties markct-based competi tiyc mechan isms just as private sector does. In 

public management, it is considercd a ne\\' paradigm shift in the field . One should bear 

in mind that NPM is a reform movement that addresses the various problems of the 

public sector. The public sector reform in\'olves quite a large number of components. 

among which CSR, public pri vate partnership (PPP), privati zation, decentrali zation and 

good governance arc included . 

20 



According to Lane (2000: 150), private law contracts for allocative purposes come in 

two versions: 

1. Transactions: spot market contracts (TC) (e.g. buying ane) selling something 

instantaneously) 

2. Agency: relational contracts (AC) (e.g. the employment contract) 

The distinction between transaction contracts and relation contracts may be difficult to 

draw exactly, but it has to do with (I) duration; (2) completeness; and (3) good faith. 

NPM employs both the above contracts. The typical form of transaction contract in 

government would be contracting out, whereas the typical form of agency contracting 

would be the employment of chief executive officers (CEOs) and other public 

employees. Where the nexus of contracts runs from goverruntint to the service 

providers, one would arrive at the simple structure (figure 2. 1) combining relational 

contracting with contracting out (ibid) . 

Figure 2.1 Structure of Contracts in New Public Management 

Ministries 

L-G_O_V_el_'n_me_n_t _--.J~ (AC) -1 CEOs r (TC~ Production units ~AC~ CEOs I 

Departments 

Source: Lane (2000: 150), New Public Management. 

Accordi ng to Sapru (2003: 377), the common features of new public management are: 

1. The NPM represents a lllajor shift from traditional public administration with 

much more attention paid to the achievement of results and the personal 

responsibi li ties of managers. 
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II. There is an intention to move away from classic bureaucracy to make 

organizations, personnel and employment terms and conditions more flexible . 

Ill. The organizational and persOlmel objectives are to be set clearly in order to 

measure their achievement through performance indicators. 

IV . Higher civil servants are more likely to be politically committed to the 

govemment of the day rather than being neutral. 

v. Government functions are more likely to face market tests, such as contracting 

out in what Osborne and Gaebler call separation of "steering from rowing". 

VI. There is also a trend towards reducing government functions through 

privatization and other forms of contracting. 

The NPM thinking is in the context of the IMF and World Bank-supported structural 

adjustment programs (SAPs), which Ethiopia is currently following. In this study, it is 

this 'New Public Management' model that is going to be used as a framework within 

which to analyze the contents and processes of SDR and the public service delivery 

reform policy that is underway in Ethiopia in general and in KMS and HM in 

particular. Like many of the developing countries in Africa, Asia, and Latin America. 

Ethiopia is also embracing elements of the NPM approach. This is evident from the 

Ethiopian civil service reform program and service delivery sub-program, which is in 

line with the NPM concept. Because this model is based on current thinking on public 

sector reform that stipulates that the role and institutional character of the s:ate and the 

public sector should be more market and private sector oriented, it is possible to use the 

model for the purpose of analysis. The model cannot be taken at face value as it is 

implemented in developed countries. It should be contextualized to the actual situation 

of local governments, specifically to municipalities like Kombolcha and Harbu. On the 

other hand, perfection can be achieved through process. Due to this reason this thinking 
, 

can be contextualized through practi ce in such studies on local g~vernments . 

Furthermore, it is widely recognized that NPM is the current popular model/o r the 

analysis of contemporary administrati ve reforms in both the developed and developing 

countries. Therefore, by using the NPM model in the analysis of thi s study, it is 
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possible to push municipalities to use the private sector management system for the 

sake of achieving clients' satisfaction in public service delivery. 

To summarize, new public management is the theory of the most recent paradigm 

change in how the public sector is to be governed. Initiated in the United Kingdom, it 

spread to first and foremost the United States, Australia and especially New Zealand. 

New public management is the theory that makes contracting the medium of 

communication in the public sector. From the above discussion, essential characteristic 

features ofNPM can be summarized as : adoption of private sector managerial practices 

by the public sector, setting explicit measurable performance standards for public 

organizations, controlling the performance of public organizations by predetermined 

output measures, preference for private ownership, contracting out and competition in 

public service provision, steering role of government, promoting competition anl0ng 

public sector organizations, and public and private sectors, making service delivery 

more responsive to the needs of customers, recognizing the importance of providing the 

human and technological resources managers need to meet their performance targets 

and the I ike. 

Generally, new public management is part of the managerial revolution that has gone 

around the world , affecting all countries, although to considerably different degrees. 

Considering the relationship between NPM and CSRlSDR. the successful 

implementation of the NPM paradigm depends on the formulation of management 

practices that have the potential to bring a!;:lUt the desired changes and more 

importantly to deliver services more efficiently. This theoretical framework is essential 

to evaluate the implementation and challenge of SDR of Ethiopia in general and the 

study area in particular (KMS and HM). 

2.6. Civil Service Reform (CSR) 

2.6.1. Background of Civil Service Reform 

Thompson (1993 : 759) describes reform as "to make or become better by the removal 

of faults and errors or the removal of abuses in politics". Reform is a government 

action. Polit icians and public managers could lead the process or have a strong personal 
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influence, but for a reform action to be successful it must be able to generate the 

continuous support of politicians and senior officials (Karim 1992: 31, cited in Carstens 

and Thornhill 2000: 178). Public management reform is a deliberate change in the 

arrangement for the design and delivery of public services (Boyne et al 2003: 3). 

Business companies, goverrunent organizations, and public enterprises, all of them, 

regardless of their size or any natural existence, have been facing very challenging 

business environments that can determine their existence, success or failure. 

Globalization put organization in challenge and imposes the need to reduce costs, seek 

greater responsiveness to customers' needs, and seek flexibility in managing their 

business. The driving forces for the challenges are customers, competition and change. 

For example, the emphasis in the seller-customer relationship has shifted from seller to 

customer. Because they have choices due to the role of technology they have access to 

information and customers know what they want, know what they want to pay for it 

and how to get it (Belete 2006: 4) . 

According to Belete (2006 : 11 ), organizations have passed through long experience to 

cope up with these challenges in order to ex ist, succeed or to live in this tough 

environment. Attempts are being made to undertake reforms within the bureaucratic 

paradigm. Even though a lot of reform has been made within bureaucracy 

(decentralization, downsizing, etc. to reduce the costs of bureaucracy), these traditional 

ways of doing business cannot to respond the n:..ed of flexibility , responsiveness and 

customer focus and did not give dramatic improvement in performance (cost quality, 

service speed) within the new world . However, reengineering could enable organizing 

the system to be responsive, fl ex ible and customer focused. Business Process 

Reengineering (BPR) is the fundamenta l rethinking and radical redesign of business 

process to achieve dramati c improvement in critical, contemporary measures of 

performance, such as cost, quali ty, service leve l and speed (Hammer 1993 cited in 

Belete 2006: 12). 

Minogue (1 998 cited 111 Etefa 2006: 19), stresses that the initial difficulty regarding 

civil service is its lack of precise definition. However, according to this source, a broad 

'constitutional' approach defines the civil serv ice as an essential institution within a 
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framework of the major responsibility for the functions of government, and even as 

essential to the survival of a government system. Civil service is a branch of state 

administration, excluding military and judicial branches and elected politicians. Hence, 

the civil servant is member of the civi l service (Thompson 1993: 148). 

Motives and expectation for CSR vary from country to country. In the most developed 

nOl1hern countries, CSR was driven by ideology in response to citizen and taxpayer 

demands for improved public services. Gore (1993) in the same work emphasizes that 

the drive was based on making the role of government smaller" at all levels, encouraging 

private sector participation, and reducing tax burdens (DAS 1998: 33). 

Reform includes innovations in public management, that is, ways of working or 

providing services that are new to a specific agency or to the public sector as a whole. 

However reforms need not be innovations in this sense. They may be attempts to 

implement a structure or process that existed previously but was subsequently replaced 

or simply decayed over time. For example, the current best value regime for UK local 

authorities has strong echoes of the corporate management systems that flourished 

briefly in the 1970s (Boyne et al 2003: 3-4)/ Civil Service Reform in developing 

countries, especially in Africa and South America, is undertaken as a direct 

consequence of the early experience of structural adjustment programs (DAS 1998 : 39). 

According to the World Bank (1989) , the long view transcends cost-containment to 

concentrate on detailed , slower-paced CSRs aimed at improving levels of effectiveness 

and efficiency of government admi nistrative systems. On the other hand, the World 

Bank (2002) argued that reforming the civi l service is not a goal in its own right. Given 

vested interests that must be confronted, civi l service refo rms must be justified to 

policymakers and the public by their impact on poverty and on the effectiveness of 

government, either directly in terms of service delivery, or indirectly for other socio-

economIc Issues. 

The experience of South African civil service reform showed that the government is 

committed to transforming the state from "an instrument of di scrimination, control and 

domination, to an enabling agency that serves and empowers all the people of the 

country in a fully accountable and transparent way". In order to give effect to the 
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transformation, government has adopted the following vision: "to continually improve 

the lives of the people of South Africa by a transformed public service which is 

representative, coherent, transparent, efficient, effective, accountable and responsive to 

the needs of all" (Mala Singh 2003: 2-3). DAS (1998: 42) outlines the basic values and 

principles governing public administration: "Public administration must be governed by 

the democratic values and principles enshrined in the constitution, including the 

following principles: a high standard of professional ethics must be promoted and 

maintained; efficient, economic and effective use of resources must be promoted;. 

public administration must be development-oriented; services must be provided 

impartially, fairly, equitably and without bias; people's needs must be responded to, 

and the public must be encouraged to participate in policy making; public 

administration must be accountable; transparency must be fostered by providing the 

public with timely, accessible and accurate information." 

2.6.2. Service Delivery Reform 

It is difficult to give a precise definition of services. According to FDRE (200 I: I), 

service is generally any activity undertaken to meet social needs. Public service, 

particularly, refers to those activities of govenunent institutions aimed at satisfying the 

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

directives of the government (ibid). In most of the literature goods or services are 

di vided into public goods and private goods or servIces and defined accordingly 

(Streeten, 1995 cited in Kumera 2006). "Pure" servIces have several distinctive 

characteristics that differentiate them from good and have implications for the manner 

in which they are marketed . These characteristics can be described as intangibility 

(cannot be assessed using any of the physica l senses), inseparability (not separable from 

production) , variabi lity, and inability to own a service-related to its intangibility 

(Palmer 1995: 35-36, cited in Biruk 2007: 29). 
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2.6.2.1. Historical Perspective on Public Service Rcforms Impact on Service 

Delivery 

In Sub-Saharan Africa (SSA), as in other regions of the world, public service reform 

(PSR) has evolved over time. In a general perspective, there h(lve been three waves of 

PSR in the region. However, these are not neatly defined and one notes that there is 

considerable overlap as demonstrated in figure 2.2. In other words, some countries sti ll 

have a pronounced element of the first and/or second wave whi le moving in to the third 

wave in their reform programs (Kiragu 2002). In this perspective, nevertheless, it may 

be generalized that: 

• The first wave covered the decade of mid-1980s to mid-1990s. This has 

been aptly described as the structural reform wave. 

• The second wave was dominant in the late 1990s. Its dominant trait is 

capacity building. 

• The third wave started 111 about 2000, with the particular objective to 

onderline improved service delivery. 

FigUl'e 2.2. Three wans of public service rcfonns in Sub-Saharan Africa 

Service improvement 
wave 

Capacity Building wave 

Structural re form wave 

1980s 1990s 2000 

Source: Kiragu: (2002: 2). Improving Service Delivery through Public Service Reform 
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According to Kiragu (2002), the impetus for this first wave of PSR inthe region, as was 

the case in other developing countries, emerged from the macroeconomic and fiscal 

reforms that were embedded in structural adjustment programs (SAPs) sponsored by 

the World Bank and the IMF. Public service reform then sought to make government 

affordable and lean through cost reduction and containment measures, especially by 

way of rationalizing the machinery of government, divesting non-core operations, 

retrenching redundant staff, removing ghost workers from the payroll, freezing 

employment and adopting measures to control the wage bill and other personnel-based 

expenditures. However, according to DAS (1998), it is clear that the structural PSRPs 

failed to impact positively on service delivery because, firstly, the program 's strategies 

and interventions generally had little or no direct link to improvements in services. 

Secondly, some of the · interventions, such as the freeze in recruitment, directly 

undermined capacity building for service delivery. 

2.6.2.2. Institutional Capacity for Implemcnting SCI"vice 

Dclivcry Reform 

According to Kiragu (2002), 111 the mid-1990s, there was a remarkable shift to a 

broader definition of what capacity building entai led which was accompanied by new 

initiatives in the context of PSRPs. One such ini tiati ve was the UNDP and World Bank­

led donors. "Partnershi p for capacity building·· was the conceptual underpinning for the 

initiatives to shift PSRPs. Focus from cost reduction and cost containment (structural) 

orientation saw that weak capacity was the root problem in the poor delivery of public 

services. The key interventions in this second wave of PSRPs included: enhancing staff 

skill s, improving management systems and structures, restoring .incentives and 

improving pay and improving the wo rk environment. However, the capacity building­

oriented PSRPs did not have any perceptible impact in service delivery in the SSA 

countries . Consequently, morale and discipline in the public service remained low, and 
, 

unethical conduct in ways of bribery and corruption were on the rise. In the 

circumstances, service delivery conti nued to deteriorate in most deve loping countries 

throughout the 1990s. Recognizing thi s trend is at the heart of the recent and ongo ing 

initiatives to des ign the third wave of PSRPs (ibid 2002). 

28 



Challcng¢~ o!'thc Public Servi (;~ IJcli\· ~ry R~I(mll 

Building institutional capacity is one of the remarkable. points in implementing the civil 

service reform in general and service deliver reform programs . in particular. Among 

others, it includes commitment of leadership, accountability, transparency and human 

resource management (Jreisat, 2002; Horton, 1999; Minogue, 1998 cited in Etefa 2006: 

24). In relation to this, the US government focused more clearly on results that would 

follow four basic elements: (I) a clear strategy to transform broad goals in to specific 

objectives; (2) measurement of an agency's success in meeting these objectives; (3) 

broad grants of discretion to managers to design delivery systems to maximize the 

chances of success and (4) a new system for rewarding managers who perform well. 

The United Nations (2002) asserted that good governance has eight major 

characteristics: participatory, consensus-oriented, accountable, transparent, responsive, 

effective and efficient, equitable and inclusive and follows the rule of law. Similarly, 

the World Bank (1996) clearly stated that the questions of honesty and ethical behavior 

have become a major concern for government everywhere; in turn, these produce a 

concern with transparency. More generally, ideas of good governance incorporate 

democratic and participative values, which give greater weight to accountability than 

efficiency, while recognizing that citizens want government to be an efficient tool. In 

developing countries, corruption has been a major issue for some time, and there is 

growing recognition of the costs of corruption to effective and legitimate government. 

Commitment of the leadership is the most decisive factor for the implementation of 

CSR in general and SOP. in particular. One of the most important in any refor~,'l 

environment is the pol itical commitment. For example, in Tanzania, both the 

government and the population recognized the reform as imposed from outside and so 

the reform has failed to obtain foreign support. By contrast, Ghana's sense of 

commitment was reinforced by the fact that its economic program was accepted by the 

international institutions and opened the way for resource inflows (Tsikata 2003 , cited 

in Etefa 2006: 26). 

The work relationship between the pol itical appointees and civi l servants affects SOR. 

Many scholars believe that the sl1100th relationship between political appointees and 

civi l servants enhances the implementation of SOR. In the United States for example, 
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there are too many political appointees In lower and middle management position, 

which create roadblocks to the career paths of civil servants and often frustrates 

effective management. Government needs truly effective political appointees to guide 

and shape policy. It needs strong and effective civil servants to translate that policy into 

action. It needs an effective and smooth connection between them to do the above in 

relation to providing satisfactory public services (Hatry 1983). As the British House of 

Commons Public Administration Select Committee put it in a recent report: 'The civil 

service Carulot be frozen in a mould appropriate to one particular era, but must instead 

constantly change and reform if it is to meet the changing demands of government. .. an 

elegance in relation to process needs to be matched by a robust commitment to 

attaining effective outcomes" (Stephenson 2003: 4). According to Stephenson (2003: 

5), it is clear that 30 years of reform have had a radical and transforming impact on the 

UK civil service. A government paper "Developing 21 st century skills" published in 

March 2001 summarized the changes over the last 30 years as moving from 

organization-centered towards citizen-centered, status quo oriented towards change 

oriented, process-oriented towards results-oriented and monopolistic towards 

competitive. 

2_6.2.3. Service Quality and Client/Customer Satisfaction 

Satisfaction is a person 's feeling of pleasure or di sappointment resulting from 

comparing a product or service 's perceived performance (outcome) in relation to 

his/her expectation (Schutz and Robert 1998 : 203). If perceived performance falls short 

of expectations, the customer is not satisfied. If the performance exceeds expectation, 

the customer is high ly sat isfied or delighted. Customer satisfaction happens when a 

company focuses on quality service and produces real rewards for the company in the 

form of customer loyalty and corporate image (ibid). 

Quality of services comprises the degree to which attributes of the service desired by 

the users are identified and incorporated in the service. Moreover, it comprises the 

degree to which desired leve ls of these attributes are perceived by the user to be 

achieved. Accord ing to Mardick (1995 cited in Biruk 2007: 22), causes of poor quality 

in service include: existence of unski ll ed labor. shortage of labor, the emphasis on 
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efficiency and productivity, low demand and expectation of customers, absence of 

standards and direct usage of customers without taking time to test and the nature of 

service does not tend itse lf to quality control. Service produces intangibles. The quality 

of intangibles is rated by opinion, perceptions, and expectation. The dimensions of 

service quality are tangible facilities, reliability, responsiveness, competence, 

credibility, security, access, communication and understanding the customer to provide 

services according the expectation of customers/clients (Hatry 1983). 

2.6.3. S\vil Service Reform in Ethiopia 

Ethiopia, as part of its general political and economic restructuring programs, IS 

undertaking comprehensive measures to restructure its civil service (Paulos 2001: I). 

According to Office of the Prime Minister of Ethiopia 1994 (cited in ibid 200 l:l 0), 

some of the reasons for taking the civil service reform measures in the country were: 

• The rules and regulations governing the civi l service are outmoded and outdated 

• The civil service is characterized by a general lack of experience in plan 

execution 

• the civil service does not have a structural set up that is amenable to plan 

execution as well as to effecti ve monitori ng and control 

• There is a lack of clearly defined management systems and procedures in the 

management of personnel, finance and property and 

• There was inadequate managerial know-how, lack of standard job classification 

and weaknesses in manpower planning and utilization 

In order to alleviate the above problems of the civil service, the government establi shed 

an inter-ministeri al task fo rce and started the first phase of the reform. BCB for the 

ANRS (2005 : 22-23) states that, the Prime Minister Office '(PMO) set up a Civil 

Service Reform Task Force (CSRTF) to examine the situation of civil senice at all 

levels ()f government in 1994. Although CSR was assumed to be in practice since the 

acceptance of other reforms by the country, the Ethiopian Government officially 

launched the full implementation of CSR in 1996 besides the task force was conducti ng 
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the study. After the task force has accomplished its mission by 2000, the government 

established a MCB in 200 I to coordinate the public sector reforms and to enforce CSR 

in a better way. The objective of civi l service reform in Ethiopia is to improve basic 

problems of the civil service and to support the objectives of development and 

democracy (ibid: 23). The Federal and regional institutions have been implementing 

CSRP in their respective bureaus since 1996. 

