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Abstract

The purpose of this study was to describe the importance of certain factors in motivating
employees in Presidents’ Office Public Service Management. Specifically, the study was
intended to describe the ranked importance of some motivating factors and their impact
on service delivery, job security, interesting work, working conditions, wages,
promotions, growth in the organization and full appreciation of work done. The specific
objectives of the study were to assess the quality of service rendered by the Presidents
Office Public Service Management, to identify the motivating factors of employees in
Presidents’ Office, Public Service Management, to identify the constraining factors to
quality of service delivery in Presidents’ Office Public Service Management and to
explore the strategic policy options to improve service delivery by the Presidents’ Office
Public Service Management. The literature reviewed indicated what various scholars had
written about motivation and how it affects employee performance, however, none of the
scholars had written about the impact of motivation on service delivery in the Presidents’
Office Public Service, which gap was filled by this study. The methodology used in this
study was both qualitative and quantitative and the use of questionnaires was the major
tool of data collection. The relationship between various motivating factors and service
delivery was measured by using Pearson’s correlation coefficient. The findings revealed
that there 1s no single magical formula for motivating employees. Many factors affect a
given employees motivation to work and therefore improve service delivery. And of
course, not all employees are motivated by the same values, needs, desires, or wants.
Some employees are motivated by the approval of others, some by overcoming
challenges, while others are motivated by high pay as well as good working relationship.
Basing on the findings of the study, the researcher recommended that there is need for
employers to identify the motivating factors for employees since different employees are
motivated differently. However, there is need for increase in pay, train employees,
improve working condition and working relation among workers, as well as enhancing

job security since these variables are very important motivating factor.
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CHAPTER ONE

INTRODUCTION
1.1 Background to the study
This study is about the impact of Employee Motivation on Services Delivery in Public
Institutions with particular reference to Presidents’ Office Public Service Management in
Tanzania. The President's Office, Public Service Managément is a Ministry under
President's Office. The scope of President’s Office Public Service Management activities
is to: Provide advisory services to Ministries, Departments and Regions; Formulate,
prepare and monitor the implementation of administrative and personnel policies; Co-
ordinate,‘ monitor and administer all matters related to the allocation of human resources
in the Public Service, notably: recruitments; confirmations; appointments; promotions;
training discipline and terminations.
The ofﬁée is charged with the responsibility of ensuring that public servants participate
fully 'in fulfilling the mission of the Public Service, which is to deliver quality service to
the people of Tanzania efficiently, cffectively and with the highest standard of courtesy
and integrity. In so doing public employees are expected to impinge on the vision of
transforming the Public Service into an institution which is pivotal in achieving
sustainable economic growth and prosperity in Tanzania.
But what is on the ground is that there are cases of lack of transparency and
accountébility, lack of respect of law, lack of impartiality, inability to carry out assigned
duties efficiently and finish assigned duties within required time and standards. The
reasons for this has been partly attributed to low motivation yet according to the public

service salary structure, the employees of Presidents” Office Public Service Management



have higher motivation as compared to their counter parts in other government
departments and this has propelled the need for this study. Whereas there is much
literature about motivation and how it impacts on employees and organizational
effectiveness, I am not yet find the impact of employee motivation on services delivery in
public institutions with particular reference to Presidents’ Office Public Service
Management in Tanzania.

However, according to Gibson (2003), motivation is a general term used to describe the
process of starting, directing, and maintaining physical and psychological aqtivities. It is
a broad concept that embraces such internal mechanisms as preference for one activity
over anojcher, enthusiasm and vigor of a person’s responses, and persistence of organized
patterns of action towards relevant goals. He further adds that, in a formal sense
motivation is defined as “all those inner striving conditions described as needs, drives,

desires, motives and so forth. It is an inner state that activates or moves.

Many 66nte1nporary authors have also defined the concept of motivation. Motivation has
been defined as, the psychological process that gives behavior purpose and direction
(Kreitner, 1995); a predisposition to behave in a purposive manner to achieve specific,
unmet needs (Buford, Bedeian, & Lindner, 1995); an internal drive to satisfy an
unsatisfied need (Higgins, 1994); and the will to achieve (Bedeian, 1993). For this study,
motivation is operationally defined as the inner force that drives individuals to

accomplish personal and organizational goals.

According to Armstrong (2002), at one time, employees were considered just another

input into the production of goods and services. What perhaps changed this way of




thinking about employees was research, referred to as the Hawthorne Studies, conducted
by Elton Mayo from 1924 to 1932 (Dickson, 1973). This study found that employees are
not motivated solely by money and employee behavior is linked to their attitudes

(Dickson, 1973).

1.2 Statement of the problem

The Presidents’ Office Public Service Management in Tanzania is expected to help in
deliver qﬁality service to the people efficiently, effectively and with the highest standard
of courtesy and integrity. Despite all such responsibility of the office, the quality of
services provided is not at required standard. The previous study conducted in 2007 by
Service Excellence Limited Company at President’s Office Public Service Management
through complainant receiving centre, found that there is a lot of complaints from both
inside and outside stakeholders regarding inefficient of service delivered by the office to
the public. What is not known are the various factors that motivate employees in
Presidents’ Office Public Service Management and the relationship between employee
motivation and service delivery in Presidents’ Office Public Service Management. The
problem that led to this study was the unsatisfactory performance of employees of
President’s Office despite the fact that they had more privileges than their counterparts in

other departments.

1.3 Purpose of the study
The purpose of this study was to find out the importance of certain factors in motivating
employees in Presidents’ Office Public Service Management. Specifically, the study is

intended to describe the ranked importance of the following motivating factors and their



impact on service delivery: job sccurity, interesting work, working conditions, wages,

promotions and growth in the organization and full appreciation of work done.