The CSRP is being implemented under five sub-programs (Civil Service Reform 

Program Office, MCB 2007: I). These are:-

./ Top management system- which seeks to Improve and strengthen top 

management 

./ Human resource management system-which seeks to improve the governance 

and control of human resources, training and capacity building, merit-based 

recruitment and promotion systems, introduce modern human resource policies 

and procedures and a transparent result-oriented performance appraisal system 

./ Expenditure management and control- whose objective is to improve 

governance and control of public finances and 

./ Ethics sub-program-which seeks to improve accountability and transparenc\ 

with in the civil service and 

./ Service DelivelY and Quality of Service Sub-Program: - whose objective is to 

improve performance and service delivery to the public. 

Accord ing to CSRP office survey report (2007:3) , implementing these sub-programs 

will resu lt in improving the quality and efficiency of government operations at all 

levels, by bringing about: 

(i) Greater accountab ility with in the civil service 

(ii) Efficiency and effectiveness in the use of public resources 

(iii) Improved service delivery to the public and to stakeholders in terms of access. 

responsi veness and cost efticiency 
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(iv) Result-oriented performance management system and 

(v) Ethical conduct among all civil servants 

Of particular importance here is the service delivery reform subprogram which was 

being implemented under the civil service reform program. 

2.6.3.1. Public Service Delivery Reform in Ethiopia ~ 

According to Paulos (2001 : 13), the program is under the Office of the Prime Minister 

and is designed to improve the quality of service provided by public sector employees 

and includes the establishment of a complaint-handling mechanism. The program, by 

the year 2000/1 , would have made civil service institutions follow an appropriate and 

improved system of service delivery so as to give service to the public in an effective, 

efficient, transparent and impartial manner; the employees of the civil service 

institutions have the responsibil ity and obligation to provide quali ty services to the 

public fairly, equitably, honestly, efficiently and effectively. 

The federal government has enacted policies, directions and strategies for the execution 

of reform programs. Among the pol ic ies designed, the first one is the adoption of 

Service delivery policy by FDRE in 200 l. According to the r DRE pub lic servIce 

delivery policy (200 I :5), the major policy directions of service del ivery are: 

• Formulation of mission statements 

• Promoti ng positive attitude towards serving the public 

• Defining eligibility (defining what is expected from clients) 

• Facilitating easy access (one stop shop) 

• Coordinating related services 

• Establishing complai nt handling mechanism 

• Promoting transparency 

• Providing adequate information 
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• Setting service standards 

• Consulting with service users and 

• Providing cost effective services 

To this effect, the federal civil service institutions and the regional states have started 

implementing SDR immediately (BCB for the ANRS 2005: 23). 

The cornerstone of implementing the reforms and improvements made in service 

delivery lies in changing the attitudes and behaviors of all civil servants towards their 

clients and stakeholders. Various tools will be used to achieve this transformation. 

These tools include the development of strategic, operational and action plans; the 

introduction of result-oriented performance appraisal system, the conducting of BPR 

and QW measures and institutionalization of monitoring and evaluation systems to 

measure the attainment of targeted organizational objectives and their respectivc 

performance or service delivery indicators. However, in order to be able to assess 

whether organizations are in fact improving their performance, appropriate service 

delivery indicators and standards must be developed first (CSRP office survey 2007: I). 

Assessment and evaluation in the research process can be misinterpreted by lack of 

agreed criteria for judging policy consequences. This reflects wider problems in Ihc 

evaluation of organizational performance. There are many dimensions of success or 

failure, and many stakeholder groups who place different weights on these dimensions. 

For example, service users may pay primary attenti -::n to service quality and quantity, 

staff in public organizations may be more concerned with how a service is provided 

(including their own working conditions) than with what is provided, and taxpayers are 

likely to place as much emphasis on cost as on effectiveness (Boyne et al 2003: 14). A 

variety of methods can be used , first to assess reforms against the goals of 

policymakers, second for evaluators to use their own criteria to judge the success or 

failure of public management reforms and thirdl y developing evaluati ve criteri a by 

relevant stakeholders. 

However, the country 's human resources and the system itself are central reasons for 

the increasing widespread perceptions of the general public that government agencies 

34 



Challcngc~ oCtile Publ ic S~rv i cc Delivery Rcfonn 

have difficulty in delivering service to the public in a timely and cost-efficient manner. 

The country's workers and managers' work within a system that fails to take further 

advantages of their abilities, fails to enhance those abilities through appropriate 

training, and fails to reorganize and reward their contributions. A common complaint of 

many public employees is the demoralization they experience because of lack of 

appropriate measures or consequences for the small group of workers who fai led to put 

their full effort in their jobs and a corresponding recognition for those who "go extra 

mile" (CSRP office survey 2006). Etefa (2006: 39) underlined that, in Ethiopia, the 

political commitment to reform is often criticized as inadequate; since many institutions 

are lacking visionary leadership; organizations are operating under very poor 

conditions; the staff in many organizations are not consulted and motivated when they 

should be, clients ' interests are not consulted; and the accountability relationship 

between government and public service providers has not been clarified. 

2.7. Exploring Alternative Service Delivery Mechanism 

As indicated in the above theoretical framework, especially in the NPM sub-topic, 

NPM is a dynamic approach adopted by governments to restructure their bureaucracies 

supposedly in order to better provide services to the citizenry. In Ontario. it is also 

referred to as alternative service delivery. It implies that, the concept of NPM is 

relatively similar to alternative service delivery. However, this section shows some 

theoretical concepts of alternative service delivery framework and specific alternatives 

in supporting the theoretical framework of new public management. 

Restructuring is a prominent theme within the core of ideas comprising the new public 

management. Governments have experimented with alternative organizational designs 

because hierarchical, vertically integrated departments have proven too rigid and 

unresponsive in a public sector environment that is increasingly complex, turbulent, and 

demanding. Unbu ndli ng bureaucracy through Alternative Service' Delivery (AS D) is an 

innovative response to the pressure of scarce resources and the public 's insistence on 

improved service (World Bank Group 2008). ASD means different things to different 

people. It is a uniquel y Canadian term that has gained currency as a worldwide 

phenomenon. It has been popu larized under many names and in man y different forms 
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in different countries. Ford and Zussman (1997:6) define ' ASD' as: "a creative and 

dynamic process of public sector restructuring that improves the delivery of services to . 

clients by sharing governance functions with individual, community groups and other 

government entities (World Bank Group 2008). 

Services are delivered both in government institutions and private organizations. 

However, as indicated clearly in the theoretical framework, the delivering of services in 

government institutions is found to be inefficient, ineffective and non-customer focused 

unlike the private organizations. To solve such problems, many scholars forwarded 

alternatives of the service delivery mechanisms besides that of improving public service 

delivery through the civil services. Alternative service delivery entails the pursuit of 

new and appropriate organizational forms and arrangements, including partnerships 

with other levels of government and non-governmental sectors, in order to improve the 

delivery of programs and services. Good and Barry (2003) argued that innovative 

organizational arrangements for delivering government programs and services can 

result in: more cost effective, responsive delivery to citizens, change in organizational 

culture and management practices so that the organization performs more effectively, 

and the granting of greater authority to public sector managers, thus moving decision 

making closer to the point of deli very, to the communities served and to citizens. 

Shah (2005) argued that, alternative service delivery is not one-dimensional. It can 

include privatization as well as reorganization and reengineering of mainstream 

government. It is not just about deficit reduction, devolution, and central agency 

controls. It involves rethinking roles and functions of government organizations. It 

depends heavily on success of a strong public policy foundation, a tradition of sound 

public admi nistration. and on a citizen-centered focus for public services. This 

government reinvention strategy has offered attractive models fo r governments with 

inherent ri sks and challenges. 

2.7.1. Alternative Service Delivery Framework 

ASD without proper regard fo r service characteristics and institutional underpinning is 

risky. There needs to be a threshold test to determine which AS D options might be a 



useful way forward. Researchers need to assess the consequences of alternatives, to 

account for policy imperatives and political variables, and to anticipate managerial 

problems arising from the delivery option selected (World Bank Group 2008). 

Six test questions are suggested. They are based on the framework for program review 

developed by the Treasury Board of Canada Secretariat. Together or individually, they 

lend strategic focus in assessing options and in building ASD into government business 

plans (ibid). 

Table 2.1. Alternative Service Delivery Framework Test Questions 

Strategic focus Test Questions 

Public interest Test Does the program or service continue to serve public interest? 

Role of Government Test Is there a legitimate and nec.essary role for government in their program or 
service? 

Jurisdictional Alignment Test Is the lead responsibility for this program or service assigned to the right 
qovernment jurisdiction? 

External Partnership Test Could, or should, this program or service be provided in whole or in part by the 
private or voluntary sector? 

Business Principles Test If the program or service continues with in the existing government context, how 
could its efficienc~and effectiveness be improved? 

Affordable Test Is the program or service affordable with in fiscal realities? 

SOllrce: World Bank Group. 2008 

These test questions are used to narrow the range of acceptable alternatives. 

2.7.2. Alternatives 

The province of Ontari o In Canada has taken a systematic approach to alternative 

service deli very and has established the following continuum of alternative service 

delivery options (The World Bank group 2008). The major options are: 

Direct DelivelY: Government delivers the service directly through business 

plarUling, focusing on results, cost recovery. getting the best value for the tax 

dollar. and customer service. 

Agencies: GovenU11ent delegates serVice de livery to a scheduled agency 

operating at arm's length from the ongoing operations of government but 

maintains control Over the agency. 
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Devolution: Government transfers responsibility for delivering services to: a) 

other levels of government, b) profit or non-profit organizations that receive 

transfer payments to deliver the service. The province of Ontario has devolved 

responsibilities for municipal property assessment services from the provincial 

government to a municipal corporation. 

Purchase of Service: Government purchases the services under contract from a 

private firm, but retains accountability for the service. This includes contracting 

out and outsourcing of services. 

Partnerships: Government enters into a formal agreement to provide services in 

partnership with other parties where each contributes resources and shares risks 

and rewards. 

Franchising/Licensing: For franchising, the government confers to a private 

firm the right or privilege to sell a product or service in accordance with 

prescribed terms and conditions. For licensing, the government grants a license 

to a private firm to sell a product or services that unlicensed firms are not 

allowed to sell. 

Privatization: Goverrunent sells its assets or its controlling interest in a service 

to a private sector company, but may protect public interest through legislation 

and regulation (ibid). 

38 



Chapter Three: Situational Analysis 

This situational analysis chapter has four major parts. The first deals with background 

of the Ethiopian civil service and is focused on problems and drawbacks of the civil 

service in delivering public services. The second, third and fourth parts address service 

delivery reform in the ANRS; background of Kombolcha and Harbu towns 

respectively. 

3.1. Background of the Ethiopian Civil Service · 

The role of the civil service as an instrument in a country's socio-economic and 

political development is incontestable (Paulos 2001: I). Although the Ethiopian civil 

service has a tradition and experience of serving various governments, it has, until 

recently, given little attention to improving public service delivery. Unfortunately, the 

idea that the civil service exists to serve the public good has been neglected and/or 

misunderstood in Ethiopian institutions (FORE 2000: I). Work practices, orientation 

and attitude of the bureaucratic machinery establi shed and control-oriented government 

policies of" the previous regimes are ill-su ited to the needs of the new policy 

envirolUllent in Ethiopia (ibid). 

Problems and Drawbacks of the Ethiopian Civil Service 

in the Delivery of Services 

The FORE (200 I: 3-5) stated that various studies indicated that several problems 

contributed to poor service delivery in the Ethiopian civil service. The policy cites the 

following major problems: 

• Positive attitude towards public service has not developed to the desired extcnt 

• Insufficient recognition that citizens have rights to receive services from 

government 

• Lack of accountability In civi l servIce institutions for failure to mee t the 

expected performances 
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• Service delivery in many civil service institutions are based on long, time 

consuming, excessively hierarchical organizational structures and obsolete 

management practices 

• Services are in most cases provided in a manner that suits the administrative 

convenience of the providers rather than meet the needs of the recipients 

• Civil service institutions tend to concentrate more on concerns for inputs and 

routine activities than on achieving tangible outputs by way of implementing 

government policies and programs as well as improving services 

• Civil service institutions are sole providers of some services 

• Most of the institutions do not have any formally constituted complaints 

handling mechanisms and information access for service recipients 

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

do not motivate employees to provide quality service and the li ke 

The disorganized and uncoordinated approach both in planning and implementation of 

urban infrastructure and services continues to persist due to the absence of cooperative 

spirit among the actors involved. In addition, the absence of a coordination structure to 

unite and focus the energies of different actors is also a contributory factor in Ethiopian 

low urban service delivery (Loop 2002: 93). 

Similarly. the assessment of Loop (2002: 97) on puhlic service delivery 111 the 

Ethiopian cities concludes the following characteristic features: 

~ An examination of the characteristics of the urban service delivery in urban 

Ethiopia revealed the dominance of the public sector. In most cases, the 

producer and supplier is the very same actor. 

~ Among goverrunent agencies involved in public service production and 

de li very, there is a clear lack of inter-agency coordination and integration. 
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~ Evaluation of the provision of selected urban infrastructure and services showed 

the inadequacy, inefficiency and ineffectiveness of the actors involved in the 

provision and supply. 

~ Infrastructure and services are being provided mainly by government agencies 

but also by private sector and non-governmental organizations (NGOs). These 

actors work however, independently as there is no formal mechanism to 

coordinate and integrate their activities. 

~ One measure that would appear to be an essential condition of reform in the. 

structure of urban service delivery in Ethiopia is the clarification of functional 

responsibi lities between levels of government together with reform in revenue 

assignments. 

~ There is a clear need for greater involvement of the private sector and towards a 

community participation in the provision of urban services. 

According to Minas (2003:126), in most developed countries, the bulk of development 

activity is done not by state administration but by a whole variety of local actors. But, 

in Ethiopia, the idea of local government continuous to hang in the air, state 

administration continues to regard de-concentrated hierarchy as decentralization, which 

it certainly is not. As a result of these and other problems and drawbacks, the civil 

service has so far not been able to effectively carr\' out government policies and 

programs nor organize and deliver cost effective services. 

Improving the performance of municipalities and enhancing the contribution of urban 

centers towards development requires a comprehensive reform to be undertaken. 

According to World Bank (1999 cited in Shewaye 2003: 150), five major conditions 

that should be addressed for municipal reform are : first, there is a need (0 redefine 

municipalities' legal status, ro les, responsibilities and relationships. Second, an efficient 

guideline is required concerning internal organizational structure. job description and 

management procedure for various municipalities and quality of services they provide 

to res idents. Third, a system of fl exible municipal personnel administration, salary scale 

and incentive mechanism has to be introduced. Fourth, municipalities need to provide 
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adequate information to residents and are required to be transparent in their operations. 

Fifth, to enhance the skills, know-how and attitudes of councilors, executives and other 

employees, there is a need to develop and conduct training and staff upgrading on a 

continuous basis. 

3.2. Service Delivery Reform in the Amhara National Regional 

State 

In mid 1998 ANRS took the initiative to undertake a comprehensive study, which 

reviewed the legal status, roles and responsibilities of municipalities. The reform that 

followed the study along with the provision of enabling legal environment and 

institutional framework for municipalities marks the first such effort in the country 

(Shewaye 2003 : 151). 

According to BCB for the ANRS (2005 : I), ANRS is one of the national regional states 

that has started implementing the CSR program in Ethiopia. According to the manual , 

objectives of civil service reform in the regional state are: 

• To establish a civil service who can perform government policies, programs 

and plans efficiently and effectively. 

• To establi sh a civil service who can suPPOtt and implement development and 

good governance. 

• To establish ethical and responsible civil service for the public resources. 

• To create a civil servi::c who is committed to serve the public, not to be served 

by the public. 

• To establish transparent, open, fair and di scipline civil service. 

• To bui ld the capacity of the civil service and to encourage the private sector for 

socio-economic development of the region and the like. 

The Regional Government has enacted and implemented proclamations, rules and 

regulations derived from the federal government since 200112002 for the 

implementation of reform programs. Government organizations of the ANRS design 

strategic plans to reform themselves acco rding to the label and standards of civil service 

reform program. The service delivery reform sub-program was the major focus to 

improve the service delivery mechanisms and to achieve client satisfaction. Municipal 
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services and municipalities are parts of local government institutions, which are the 

focus area to implement the SDR program. The service delivery reform sub-program is 

implemented relatively effectively compared to other civil service reform sub­

programs. Legal conditions for the reform are fulfilled for the implementation of SDR. 

Moreover, awareness creation has started and quick administration actions such as 

direction indicators, vision and mission of institutions, assigning civil service reform 

expert and complaint handling are performed in the regional and local government 

institutions (ibid). 

However, BCB for the ANRS (2005: 28) identified problems encountered while 

implementing the SDR. Some of the problems are: absence of the spirit and attitude of 

public servant in public employees; the right of ci tizens to get services is not well 

understood; absence of clear accountability when government institutions fai l to 

accomplish their responsibility; time consuming and long organizational structures to 

give service; unity of command and the service depend on the convenience of the 

organ ization not on the need of service rec ipients; focused on process rather than 

focusing on results and the interest of employees and organizations to continue with the 

traditional working method by resisting the change in relation to service delivery 

reform. 

To improve the public service delivery in government institutions. the following tasks 

should be implemented with attention (ibid: 18-30): 

I. Service delivery survey to know the status of the implementation of service 

delivery reform. The survey should foc us on the implementation by comparing 

with the standards designed by the pre\ious studies. 

2. Mainta in sustainability and scaling-up the capacity of the SDR program . 

Designing service delivery standards and methods to provide service and to 

control employees. 

3. Design complaint-handling mechani sms. The method and approach of rece iving 

and responding complaints should be based on the regulation of complaint 

handling and the situation of the spec ific organ ization. 
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4. Organize public discussion. Collect opinions from the public about the 

organization in providing services. Improve the service based on the opinion 

survey from the public. 

5. Establi sh mechanisms for experience sharing and incentive. 

The major directions to implement the SDR program include: establish executive body, 

develop awareness of stakeholders, capacity build ing with the allocation of resources, 

employees' participation, research and development in the area of service delivery, 

establishing regional incentive and awarding mechanism and improving public ' 

participation (BCB 2005: 30). In the fo llowing section the background of Kombo lcha 

and Harbu towns in re lation to their legal, institutional and reform measures is 

elucidated. 

3.3. Background of Kombolcha Town 

Kombolcha, which is one of the major urban centers found in South Wollo Zone of the 

ANRS, is one of the few industrial towns in northern Ethiopia. The town is situated 

about 377 ki lometers north of Addis Ababa along the main road to Mekele, and 23 

kilometers southeast of Dessie. A major pan of the ex isting built-up area (including the 

oldest part of the town) lies at the base of chai ns of steep ridges in the east, namely 

Seyo Zhitraro, Meja, Hassen Ager. Irifo , etc, that stretch in the north-south direction 

(NUP! 200 I : 15). 

Before the Italian invasion, the name of Kombolcha town was "Biraro" and the number 

of households living in the area at that time was very small. Kombolcha was founded 

during the Italian occupation in 1935. Adtljinistrati vely the town has a city 

ad ministration status with the surrounding rural population, and is currently divided 

into 11 Kebeles (including six rural Kebeles) , which are separate administrative units 

(ANRS council , proclamat ion No. 91 /2003). Even though the town has expanded into 

five kilometers of the rural area, the rural Kebeles are not incorporated to the master 

plan o f the town. According to the results of the popUlation and housing censuses 

conducted by the Central Statistical Authority (CSA) in 1984 and 1994, the population 

of Kombolcha town was estimated at 18,583 and 39.466 respecti vely (excluding the 
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surrounding rural population), and the size of the population is estimated at about 

115,260 in the year 2008 including the rural population (KMS 2008). 

The town municipality was established in 1942. Excluding the rural areas, the total 

urbanized area of the town is estimated to be around 2,118.11 hectares in 2008 (KMS, 

2008). The first master plan of the town has prepared in 1972 and currently the town 

has a new master plan prepared by NUPI in 200 1. As the growth of the town and 

population was increasing, there was an escalating need for various infrastructure and 

services to be upgraded. Consequently, the municipality provided power supply and . 

postal service in 1962 and 1966 respectively (ibid). 

The current KMS is organized under Kombolcha City Administration based on the 

proclamation No 9112003 of the ANRS council. The municipal service is organized 

with 54 employees and a number of departments/sections. The major departments and 

sections of the municipal service are: general manager office, deputy general manager 

office, town planning and land administration department, design and construction 

department, housing development and administration office, town hygiene and parking 

development office, urban land preparation office, town service organizing and 

coordinating department, reception. plan and program, etc. (KMS 2008). 

A general manager who is accountab le to the mayor of the town leads the municipal 

service. The major services that have been provided by KMS include construct ion 

license issuance, certification of tenure, transfer of ownership, co llateral of properties 

for bank loans and related activities , land provision (for residence, commerce, social 

service and for other purposes) , preparation of design and site plan, certification for 

marriage and birth, slaughter house service, so lid and liquid waste management, 

recreation service, rental house service, information service about property ownership 

and other related issues, park service, provision of miscellaneous services like fire 

protection, street lighting, libraries. public toilets, providing and faci litating basic 

infrastructure services fo r the public etc. Generally, according to proclamation No. 

91/2003 , the municipal service has the power and responsibility to provide more than 

38 types of public services (see Annex I). 
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According to KMS (2008), the VISIOn, miSSIOn, objective and mam task of the 

municipal service focus on public services to achieve reasonable client satisfaction for 

the above mentioned types of services. According to the scope of service delivery 

policy FORE (200 I :6), the federal government is committed to the implementation of 

thi s policy in a ll civil service institutions. The policy is directly given to federal 

ministries, commissions, public authorities and municipal administrations as well as 

other agencies financed from the regular budget of the federal government. The federal 

government attempts to provide necessary support to assist regional states to formulate 

and implement their own policies on service delivery by adapting the contents of thi s 

policy to their specific conditions. Based on this, the ANRS, BCB enacted the policy 

and started implementation for municipal administrations. This policy began being 

implemented through SOR as part of the civi l service reform of the country. The 

implementation of SOR has its own strengths and challenges in these municipalities, 

detailed below. 

3.4. Background of Harbu Town 

The history of the Harbu urban settlement is strongly related with the coming of the 

Italian occupying force to Ethiopia in 1935. Before that time, the area was said to be 

covered by dense jungle and the occupying force establi shed the camp for the highway 

construction workers in the area constructing a bakery called ' Quatro ' near the present 

Harbu river bridge at which time the name of the town was coined after that bakery's 

name (NUP! 1996: I). The town I-larbu is fo unci in the South Wollo Zone of ANRS, in 

Kallu Woreda , 355 kilometers north of Addis Ababa and 43 kilometers southeast of 

Oess ie at 1,600 meters elevation above mean sea leve l. 

Administratively, the town has a lead municipality status under Kallu Woreda 

administration with the surrounding rural population. Currently, the town has one 

Kebele administrative unit (ANRS council. Proclamation No. 9( /2003). Even though 

the town has expanded to the rural area in a two-kilometer radius, the additional area is 

not included to the master plan of the town. According to the resu lt of the population 

and housing census conducted by the Central Statisti cal Authority (CSA) in 1994, the 

popu lation of Harbu town was estimated at 7,419 (excluding the rural population). The 
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Size of the popUlation IS estimated at about 20,197 In 2008, including the rural 

population (I-1M 2008). 

The town municipali ty was established in 1996. The administrative area of the 

municipality during this time was 3 19.90 hectares (NUP! ! 996). The Ministry of Works 

and Urban Development prepared the first master plan of the town in 1995. 

The current municipality of Harbu town is estab lished under Kallu Woreda 

administration with the status of lead municipality. According to the proclamation, lead 

municipalities have a responsibility to manage emerging towns. As a result, Harbu 

municipality is responsible to manage Degan and Gerba emerging towns. The 

municipality is organized with 18 employees and a few departments/sections. The 

major department/sections of the municipality are: general manager office, housing, 

town planning and land administration team, design and construction team, social and 

economic development team and finance and administration team. 

The general manager. who is accountable to the chief administrator of Kallu Woreda, 

leads the municipality. Services that can be given by I-IM are based on proclamation 

NO.9112003 of the ANRS. Even though the scope of services and the power of the 

municipality in dec ision making are limited, the types of services prov ided bv the 

municipality are similar to that of KMS with the exception of coord inating emerging 

towns under HM. Based on the service delivery policy of the country. Be B for the 

ANRS formu lated the po licy and started implementation for municipal administrations. 

This pol icy has begun being implemented through SDR as part of the civil service 

reform of the country. HM is one of the local administralions that started 

implementation the SDR. The implementation of SDR has its own strengths and 

challenges, explored below with comparison to KMS. 

47 



Chapter Four: Presentation and Analysis of Findings 

The previous chapters presented the research methodology, theory of service del ivery 

and service delivery reform, and situational analysis of the study area. This chapter has 

two major parts. The first deals with presents the respondents' characteri stics . The 

second part reveals opinion survey results of the research in the form of tables, graphs 

and analysis of findings based on study response factors. 

4.1. Characteristics of the Respondents 

Understanding the characteristic features of respondents is central to full y assess ing the 

deli very of services based on SDR in these municipalities. The educational background, 

religion, sex and responsibility of respondents deliver a holistic picture of the situation 

on the ground. Their responses can be evaluated based on their level of understanding 

and composition. Specifically, educational background of the staff respondents is used 

to analyze avail ability of trained manpower in these municipalities. Respondents of thi s 

research were stratified into two majo r categories: employees and clients of the 

municipalities. Accordinglv, the sex, educational background and religion of service 

providers (empl oyees) of each municipality is ident ified and presented foll owed by the 

same for customers of the two Illunicipali ties. 

4.1.1. Staff Members 

The research sampling fra me was all employees of both municipa li ties. The staff 

members who responded to the questionnaire in both municipalities we re se lected 

randomly frol11 the municipalities' respective payroll s as all employees have close 

contact with the implementation of SDR in deli vering services for clients. Based on 

thi s, a tota l of 40 questionnaires were di stributed to staff members of the two 

munic ipal ities. 20 each. The rate of return fo r the questionnaire was 88 percent. Table 

4. 1 shows the information gathered as background of the staff respondents. 
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Table 4.1 : The Sex, Religion and Educational Level of Staff Respondents 

Sex Religion Educational Level 
Name of 

Municipality M F T Mus. Chris. Others 0·8 9·12 Dip 
1 ~ degree and 

above 

KMS 10 10 20 8 12 . 1 7 9 3 

HM 9 6 15 7 8 - 1 8 6 -

Total 19 16 35 15 20 - 2 15 15 3 
.-

Source : own survey 

- MUS - Muslim - Chri s - Chri stian 

The sex composition in Table 4.1 shows that, 50 percent of KMS and 60 percent of HM 

of the staff respondents were males and the remaining 50 percent and 40 percent 

respectively were females. This impl ies that both sexes participated in responding to the 

questionnaire about the implementation and challenges of SDR. The other element 

presented in Table 4.1 is the re ligion of the employees. The choice to include 

informants' religious backgrounds was utilized to decipher if their religion made any 

difference in giving publ ic services based on SDR. As one can see from the Table, 60 

percent in KMS and 53 percent in HM werc followers o f Chri sti anity. I-lenee. therc is 

re lati ve uniformity in the evenl y split composition between the two re ligions. 

According to the data in Table 4.1 , 5 1 percent of the respondents have at least diploma 

educational status. 

4.1.2. Background of Client Respondents 

Public organizations such as municipalities are responsible to provide public services in 

a fair and transparent way. One of the underl ying causes of service delivery reform in 

the country in general and in the two municipali ties in particular is to achieve the 

sati sfaction o f clients. Based on thi s objecti ve. the research has targeted to identify 

whether the service deli very reform undertaken in the two municipa liti es has sati sfi ed 

the needs o f clients Icustomers or not and thus level of educatio n is taken to be an 

independent variable used to gauge if its vari ance bears on service deli very. 
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Table 4.2: The Sex, Religion and Educational Level of Clients for KMS 

Sex Religion Educational Level 
OJ 
OJ 

~ '" ""> Respondents OJ 0 
".:0 en 

en ~ co en .;:: OJ N .s::: -c ::I .s::: <0 ~ ;;; <: :;: u. I- :;: u 0 6 a, ri. ~ co 
;::; 

Investors 8 2 10 5 5 . 1 5 3 1 

Employees of other -

organizations 25 1 26 13 13 1 8 9 8 

Youth 13 2 15 1 14 - 1 6 7 1 

Unemployed -

persons 
6 3 9 4 5 2 3 1 3 

Farmers 8 2 10 10 0 - 9 1 0 0 

Total 60 10 70 33 37 - 14 23 20 13 

Source: own survey - MUS ~ Muslim Chris ~ Christian 

The research placed heightened emphasis on clicnts' opinions to analyze the chall enges 

encountered in implementing the service delivery reform. as they are the targets of the 

municipalities' works. To this effect, 80 clients for each municipality were se lected to 

participate in responding to the questionnaire, which makes the total target number of 

cl ients 160 fo r both municipalities. The overall rate of return for the quest ionnaire was 

92 percent, 88 percent for KMS and 96 percent for I-1M. These respondents were 

stratified into fi ve categories: investors, employees of other organi zati ons. youth , 

farmers and un-employed persons. Various groups of clients are assumed to seek 

different services in their respective capacities. Thus the categorization aids in analysis 

of the actual situation in implementing the SDR by providing specificity. 
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Table 4.3: Sex, Religion and E ducation Level of C lients for HM 

Sex ReliQion Educational Level 

Respondents 
M F T Mus. Chris. Others 0-8 . 9-12 Dip . 

1st degree& 

above 

Investors 7 0 7 6 1 - 3 4 - -

Employees of other 
organizations 

19 11 30 20 10 - 4 15 7 4 

Youth 10 5 15 9 6 - 4 9 2 - --_.-

Unemployed 
persons 

14 1 15 12 2 1 1 12 - 2 

Farmers 10 0 10 9 1 - 4 5 1 -

Total 60 17 77 56 20 1 16 45 10 6 _._- -
Source: Own survey - MUS - Muslim, Chris - Chri stian 

As can be seen in Tab le 4.2 and 4.3 , among the client respondents 88 percent of KMS 

and 78 percent of HM were males while the remaining 14 percent and 22 percent 

respective ly were females. The responses fro m HM demonstrate there we re no female 

respondents in the category of investors and fa rmers. Generall y, the pa rt icipation of 

fe males in respond ing this questionnaire was relatively low. Regarding religion of 

clients, 73 percent of HM and 47 percent of KMS were Muslims and the re maining 27 

and 53 percent respecti ve ly were Chri stian. With respect to educati onal status. 47 

percent and 2 1 percent of cl ient respondents from KMS and HM respective ly have 

diploma or above. Thus. most of the client respondents hold relati" ely low levels of 

educational qualificati ons. These background findings will be brought to bear on the 

status of cl ients' sati sfac tion in relation to the implementati on of SD R in these 

municipalities. 
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4.1.3. Background ofIntcrvicwccs 

Primary data is the predominant information used in this research. This' primary data 

was collected through closed-ended questionnaire co llected from clients and employees 

of the two municipalities. In addition to the employees' and clients ' questionnaire 

responses, the researcher has conducted interviews with four civi l service reform 

experts and four clients of the two municipalities. Clients were selected randomly; 

however, civil service reform experts were selected purposely according to their strong 

relationship to SDR. All the experts interviewed in each municipality were males since 

no female expert participating in SDR in both municipalities existed. The four experts 

were drawn from the capacity building office of Kallu Woreda, HM and the other two 

were from KMS. Two of the clients interviewed were female respondents and the 

remaining were males. These client interviewees were equally divided into two for each 

municipality. Generally, there were 8 interviewees in this study. The data gathered 

through interviews was helpful to fill the gap when the structured questiOlmaire was 

insufficient to obtain specific important information in relation to the implementation 

and challenges of SDR in the two municipalities. Hence, the analysis is not done 

independently for the data gathered through interview. 

To summari ze. among 200 targeted sample respondents of the closed-ended 

questionnaire. 182 respondents (91 percent) responded to the study. In addition to the 

participation of different stratified clients and employees, the rate of return for the 

questionnaire was satisfactory. To complement the data gathered through the 

questionnaire. the researcher has interviewed four civi l service reform experts and four 

clients. The findings from those respondents will be discussed in the data below 111 

relation to the implementation and challenges of SDR in KMS and HM. 
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4.2. Opinion Survey Results and Analysis of Findings 

This section discusses and analyzes the opinion survey resuits presented In each 

section. The analysis is based on the response factors in relation to implementation and 

challenges of service delivery reform in these municipalities. It is classified into four 

important sub-topics, which can again be sub-divided into their subsequent sub­

sections. 

The first sub-topic is the introduction of the section. It explains the theoretical concept 

about how to evaluate the performance of reforms. The second analyzes the enabling 

environment of SDR in these municipalities. The third sub-topic deals with the 

achievements of SDR by measuring the satisfaction of clients in relation with the 

yardsticks of SDR and serv ice delivery policy of the country. The final section analyzes 

the challenges encountered in the ongoing SDR in KMS and HM. To diagnose and 

articu late the challenges, it is classified into challenges related to institutional capacity 

of the municipalities, challenges related with the attitude and ethical behavior of 

officials and employees of the municipali ties and challenges related with external 

factors. 

Analysis and evaluation in the research process faces the danger of misinterpretation by 

lack of agreed criteria for judging policy consequences. This reflects \I'ider problems in 

the evaluation of organizational-performance. There are many dimensions of success or 

fail ure. and many stakeholder groups who place different weights on these dimensions. 

For example. service users may give attention to service quality and quantity; staff in 

public organizations may be more concerned with how a service is provided (including 

their own worki ng conditions) than with what is provided; and taxpayers are li kely to 

place as much emphasis on cost effect iveness (Boyne et al 2003: 14). A vari ety of 

methods can be employed, first to assess reforms aga inst the goa ls of policymakers, 

. second evaluators to use their own criteria to judge the success or fa ilure of public 

management reforms and third to develop eva luative criteria by relevant stakeholders. 

The public se rvice deli very in municipalities has a number of stakeholders. Measuring 

and evaluati ng the performance of municipa li ties accord ing to service delivery reform 
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is not an easy task due to its subjective nature. The major criterion to evaluate the 

achievements and challenges of service delivery reform in KMS and ' HM are the 

service delivery policy directions of FORE. Theoreti cal concepts like public sector 

governance, new public management, civil service reform and alternative service 

deli very mechanisms raised in the literature discussion are used to evaluate and analyze 

the data presented in each section of this chapter. In the analysis, personal observations 

of the researcher and concepts related with the implementation and challenges of SOR 

in these municipalities are incorporated. 

The respondents have rated each of the response fac tors on a five-point Likert scale, 

with 'A' being "strongly agree", ' B ' as "agree", 'c' being "undecided", '0' being 

"disagree" and ' E' representing "strongly disagree". This simplified strategy of scaling 

is utili zed to assess the extent to which SOR objectives are achieved. The data 

discussion focuses on the highest frequencies ind icated in the responses. This does not 

mean that smaller rates do not have any significance to assess the achievements and 

challenges, but concentration on the relatively frequent ratings is thought to capture 

prevailing sentiments. Moreover, the di scuss ion categorizes "strongly agree" and 

"agree" together, and "strongly disagree" and "disagree" as one, to quanti fy genera ll y 

negative/posi tive perceptions. Based on thi s, respondents have been categorized into 

staff respondents and client respondents. 

4.2.1. Survey Results and Analysis of Enabling Environment for 
Service Delivery Reform 

SOR includes preparation activities to create recepti ve conditions for the 

implementation of the reform. Some of the preconditions are allocation of budget, 

assigning trained manpower and offices, awareness creation, performing BPR and 

strateg ic plan ning and management, organi zing one stop shop service deli very 

mechanisms and establishing information access for clients. 

Accordi ng to Table 4.4 a, 50 percent of KMS and 80 percent of HM have rated the 

absence of enough budge t and suitable o ffi ces in the municipal ities. Trai ned manpower 

was rated high " 'il h 75 percent fo r KMS and low with 27 percent for HM. Awareness 

creation received low attention with 25 percent for KMS and 40 percent fo r HM. 
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Table 4.4 a: Staff Respondents Rating on Preparation for the Implementation of 

SDR 

Necessary conditions for the 
Implementation of SDR 

Enough budget has been allocated for the 
reform imDlementation 
Trained man Dower has assiqned 
Staff and clients have awareness on SDR 

Business process reengineering has been 
performed 

One stop shop service delivery system has 
imDlemented 
Clients can get timely information from the 
municiDalitv 
Source: Own survey 

SA=strongly agree 

disagree 

A=agree 

% of respondents of each municipality 
KMS HM 

SA A U DA SDA SA A U DA 

20 20 10 30 20 0 13 7 53 
45 30 5 15 5 7 20 0 60 

10 15 25 30 20 0 40 27 33 

10 20 20 45 5 0 27 13 60 

10 20 5 25 40 10 10 20 40 

20 60 0 20 0 27 40 13 10 

U=undecided DA=disagree SDA=strongly 

BPR and strategic planning and management were rated low in both municipalities. 

One stop shop service delivery system was not undertaken in the two municipalities. 