1.4 Specific objectives
i.  To assess the quality of service rendered by the Presidents Office Public Service
Management.
ii.  To identify the motivating factors of employees in Presidents’ Office, Public
Service Management
iii.  To identify the constraining factors to quality of service delivery in Presidents’
Office Public Service Management
iv.  To explore the strategic policy options to improve service delivery by the

Presidents’ Office Public Service Management.

1.5 Research questions

i, What is the quality of service rendered by the Presidents’ Office Public
Service Management?

ii.  What factors motivate employees in Presidents’ Office, Public Service
Management?

iii. ~ What factors constrain the quality of service delivery in Presidents’ Office
Public Service Management?

iv.  What are the strategic policy options needed to improve service delivery

by the Presidents’ Office Public Service Management?



1.6 Research hypothesis
The study tested the relationship between various motivating factors (Salary and
allowances, promotion, communication, transparency and accountability) and service

delivery in Presidents’ Office Public Service Management

1.7 Scope

Content scope of the study

This study focused on the quality of service and various factors that motivate employees
in Presidents’ Office Public Service Management, the factors limiting effective service
delivery in Presidents” Office Public Service Management.

Geographical scope

The study was limited to Presidents’ Office Public Service Management in Tanzania
because of the fact that despite that there is good incentives given to employees, the
public servants in that office they arc not performing to the expectations of the people.
Timé scope

This study was based on the period of three years, that is, from 2005 to 2008. This period
was chosen because it is recent and there are emerging cases of dissatisfaction among the
people ébout service delivery in Presidents’ Office Public Service Management in

Tanzania.

1.8 Significance of study

This study is may be helpful to the following category of people:



Presidents’ Office Public Service Management

The study may help Management of Presidents’ Office Public Service Management in
Tanzania to come up with appropriate ways of recruiting employees, as well as policy
option towards quality of service provision to the public.

Government

The study is also intended to help in sensitizing the Government and other persons in
management positions to realize the importance of motivation in service delivery and the
various factors that motivate employces.

Academicians

The study may act as a stepping-stone for further research in the discipline of motivation
and service delivery in various organizations. The academicians may use this study as a

source of literature of related studies.



CHAPTER TWO
LITERATURE REVIEW

2.0 Introduction

This chapter deals with what other scholars have written about motivation and how it
impacts on service delivery. The study is based on a number of motivation theories, that
is, Maslow's need-hierarchy theory, Herzberg's two- factor theory, Vroom's expectancy
theory, Adams' equity theory, and Skinner's reinforcement theory. This chapter is also
based on the objectives of the study, that is, the various factors that motivates employees,
the relationship between employee motivations and service delivery and the factors

limiting effective service dclivery.

2.1 Theoretical framework

Understanding what motivates employees and how they were motivated was the focus of
many researchers following the publication of the Hawthorne Study results (Terpstra,
1979). Five major approaches that have led to our understanding of motivation are
Maslow's need-hierarchy theory, Hertzberg’s two- factor theory, Vroom's expectancy

theory, Adams' equity theory, and Skinner's reinforcement theory.

As pointed out by Armstrong (2002), employees have five levels of needs (Maslow,
1943): physiological, safety, social, ego, and self- actualizing. Maslow argued that lower
level néeds had to be satisfied before the next higher level need would motivate
employees. Herzberg's work categorized motivation into two factors: motivators and
hygiene .(Herzberg, Mausner, & Snyderman, 1959). Motivator or intrinsic factors, such as
achievement and recognition, produce job satisfaction. Hygiene or extrinsic factors, such

as pay and job security, produce job dissatisfaction.




Vroom's theory is based on the belict that employee effort will lead to performance and
performance will lead to rewards (Vroom, 1964). Rewards may be either positive or
negative. The more positive the reward the more likely the employee will be highly
motivated. Conversely, the more negative the reward the less likely the employee will be

motivated.

Adams' theory states that employees strive for equity between themselves and other
workers. Equity is achieved when the ratio of employee outcomes over inputs is equal to

other employee outcomes over inputs (Adams, 1965).

Skinner's theory simply states those employees' behaviors that lead to positive outcomes
will be Tepeated and behaviors that lead to negative outcomes will not be repeated
(Skinner, 1953). Managers should positively reinforce employee behaviors that lead to
positive outcomes. Managers should negatively reinforce employee behavior that leads to

negative outcomes.

However, despite the fact that the above theories are clearly stated, none of the authors
indicates the impact of motivation in service in Presidents’ Office Public Service

Management in Tanzania.

McGregor (1960) warned against Theory X (the view that people are reluctant to work)
and offered us Theory Y, with its emphasis on people's need for achievement and
satisfaction from a job done well. McClelland (1975), following the work of Murray in

the 1930's, emphasized the importance of needs for achievement, power and affiliation



These people were the glamorous management consultants of the 1960's. Their theories
were simple, their remedies straightforward. If we followed Maslow then we accepted his
assurance that most Western working people had their basic needs satisfied, so were not
to be motivated by money (which can buy basic necessities but cannot buy relationships,
affection, self esteem etc.). Managers following this theory turned their attention to
providing more satisfactory relationships, more interesting work, and more opportunities

for self-fulfillment.

Employers who followed Herzberg also rejected money as a motivator, and focused their
efforts on providing more enriched jobs. McGregor led them to abandon the view of
working people as lazy and reluctant to work without threats and incentives (Theory X).
Instead he proposed Theory Y, which told them that people basically wanted to do a good
job and they should provide opportunities for satisfaction from a job well done.
McClelland focused attention on giving people the opportunity to satisfy their needs for

achievement, power, and affiliation.