Getting accurate and timely information has been rated 80 percent for KMS and 67 

percent for HM. It indicates the availabili ty of written information about service flow 

and what is expected from clients around the municipalities ' office. 

The first part of the questionna ire gave emphas is for awareness creation about SDR and 

in formation access for cl ients and stakeholders. The clients have rated the institutional 

achievements on awareness creation about SDR positively with 41 percent (22 clients) 

for KMS and 3 1 percent (24 clients) for HM. 
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Figure 4.1: Customers' Information Access with the Service Delivery 

35 
30 J...i-----j 

IOKMSI 
s:J HM 

Strongly 
agree 

Agree Undecided Disagree 

Source: Own Computation 

Strongly 
disagree 

Clients have information access because service flow indicators and what is expected 

from clients is written on the board in the municipality and from the information desk. 

Customers need information to get proper services from mun;cipalities. The 

information access depends on the transparency of the organization in delivering 

services. As can be seen from the bar chart (Figure 4.1), among the total respondents, 7 

(10 percent) strongly agreed and 35 (50 percent) agreed about the availability of 

information access in KMS. Similarly, among the total respondents of HM, 17 (22 

percent) strongly agreed and 24 (31 percent) agreed that information access in the 

municipality was sufficient for clients. 

The practices of civil service reform of developed countries have been transferred to 

many developing countries, including Ethiopia. Motives and expectation for civil 

service reform vary from country to country over the years. The motivations were 

based on making the role of government smaller at all levels and encouraging private 

sector participation. 

KMS and HM have begun undertaking the CSR to resolve the problems encountered by 

the civil services of the municipalities. In so doing, these executive bodies of the local 
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government have been assigned to carry out the CSR program with their own specific 

objectives based on the services they provide to clients/customers. Though the five 

branches of CSR have been introduced in these municipalities, the municipalities have 

given priority mainly to service delivery where large services are provided to change 

the previously held bad image of the municipalities. Moreover, giving priority to 

service delivery enables concentration on efficiency achievement, promoting positive 

attitudes amongst employees towards serving the public, establishing complaint 

handling mechanisms, providing adequate information to clients. creating consultation 

with service users, setting service standards and establishing transparency through a 

one stop shop and other mechanisms. 

To undertake SDR enabling conditions must be fulfilled. According to the opinion 

survey results, KMS and HM have designed their strategic plan. Based on the 

objectives, directions and strategies, the municipalities have given priority to 

implement SDR in their respective areas in order to improve the quality and efficiency 

of service delivery performance. Accordingly, KMS planned to implement the service 

deli very reform within the department of town planning and land administration. 

However, the implementation of the reform was not entirely smooth due to lack of clear 

directions and other related problems. One of the major problems is that both KMS and 

HM have not implemented BPR. That means the reorganization of jobs and the staff 

was not performed. It implies that one of the basic preconditions for SDR is not 

fulfill ed. According to Belete (2006:6), even though a lot of reform has occurred within 

the bureaucracy (decentrali zation, downsizing, etc. to reduce the costs of bureaucracy) 

these traditional ways of doing business cannot respond the need of fl ex ibility, 

respons iveness process and customer focus within the new world. However, business 

process reengineering could enable organization the system to be responsive. flexible 

and customer focused. But, the SDR of KMS and HM is not supported by BPR. As a 

result. their reforms to improve public service delivery do not have the concept of 

fundamental rethinking and do not show any radical redesign of business processes to 

achieve dramatic improvement in performances such as cost, quality. service level and 

speed. 
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To implement SDR, both strategies designed by the government and the service 

delivery policy directions of the country emphasized the utilization of "one SlOp shop" 

service delivery mechanism. As can be seen from the experience of other organizations 

li ke banks, the working environment created for such a system has meaningfu l 

advantages. It helps the customers not to be fo rced to access all doors of officials, but 

rather services are delivered in one place within a short period of time, making all 

employees accountable, practicing genuine transparency, saving money, particularl y for 

clients/customers, reducing con'uption, making supervisors able to identify responsible 

workers from non-responsible and the li ke . However, as the majority of employees, 

offi cials and client respondents agreed, KMS and HM have not begun one stop shop 

service delivery as of April 2008. But many services under the department of town 

planning and land administration, design and construction and some other sections need 

sequential service flow under one stop shop service delivery mechanisms. From thi s 

one can understand that cl ients of both municipalities have fai led to capture the 

advantages of one stop shop mechanisms. 

Allocations of suffic ient budgets and assignment of trained manpower have a 

signi fican t role fo r the implementation of SDR. As most of client and staff respondents 

agreed, these preconditions or enabling environments have been relative ly fulfi ll ed in 

KMS. It implies that budget and trained manpower cannot be reaso ns fo r the fa ilure of 

SDR implementation. The civil service reform expert has been provided working 

fac ilities. 

On the contrary, HM does not fulfill these precond itions. There is no civil service 

reform expert. Instead, the capacity building office of Kall u Woreda supports the 

municipali ty by quarterl y supervision. Moreover. adequate budget and offi ces to 

coordinate the implementation of SDR are not fulfilled fo r the municipality. 

Info rmation access depends on the transparency of the organization in deli vering 

sen ·ices. Two of the I I directions of the public service deli very policy of the country 

are defi ni ng el igibility and prov idi ng adequate information for clients. Providing 

adequate information includes : providing complete. real and timely in formation about 

the se rvices that can be provided by the organization. selecti ng information distribution 
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mechanisms such as radio, television, pamphlets etc. and creating awareness about the 

service provided by the organization. Defining eligibili ty includes types of services, 

what is expected Ito be fulfilled from clients to get the desired service. For example fee 

and obligations of clients/customers should be clear for service receivers (BeB of 

ANRS 2005: 46-47). 

Accordingly, the questionnaire was designed to assess the implementation of the 

service delivery sub-program, particularly implementation of quick administrative 

actions (quick win) and other information access such as organizing the information 

desk in these municipalities. Quality service delivery requires appropriate channels for 

information dissemination and communication. The study sought to determine the 

knowledge level of staff and clients about the means by which the respective 

municipalities communicated and disseminated information to clients and the 

effectiveness of the various chamlels of communications. As depicted in data 

presentation sections, clients have information access because service flow indicators 

and what is expected from clients have been written on the board in the municipalities. 

Most client and staff respondents agreed that information access has been achieved for 

clients due to the implementation of service delivery reform. 

Some means of communications utili zed were wall charts, di splays, and notice boards. 

Moreover. KMS has organized a reception room to facilitate information access and to 

handle problems of clients in relation with services provided by the municipality. Even 

though the above information access has been establi shed, nearly one-fourth of the 

client and staff respondents are not aware whether or not a particular communication 

was used or they didn ' t consider it as common and best means of communication. 

Moreover. transparency problems exist in the area of land provision and other basic 

municipal services. Hence, clients seek information pertaining to when and how the 

land can be provided, the reason for the delay of services and the like. 

The reform measures generally compri se a large number of activities whose 

implementation involves many parties - indi vidual s, groups, institutions, ministries and 

di visions. They al so call for new initiatives, collaboration and high-level coordination 

as well as tremendous amounts of work (Paulos, 200 I ). 
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[n Eth iopia, the paIticipation of different stakeholders such as civi l servants, general 

public, private sector and other groups in SDR is very limited. · As a result, the 

awareness of officials, employees and clients about SDR is insufficient. Most of the 

staff and client respondents indicated that the ri ght and obligation of service providers 

and service receivers is not understood. In every research question in this study at least 

one-fourth of the respondents responded as undecided. [t implies that the performance 

of awareness creation through training, media and practices about SDR has not been 

undertaken sufficiently. 

To summarize, though the implementation status differs, both developed and ' 

developing countries of the world are undertaking civil service reforms. SDR is one of 

the sub-programs countries have given emphasis in the quest to improve public service 

delivery. Fulfilling various complex preconditions for SDR helps create success of the 

reform. In most developing countries like Ethiopia reform measures usually failed due 

to lack of fulfilling necessary conditions such as the absence of well developed 

bureaucratic structure, lack of proper participation by key stakeholders, attitudinal 

problems and lack of transparency. In the study area, KMS and HM started 

implementation of SDR in the absence of necessary conditions. FUl1her, the reform 

started with the absence of well-trained manpower (espec ially in HM) and BPR is not 

undertaken. Awareness creation and one stop shop service deli\'ery mechanisms are not 

adeq uately implemented. Even though the municipalities have attempted to establish 

information access for their clients, the other basic necessary conditions are not 

ful tilled. 

4.2.2. Opinion Survey Results and Analysis on Achievements of 
Service Delivery Reform 

According to table 4.4 b, service standard and its implementation was rated as average 

in KMS and low in HM. Land administration, design and construction departments and 

general manager were deemed low quality and de layed service providers with 70 

percent for KMS and 60 percent for HM. 
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Table 4.4 b: Staff Respondents Rating on Achievements Reflected in the 

Institutions 

reflected the 
% of respondents of each municipal ity 

Achievements upon KMS HM 
institutions 

SA A U OA SOA SA A U 

Service standard has prepared and 
properly implemented 20 30 5 45 0 0 47 13 
Services have been provided according 
to the allotted time 15 25 15 15 30 0 67 6 

SDR decentralized important services to 
departments and Kebeles 45 45 5 5 0 13 40 13 

SDR outsourced important services 15 30 20 35 0 0 33 13 
The organization structure helps to 
provide quality and fast service 20 10 25 40 5 0 53 13 
SDR increased revenue and reduced 
cost 5 20 25 45 5 0 27 7 
The fee paid for the municipality is 
reasonable 35 15 10 10 30 7 60 7 
SDR increased clients satisfaction 30 30 10 30 0 0 13 7 
Complaint handling mechanism is 
organized and serve properly 15 60 10 15 0 13 47 20 
Clients opinion can get decision 5 15 20 50 10 7 46 13 
Client satisfaction survey has been 
undertaken 5 15 20 40 20 7 33 13 
Resul t oriented work evaluation IS 

practically observed 30 30 5 30 5 37 50 0 
Source: Own survey 

OA 

40 

20 

27 

54 

34 

60 

20 
67 

20 
34 

40 

13 

SA=strongly agree A=agree U=undecided DA=disagree SDA=strongly 
disagree 

Decentralization of important services to departments, sections and Kebele was 

pos itively responded with 90 percent for KMS and 53 percent for HM. This reveals that 

KMS delegated departments with decision-making power in providing some important 

services. According to staff respondents, outsourcing of services that can be given by 

the private sector has not been implemented properly in both municipalities. Most 

respondents cited slaughterhouse and hygiene services as possessing potential to be 

decentralized or outsourced to the private sector with 90 percent response for both 

municipalities. The current organization structure of the two municipalities to provide 

quality and fas t service was rated low with 30 percent for KMS and 53 percent for HM. 
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Regarding increased revenue and reduced cost, SDR has an insignificant role as rated 

by respondents with 25 percent and 27 for KMS and HM respectively. The other 

services like the fee paid for the services provided, clients' sati sfaction and the practice 

of complaint handling mechanism were rated as 50, 60 and 75 percent for KMS and 66, 

13 and 60 percent for HM respectively. Regarding giving value for clients ' opinions by 

taking decision and undertaking clients' sati sfaction survey, respondents rated as low 

with 20 and 20 percent for KMS and 53 and 40 percent for HM respectively. The 

existence of result-oriented work eva luation in the two organizations is strong with 60 

and 87 percent for KMS and HM respecti vely. 

As can be seen from Table 4.4 C, from the total number of 20 for KMS and 15 for HM 

staff respondents, 55 percent and 87 percent for KMS and HM respectively positively 

responded to the increase of employees' responsibi li ty and accountability. Other factors 

like decl ined absenteeism, riding of wasting of resources and declined malpractices, 

were agreed with by 45 and 45 percent for KMS and 73 and 93 percent fo r HM 

respectively. Concerning employees ' public servant attitude/feeling, staff responded by 

rating 35 percent for KMS and 53 percent for HM. The remaining four, namely, 

officials' confidence in decision-making, attention to customers needs, good 

relationship with employees and effectiveness and effic iency of officials were indicated 

as agreed with 30, 80, 55 and 50 percent for KMS and 53, 47, 60 and 27 for I-1M as 

the ir respective settings. 
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Table 4.4c: Staff Respondents Rating on Achievements Reflected upon Officials 

and Employees 

Achievement reflected up on officials 

and employees 

Workers increasingly become 

responsible and accountable 

Absenteeism, indiscipline and wasting of 

resources of workers progressively 

declined 

Malpractices such as nepotism, bribe, 

fraud and other improper practices 

declined basically 

Employees feeling as public servant 

increased and clients are witness for that 

The SDR enabled officials to give 

decisions in confidence than before 

Leaders have given attention towards 

customer focused services than before 

the SDR 

Leaders began creating good 

relationship with workers 

Officials are becoming effective and 

efficient 

Source : Own computation 

SA~strongly agree 

disagree 

A=agree 

% of respondents of each municipality 

KMS HM 

SA A U DA sM SA A U DA 

25 30 15 20 10 5 82 13 0 

15 30 5 35 15 5 68 7 15 

15 30 25 25 5 0 93 7 0 

20 15 15 40 10 0 53 33 14 

15 15 20 30 20 0 53 13 34 

20 60 10 5 5 5 42 7 35 

20 35 20 5 20 10 50 20 15 

15 35 20 30 0 0 27 13 40 

U~undecided o A ~disagree SDA~strong ly 
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Table 4.5 a: Client Respondents Rating on Achievements of SDR Reflected upon 

the Institution of KMS 

Achievement reflected 
Respondents of the Municipality 

No SA A U DA upon the institutions 
count % Count % count % count % 

1 Service standard has 
prepared and implemented 6 9 22 31 15 21 21 30 

2 Services have been 
provided according to the 7 10 24 34 7 10 23 33 
allotted time 

3 SDR decentralized important 
services to departments and 7 10 32 46 15 21 12 17 
Kebeles 

4 SDR out-sourced important 
services 7 10 18 26 19 27 20 29 

5 The organization structure 
helps to provide quality and 
fast service 4 6 26 37 14 20 18 26 

6 SDR increased revenue and 
reduced cost 5 7 21 30 26 37 15 21 

7 The fee paid is reasonable 14 20 24 34 17 24 15 22 
8 Clients opinion can get 

decision 7 10 10 14 19 27 25 36 
9 Client satisfaction survey 

has been undertaken 5 7 17 24 13 19 27 39 
10 Result-oriented evaluation is 

oracticaliv observed 6 9 27 38 18 26 14 20 

SOA 

count 

6 

9 

4 

6 

8 

3 
0 

9 

8 

5 
Source: Own survey 

SA=strongly agree A=agree U=undecidcd DA=disagree SDA=strongly 

di sagree 
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According to Table 4.5 a. and 4.5 b, service standard and its implementation were rated 

as agreed by 40 percent and 16 percent for KMS and HM respectively. Decentralization 

and outsourcing of important services to concerned stakeholders have been rated as 

agreed by 46 and 36 percent for KMS and 43 and 39 percent for HM respectively. As 

can be seen from the table, quality service of the organization structure, the impact of 

SDR to reduce cost and to increase revenue of the municipality and the reasonableness 

of the fee paid for the services provided by the municipality were rated as disagreed by 

the majority of the client respondents. 

Similarly, respondents have negatively rated the achievements reflected on the 

institutions concerning clients' opinion, clients' satisfaction survey and result-oriented 

work evaluation of the two municipalities. As a result, clients' opinion collected by 

different methods can see that decisions and solutions from concerned bodies was 

positively responded with 24 percent for KMS and 8 percent for HM. Most of 

respondents (above 50 percent) responded that there was no client satisfaction survey in 

both municipalities. The format to evaluate employees and officials based on their 

performances have been developed and implemented. However, from the view of 

service receivers, officials and employees are not evaluated according to their produced 

results in delivering public services. 
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Table 4.5 b: Client Respondents Rating on Achievements of SDR Reflected upon 

the Institution of HM 

Respondents of the Municipality 

No 
Achievement reflected 

SA A U DA upon the institutions SDA 

count % Count % Count % count % count 

1 Service standard has 
prepared and 
implemented 3 

2 Services have been 
provided according to the 

7 allotted time 

3 SDR decentralized 
important services to 

6 departments and Kebeles 

4 SDR out-sourced 10 
important services 

5 The organization structure 
helps to provide quality 

4 and fast service 

6 SDR increased revenue 9 
and reduced cost 

7 The fee paid is 4 
)---

reasonable 

8 Clients opinion can get 0 
decision 

9 Client satisfaction survey 
has been undertaken 

3 

10 Result-oriented evaluation 
is practically observed 

6 

Source: Own survey 

SA=strongly agree 

di sagree 

A=agree 

4 9 12 15 19 42 55 8 

9 18 23 13 17 24 31 15 

8 27 35 7 9 28 36 9 

13 20 26 10 13 23 30 14 

5 15 20 9 11 32 42 17 

12 14 18 27 35 22 29 5 

5 28 37 19 24 21 27 5 

0 6 8 21 27 31 40 19 

4 9 12 14 18 25 32 26 

8 15 19 29 38 21 27 6 

U=undecided DA=disagree SDA=strongly 

Customer sati sfaction depends on the extcnllo \\hi ch customers' expectations about the 

serv ice are fulfill ed . Customer expectati ons are not stati c but continuously change. The 
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following bar chart (Figure 4.2) shows the degree to which customers are satisfied with 

the services provided by these municipalities. The details of the satisfaction of the 

service that the respondents got from these municipalities are presented for each 

municipality as follows. 

Figure 4.2: Customers' Satisfaction with Service Delivery of These Municipalities 

1 ".U----

10 

5 

o 
Strongly 

agree 
Agree Undecided Disagree 

Source: Own Computation 

Strongly 
disagree 

Customers are satisfied in the delivery of land, infrastructure, different licenses and 

other municipal services. 

Kombolcha Municipal Service 

Regarding service delivery, out of the total client respondents, 10 (14 percent) and 23 

(33 percent) respondents strongly agreed and agreed respectively while 6 (9 percent) 

and 25 (36 percent) respondents negatively responded very high and high respectively. 

Harbu Municipality 

Regarding service delivery, out of the total client respondents, 7 (9 percent) and 9 (12 

percent) respondents responded with strongly agree and agree respectively. Conversely, 

22 (29 percent) and 25 (32 percent) respondents responded with strongly disagree and 

disagree. It implies that more than 60 percent of client respondents were dissatisfied by 

the services delivered. 

67 



Figure 4.3: Complaint Handling with Service Delivery of These Municipalities 

Bar chart 

Strongly 
agree 

Agree Undecided Disagree 

Source: Own Computation 

Strongly 
disagree 

Complaints handling mechanisms has been organized and serve properly for clients. 

I~KMSI 
II.::J HM 

As shown in the above bar chart (figure 4.3), most of the respondents, 44 (57 percent) 

of HM and 31 (44 percent) of KMS strongly disagreed or disagreed with the 

availability and proper service of complaint handling mechanisms. A smaller share, 24 

(31 percent) of HM and 23 (32 percent) of KMS respondents, responded with strongly 

agree or agree about the availability of complaint handling mechanisms and its proper 

service. 