In the 1970's we read about the casc studies of organizations which had followed these
exhortations. Unlike the first rash of converts, whose massive efforts and successful
results had contributed to the popularity of the "needs" approach in the 60's, these second
generation studies showed an array of mixed results. There were job ¢michment
programfnes which had resulted in most of the staff leaving; human relations programmes
which had reduced conflict but at the expense of causing output to fall; and companies

which removed incentive payment systems and found they could not manage the



resulting need for more directive supervision. At the same time there were other

companies achieving the good results promised of the programmes they introduced.

The response to these results was also mixed. Some people adhered to their favourite
theory and blamed ineffectiveness of implementation or management or the workforce
for failure. Some turned back to carlier theories, influenced by researchers such as
Donald Roy (1952). Others looked for more sophisticated theories, turning away from

over-simplification and general solutions.

Contingency Theory had been developed in response to research findings that the same
management practice could be a resounding success in one organization and a miserable
failure in another. Joan Woodward (1958) advocated adapting the structure of an
organization to its technology; Burns and Stalker (1961) showed that different styles of
management fitted firms facing different rates of change; and Tom Lupton and his
research team at Manchester Business School developed the "best fit" approach to
desiéning remuneration systems (1968 and 1974). This approach involved identifying the
most suitable payment system for each organization, and even for different sections

within an organization.

However, there is a growing body of research findings that show motivation varies
between individuals, between groups, and between cultures, and that this can affect the

operation of a remuneration system.

Other researchers have reported variations in motivation. Michael White (1973) found

UK managers in a sample of 2246 showed six distinctive patterns of motivation (material

10




rewards, status and prestige, security and social issues, job interest, variety, challenge,
and leadership). Blackburn and Mann (1979) found in a sample of 1000 low skilled
workers a wide range of "orientations", or motivations to work. These included such
things as pay, hours of work, promotion opportunities, autonomy, working indoors,
intrinsic features of the work, how worthwhile the work was, relationships with

colleagues, and working conditions.

These kinds of studies certainly support the "contingency theory" approach, which says
that maﬁagement strategics (including payment systems) should be designed specifically

to suit the host organization and its employees and managers.

However the picture is very much complicated by the fact that there is also a body of
research: which indicates that needs are neither instinctive nor fixed for individuals. They
vary with changes in personal circumstance, and can be modified by making desired
rewards imore available or less available. White's study about Motivation showed that the
manégers who were most likely to be motivated by security and social needs were those
who had reached a peak in their careers, and for whom some of the other motivators were
no longer available. Job interest was a motivator for people who had interesting jobs;
variety and challenge were motivators for people with challenging jobs, and so on. In
many cases it is impossible to ascertain which came first, the motivation or the choice of
career. But this is not so with those peopie whose careers had peaked. If it is true that
people oﬁen adapt their needs to match the rewards which are available to them, then this

would explain why Goldthorpe (1968) had found so many Coventry car assembly

11



workers motivated by the high wages they could earn in their boring, repetitive jobs

rather than choosing more interesting work for lower pay which they could have found.

What should we conclude about "Needs Theories" and "Contingency Theory"? Firstly it
has become very clear that we cannot accept any simple model which seeks to explain
human motivation as deriving from generally applicable needs, such as the need for
money, or the need for achievement, or for interesting work, or for relationships at work.

People have differing needs, both between and within organizations.

This could lead to a "contingency" approach with reward systems tailored to each
individual's needs. That would be a managers' nightmare and has never been seriously
advocated except for fringe benefits (the Cafeteria Plan, see Thierry, 1978). There is
another major consideration that should influence our thinking here. It appears to be
possible to encourage people to seek the rewards employers are able or willing to offer.
Employees do not expect individually tailored rewards, and there is ample evidence that
somé organizations have motivated their employees with money, some have motivated
them with enriched jobs, some with growth opportunities, some with improved

relationships, and so on.

Research at Strathclyde University in the 1980's investigated this possibility (Bowey,
Thorpe and Hellier, 1986). Sixty three (63) organizations were studied in depth to
identify the factors which had contributed to the relative success of one third of them
from introducing a new performance-related payment system, whilst the other two thirds
had no improvements to show for their efforts. The work took three years, and the results

showed that companies could succeed or fail with the same kind of payment system.
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Even very similar companies in similar circumstances could succeed or fail with the same
kind of scheme. Similarly, the age distribution, sex, degree of skill, of the‘ workforce, the
region, the economic sector or the size of the organization offered no explanation of the
variations in results. In other words there was no support for Contingency Theory from
this study, the largest and most detailed of its kind (most studies of payment systems are

case studies of a very small number of sites, often only one).

The only factor which correlated well (statistically) with the results of the changed
payment systems in the Strathclyde study was "involvement/consultation”, the amount of
time and effort the management had spent discussing the proposed new scheme with their
employees and with other managers before its introduction. The implications of this for
motivation theory seem to support what some have called "Reactance Theory". People
need to feel they have some control and freedom in their work situation, they are not
passive receivers of motivational stimuli, but act in ways to secure control, freedom, and

improved chances of obtaining rewards.
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2.2 Conceptual framework

Motivation

- Job security

- Working conditions

- Salary and allowances

- Promotions and growth
in the organization

- Full appreciation of
work done

- Communication

Extraneous variables

v

e © o © 6 © o o @

Service delivery

Transparency and accountability
Pursue excellence in service
Promote team work

Maintain political neutrality
Respect of Human Rights
Discharge duties with integrity
Respect of law

Diligence

Impartiality

Carry out assigned duties
efficiently

Finish assigned duties within
required time and standards

©

Lack of adequate
resources

Limited number of
public servants
Limited government
resources

Few public servants

Source: Developed from literature review

The above conceptual frame work indicates that motivation can be classified in terms of

job security, working conditions, salary and allowances, promotions and growth in the

organization, full appreciation of work done and effective communication. The

assumption is that if employces arc motivated to their satisfaction, this will lead to

transparency and accountability in public service delivery, pursue excellence in service,

promotion of team work, carrying out assigned duties efficiently and finishing of

assigned duties within required time and standards, among others. There are however,
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other factors such as inadequate resources and limited number of public servants that may

affect service delivery. These factors are called extraneous variables.
2.3 Organizations and quality of services provided

The literature reviewed under this scction indicates that different factors affect the quality
of services rendered in organizations and according to Verma (2008), Management plays
a very significant role in organizations ability to provide quality services. He adds that it
is management which makes difference in the performance of any organization. The
importance of management in organizations has further increased during recent times
because the scale of operations have gone high, labour has become specialized, markets

became highly competitive and an cfficient handling of things became need of the day.

Verma (2008), further points out that Management is basically a supportive function
which facilitates the achievement of common goals in a group activity. It concerns with
creating an environment in which all the resources can be put to their optimum use. A
manager's function is to plan, organize, direct and control the efforts of all concerned in a
way that organizational objectives are achieved effectively and efficiently. However,
although the views of Verma (2008), are convincing, he does indicate the quality of

services provided in the Presidents office in Tanzania which is the basis of this study.

Another determinant of quality of services in organizations of organizational culture and
as pointed out by Black and Richard (2003), where culture is strong—people do things
because they believe it is the right thing to do. They defined it a state where people, even

if they have different ideas, do not challenge organizational thinking, and therefore there
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is a reduced capacity for innovative thoughts. This could occur, for example, where there
is heavy reliance on a central charismatic figure in the organization, or where there is an
evangelical belief in the organization’s values, or also in groups where a friendly climate
is at the base of their identity (avoidance of conflict). It is therefore evident that there is

direct relationship between cultures of the organization and services provided.

The quality of services is also determined by motivation of staff, and as indicated by
Armstroﬁg (2003), to motivate means to give incentive to. There are many factors that
can increase motivation. Increases in motivation can lead to changes within the brain.
These changes extend their influence to other parts of the brain and to the rest of the body
through 'the endocrine system. This is a system of chemical messengers that can have
measurable effect on the performance of an individual and hence increase in service
delivery. Therefore, the quality of services in organizations can be good or poor

depending on available circumstances.
2.4 The various factors that motivates employees

The review of literature indicates that despite the importance attached to motivation, none
of the scholars indicate the motivating factors in Presidents’ Office Public Service
Management in Tanzania. Gibson (2002) indicates that there are many employee
motivation factors that a manager must consider. In order to properly conduct business
employees need to be well trained and motivated. He adds that one of the most important

employee motivation factors is trcating people fairly and with respect.
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According to Bedeian (1993), the best advice on employee motivation factors is to start a
cycle of self confidence and motivation by developing each individual's strengths.
However, the strength of the above argument, he does not indicates the impact of

motivation in service in Presidents’ Office Public Service Management in Tanzania.

According to Smith (1994), there is a positive relationship between motivation and
service delivery. On the question of why do we need motivated employees? The answer
is survival. Motivated employecs are needed in our rapidly changing workplaces and this
increases service delivery. Motivated employees help organizations survive. Motivated
employees are more productive. To be effective, managers need to understand what
motivates employees within the context of the roles they perform. This is due, in part, to
the fact that what motivates employees changes constantly (Bowen & Radhakrishna,
1991). For example, research suggests that as employees' income increases, money
becomes less of a motivator (Kovach, 1987). Also, as employees get older, interesting

work becomes more of a motivator.

The basic requirement for job satisfaction may be included comparatively higher pay, an
equitable payment system, real opportunity for promotion, considerate, and participative
management, a reasonable degree of social interaction at work, interesting and varied

tasks and high degree of autonomy

2.5 Factors limiting effective service delivery in organizations

Some jobs are stressful by definition because they are physically dangerous (such as

firefighting or criminal justice), involve matters of life and death (emergency functions),
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or are psychologically demanding (social work, teaching). But people who stamp metal
or crunch numbers can also be subject to stress on the job. Workplace stress is usually the
result of high demands on the job, real or perceived lack of control concerning those
demands, poor day-to-day organization and communication, and an unsupportive work

environment.

Stress on the job creates high costs for businesses and institutions, reducing morale,
productivity, and earnings. Clearly, it is in every employer’s best interests—fiscal and
otherwise to reduce workplace stress as much as possible. Businesses can lower and

prevent job stress through two methods:

Goal theory as developed by Latham and Locke (1979) states that, motivation and
performance are higher when individuals set specific goals, when goal are difficult but
accepted, and when there are feedback on performance. Participation in goal setting is
importan& as a means of getting agreement to the setting of higher goals. Difficult goals
must. be agreed and their achievement reinforced by guidance and advice. Finally,
feedback is vital in maintaining motivation, particularly towards the achievement of even

goals.

2.6 Policies for improving organizational performance (service delivery)

According to Armstrong (2003), the two factors that determine how an organization
functions in relation to its internal and external environment are its structure and the
processes that operate within it. Organizations are also effected by the culture they

develop, that is, the values and norms that affect behaviour. It is therefore evident that in

18



order to improve service delivery, managers should focus on both internal and external

environments of their organizations.