Human resources are vital to achieve organizational objectives as effective and efficient 

use of all other resources depends on the proper coordination and management of 

human resources. Employees and officials of these municipalities play an invaluable 

role for the implementation of SDR. In a similar manner, respondents have rated the 

achievements reflected on employees and officials as follows (Table 4.5 c and 4.5 d). 

Workers' responsibility and accountability was indicated as low with 44 percent for 

KMS and 30 percent for HM. Decline of absenteeism, lack of discipline and wasting 
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resources of employees were rated as average wi th 54 percent for KMS and 56 percent 

for HM. Regarding reduction of malpractices such as nepotism, bribe, fraud and other 

improper practices, respondents rated them as very low with 34 percent for KMS and 

26 percent for HM. Similarly, employees lack proper assumption of the role of public 

servant. 

Table 4.5 c: Client Respondents of KMS Rating on Achievements Reflected upon 
Orf . IdE I ICla s an <m oyccs 

Respondents of the Municipality 

No 
Achievement reflected upon 

SA A U DA officials & employees 
Count % count % count % count % count 

1 Workers increasingly become 
responsible and accountable 4 6 27 38 12 17 20 29 7 

2 Absenteeism, indiscipline and 
wasting of resources of workers 

10 14 28 40 11 16 14 20 7 
declined 

3 Malpractices such as nepotism, 
bribe, fraud and other improper 
Dractices declined basically 

6 9 18 25 13 19 19 27 14 

4 Employees feeling as public 
servant increased & clients are 

6 9 15 21 15 21 25 36 9 
witness for that 

5 The SDR enabled officials to 
give decisions on confidence 

6 9 26 37 13 19 18 26 7 
than before 

6 Leaders have given attention 
towards customer·focused 7 10 29 41 11 16 17 24 6 
services than before the SDR 

7 Leaders began creating good 
relationship with workers 

14 20 20 29 19 27 11 16 6 

8 Officials are becoming effective 
and efficient 

10 14 1 ~~ 26 13 19 23 33 6 

Source : Own survey , 
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Table 4.5 d: Client Respondents ofHM Rating on Achievements Reflected upon 

Officials and Employees 

Achievement reflected upon 
Respondents of the Municipality 

SA A U DA 
officia ls and employees 

SDA 

Count % Count % Count % Count % Count % 

Workers increasingly become 

responsible and accountable 4 5 19 25 14 18 26 34 14 

Absenteeism, indiscipline and 

wasting of resources of workers 7 9 36 47 9 12 20 26 5 
declined 

Malpractices such as nepotism, 

bribe, fraud and other improper 5 6 15 20 16 21 25 32 16 
practices declined basically 

Employees feeling as public 

servant increased & clients are 7 9 14 14 16 21 26 34 17 
witness for that 

The SDR enabled officials to 

give decisions on confidence 4 5 23 30 20 26 23 30 7 
than before 

Leaders have given attention 

towards customer-focused 3 4 27 35 16 21 24 31 7 
services than before the SDR 

Leaders began creating good 

relationship with workers 5 6 28 37 24 31 14 18 6 
-~ 

Officials are becoming effective 

and efficient 4 5 11 14 24 31 33 43 5 

Source: Own survey 

Regarding officials/leaders confidence in decision-making, attention towards customer­

focused services, creating good relationships with workers and their efficiency and 

effectiveness, respondents rated them as low with 46, 51, 49 and 40 percent for KMS 

respectively and 35 , 39, 43 and 19 percent for HM respectively. This implies that 
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officials are not in a proper position to transform themselves as well as the organization 

accord ing to the objectives of SOR. 

As indicated in the CSRP office, MCB (2007 :1), the objective ofSOR in Ethiopia is to 

improve performance and service delivery to the public. It is expected that the reform 

will have made civil service institutions follow an appropriate and improved system of 

service delivery so as to give service to the public in an effective, efficient, transparent 

and impartial mmmer. Moreover, the employees of the civil service institutions have the 

responsibility and obligation to provide quality service to the public fairly, e quitably, 

honestly, efficiently and effectively. To achieve this objective the government enacted 

service delivery policy and implemented starting from ministries down to the local 

municipal administrations. In realizing this, the municipal service of KMS and HM has 

invested their resources to achieve the objective of the reform program. The opinion 

and view of staff and client respondents as well as observation of the researcher is 

incorporated in the analysis. 

Theory presents potential effic iency gains as a major reason why governments should 

decentralize. An important rationale for establishing a decentralized government is to 

improve economic effic iency. The argument is that local governments not only are 

more likely than higher-level government officials to provide the right services. but also 

are more likel y to provide these services in the right way. But not all local governments 

provide services effici entl y. The city of Bamako in Mali was known to have 

particularly inefficient public sanitation systems (Shah 2005:75). According to Shah 

(2005:76) Local governments' efficiency can be measured or evaluated in terms of 

cost-efficiency, competitiveness and in terms of the process used in service production. 

In add ition to the above evaluative criterion, the effic iency of the two municipalities 

can be measured based on FORE public service delivery policy directions . 

Accordingly, local government institutions (municipalities in this case) are expected to 

decentralize their services to departments and Kebele level, to outsource important 

services through different mechanisms. to develop service standards and to provide 

services at low cost for their cl ients. Regarding service standards, KMS prepared the 

standard. The standard is des igned in wr itten form with the title of 'Citizens' Manual ' . 
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The citizens' manual contains the detailed standards of 24 major municipal services. 

The details of standards include: type of service/services, grade of service process, 

work process, responsible body, the allotted time for that service and eligibi lity criteria 

for the service receivers. This manual is prepared in hard copy and distributed to 

concerned departments including the reception. The objective of the citizens' manual is 

to improve efficiency of service provision according to SDR. 

The municipality performed an encouraging task in preparing the servIce standard. 

However, the implementation status of the service delivery standard in the departments 

and sections as well as in the general manager's office is insignificant. According to the 

staff and client respondents of this research, most employees and officials of the 

municipality are not committed to understand and implement the citizens' manual. 

Most of the services are provided out of the allotted time in the service standard. The 

reason is that officials and employees of the municipality prepared the citi zens' manual 

for the sake of showing good reports for their officials above the municipal service. 

There is no accountability for the fa ilure of implementing the citizens· manual. On the 

other band, HM does not have any service standard . The municipality bas provided 

services in the interest of its employees. not based on an establi shed yardstick. 

Therefore, the mu nicipality is not in a position to satisfy clients according to the SDR. 

Decentrali zation does not only allow local governments to attend effecti ve ly to the 

tastes and needs of loca l residents but enhances inter-jurisdictional competition and 

innovations in the proyision of pu~ 1 ic services and ensures consistency of level and mi x 

of public services with voters ' preference (World Bank, 1991 cited in Loop 2002: 70). 

Municipal services and municipalities in ANRS are expected to decentralize basic 

municipal services to departments and Kebeles to serve residents nearest to them. 

Accordingly, tbe Works and Urban Development Bureau of tbe ANRS has prepared a 

manual for city admi nistrations including Kombolcha in 2000 E.e. The manual 

identi li ed the type of services to be decentral ized to the Kebele level. Based on that, 

KMS has di stributed the manual to all Kebeles for practical use. The major services 

provided by Kebeles include preparation and delivery of land for some stakeholders, 

transfe r of tenure, construct ion li censing. contro lling illegal sett lement, waste 
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management, management of rental houses, development of parks and the like. The 

decentralizing of services requires sufficient financial budget, trained manpower for all 

serv ices, suitable offices and awareness of service receivers and providers in the 

Kebele. However, the municipal service does not fulfill these necessary conditions for 

Kebele administration. As a result, clients faced increased costs to travel to places 

(Kebele and office of the municipal service) to get services. Due to the absence of 

awareness, most clients are confused about where services can be deli vered. Therefore, 

the decentralization manual was distributed to Kebeles in the absence of an 

implementation key and instruments. 

Decentralization has been achieved for departments of KMS. Recently, departments 

like urban planning and land admi nistration as well as design and construction have 

gained decentralized decision-making power from the general manager's office of the 

municipal service. As a resu lt. clients and staff respondents appreciated this practice's 

strengthening. On the contrary, decentra li zation of services has not been undertaken in 

HM. 

The main aim of applying NPM in the public sector is to remove the private-public 

distinction by basing government duties on market-based competitive mechanisms just 

as the pri vate sector does. Among public sector reforms, decentral izat ion and 

pri vatization are included (Hood 1995 and Pallot 1998). A lthough the pri vatization had 

its problems (with the city not structuring the agreement to include an incenti\'e for the 

private firm to serve poor people), it still refl ected an attempt to improve government 

effic iency (Shah 2005:77). 

However, most of respondents indicated that KMS and HM do not perform 

privatization or outsourcing of services that can be delivered by the private sector. The 

municipalities monopo lized production and distribution of many municipal services. 

According to the view of respondents and experience of other countries, sen' ices li ke 

slaughterhouse, park development, solid and liquid waste management. development of 

rental houses etc. can be del ivered to clients through the private sector. 
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The fee paid for the municipality is not as such exaggerated. However, the impact of 

SDR to reduce cost and to increase revenue of the municipality is insignificant. The 

interest of officials as well as employees of these municipalities to reduce cost by 

implementing the SDR is limited. 

The indicators of effectiveness in SDR implementation are number of clients served, 

low persOlmel turnover or absenteeism, number of complaints for services as an 

indicator of customer satisfaction and unit of production or service rendered per hour 

(Andorson and Dennis 1998). Effectiveness of the two municipalities was measured by 

analyzing the satisfaction and clients' complaints of the municipalities based on the 

respondents' views and SDR directions. The number of clients for KMS and HM 

increased over time. As a result, the dai ly average number of clients in KMS and HM 

has been reached more than 70 and 35 respectively (KMS and HM 2008). 

Customer sati sfaction depends on the extent to which customers' expectations about the 

service have fulfilled. Customer expectations are not static but dynamic. Customer 

sati sfaction happens when a company or organization focuses on quality service and 

produces real rewards for the organization in the form of customer loyalty and 

corporate image. Lack of customer satisfaction produces real liabilities, a fact that 

businesscs can ill-afford to ignore. 

As a result of some improvements such as assigning reception officers. preparation of 

service standards, implementation of quick administration actions to establish 

information access io r clients and other SDR measures, there is relative improvement 

of customcr satisfaction in KMS. However, half of the respondents responded that they 

were not sati sfied with the services provided by the municipality. Similarly, some of the 

clients of HM responded that they were satisfied by the services provided by the 

municipali ty as compared with the services before SDR. 

The objecti ve of the municipalities is to achieve customers' satisfaction. The success or 

failure of this objective should be evaluated through different mechanisms. According 

to the direction of SDR, municipalities are expected to perform customer satisfaction 
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surveys. However, they are conducting only day-to-day routine activities. They do not 

want to address the basic problems based on clients' opinions through research. 

Customers of any public organization have constitutional rights to raise their 

complaints when dissatisfied with servi ces provided by the organization. The view of 

respondents for the complaint handling mechanism and its implementation varied as 56 

percent of KMS and 43 percent of HM were satisfied in the complaint handling 

mechanism. 

According to SDR, municipalities should orga11lze an independent body that is . 

responsi ble to receive and make decisions on the complaints of clients. Accord ingly, 

KMS has ass igned a civil service reform expert with the responsibility of receiving 

complaints from clients. But the expert received the responsibility recently and clients 

are not aware about the complaint handling mechanism . For the most part clients direct 

their complaint to the general manager and get solutions through discussion with 

concerned departments. As a result, the complaint handling mechanism and its 

implementation in KMS is disorganized and unsatis factory. 

HM has no civil service reform expert. Instead, the responsibility of managmg 

complaints is given to one section in addition to its formal responsibilities. The 

municipality collected complaints raised in written form as well as orally. Following 

thi s the concerned section submits suggestions to the genera l manager to make the 

deci sion . Though the system seems receptive and responsive, clients' sati sfaction is 

very lo\\'. The municipality ;s far from the center of Woreda administration, and, as u 

result, clients do not have suitable alternatives to direct their complaints above the 

municipality. 

As can be seen from the above discussion, the di ssatisfaction of clients in service 

deli\'ery and complaint handling mechani sms showed the ineffectiveness of 

municipalities in implementing the service deli very reform. In order for citizens to hold 

local governments accountable, however, they need channels through which they can 

address such challenges (and respond to information they receive). Strong mon itoring 

and cI'aluat ion as we ll as voice and ex it mechani sms fac ilitate thi s. and are notabl y 
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lacking in many local governments. The most basic of these mechanisms is the regular 

political choice process (Shah 2005 : 79). Accordingly, KMS and HM exercised SDR to 

increase responsibility and accountability of officials and employees to serve the public 

properly. 

Due to the availability of fi xed programs to serve clients, periodic (quarterly) 

evaluation of employees and officials, exercising of complaint handling mechanism etc, 

employees and officials feeling of accountability gradually improved in these 

municipalities as compared to the situation before SDR. However, the improvements of 

service delivery in the two municipalities are not radical and sustainable. Moreover .. 

due to the subjecti ve nature of the services to evaluate the performance of employees 

and absence of incentive system, civil servants are not accountable for their low 

performance. 

According to the staff and cl ient respondents of th is study and the opinion of some 

officials and experts of the two municipalities, improvements have been achieved in the 

area of commitment and atti tude of employees and officials since the implementation of 

SDR. Absenteeism and wasting of public resources by employees has declined slightly 

in these municipalities. To some ex tent, employees' self- perception as public servants 

has been im;reased. However, client respondents indicated that malpractices such as 

nepotism. bribe. fraud and other improper practices are still problems faced by the two 

municipalities. especia lly KMS. Some employees. in relation to land administration, 

design and construction and other basic public services, demand illegal benefits from 

clients by denying their responsibility. Accord ing to clients' views, timeliness and 

approach of these employees' services depends on their add itional benefit from clients. 

Some improvements have been achieved in leaders ' or officials ' activities of the two 

municipalities. As compared to before SDR. leaders have given due attention towards 

customer locused services. And leaders improved relationships with workers. But it 

does not mean that the commitment and attitude of officials are characterized as 

encouraging. According to the interviewees of civil service reform experts and other 

respondents , most municipal offic ial s do not have suffi c ient awareness about SDR. 

The\' are not committed to allocate adeq uate budgets, assign trained manpower, 
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coordinate and influence departments and sections for the implementation of SDR. 

Observations contributed to reaching conclusions that even in the quarterly and yearly 

report of the municipality, the coverage of SDR performance was almost excluded from 

the report. As a result, it is difficult to analyze the progress of SDR based on secondary 

data. It implies that, most of the employees and officials of the municipalities recall the 

SDR only when they are asked by their bosses to do something or to submit reports 

abo ut the reform . 

BeB (2005: 18) indicated that, officials of public organizations should be the owner of 

the civil service reform. They have to give priority for SDR for the satisfaction of 

clients. Officials are expected to change the attitude of their employees towards SDR 

implementation in their organizations. But this does not represent the scenario in 

municipalities under the study. Public management reform is a deliberate change in the 

arrangements for the design and delivery of public services (Boyne et a12003 : 3). In the 

Ethiopian case, however, federal government officials received the reform program 

from international organi zations to implement as part of the country 's structural 

adjustment program. Local governments (municipalities) received the reform from 

federal and regional governments. But offic ials received the reform without 

internali zing the concept with situational ana lysis. As a result. employees and official s 

lack attitudinal change and commitment towards implementation of SDR in their 

organizations. 

4.2.3. Findings and Analysis on Challenges Encountered in Service 

Delivery Reform Program 

The municipalities in the study faced a number of chal lenges that have blocked the 

SDR program, slowed the pace reform or threatened to derail the reform. The 

cha ll enges were grouped as institutional challenges related to internal capacity and 

condition of the municipalities , chall enges rel ated with the attitude and ethical behav ior 

or employees and officials and challenges related \I'ith ex ternal factors. The details of 

the cha llenges that the municipalities face are presented on Tables 4.6 a-4.6 f as follow. 
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Table 4.6 a: Respondents Rating on Challenges Related to Lack of Institutional 

Capacity of KMS 

Respondents of the Municipality 

SA A U OA 
Challenges encountered 

Count % Count % Count % Count % 

Institutional chalfenqes 

Existence of high work burden in 27 30 34 38 12 13 15 17 
the municipali tY 

Lack of enouqh budqet 21 23 30 34 23 25 7 8 

Shortaqe of ski lled manpower 27 30 39 43 8 9 10 11 

Absence of decentralization for 19 21 38 42 14 16 16 18 
important services 

Absence of clients opinion and 
satisfaction survey by the 

22 24 45 51 11 12 9 10 municioalitv 

Long and time consuming 27 30 32 35 14 16 15 17 
orqanization structure 

Absence of outsourcing 
important services for private 
sector 18 20 39 43 15 17 12 13 

Source : Own survey 

SOA 

Count % 

2 2 

9 10 

6 7 

3 3 

3 3 

2 2 

I 
! , 

6 17 

SA=strongly agree 

disagree 

A=agree U=undecided DA=disagree SDA=strongly 
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Table 4.6b: Respondents Rating on Challenges Related with Employees and 

Officials ' Behavior of KMS 

Respondents of the Municipality 

Challenges encountered SA A U DA 

count % Count % count. % Count % 

Challenges related to 
emDlovees & officials 
Lack of officials' commitment for 
SDR 33 37 33 36 11 12 7 8 

Absence of real decision makers 
24 27 32 35 9 10 18 20 

Lack of employees' and officials' 
sprit of public servant 16 18 35 39 7 8 22 24 

Lack accountability when officials 
made improper practice 23 26 37 41 5 6 15 17 

Resistance to change 21 23 33 37 13 14 20 22 

Absence of consulting the public 
while implementing the SDR 28 31 39 43 8 9 12 13 

Existence of malpractices such 
as nepotism, bribe, fraud and 
other improper practices 22 24 37 42 17 19 7 8 

Existence of time taking 
meetings for employees & 38 42 29 32 9 10 8 9 
officials 

Source : Own survey 
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Table 4.6c: Respondents Rating on Challenges Related to External Conditions of 

KMS 

Respondents of the Municipality 

Challenges encountered SA A U DA SDA 

Count % Count % Count % Count % Count 
Challenges related to external 
conditions 
Lack of support from 
government institutions 21 
Lack of clarity of policy, 
strategies, rules & guidelines 18 
of SDR 
Interference of other bodies 10 
Biased evaluation system of 
employees 30 

Source: Own survey 

SA=strongly agree 

disagree 

A=agree 

23 31 

20 32 

11 27 

33 28 

U=undecided 

35 14 15 23 26 1 

36 15 16 20 22 5 

30 18 20 26 29 9 

32 13 14 12 13 7 

DA=disagree SDA=strongly 

As can be seen from the tables. am(lI1g the seven assumed institutional challenges that 

relating with lack of implementation capacity of the municipalities, the respondents 

rated work burden, lack of enough budget and shortage of skilled manpower as agreed 

with 68, 57 and 73 percent fo r KMS and 43 , 64 and 66 percent for HM respectively. 

The other challenges li ke absence of decentralization, absence of clients ' opinion and 

sati sfaction survey, ex istence of long and time consuming organization structure and 

absence of out.;ourcing important services have been rated as agreed with 63, 75. 65 

and 63 percent for KMS and 74. 84, 54 and 64 percent for HM respecti vely. 
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T able 4.6d : Respondents Rating on Challenges Rela ted to Lack of Institutional 

Capacity of HM 

Respondents of the Municipality 

SA A U DA SDA 
Challenges encountered 

Count 

Institutional challenges 

Existence of high work burden in 10 
the municipality 

Lack of enough budget 29 

Shortage of ski lled manpower 18 

Absence of decentralization for 
important services 

19 

Absence of clients opinion and 
satisfaction survey by the 

27 municipality 

Long and time consuming 21 
organization structure 

Absence of outsourcing 17 
important services for private 
sector 

Source: Own survey 

SA=strongly agree 

disagree 

A=agree 

% Count 

11 29 

32 30 

20 43 

21 49 

29 51 

23 29 

18 42 

U=undecided 

% Count % Count % Count 

32 16 17 25 27 12 

32 11 12 14 15 8 

46 15 16 14 15 2 

53 7 8 13 14 4 

55 6 7 4 4 4 

31 17 19 19 21 6 

46 15 16 16 17 2 

DA=disagree SDA=strongly 

The second category of challenges in the implementation of SDR is related with the 

attitude and ethical behavior of employees and officials of the municipalities under 

study. In relation to the challenges that emanated from lack of officials' commi tment 

fo r SDR, absence of real decision-makers, lack of employees' and officials' spirit of 

being a publ ic servant and lack of mechanisms to make officials accountable when they 

made improper practi ces were rated as high with 73, 62, 57 and 67 percents for KMS. 

and 79, 72, 66 and 72 percents fo r HM respectively. Similarl y, other challenges like 

resistance to change, non-existence of consulting the public while implementing the 

SDR, existence of malpractices such as nepoti sm, bribe, fraud and other improper 

81 

% 

13 

9 

3 

4 

5 

6 

13 
I 

I 



No 

II 

1 

2 

3 

4 

5 

6 

7 

8 

practices and existence of time consuming meetings for employees and officials were 

rated as agreed with 60, 74, 66 and 74 percents for KMS, and 53 , 83 , 65 and 52 

percents for HM respectively. 

Table 4.6e: Respondents Rating on Challenges Related to Employees' and 

Officials' Behavior of lIM 

Respondents of the Municipality 

SA A U DA 
Challenges encountered 

Count % Count % Count % Count % Count 

Challenges related to employees 
and officials 

Lack of officials' commitment for SDR 

Absence of real decision makers 

Lack of employees' and officials' sprit 
of public servant 

Lack accountability when officials 
made improper practice 

Resistance 10 change 

Absence of consulting the public 
while implementing the SDR 

Existence of malpractices such as 
nepotism. bribe, fraud and other 
improper 2ractices 

Existence of time taking meetings for 
employees & officials 

Source: Own survey 

SA =strongly agree 

disagree 

A=agree 

41 45 32 

29 32 37 

28 30 33 

29 32 37 

21 23 28 

41 46 35 

27 29 33 

22 24 26 

U=undecided 
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Table 4.6f: Respondents Rating on Challenges Related to External Conditions of 

HM 

Respondents of the Municipality 

SA A U DA 
Challenges encountered 

SOA 

Count % Count % Count % Count % Count 

Challenges related to external 
conditions 

Lack of support from government 
institutions 

28 30 36 40 12 13 14 15 2 

Lack of clarity of policy, strategies, 
rules & guidelines of SDR 

19 21 47 51 12 13 14 15 0 

Interference of other bodies 26 28 40 44 7 8 13 14 6 

Biased evaluation system of 
employees 

14 15 41 45 16 17 15 16 6 

Source: Own survey 

Regarding the challenges related with the external conditions or factors, lack of support 

from government institutions was rated high with 58 percent for KMS and 70 percent 

for HM. The challenges related with other external factors like lack of clarity of policy, 

strategies, rules and guidelines of SDR, interference of other bodies and unclear or 

biased evaluation system of employees were rated as agreed with 57, 41 and 65 

percents for KMS and 72, 72 and 60 percents for HM respectively. These all 

challenges/problems are analyzed with the theoretical concepts and observations of the 

researcher in the anal ysis. 

The federal and regional institution of Ethiopia has been implementing the ciyil service 

reform program in their respective bureaus since 1996 . .service delivery and quality of 

services is one of the major reform sub-programs whose objective is to improve 

performance and servi ce deli very to the public. Accordingly, KMS and HM has been 

implementing the service delivery reform program. As can be seen from the previous 

anal ysis of achievements of SDR, some important improvements have been achieved in 

implementing the reform in these municipal iti es. However, according to the objective 
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of SDR, directions of service delivery policy and experience of developed countries, 

the achievements recorded in these municipalities are insufficient and unsati sfactory. 

This is attributed to challenges encountered fo r the implementation of SDR. 

The challenges encountered in reforming municipalities are analyzed by categorizing 

problems into three major components. The focus of this study is on the challenges 

related to the institutional level, challenges related with employees and officials of the 

municipalities and challenges related with external factors for the municipalities. The 

analysis of challenges is performed based on the view of respondents, problems rai sed 

in the analysis of achievements section and observations of the researcher. 

4.2.3.1. Institutional Challenges 

Urban areas are the center of socio-economic development for the area. Municipalities 

are organized with large tasks both in number and sensitivity. KMS has more than 38 

major types of service (see Annex I) . Some of the services may need independent 

government organization. For example, road construction and maintenance, parks, 

hygiene and waste management, urban planning and land admin istration are some of 

the larger departments. Some services may not have spec ial reason to be performed by 

the municipa lity. For example slaughterhouse service, license for maniage and 

birthday. park and waste management and the like could be outsourced. 

There are other government institutions that did not have extreme work burdens. The 

existence of many tasks in one municipal organization has its own influence on 

management and employees of the municipality to implement the SDR. The problem 

may not be the same for KMS and HM. HM currently has a fe w sections with lead 

municipality status. However, the specific tasks and responsibilities are not different 

from that of KMS . Moreover, the responsibility to manage emerging towns (Degan and 

Gerba) as we ll as the development and expansion of urban centers due to migration and 

other globa l influences made the responsibility of HM complex. 

The organi zation structure of the municipalities has not been revised recently. In 

addition. the main necessary conditions for the implementation of SDR are not fulfill ed. 

Among others, BPR. one stop shop service delivery system and awareness creation for 

84 



service receivers and service providers are not implemented. This implies that there is a 

mismatch between the task burden and the current organization structure of the 

municipalities as well as between the SDR program and the necessary conditions for 

the reform. This study focuses on the problems that influence the implementation of 

SDR. Based on the concentration and fi ndings it is possible to conclude that the above 

problems can be considered as challenges for the implementation of the reform. The 

other problems related with the organization structure and the ex istence of many tasks 

in one organization needs further study. 

Municipal administration is not capable of supplying adequate basic services to the 

people. Most urban centers are characterized by unemployment, inadequate housing, 

social problems (such as crime, theft, prostitution, street dwelling) and environmental 

pollution. But the degree of these problems varies from town to town. The trend is that, 

the larger the town, the higher the extent of these problems. The major causes for these 

situations in part are lack of financial resources on the one hand and inefficient 

management of using the existing ones on the other. The sources of revenue for KMS 

and HM include yearl y recurrent and capital budget from city/woreda administration 

and support fro m the road fund (for Kombolcha) to strengthen the municipalities in 

socia l se rvice and infrastructure. As a result of low budget, the high work burden, 

which requ ires large investments, cannot be managed effective ly and efficiently. 

Moreover, ineffic ient management of the ex ist ing sources is another problem. 

Therefore, low financial capacity of these municipalities is one of the problems 

encoun tered in the implementation ofSDR. 

The literature shows that local-level responSIveness IS eroded by a high level of 

poli tical influence from the central government on the decisions of the local 

gow nlment about service provis ion (Shah 2005: 72). In a municipal case from South 

Afri ca. for example, observers found that spending "decisions are often directed by 

bureaucratic agenda and citizens' inputs are limited", constraining the potential for 

local government responsiveness. 

According to Loop (2002:92), in Ethiopia. most important services are provided by 

agencies located very fa r from the customers. A good example is electri city service. 
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Although the municipal service of Kombolcha tried to decentrali ze some services, most 

of the municipal services are centrali zed in one municipal organization. As can be seen 

from atUleX I, the municipality has a responsibility to provide more than 38 services for 

the public. Some services have been identifi ed to be decentralized to the Kebele level 

by the Works and Urban Development Bureau of the ANRS. Based on that, KMS 

distributed the list to Kebeles. However, the municipality does not ful fi ll the necessary 

conditions fo r Kebeles to handover services and to provide for the publi c. Moreover, 

HM has not begun any decentralization of services to the Kebele level. Within this 

situation the SDR cannot be successful. 

Among the types of services under municipalities some of them can be de livered by the 

private sector. Outsourcing, contracting out and privati zation are important to reduce 

the role of governn1ent in service delivery and to improve the efficiency and quality of 

service delivery. However, municipalities have performed poorly in doing so. As a 

result, it contributes to the poor implementation of SDR. 

Managing the public service is, increasingly. a complex activity where a range of 

different types of organi zation are invo lved. Reforming the public service is a 

government action. Politicians and public mangers could lead the process, or have the 

strong personal influence to be successful as the reform should generate the continuous 

support of politicians and senior officials (Boyne et al 2003: I). The purpose of 

moni toring and evaluation is to ensure timely completion of projects and programs for 

which reso urces have been a llocated in the plans. Accordi ng to the po licy direction of 

SDR orthe coun try, these municipalities are expected to perform continuous evaluation 

and survey. 

Most of respondents claimed that there is no client opinion and sati sfacti on survey in 

these municipalities. The progress of the reform through the attitudinal change of 

employees, the satisfaction of cl ients, effi ciency of the organization and the like is not 

eva luated. The mun ic ipalities have not conducted research to investi gate and scale-up 

the SDR. At the time when SDR was started. there was relati ve ly strong fo llow-up 

through eva luation and report communication. But thi s was short li ved. Currently, the 

Ill un icipa lities do not give signifi cant value to include in fo rmation in their period ic 
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report about the reform. For example, the nine-month report of KMS in 2000 included 

only a half-page report about quick wins (quick administrative actions). Similarly, there 

is no sentence in the report about SDR in the recent year report of HM. 

4.2.3.2. Challenges Related with Employees and Officials of the 

Municipalities 

The capacity of municipa lities to provide effective services and contribute to urban 

deve lopment through SDR depends on its human resources, which has a far-reaching 

consequence on the financial and physical resource management and utilization of the" 

municipalities. Of all the resources of an organization, human resources are probably 

the most critica l and di fficult to change. The major chall enges related with employees 

and officials include lack of trained manpower, managers and experts' turnover, 

attitude problem, lack of commitment, lack of accountabili ty, poor consulting of the 

public and poor quality service deli very. 

Reforms need trained manpower to receive new ideas and to implement in line with the 

situation of the given organization. Despite this, the municipalities are suffering from 

serious human resource problems. Thus, the persorll1el profil e is qui te be low 

requirement at any standard. As can be seen from Table 4. 1, from the sample staff 

respondents of KMS, 40 percent obtained education between grades 8- 12, 45 perceni 

are diploma holders and only 15 percent have a first degree. From the sample 

respondents of HM staff, 60 percent obtained education between grades 8-1 2 and 40 

percent are diploma holders. Non-professional employees dominate the municipalities' 

staff. This can be attributed to unattractiveness of the organization salary structure and 

profess ional turnover due to lack of incenti ves as well as working environment of the 

t\\"O municipalities. 

Result-ori ented work eva luation has been started III municipalities . Formall y, 

employees have rece ived their specifi c ta'sk from their heads. However, the ir 

performance evaluation depends on the attitude of offic ials towards employees. 

Incentive mechani sms are not applied to moti vate employees who performed above 

al"crage. Similarl y, low perfo rmances do not have any discouraging measure. 
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Professionals' turnover may come from absence of incentive mechanisms and biascd 

work evaluation. Moreover, one of the major problems for KomboIcha and Harbu 

municipal ities is managers' turnover. The staff and clients have seen a number of 

managers. Most of them joined the municipalities without relevant qualification and 

managerial skill for the municipalities and they failed to achieve public satisfaction in 

service delivery. 

Resistance to change has been one of the big problems in implementing SDR. It is clear 

that the implementation of SDR needs not only facilities, skills, remuneration and so 

on, but also attitudinal change of employees and officials towards accepting the new 

systems being introduced. Most civi l servants in the municipalities seem hostile to the 

reform probably due to inadequate training and a vested interest in the status-quo and 

lack of incenti ves. 

The response of closed-ended questionnaire and structured interview with some experts 

reflect that the SDR has not encouraged the participation of employees on equal bases 

in all levels. Officials on the other hand argue that, employees do not want to 

implement SDR since it controls time and encourages accountability, which most 

people fear. Inadequate training contributed to the low attitudinal change of employees 

and officials. 

Training is believed to be one of the determining fac tors that bring attitudinal change 

amongst employees. In N igeria and Kenya civil service reforms, for instance, training 

has been identified as a key feature in a bid to increase the effi ciency and productivity 

of the civil service (Salisu and Manda 2003 cited in Etefa 2006:70). Employees of the 

municipalities who have stayed for an ex tended time have insufficient awareness about 

the objective and policy directions of the SDR in both municipalities. For example, 

from the staff respondents of thi s study. on average, fo r each research question, 10 

percent responded as undecided. It implies that there are employees who are unaware of 

the implementation ofSDR in the munic ipal ity. 

The attitude and behavior of the staff as service providers will affect how they provide 

services to their customers. Both staff and clients were asked to assess the attitudes and 
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behaviors of staff in providing services using similar assessment criteria. Most of the 

staff and client respondents indicated that ofiicials and employees lack the spirit of a 

public servant in both municipalities. This is observed by lack of promptness in 

attending to clients, lack of helpfulness of staff towards their clients, poor sensitivity of 

staff towards the feeling of clients and poor avai lability of employees and officials to 

serve clients. 

Alongside improved trained manpower and attitude of the staff, . enhanced 

accountability is often seen as an expected gain fro m decentralization. Bird (1993 cited 

in Shah 2005:77), identifies accountability gains as a central theme in localist 

arguments. These gains are largely expected because decentrali zation shifts government 

authority closer to the people. Such gains require evaluation to establish an effective 

view of the quality of local governance. However, it is observed that, there is a lack of 

mechanisms to make officials and employees accountable when they failed to perform 

their duties properly. For example, KMS designed a citizens' manual to detail service 

provision. The implementation of this standard in time and sequence of service flow 

has been very poor. However, employees and officials were not pun ished or 

accountable due to failure in implementing the standard. This lack of accountabi lity 

makes the staff serve the public according to their interests as before. Moreover, 

repeated meetings of municipal officials have contributed to the low quality service 

deli very for clients. Therefore, lack of accountab ility is one of the major challenges 

encountered the implementation of SDR in KMS and HM. 

Accord ing to the serv ice delivery policy directions of Ethiopia and CSRP manual of 

ANRS, officials are the owners of the reform in each public organization at every level. 

However, above 73 percent of the respondents reported that their municipalities lack 

committed officials to implement SDR. The level of commitment of the designated 

officials (managers, department and sect ion heads) is seen to be below expectation, 

which in turn adversely influences other staffs active participation. It is difficult to say 

officials accepted the SOR in the two municipalities. There was no conceptual and 

practical progress report about SOR in thei r periodic reports. The civil service reform 
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efficiency and productivity, low demand and expectation of customers, absence of 

standards and the intangible nature of service. 

Most of the causes of poor quality exist in KMS and HM, among many dimensions of 

service quality, responsiveness (willingness to help customers and provide prompt 

service) and consulting of the public are very important to provide quality service for 

the public. The majority of respondents indicated that employees and officials do not 

consult the public (clients) about the implementation of SDR. The two municipalities 

fa iled in doing participative work for the implementation of SDR. This problem 

contributed for the low quality service in the municipalities. As mentioned in the data 

presentation section, more than 65 percent of respondents reported that there are 

malpractices such as nepotism, fraud and other improper practices. It is observed from 

discussion with some officials in KMS and from respondents of the questionnaire in 

these municipalities that, clients raised their complaints about the existence of 

malpractices including bribe. This implies that the ex istence of malpractices in public 

services delivery adversely affects the quality of services and implementation of SDR 

at large. 

4.2.3.3. Challenges Related to External Factors 

Despite the fact that decisive and basic challenges are internall y emanated, the external 

factors can contribute for the poor performance of SDR in organizations. In this sub­

topic the major external challenges include lack of support from other government 

institutions, interference of other bodies and laCk of clarity on po licy, strategies, rules 

and guidelines ofSDR. 

Lack of sufficient support from the concerned govenunent bodies, particularly from the 

'Norks and Urban Development Bureau and zonal department, from bureau and 

woredalcity capacity bui lding offices and from the mayor/woreda administration 

offices, is one of the external challenges in the implementation of SDR in these 

municipalities. Tellingly, 70 percent of respondents indicated the above institutions do 

not give sufficient support for the municipalities. The bureau of Works and Urban 

Development supported them in some aspccts sllch as survey si nce the 2006 
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implementation of SDR, and supported KMS to decentralize municipal services to 

Kebele level and the like. However, the bureau is expected to help municipalities 

deliver training, create awareness, undertake clients' satisfaction surveys and other 

related activities for the implementation of SDR. Generally, this bureau is responsible 

for the implementation of proclamation No. 91 /2003 of the ANRS council combining 

with SDR. 

The reason for poor support of capacity building offices at bureau and local level may 

be lack of actual capacity in coordinating the reform program. KMS and HM are under 

the leadership of Kombolcha City Administration and Kallu Woreda Administration 

respectively . It is observed that, the Mayor's office of Kombolcha and other cabinet 

sectors need to use the financial , human and material resources of KMS, instead of 

supporting in leadership and resources, the municipality provide for them. As a result, 

the municipality is not supported in many directions. Similarly, HM is located around 

18 kilometers from the center of Kallu Woreda Administration (Kombolcha). Civil 

service reform experts of Kallu Woreda Capacity Building through periodic supervision 

supported the municipality. Moreover, Kallu Woreda Administration supported the 

municipality through subsidy and other managerial aspects. However, the municipality 

is not supported in assigning effi cient management and ski lled manpower. creating 

awareness. training, consulting the publi c about service delive ry etc. 

As explained above, lack of clarity on service deli very policy. CSRP manuals and rules 

and guidelines related with SDR is one major problem for the municipalities' 

stakeholders. Starting from officials of the mUl1Icipalities, employees and clients are not 

adequately aware about the details of SDR. This problem is aggravated due to lack of 

sufficient training as well as poor information access for clients and other stakeholders. 