Cole (2002) indicates that the overwhelming majority of organization theorists subscribe
to the view that some degree of structure is an essential part of every organization in
order to enhance service delivery. The arguments between the different theorists thus
tend to devolve around the extent to which structure either is present, or should be
present. In the industrial period between the two World Wars, the dominant figures of
organization theory were mostly practical managers whose approach to the management
of organizations was a prescriptive one, based on practice experience. The essence of
their theories was that organizational effectiveness depended on having a suitable
structure' of jobs and relationships. These theorist-managers have been called the
‘scientific management school”, of the Classical school. Typical exponénts of these

theories were Fk.W. Taylor, Henri Fayol, and L.F Urwick (Armstrong 2003)

The classical or scientific management school, as represented by Fayol (1916), Taylor
(1911) and Urwick (1947) believed in control, order and formality. Organizations need to
minimize the opportunity for unfortunate and uncontrollable informal relations, leaving

room only for the formal ones.
The bureaucratic model of organization as described by Perrow (1980) is a way of

expressing how organizations function as machines and can therefore be associated

with some of the ideas generated by the classical school. It is based on the work of Max
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Weber (1946) who coined the term bureaucracy, as a liable for a type of formal
organization in which impersonality and rationality are developed to the highest degree.
Bureaucracy, as he conceived it, was the most efficient form of organization because it is
coldly logical and because personalized relationships and non-rational, emotional

considerations do not get in its way.

The classical, and by implication, the bureaucratic model were first challenged by
Barnard (1938). He emphasized the importance of the informal organization — the
network of informal roles and relationship which, for better or worse, strongly influences
the way the formal structure operates. He wrote: formal organizations come out of and
are necessary to informal organizations; but when formal organizations came into
operation, they create and require informal organizations. More recently, Child (1977)
has pointed out that it is misleading to talk about a clear distinction between the formal
and the information organization. Formality and informality can be designed into
struct.ure. It should however, be noted that these old management theories and although
are relevant today, they do not clearly the impact of motivation on service delivery in

President’s Office Public Management in Tanzania, a gap this study intend to fill.

2.7 Summary of literature review

In summary, understanding what motivates employees and how they are motivated is the
focus of many researchers following the publication of the Hawthorne Study results
(Terpstré, 1979). The literature reviewed under this section indicates that different factors

affect the quality of services rendered in organizations as indicated by Verma (2008). It
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was also noticed that management plays a very significant role in organizations ability to
provide quality services. It is management which makes difference in the performance of
any organization. In addition, the basic requirement for job satisfaction may be included
comparatively higher pay, an equitable payment system, real opportunity for promotion,
considerate, and participative management, a reasonable degree of social interaction at

work, interesting and varied tasks and high degree of autonomy
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CHAPTER THREE

METHODOLOGY
3.0 An overview
This chapter focused on the research design used in the study, area and population of
study, sample and sampling design the researcher used, research instruments, data
analysis and the problems encountered during the study. This study employed both
qualitative and quantitative survey approaches. The qualitative design was used in order
to describe the phenomena in its natural setting. The quantitative approach was used to

show the trend of responses about the study.

3.1 Research design

The research design adopted in this study was a case study because, it excelled at
bringing the researcher to an understanding of a complex issue or object and could extend
experience or add strength to what was already known through previous research. Case
studies emphasizc detailed contextual analysis of a limited number of events or

conditions and their relationships,

3.2 Study area
The area of study was the President's Office; Public Service Management (PO-PSM) Dar

Es Salaam Region in Tanzania.

3.3 Study population
The study population constituted the employees of the President's Office Public Service

Management (PO-PSM) the Ministry under President's Office in Tanzania.
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3.4 Sample size

The sample size was determined by using the Collombat’s formula
n=N/1 + N (e)*

Where:

N-Total population in President’s Oftice

¢ - The exponential constant whose value is approximately 0.05.

According to the Human Resource Office, President’s Office Public Service Management

(PO-PSM) with all its departments has got 170 employees (IN). Using the above formula,

N=170

1+ 170 (0.05) 2

n =120 which represent sample

3.5 Data collection methods

Data collection methods were taken as an integral part of research design. Secondary
information was gathered from the available literature. This involved reviewing
numerous documents like textbooks, journals, newspapers, national and international
policy documents, reports and bulletins containing information about the leadership and
its impact on organizational performance. Primary data was collected using self-
administered questionnaires, in-depth interviews, focus group discussions, observing
people and documentary review.

In-depth interviews

Personal interviews were carried out, direct verbal discussion and interaction with the
respondents in order to collect data. The objective of the interview was to bring some

preliminéry issues to the surface so that the researcher can determine what variables need
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further in depth investigation. The questions were planned in advance and the researcher
used an interview guide to guide the interview and a lot of probing was done. According
to Amin (2005) there are advantages of conducting in-depth interviews. The researcher is
able to help the respondent understand the question being asked, so there is no vagueness
in answers given, such interviews build good rapport between the researcher and the
respondent thus the respondent becoming confident when answering questions, the
interviewer is able to control the flow of questions and the data obtained from such an
interview is of high quality.

Interviews are advantageous to the researcher because they help to adopt many questions
as necessary, clarify doubts and ensure that repeating or rephrasing the questions properly
to understand the responses. It is possible to pick up non-verbal issues from the
respoﬁdent. Face to face interviews also allow the researcher to notice any discomfort,
stress or problems that the respondents may experience, nervous tapping and other body
language unconsciously exhibited can also be noticed which would be impossible to

detect while using other methods.