Generally, external factors considered as problems can be many in number, but lack of 

support from other government institutions and lack of clarity on SDR policy as well as 

related ru les and guidelines have been emphasized here. 
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Chapter Five: Conclusions and Recommendations 

5.1. Conclusions 

Urban govemments work with the community to improve the. living standards of the 

people through provision of basic infrastructure and services for different 

neighborhoods. As part of urban govemment, municipal management is a broader 

discipline concemed with the management of a complex bundle of urban activities that 

take place in urban settlements. Provision of public service is the main task of 

municipalities. 

This study analyzes KMS and HM. The major objective of the study is to assess the 

achievements recorded and to eva luate the challenges encountered i.n implementing the 

SDR. To gather pertinent information regarding SDR in relation wi th customers' 

satisfaction. the researcher used disproportionate stratifi ed random sampling technique. 

Primary data were collected from 182 sample respondents through questionnaires and 

from 8 respondents through structured interviews complemented by discussions with 

officials and experts. Secondary data were also used to gain further perspective on the 

results of the study. Since similar studies were not conducted hefore in these 

municipalities. the research is bel ieved to be very important for stakeho lders in various 

aspects. The study concludes with three broad categories, namely, fulfillment of 

enabling environment fo r SDR, results and basic challenges of the reform . 

Fulfi lling an enab ling environment for the implementation of SDR is an essential task 

for municipalities. Strategic planning and management (SPM) is designed in both 

municipalities. On the other hand , one of the basic necessary conditions for SDR, BPR, 

is not undertaken for both municipalities. SDR needs resources such as allocation of 

' suffic ient budget and su itable offices. KMS has assigned one office for a civil service 

reform expert and reception office with a suitable setting for guests. However, these 

facilities are not fulfill ed in HM. Regarding allocation of budget. due to poor attention 

and awareness of officials, there is insufficient budget for the reform program and 

awareness of se rv ice providers and receivers about SDR is very low. Moreover, lack of 

tra ined manpower aggravates the problem. Though KMS has planned to proceed with 
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reform in town planning and land administration department, a one stop shop service 

delivery system has not been implemented in the two municipalities. 

Customers' information access is relatively good in KMS but insufficient in HM, while 

quick administrative actions have been implemented through wall charts, displays and 

notice boards. But there is still no information desk in both municipalities. Though 

these actions have been taken, customers' of HM are more dissatisfied than KMS. 

Results indicate that, though the degree of the problem varies, lack of transparency in 

delivering services is the problem for both municipalities. 

Generally, it is found that the SDR measures lack the necessary preconditions to be 

adequately put into practice. As can be seen from the above discussion , most of the 

necessary conditions of the reform are not fu lfilled. Beyond the context of policy 

implementation, reform success and failure stories suggest that the outcome of the 

implementation of reforms to improve service delivery depends large ly on the locali zed 

contingency factors. Disappointingly, preconditions for the reform measures were 

undeveloped and the program was begun with high hopes and low implementation 

capacity. As a result. the reform has proceeded in these municipalities with the 

knowledge of its failure in ad\"ance. 

The municipalities' efficiency in this study has been measured in terms of cost 

efficiency, the process used in service production, decentralization of services to 

Kebe le and departments, in terms of outsourcing and developing service standards. 

Accordingly, though its implementation was very poor, KMS has designed service 

standards for basic services to increase its efficiency in service delivery. Conversely, 

I-1M has not prepared service standards. 

Regarding decentrali zation of services. KMS accepted the manual from the Bureau of 

Works and urban Development that identified many services to be decentralized to the 

Kebele leve l. However, the municipality distributed the manual to Kebeles wi thout 

fulfilling the necessary conditions for its implementation. The decentralization of 

service through delegation to departments is relatively success ful in KMS. However. 

HM does not decentral ize sen ·ices. 
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The SDR plays an insignificant role in increasing the revenue and reducing costs of the 

two municipalities. The other criterion for efficiency was implementation of 

outsourcing and contracting out of the public services. However, its implementation in 

these municipalities is very poor. But, there are services that should be transferred to 

the private sector to increase their efficiency. 

As a result of some improvements such as assigning reception officers, preparation of 

service standards, implementation of quick wins to establish information access for 

clients and other SDR measures, there is relative customer satisfaction, even though 

there is widespread dissatisfaction amongst KMS clients when it comes to proper 

service delivery. Half of the respondents negatively rated satisfaction of services 

provided by the municipality. Similarly, many HM clients responded that they were 

satisfied by the services provided by the municipality as compared with the situation 

before SDR. Though some of both municipalities ' clients were satisfied with 

improvements since SDR' s implementation, most are generally dissatisfied with the 

services provided by the municipalities. Clients ' dissatisfaction with the recently 

organized complaint handling mechanism contributes to the overall negative 

sentiments. 

Service delivery reform improved employee and official accountability with the 

institution of periodic evaluations and the complaint handling mechanism. The 

existence of regular political choice has also contributed to accountability, as officials 

seem to understand their performal18e bears on job retention. 

Despite the improvements, the residents of KMS and . HM expressed their 

dissatisfaction in the current government's public service delivery during the election of 

2005 as votes were distributed to other political parties for the parliament and regional 

council seats. However, accountability improvement is below expectation as employees 

and officials are still seen as not taking responsibility when delivering service. The only 

measure exercised to make officials accountable has been discharging mangers from 

their position. The subjective nature of service delivery , unattractive salary structure 

and poor incentive mechanism have contributed to poor accountab ility of employees 

and officials. 
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Absenteeism and wasting of public resources by employees has declined. However, 

clients observed that some staff members practiced nepotism, fraud, bribery and other 

improper activities. Gauging by researcher observation some of the problems are 

difficult to support with tangible evidence. However, these malpractices can be viewed 

as cumulative results of both service receivers and service providers ' prior held values. 

Some clients demand illegal or improper service from the municipality at the cost of 

other residents or at the cost of government. To achieve this, employees are lured into 

malpractices such as nepotism, bribe, and fraud, while others are unaware of their legal 

rights in getting services from the municipality. 

Lack of attitudinal change on the part of clients as well as service providers' could 

contribute to the existence of malpractices. Improvements have been achieved 

regarding officials' customer-focused services in the municipalities. However, most of 

the officials and employees of the two organizations lack strong commitment to 

implement SDR. The absence of periodic evaluation and supervision, and poor 

attention to the performance of SDR in planning and reporting etc. indicates that the 

interest and commitment of officials and employees have declined. Lack of training and 

awareness creation programs could contribute to the attitudinal and commitment 

problems in the municipalities. 

KMS and HM faced a number of challenges that have blocked the SDR program, 

slowed the pace of the reform, or threatened to derail it. Problems are categorized as 

institutional challenges, challenges related with the attitude and behavior of 

employees/offic ials and challenges emanating from external factors. Since most of 

these challenges are more similar than different for the two municipalities, the 

conclusion treats them equally. Most of the challenges have been discussed in the 

analysis part of this study. As a result, the major challenges encountered the 

implementation of SDR are summarized as: 

• Absence of necessary conditions fo r SDR implementation, such as lack of 

financial capacity, poor awareness about the reform policy and guidelines, 

non-implementation of EPR and one stop shop service delivery mechanisms 
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• Lack of continuous training for staff on result-oriented work evaluations 

along with clear procedures and guidelines for transparent and accountable 

performance 

• Existence of burdensome workloads and centralization of services at the 

mWlicipallevel 

• Lack of timely and continuous client satisfaction surveys and evaluation of 

the reform program 

• Resistance to change and poor accountability due to attitudinal problems 

and lack of incentives. The implications of low and stagnant salaries are far 

reaching. It can provide temptati on for corrupt practices, irregularities in 

behaviors and propelty handling, unfavorable attitude towards clients, high 

turnover of technical staff and inability of the municipality to attract 

qualified and experienced staff. 

• Officials and employees poor commitment to the implementation of SDR 

includes low capacity and inefficiency of management to take responsibility 

for the execution of their managerial mandates 

• Existence of malpractices such as nepoti sm, favoritism, fraud and poor 

quality service delive ry 

• Lack of support from concerned government bodies 

Generally, the political commi tment to SDR is often observed as inadequate, as 

municipalities lack visionary leadership, operate under very poor conditions, the staff is 

not consulted about the reform issues and lack motivation, clients' interests are not 

consulted, and the accountability relationship between government and public service 

providers has not been clarified. Moreover, lack of training and absence of consulting 

the public with satisfaction surveys aggravated the problem. 

Given the deep-rooted problems in the Ethiopian civil service system as exemplified in 

municipalities like Kombo'lcha and Harbu, the introduction of the public service 

delivery reform program and public service delivery policy is imperative and 

indispensable. But good political intentions and policy amendments are not enough fo r 

effecti ve service delivery reform implementation. Instead , continuous policy and 
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reform debates with concerned stakeholders, capable administration and staff, improved 

pay, merit-based recruitment, real managerial autonomy, clear perforniallce standards, 

result-oriented work evaluation and active control, clear reward mechanisms and 

clarified accountability are essential. 

The analysis of KMS and HM reform measures for service delivery recently developed 

at local level demonstrates both the possibilities and limitations of transforming old 

institutions into more efficient ones. The municipalities' human resources and the 

system itself are central reasons for the increasing widespread perceptions of the. 

general public that have difficulty in delivering services to the public in timely and 

cost-efficient ways. However, commitment and accountabil ity of officials and 

employees as well as their atti tudinal changes and effectiveness to achieve the 

objectives of SDR is not encouraging. Moreover, the practice of result-oriented work 

evaluation has not been sustainable. It needs to be said that the problems of the 

municipalities require thorough diagnosis and sustained thought about the way to bring 

about attitudinal changes. 

The SDR measures need to be executed through fulfillment of necessary conditions, 

training and continuous monitoring and evaluation with the commitment of municipal 

leaders and other concerned bodies. Therefore, the analysis thus revealed the need for 

more efforts to ensure the necessary conditions and clarified accountability in 

municipalities. This calls for transforming municipalities with a bureaucracy that is 

capable of using clients' responses as in-buil t self-correcting mechanisms by workin §, 

with the municipal clients. Moreover, the two municipalities are expected to perform 

necessary measures in the area of business process reengineering (BPR), 

decentrali zation and outsourcing of services, training, standards for service delivery, 

commitment of official s and employees towards implementation of SDR, continuous 

monitoring and evaluation, information communication and officials and employees' 

accountability. 
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difficult to cite success stories 111 implementing BPR. However, it is possible to 

maximize positive consequences of BPR. Based on BPR, munici"pali ties should 

organize one stop shop serv ice delivery mechanism. Major services of the 

municipalities under town planning and land administration as well as under design and 

construction can be provided through one stop shop mechanisms. Therefore, if the 

concept of BPR is implemented properly, it can be an essential precondition for the 

success ofSDR. 

3. Training is a vital ingredient for sound and improved implementation of SDR 

The most pronounced problem raised by the staff and, to a lesser degree, client 

respondents, was lack of training on SDR components. Respondents popularly request 

training and upgrading for better capability. It is expected that manageme nt of the two 

municipalities as well as other concerned bodies will conduct training needs assessment 

in thei r organizations. The result will enable them to develop a medium-to-Iong-term 

training strategy to determine training priorities and objectives. As a result, staff could 

be fully equipped to improve overall implementation of the SDR program and thi s 

outcome will help the management seriously address issues that were raised by the staff 

so as to ensure the sustainability of any changes aimed at improving the implementation 

of the SDR. 

4. Standards for service delivery should be designed and implemented 

Though KMS has prepared a ci ti zens ' manual as standard for service delivery (specific , 

measurable and achievab le programs to satisfy clients in delivering services), its 

implementation is poor. As a result , one of the shortcomings identified in the study is 

absence of standards for service delivery in EM and lack of implementation in KMS. 

Establishing standards of agreed level of service delivery is an instrument to compare 

the service the municipalities provide to their customers and to reali ze that there 

remains room for improvement. Based on this, developing and publicizing the 

standards of service de livery need to be the mandate and responsibility of the 

management body to ensure effic ient and effecti ve service del ivery and quality of 

service and in guarantee ing open and equitab le treatment of clients. Moreover, it 
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increases transparency of service delivery and makes accountable employees of the 

municipalities. 

5. Attention and commitment of officials towards SDR should be improved 

Managers and management members of the two municipalities should be assigned 

based on their qualification, experience as well as their commitment to the objectives 

and strategies of the municipalities. Accordingly, SDR is an essential reform program 

for service provider organizations such as municipalities that needs attention and 

commitment from management of organizations expressed through allocating sufficient 

budget, assigning trained man power, providing offices and other fac ilities, periodic 

and sustainable monitoring and evaluation and the like to achieve the objective of SDR 

in sati sfying customers. 

6. Continuous monitoring and evaluation of SDR should be done 

It is observed that, these municipalities failed in monitoring and evaluating the progress 

of the program. In most period ic reports and evaluations the emphasis on SDR was very 

poor. Establi shing sound and prudent monitoring and evaluation systems to investigate 

the progress of the reform based on established yardsticks and to investigate the impact 

of training is a necessary action to gauge the effect of refo rm activi ties including 

training and preparing fo r the next program to be performed. Therefore, neutral 

professionals, civil service reform experts. officials of the municipalities as we ll as 

other concerned bodies like the office of capacity bui lding should perform peri odic 

monitoring, supervising and eva luation to scale-up the implementation of the SDR. The 

continuous monitoring and eva illation should be done based on a we ll -organized action 

plan and checklist emanating from the policy directions of the reform. 

7. Information communication should be institutionalized 

Clients should have in fo rmation access through information desks , continuous clients' 

satisfaction surveys, di scussion with stakeholders and c lients, periodic reports to 

representative etc . to increase transparency of the organization. All communication 

mechanisms should be institutionali zed for their sustainabi li ty. Complaint hand li ng 

mechanisms should be independent of the di rect influence of the officials of the 

mun ici pal i ti es. 
101 



Bibliography 

Alemayehu Assefa, 2003. Civil Service Reform. Addis Ababa: Ethiopian Management 

Institute. 

Belete Negesso 2006. Business Process Reengineering, Training Manual. Addis Ababa: 

Ministry of Capacity Building. 

Biruk G/Michael , 2007. Service Delivery and Customer Satisfaction 

in Selected Hospitals: the case study in Black Lion , 

Dagmawi Menelik , and Bethzata Hospitals. Unpublished 

Masters Thesis, Addis Ababa University, Addis Ababa. 

Boyne, G, Farrell , C, Law, J, Powell , M and Walker R 2003. Evaluating Public 

Management Reforms. Phi ladelphia: Open University Press. 

Bureau of Capacity Bui lding (BCB) for the Amhara National Regional State (ANRS) 

2005. Implementaliol1 Document 0/ Civil Service Re/orm Program. Bahir Dar: 

Eth iopia. 

Carstens, M and Thornhi ll 2000. The Relationship between Administrati ve Reform and 

New Public Management. Journal 0/ Public Administration, 35(3): 177- 192. 

Central Statisti cal Authority (CSA) 2004 . The 1994 Population and Housing Census of 

Ethiopia. Addis Ababa: Ethiopia. 

Civil Service Reform Program Office, Ministry of Capacity Building (MCB) 2007 . Civil 

Service Re/orm Program Implementation and Service Delivery Base line Survey 

Reporl. Addis Ababa: Ethiopia. 

Cottfried, F 1988. the Meril Syslem and Munic ipal Civil Service. New York: Greenwood 

Press. 

103 



DAS, S K 1998. Civil Service Reform and Structural Adjustment. Calcutta: Oxford 

University Press. 

Dell , C, Giuseppe, A, Rcca, D and Keller, B 2001. Strategic Choices in Reforming Public 

Service Employment. New York: Pal grave Publishers Ltd. 

Etefa Merga, 2006. Challenges and Prospects of civil service 

reform with respect 

comparative study of 

to service 

ministries 

Delivery , 

of Trade 

A 

and 

Industry , and finance and Economic Development . 

Unpublished Masters Thesis, Addis Ababa University, Addis Ababa. 

Federal Democratic Republic of Ethiopia (FDRE) 2001. Service DelivelY Policy in the 

Civil Service. Addis Ababa: Ethiopia. Artistic Printing organization. 

Geofrey, K, Frey 1993. Reforming the Civil Service. Ednburgh, Edinburgh University 

Press. 

Gow, J L and Dufour. C 2000. Is the New public Management a paradigm? Does it 

Matter? International Review of Adminislrative Science, 66(4): 573-591. 

Grind le. M and Hilderbrand , M 1995. Building Sustainable Capacity in the Public Sector. 

Public Adminislration and Development , 15(2): 441 -463. 

Harbu Municipality (HM) 2008. Harbu Municipality Annual Report 200712008. Harbu: 

Ethiopia. 

Hatry. I-I P 1983. A Review of Private Approach for Delivery of Public Services. 

Washington D.C: The Urban Institute Press 

Jreisa t, J E 2000. Comparative Public Admini stration and Policy. Colorado: Westview 

Press. 

104 



Kiragu, K 2002, Improving Service Delivery Through public service Reform: Lessons of 

Experience from selected Sub-Saharan Africa Countries, A paper for 

presentation and discussion at the second meeting of the DAC Network on 

Good governance and capacity Development held at the OECD Head quarters, 

February 14- 15,2002, KK Consulting Associates, Nairobi, Kenya. Available 

at: http://www.Goggle.com.kiragu.htm.94. Accessed on 10 April 2008. 

Kombolcha Municipal Service (KMS) 2008 . Kombolcha Municipal Service Annual 

Report 200712008. Kombolcha: Ethiopia. 

Lane, J E 2000. New Public Management. London and New York: ROUTLEDGE. 

Loop, T 2002. Local Democracy and Decentralization in Ethiopia. Addis Ababa: Addis 

Ababa University printing press. 

Mesfin, T, Jon, M, and Yehya, A 2007. Urban Governance , Course Hand Book. Addis 

Ababa: Ethiopian Civil Service College. 

Minas Hiruy, 2003. The Role 0/ Urbaniza/ion in /he Socia-Economic Development 

Process, Urban Management and Development in Ethiopia. Addis Ababa: The 

Ethiopian Economic Assoc iation (EEA). 

National Urban Planning Institute (NUPI) 1996. Development Plan of Harbu Town . 

Addis Ababa: Ethiopia. 

National Urban Planning Institute (NUPI) 200 I. Development Plan ofKombolcha Town. 

Addis Ababa: Ethiopia. 

O'Brien, D 2006. Post-Bureaucracy or Pas/-Public Good, New Public Management and 

the Policy Process Constraints in Ontario. Available at: Medan:­

sms.http ://www l .Worldbank.orglNewPublicManagement/O.Brien/alternative.htm.2 4. 

Accessed on 27 February 2008. 

105 



Paulos Chanie, 200 I, 'The challenges of the civil service . reform in Ethiopia: Initial 

Observations'. Available at www.ossrea.netleassrr/janOl/paulos.htm.94. 

Accessed on 15 March 2008. 

Sapru, R 2003. Development Administration. 2nd ed. New Delhi: Sterling Publishers Pvt. 

Ltd. 

Schutz, D A and Robert 1998. The Politics of Civil Service Reform. New York: 

Peter Lang Publishing. 

Shah, A 2005. Public Service Delivery. Washington D.C: The World Bank. 

Shewaye Tesfaye 2003 . The role of Urbanization in the Socio-Economic Development 

Process: The challenges of Urban Management in Ethiopia: The Case of the 

Amhara Municipal Reform. Addis Ababa: The Ethiopian Economic 

Association (EEA). 

Stephenson, B 2003. Civil Service Reform in UK. Public Management , 9 (2): 1-6. 

The Amhara National Region Urban Centers Establishment, Organization and Definition 

of thei r Powers and Duties Revised ProcJan1ation No. 9 1/2 003 . (ZIKRE HIG). 

Bahir Dar: Ethiopia. 

The World Bank Group. Administrative and Civil Service Reform: Alternative Service 

Delivery. Available at: Medan:-sms.http://wwwI.Worldbank.org/public 

sector/civil service/alternative.htm.23. Accessed on 25 February 2008. 

Thompson, D 1993 . The British Oxford Dictionwy. 2nd ed. U.S.A: Oxford University 

press. 

106 



DECLARATION 

I, the undersigned, decla re that thi s thes is is my ori ginal work and has not been presented for a 

degree in any other uni versity, and that all sources of materi als used for the thesis have been 

duly acknowledged. 

Declared by: 

Name: Ge?:Tadesse 

SIgnature: -J.<fkZ~"G~--

Confi rmed by Advisor: 

Addis Ababa Uni versity 

School of Graduate Studies 

Masters in Public Administration Program 

July, 2008 

Addis Ababa 



Annex 1 

Services that can be provided by Municipal Services 

1. {"'l'}I];J" P't-- &.j'~' 

2. {' .eli ;J" "'1l;J16L}. {,9"t'lnC au,H' 

3. {'M" 'Hid, llaNIJ'C 

4. nC]"}n 'n~c (J).e9" 1'1/\/\ 1·P'.e '},nd"} n'Pt'l -)·<; "'1l'1S'll 

5. {"/I]C .e11;J" 1]1'111-)-', -)' "'1l;J1'f' 

6. {'+CIJ: n)': U1(J)'f' 'T}I])' : {'~'}nc (J)' ll"} 'n 'f' f'I: 

7. {'OIl'i"'t.r n;J" 9"t-)· 

8. ('~Cf.+ n;J" 9"t-). 

9. hlJ:/I1')' : hl] '}n : h'I'nt'\, (J).e9n ht'I.I'I":Y' oot'ltJ' 11-1'·)" {,"'1.'11J: tw tW.l'.lIP'I1.9':Y· 

10. I'Imtj· m.e9" "l:~ {'n)' I"JC;J".9':Y· 9" -}'n nI"JC;J" "'111;J:e:-'I' 

11. .e11;J" t'\l7onU\ m.e9" 1'100'",,</>&\ 1'I"'1.&.t\1·I"JC;J" "'111;J:e:-'/ ' 

12. I'I'/I]C "} '}I];J" n~<'\+ &.:P~. OIlt'lm+ 

13. {,AY.+ {'9"t'lnC ml·H· oot'lrn:" 

14. {' ;J-n;J: 9"t'lnC ml,H' 17ot'lrn-i ' 

I 5. {'o/: t-- ~, '/ A ,,}I'I'+ OIl t'l r1Y1· 

16. ('1J:<,\'!i .f>7ii'i "'n<'\'( ~'1A,,}I'I'+ 17o t'lm-)' 

17. {',nt'lhl'l,:/' M,P, 'I!'f'C oot'lrn-i' 

18. {'OIl<;&.i'i ~,1A,,}I'I'+ oot'lrn-i' 

19. {"/~ uh9"<; {,J':;JIJ: "'1t'llJ: OIlt'lm-i' 

20. {'1nf OIl ,~lI ~,1A,,}I'I'+ oot'lrn-'l' 

2 1. {'h1'l1'/ ~,'/A "I 1'1 " 'I: nrnlJ: {' fll(J)"} h·n:/· 1'1 I] 1'1 n,'l: "'1t'llh,n 

22. {''''1'Ii'ltC; {"I ' ~lihC!lt: {'·I=rnl]l1,n··: I"In.r o·,Ff- {'oo 'IIC;~' °'7oht'\"): h.t-- ,e 

23. I'Ih,/·a'/ ~,7A,,}I'I"'I: 1'I ' I·om· ~,7A,,}I'I" 'I"r {'°'l.'l'c,n {,hlJ:,e 1'f'l: 



24. \'qu.). 1'9"fl11C (l)tA+ anflm :/' 

25 . Yt't7n· t'lan(f'/· l7Dl.~ anflm."(·: 

26. nh·/·°'1 h7N'lt'l·+ p'C 1'°'1.77' I1f'1~'} D'fht-I'."(· 

27. I'.e 71Jl]'A 'f' Y'/: nD'f.'l'C1WI'(I)· 1'-j-(I)l.f1. 11-1"1- t't.e l7Dl."f.. ooflm."(· 

28. n"lflMJ"·1- flr 1"/-001l1n 11:/' I'fLt'I t'll7Dlf~' l7Dt.:': f1.mN' l7Dflm-"l-

29. nD'fu.l'.c (I)'fl'1' 1'D'f.1"; anl.li /IT 7,·}.I'.·f1'f' \'D'f.,/'c·n 'f'Y'/: D'fM''115!: 

30. 1'7C~ ~,.I'.;J 7,'1 anflA f'Ulll. ·/-Ml 'f'.!"/:.$"l ·} D'ffl'/-'115!: 

31. f'.TCh.T'l ~\1A ''It'l-."(. anflm')' 

32.l'h·/-D'f(l)··} (I)·n."(· n'hl'f'C' 1'(I)·n ·)· 7,:l;'P')' 111(,';1-1 MIJ.$"1-1 nl7Dm'rr anmn:r 
M'.IJIJ~,1-·} D'f<'lanC'1 (I)·n;J-:cr'aV}9n l7Dmn:r "h'1 1'1"~'1 ~'~-"I- D'fh'1(1)'} 

33. 1'l7D'1·llt.!' ~,1A"lt'l")· anflm-"l-

34. f'l7D:J'llC ~\1A"lt'l·+ anflm."(· 

35. f'.I'.l.'} ,y,7j7j D'fmt-of'D'f.Y 1·.I'.· '}.I'.· °'1M':'C 

36. f';Jt t.:J'.r: \'fll7D ·}·nd· D'fII(l)C ~,1A ''It'l.+ l7Dflm')' 

37. h1-t'lY~ anm,f·:1~ 1'D'f.'l'cn· f'l7D' .I' :/ .. n·nc '1' Y'/:(I) l ' D'ffl1-'115!: 

38. n'P'1 'P'1 an·}1}'.>·' t't,e f'l7D'} 7.1'.' l7Dlllr."(· o']fl7IJ-"I- : 1'(1)'" l7DflanC l7DIIC;J')' 7,'1 
l7D '}7 .1'.' an 'f' l. "I 

39. f'(I)·fl'1' t'I(I)·fl'f' U· '}15!: P't-: f'lJ'1A P't- h'1 f'l7D<'IM·."(· ·} D'fDJ.t't."(· 

40. I'M:/' ~,.I'.;J anMhA ~,1A ''It'l.+ (J'oflm:/ ' 

4 L n~/l1-"1- -"1-6 1"'/ ;J·n;r- D'f~l.fl 

2 



Annex 2 

QUESTIONNAIRE 

Addis Ababa University, School of Graduate Studies, Faculty of 

Business and Economics, Department of Public Administration and 

Development Management 

This questionnaire is designed by the 2nd year student of masters of public administration 

at Addis Ababa University. The questionnaire has prepared to be filled by the employees 

and clients/customers of Kombolcha municipal service and Harbu municipality. Clients/ 

customers of the Municipalities include: Businessman, Employee of other organizations, 

fa rmers, Unemployed persons and youth. 

General Directions: 

The main purpose of this questionnaire is to coll ect data on the implementation and 

challenges of Service Delivery Reform (SDR) being undertaken by Kombolcha 

municipal service and Harbu municipality. The questionnaire is purely an academic and 

in no way refl ects any political ideology. Hence it does not affect the personalities of any 

one. Therefore, your genuine, fran k and timely response to the questionnaire will have 

invaluable contribution to the success of thi s study . 

Please indicate your response according to the instruction of each category of the 

questionnaire. 

Note: Your name and address will not be stated in thi s research and all information that 

you provide will be kept strictly confidentia l. 

Thank you in advance for yo ur cooperation' 
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PART I. General personal information ofthe respondents 

Sign 'x' mark in front of each information or item provided in the box of 

your choice (please provide only one 'x' mark for one question). 

1. Name of the municipality where you are at 

Kombolcha municipal service 0 Harbu municipality 0 

2. Gender Male 0 Female 0 

3. You are Staff of the municipality 0 Businessman 0 Employee 

of other organizationD FanmC=:J Unemployed personD youtlD 

4. Educational status up to grade 8 0 9- 12 0 Diploma 0 

First degree and aboveD 

5. Religion: Muslim 0 Christian D other religions, _ ____ (cite), 

No re li gionO 

PART II: Questions regarding the preparation for the implementation of 

Service Delivery Reform, Please, circle your best choice for the answer and 

give your answer by writing your opinion where necessary. 

I. Enough budget was allocated for the implementation of the service delivery reform. 

A. Strongly agree 

8. Agree 

C. Neither agree nor r1isagree 

D. Disagree 

E. Strongly disagree 

2. Trained manpower especially civil service reform officer is assigned to coordinate the 

implementation of the service delivery reform. 

A. Strongly agree 

8. Agree 

C. Neither agree nor disagree 

D. Disagree 

E. Strongly disagree 

}, Awareness creati on was undertaken regarding the service delivery reform. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 
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4. Business Process Reengineering (BPR) is exercised in the municipality. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

S. Service flow indicators and what is expected from clients is written on the notice 

board and information desk is organized in the municipality, as a result clients have 

information access. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 

6. The municipality is giving related and major services in one room ('one stop shop' 

working system) to improve service del ivery. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

PART III: The main achievements of Service Delivery Reform, Please, 

circle your best choice for the answer and give your answer 

by writing your opinion where necessary 

I. The Municipality has made useful changes after the service delivery reform begun. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor disagree 

2. Service delivery standard is prepared and implemented properly in the municipality. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

3. The municipality provides services to clients accord ing to the allotted time. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor disagree 
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4. If your answer to question no. 3 is D or E can you explain for what type of services and 

how long did you wait in the municipality to get services? 

5. Which depmimentisection made the delay more? 

A. Reception D. Design and construction 

B. Record office E. General Manager 

C. Land administration F. Others (cite) 

6. Important services are decentralized to department and kebele level for the convenient 

of clients. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

7. Services that can be given by the private sector are outsourced. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

c. Neither agree nor disagree 

8. Services that should be transferred to the private sector are: 

A. Land provision D. waste management 

B. License of construction, marriage and bil1hday E. Other services __ (specify) 

C. Slaughterhouse service 

9. Services that should be decentralized to Kebele level are: 

A. Land provision D. waste management 

B. License of construction, marriage, al1Li birthday. E. Other services __ (specify) 

C. Slaughterhouse service 

10. Service Delivery Reform makes the organization structure of the municipality 

suitable to give fast and quality service to clients. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Ne ither agree nor di sagree 

II. Service Delivery Reform reduced costs and increased revenue for the municipality. 

A. Strongly agree C. Ne ither agree nor disagree 

B. Agree D. Di sagree E. Strongly disagree 
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12. Payment for the services given is reasonable. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

13. Clients satisfaction in land provision, infrastructure, license provIsIOn and other 

municipal services is increased. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 

14. Complaint handling mechanism is organized and serves properly. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither 'lgree nor disagree 

15. Opinions entered to the opinion collection box and comes in different mechanism 

have been seen and got solution by the concerned body. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 

16. The municipality performs customer satisfaction survey and discussion with clients 

and using as an input to improve public service delivery. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 

17. Result oriented work eva luation is practically observed. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

18. Workers increasingly have become responsible and accountable. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor di sagree 
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PART IV: Major challenges encountered in implementing Service Delivery Reform, 

Please, circle your best choice for the answer and give your , 
answer by writing your opinion where necessary. 

I. Challenges related with institutional capacity of the municipality 

1. Very high work burden in the municipality. 

A. Strongly agree 

B. Agree 

C. Neither agree nor di sagree 

2. Lack of adequate budget. 

A. Strongly agree 

B. Agree 

C. Neither agree nor disagree 

3. Sho11age of skilled manpower. 

A. Strongly agree 

B. Agree 

C. Neither agree nor disagree 

D. Disagree 

E. Strongly di sagree 

D. Disagree 

E. Strongly di sagree 

D. Disagree 

E. Strongly di sagree 

4. Insignifi cant decentrali zation of services to the kebele and department level. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

c. Neither agree nor disagree 

5. There is no customer sa[isfaction survey to scale up the Service Deli very Reform. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor disagree 

6. Long organi zational structure for service delivery. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor di sagree 
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7. Low participation of private sector in service deli very. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

II. Challenges related to the attitude of officials and employees 

8. Lack of commitment from officials. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly di sagree 

C. Neither agree nor di sagree 

9. Unavai labil ity of decision maker. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree no r d isagree 

10. Lack of proper service provider attitude towards cl ients /customers. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

I I. No mechanism to make officials accountable when they are not ri ght. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor di sagree 

12. The interest of employees and offi cia ls to continue with the ex isting sen· ice del ivery 

system. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly d isagree 

C. Neither agree nor disagree 

13. No ongo ing consultat ion in the publ ic and fa ilure to make things ri ght. 

A. Strongly agree C. Neither agree nor d isagree 

B. Agree D. Disagree E. Strongl\' disagree 
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14. Existence of malpractices such as nepotism, bribe, fraud, delay, etc. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

15. Existence of extra meeting for officials and employees. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

III. Challenges related to the external factors 

16. Lack of support from bureau of capacity building and works and urban development, 

from department of works and urban development and from city/Woreda 
'. 

administration. 

A. Strongly agree D. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 

17. Lack of clarity of policy, strategies and regulations of the reform. 

A. Strongly agree 

B. Agree 

C. Neither agree nor disagree 

18. Other interference in customer rebtions. 

A. Strongly agree 

B. Agree 

C. Neither agree nor disagree 

D. Disagree 

E. Strongly disagree 

D. Disagree 

E. Strongly disagree 

19. Subjective and biased evaluation system on employees. 

A. Strongly agree o. Disagree 

B. Agree E. Strongly disagree 

C. Neither agree nor disagree 
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20. The possible solutions to improve service delivery in the municipality can be: 

A. Direct Delivery by government 

B. Devolution of services to the lower level 

C. Privatization 

D. Cut the state activities 

E. Contracting out 

F. Enforced Tendering 

G. Deregulation and Liberalization 

H. Internal competition 

l. Other solution, _________ (cite) 
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Annex 4 

ADDIS ABABA UNIVERSITY, SCHOOL OF GRADUATE STUDIES, 

FACULTY OF BUSINESS AND ECONOMICS, DEPARTMENT OF 

PUBLIC ADMINISTRATION AND DEVELOPMENT MANAGEMENT 

Checklist interview for the staff of kombolcha municipal service and Harbu 

municipality 

1. Would you mention please, your overall responsibi lities and accountability in the 

municipality? 

2. What main services the municipality provides to its customers? How many people 

were getting service provision per day before 2001 ? Is there any difference after 

200l ? 

3. What major civil service reform programs were introduced in your municipality? 

4. Which among the services your municipality provides reformed at the begi nning? 

Why" 

5. Did your municipali ty give parti cular attention to one service or to some services" 

Why" 

6. Has the municipality formulated the strategic planning and management (SPM)? 

7. If the municipality formulated SPM, what major strengths and weaknesses 

identified in service delivery? 

8. Has the municipality practicall, implemented what it envisaged on its strategic 

planning and management? 

9. What measllres have been taken to sllstain the existing strengths and to improve 

the weaknesses? How? 

10. What types of services have been improved their servIce del ivery" To what 

degree? What main results have you achieved so far? How do you measure them? 
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II. Are there challenges /problems in the implementation of service delivery reform 

program (SDRP)? What are they? 

I. Challenges related to attitude of officials and employees of the 

municipa lity 

11 . Challenges related to the implementation capacity (financial, 

manpower, technology, other resources, etc). 

Ill. Challenges related to customers atti tude (cu lture, religion, etc) 

IV. Challenges related to working environment (incentive, officials­

employees relationship, etc) 

v. Challenges related to external factors. 

12. Do you think the SDRP wi ll sustain in short peri od of time? Why? What measures 

should be taken by whom to make the reform sustainable? 

13. What lessons do you think wi ll be transformed to other municipalities, 

government institutions and non-goverml1ent institutions? How? 

14. If you have any suggestion /comment and recommendation, please well come. 
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Annex 5 

ADDIS ABABA UNIVERSITY, SCHOOL OF GRADUATE STUDIES, 

FACULTY OF BUSINESS AND ECONOMICS, DEPARTMENT OF 

PUBLIC ADMINISTRATION AND DEVELOPMENT MANAGEMENT 

Checklist interview for clients Icustomers of kombolcha municipal service 

and Harbu municipality 

I. For what types of services do you have a relationship with the municipality? 

2. For how many years /months are you the client !customer of the municipality? 

3. Did you have customer relationship with the municipality before the SDR (2001) 

or do you know the past real history of the municipality? 

4. Can you compare the past hi story with the present one in relation with service 

delivery? What difference do you observe? 

5. Have you ever observed any malpractices such as bribery, nepotism, fraud and 

delay while you need any service provision from the municipality? 

6. If you have obsen·ed such malpractices, what mechanism have you used to get 

services? How~ 

7. Is the municipality uSll1g ··one SlOp shop"? What do you fee l the working 

atmosphere of workers in such one area~ 

R. Do you think "one stop shop·· is good fo r customers? Why? 

9. Is there any impro\·ement in service delivery in the mUI1lcipality? 

10. If the service del i\ery is improved, in what perspective do you evaluate? (In terms 

of time, cost, management comm itment. transparency, commitment of civil 

servants attitude of employee to wards clients /customers, etc .) 

I I . If you bel ieve that there is sen ·ice deli very improvement in the municipality, what 

reason is behind fo r Ihi s? Do you feel that thi s improvement is because of reform 

being undertaken in the municipality? 

12. Do you think that the improvement wi ll sustain in the future? Why? 
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13. If the service del ivery were not improved, what cha llenges/problems in the 

implementation of SDR are there? Please mention the problems in relation to the 

capacity of municipali ty, attitude of offi cials and civil servants, attitude of service 

receivers, work ing enviro lU11ent, other factors etc. 

14. Can you guess any positive or negative lesson one can dra·w fro m the service 

deli very reform of the municipali ty? Why? 

15. If you have any suggestion /comment, please we ll come. 
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