Questionnaires

Open en&ed and closed questionnaires were administered to respondents in the different
categories. The questionnaires were administered to key informants who included the
administ‘rators and employees of Presidents’ Office, Public Service Management. The
questionhaires were designed and sectioned according to the themes of the study.
Questionnaires helped the respondents to read through the question several times and

understand in order to give the most suitable answers. They were popular with
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researchers because information could be obtained fairly, easily and the questionnaire

responses are easily coded.

Observation

This method was mostly used to gather information about the non-verbal behavior. This
involved using personal intuition of the researcher by seeing and hearing. Busha and
Harter (1980:147) indicate that the term observation is used to indicate that the object or
the subjéct of an investigation is being subjected to close visual surveillance and the
information obtained is related to more general proportions or theories. The advantage of
the observation method is that the research can be conducted in a natural environment
rather than in an artificial setting, and can easily be conducted over time. Observation
studies help to comprehend complex issues through direct observation and then if
possible, asking questions to seek clarification on certain issues. The data obtained is rich
and uncontaminated by self-report biases.

Docﬁmentary review

A number of documents containing information about the impact of Employee
Motivation on Service Delivery in Presidents’ Office, Public Service Management were
reviewed. The literature was reviewed basing on the objectives of the study. Several
kinds of documents were reviewed which include textbooks, journals, news papers,

national and international policy documents, reports and bulletins.
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Focus group discussions

Focus group discussions were also used to collect data. This was by the help of focus
group guide, which is a lay out of items that were in line with the topic of study. Focus
groups discussions are generally considered to be qualitative rather than quantitative
method and generally do not yield results suitable for statistical analysis. The results were
interpreted more subjectively. The data consisted of a record of the discussion as this
method was very effective since it provided data quickly and the cost was relatively low.
The researcher was able to collect data on beliefs, attitudes and behaviors; more depth of

coverage and more detailed and flexibility and opportunity to probe it will achieved.

3.6 Validity of instruments

Validity of instruments was ascertained by first of all discussing the questionnaire and
interview schedule drafts with the supervisor. The content validity of the instrument was
found \A:/orthy executing for the pilot run and thus the study. The content validity index
was estimated to be 0.86 which was above the accepted value of 0.76 (Kathuri and Palls

(1993), hence the instrument was deemed valid.

3.7 Reliability of instrument

The reliébility of instruments was established basing on the preliminary results derived
from the‘ pilot study. The study instruments were set for the pilot run. Results realized
were diséussed with the supervisor and the coeffient of reliability of the instruments was

accepted.
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3.8 Data analysis and quality control

For qualitative data, it involved identification of similar responses at the end of each day
of data collection and they were coded according to the themes of the study. Then the
tentative themes were identified and code categories were given under each theme.
Important themes from the collected data were also be identified and supplemented by
information given by the interviews. Data analysis was done using both qualitative and
quantitative methods. Qualitative analysis entailed review of the published work,
newspapers, magazines and journals. Quotations from both secondary and primary data
with rele\vant information to the findings were included to substantiate findings. During
analysis, respondents’ expressed feelings; attitudes, ideas, and statements were put into
consideration.

In Quantitative analysis, data was analyzed by using Pearson’s correlation co efficiency.
This helped to obtain the relationship between motivation and service delivery in
Presidents’ Office Public Service Management. According to Amin (2005), given a set
of ob.servations (X1, Y1), (X2, ¥2)... (Xn, ¥n), the formula for computing the correlation

coefficient is given by;

1 X -X \(V-T
T T = (AS.\T\ )(}S_v} .

Where,
r=correlation coefficient

n=sample

X-X=differences in mean

Sx=Standard error of sampling distribution.
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Source: Amin (2005).

The correlation coefficient always takes a value between -1 and 1, with 1 or -1 indicating
perfect correlation (all points would lie along a straight line in this case). A positive
correlation indicates a positive association between the variables (increasing values in
one variable correspond to increasing values in the other variable), while a negative
correlation indicates a negative association between the variables (increasing values in
one variable correspond to decreasing values in the other variable). A correlation value
close to O indicates no association between the variables. Since the formula for
calculating the correlation coefficient standardizes the variables, changes in scale or units
of measurement will not affect its value. For this reason, the correlation coefficient is
often more useful than a graphical depiction in determining the strength of the association
between two variables. Data from questionnaires will be presented in form of frequency
tables, pie charts and bar graphs. Data results will be presented in tabular forms, graphs,
pie cﬁarts including the percentages of information got from the field according to the

different themes of study.

3.9 Ethical considerations

An attempt was made to:

> Exercise confidentiality, anonymity and privacy so as to safe guard the
interviews and other respondent’s altogether.

» The researcher avoided deception in the process of research
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5 The researcher was honest and trustworthy about aims and, or goals and

procedures of the study.

3.10 Limitations and Solutions:

A number of limitations were encountered and these include the following;
L Some of the respondents were not willing to give information and this problem
Was solved by assuring them that this study was purely for academic purposes.
ii. Funds were limited. However, this was solved by seeking financial assistance
from friends and relative.
iti. Respondents were busy with their work, thus much time was spent particularly in

getting responses to questionnaires.
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CHAPTER FOUR

FINDINGS

4.0 Introduction

This chapter deals with the findings from the field, its interpretation, representations and
the implicatiohs and the results were analyzed using Statistical Package for Social
Scientists (SPSS). The chapter is in line with the objectives of the study, that is, to find
out the various factors that motivate employees in Presidents’ Office Public Service
Management, to establish the relationship between employee motivation and service
delivery in Presidents’ Officc Public Service Management and to establish the factors
limiting effective service delivery in Presidents’ Office Public Service Management. The

first section of this chapter focuscs on the background information of the study.
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4.1 Demographic characteristics of respondents

Sex Frequency Percentage
Male 83 70.9
Female 34 29.1
Total 117 100.0
Missing system 3

Total 120

Age Frequency Percentage
21-25 7 5.9
26-40 29 24.6
Above 40 82 69.5
Total 118 100.0
Missing system 2 '

Total 120

Education Frequency Percentage
Masters 4 3.5
Diploma 22 19.1
Degree 89 77.4
Total 115 100.0
Missing system 5

Total 120

Response Frequency Percentage
Married 98 81.7
Divorced 8 6.7
Single 14 11.7
Total 120 100

Source: Primary data
Under demographic characteristics, the study focused on the sex, age, education level,
and marital status, duration of work in the organization and job title and how they impact
on motivation of employces. In the context of this study, one variable (transparence and
accountability) was selected as a motivating factor. |
The study indicated that male respondents dominated the study with 70.9% response and
female were only 29.1% response. This finding implied that there were more male

employees in the Presidents’ Office Public Service Management. On the question of the
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age of the respondents, 5.9% responsc indicated that they were between 21-25 years,
24.6% response indicated they were between 26-40 years. 69.5% however, was the
highest response and indicated that, they were above 40 years, that is the age of maturity

in relation to hard working, when motivated, can improve on service delivery.

As regards education level of respondents, the study indicated that majority held degrees
(77.4%) response, followed by those who were diploma holders (19.1%). This finding
implied that the staff in the President’s Office Public Service Management in Tanzania

had adequate education level and if motivated could improve on service delivery.

The study indicated that 81.7% respondents were married, 6.7% were divorced and
11.7% Were single. There was however, no relationship between the marital status of the
employeeé and the service delivery in the Presidents’ Office Public Service Management
in Tanzénia‘

4.1.5 . Duration of work in the organization

Response Frequency Percentage
1-5 years 38 31.7
6-9 years 47 392
Above 10 32 26.7
Missing response 3 2.5
Total 120 100

Source: Primary data
The findings indicated that majority of the respondents (39.2%) response had worked in

the Office of the President for a period 6-9 years, 31.7% response indicated those who
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had worked in the Office of the President for 1-5 years and then 26.7% response of the
respondents had worked there for more than 10 years.

4.1.6 Job Title of respondents

Response Frequency Percentage
Minister 2 1.7
Permanent Secretary 1 0.8
De;;yuty Permanent Secretary 1 0.8
Directors 4 33
Ass Directors 9 7.5
Principle Officers - 25 20.8
Senior Officers 35 292
Normal Ofticers - 18 15.0
Cadet Officers (Includi‘ﬂé_;l‘ewlr'ééruits) 6 5.0
Supporting Staff 9 7.5
Experts Local and Foreigners 9 7.5
Missing response 1 0.8
Total R 120 100

Source: Primary data

The study revealed that the job titles for the response-were, Ministers,” Permanent
Secretary, Deputy Permanent Secretary, Directors, Ass Directors, Principal Officers,
Senior Officers, Normal Officers, Credit Officer Supporting Staff and Expert Local and
Foreigners as indicated in the table. Majority of the respondents however, were the
Senior Officers as shown by 29.2% response. This is important because, information
regarding motivation in Presidents Office Public Service Management was obtained from
different categories of employees hence free from bias.

4.2 Service delivery in the Presidents’ Office Public Service in Tanzania

As pointed out earlier, the Presidents’ Office Public Service Management in Tanzania is

charged with the responsibility of ensuring that Public Servants participate fully in
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ﬁllﬁlliﬁg the mission of the Public Service, which is to deliver quality service to the
people of Tanzania efficiently, effectively and with the highest standard of courtesy and
integrity. In so doing public employees are expected to impinge on the vision of
transforming the Public Service into an institution which is pivotal in achieving
sustainable economic growth and prosperity in Tanzania. In the context of this study,
service delivery in the Presidents’ Office Public Service Management in Tanzania was

measured in terms of transparence and accountability.

Service delivery

Statement Very Good Fair poor No Missing
good comment | response

Transparence and | - 18 (15%) | 67(55.8%) | - 33(27.5%) | 2(1.7%)
accountability

Team work 7(5.8%) |- 44(36.7%) | - 34(28.3%) | 4(3.3%)
Political neutrality 6 (5%) 66(55%) | 16 (13%) |- 26(21.7%) | 6(5%)

Respect of Human rights 4(3.3%) |- 76(63.3%) | 9(7.5%) | 27(22.5%) | 4(3.3%).

Discharge of duties with |- 3(2.5%) 79(65.8%) | 13(11% | 22(18.3%) | 3(2.5%)

integrity

Respect of law - 16(13.3%) | 78(65%) | - 23(19.2%) | 3(2.5%)

Carry out assigned duties | - 13(10.8%) | 82(68.3%) 24(20%) 1(0.8%)

efficiently

Finish assigned duties n time | - 17(14.2%) | 75(62.5%) | - 26(21.7%) | 2(1.7%)

Source: Primary data

The study indicated that transparency and accountability was fair as indicated 55.8%
response. However some did not comment on the level of transparency and
accountability (27.5% response). The lack of adequate transparency and accountability
was attributed to low motivation in the Presidents’ Office Public Service Management in

Tanzania.
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The promotion team work in the Presidents’ Office Public Service Management in
Tanzania was fair as indicated 36.7% response. However 28.3% response did not say
anything about promotion of team work. The lack of team work was attributed to
inadequate management skills in the organization. The study indicated that maintaining
political neutrality was maintained in the Presidents’ Office Public Service Management
in Tanzania as indicated 55.0% response. This can enable other agencies like opposition
side to participate in service delivery hence political neutralization promotes quality
service delivery and motivation towards work. The study indicated that respect of human
right was fair as indicated by 63.3% response. Respect of human rights in the President’s
Office promoted integrity among cmployee and resulted into high quality services
delivefed. However, some employces reserved their comment and this was 22.5%
response. It is therefore, evident that employees of the Presidents’ Office Public Service
Management acknowledge that Human Rights are universal, and civil, political,
economic, social and cultural rights belong to all human beings, including refugees and
internally displaced people. The study indicated that discharge of duties with integrity
was rated as fair in the Office of the President as indicted by 65.8% response. Integrity in
the office has promoted high service delivery and this enhances employee’s motivation to
work.

On the issue of respect of law, the study indicated that it was fair as revealed by 65.0%
response. Lack of respect was attributed to lack of clear guidelines to employees’ code of
conduct by some employees. The study indicated employee carry out assigned duties
efficiently as indicated by 68.3% response. However 20.0% response reserved their

comment on their duties. The results indicated that finishing assigned duties within

\\
35 ¥ F | ’U (’1



required time and standards was fair as indicated by 62.5% response. Finishing assigned
duties within required time and standards promotes quality services that was attributed to

the jobkspeciﬁcations in the organization.

4.3 Importance of various factors in motivating employees

Understanding what motivating employees and how they are motivated was the focus of
this study. The employces of the Presidents’ Office Public Service Management-
Tanzania were asked to rate the importance of job security, working conditions, salaries
and allowances, promotion, appreciation of work done and communication and it was
revealed that different are motivated differently.

Various motivating factors

Statement Very Important | Less Missing
important important | response
Working conditions 05(79.2%) | 14(11.7%) | 6(5%) 5(4.2%)
Salary and allowance 101(84.2%) | 14(11.7%) | - 5(4.2%)
Promotion of staff 101(84.2%) | 14(11.7%) | - 5(4.2%)
Appreciation of work one 101(84.2%) | 16(13.3%) | - 3(2.5%)
Communication 90(75%) 20(16.7%) | 4(3.3%) 6(5%)

Source: Primary data

As regards the working condition, the study reveled that they were very important as
indicated by 79.2 % response. If the working conditions are not conducive it reduces the
moral at work. The study revealed that salaries and allowance were very important in
motivating staff as indicated by 84.2% response. Allowances and salaries motivates

employees as good salaries and allowances makes employee to love their job as a result
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they aim at deliveries quality services. The study reveled that promotion was very

important factor in motivation of staff as revealed by 84.2% response again.

The study indicated that appreciation of work done affects the service delivery as
indicated by 84.2% responsc. This increases the moral of the employee and hence high
motivation towards work. This also implies that one of the most important employee
motivation factors is treating people fairly and with respect. As a manager one needs to
respect employees and maintaining harmonious working condition. As regards the
communication in affecting service delivery, the study revealed it was very important as
75.0% response. Proper communication in the office usually promotes good relationships

among employees and management hence high motivation in the work.

4. 4 Importance of job security as indicated by employees

Percent 50
40 = -
30
20 . S
0 - . el 1 o |

Very Important Less Missing
important important response

Source: Primary data
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The study indicated that job security was very important factor in motivating staff in the
Office of President as mentioned by 70.0% response. Job security makes the employee

feel at work. But if the employee feels that they are not secure at work reduces the moral.

4.3.8 Ranking of financial reward, Material reward, recognition, promotion and job
security as motivating factors.

Ranking of motivating factors

45

40 R

30—

Percent 20 S LS - : -+ Factor

15 -

10

0 ‘ | | S ;

Material  Promotion Recognition Financial Job security
reward reward

Source: Primary data

The study reveled that the most motivating factor was job security,(40% response),
followed by Financial reward (35% response) and then recognition (15% response). The
least motivating factors were promotion and material rewards. This finding further
indicated that different employces of the Presidents’ Office Public Service Management

in Tanzania were motivated difterently.
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4.4 Amount of pay to the employees in the Presidents’ Office Public Service
Management in Tanzania

The amount of pay in relation to employee performance needs to be seen in the context of
broader civil service pay reform because salaries in the public service sector are generally
ruled by fairly rigid civil service codes that make it legally and politically difficult to
change. However, on the amount of pay received by employees, different employees
rated the payment differently. Although other payments is based on the prerogative

power given to the Accounting Officer of the organization concerned.

Mode of Pay
Statement Sﬁtrongly Agree Strongly | Disagree | Missing
agree disagree response
The pay received is enough | - 19(15.8%) | 72(60%) | 26(21.7%) | 3(2.5%)
The payment is received on | 8(6.7%) | 26(21.7%) 60(50%) | 22(18.3%) | 4(3.3%)
time

Source: Primary data

The étudy indicated that employees did not receive enough payments as revealed by
60.0% response. Small payments were attributed to the low salary structure in the public
service in general. The pay was also small as compared to the increasing cost of living in
Tanzanié. The rescarch findings indicated that 50% of employees received the pay not on
the expected time and this was de-motivating. The delay in the payment was attributed to
bureaucracies in the government system of payments due to less developed banking

sector.
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4.5 Motivation and in Presidents’

service delivery Office Public Service

Management.
In order to establish the relationship between motivation and service delivery in

Presidents’ Office Public Service Management, various motivating factors, that is, job

security,

working conditions,

salary and allowances,

appreciation of work done were investigated.

training programme and

Statement’ Greater Small No effect | Missing
extent extent response
Job  security affects | 95(79.2%) 11(9.2%) | 10(8.3%) | 4(3.3%)
service delivery
Working __conditions | 81(67.5%) 21(17.5%) | 12(10%) | 6(5%)
affect service delivery
Salary and allowance 80(66.7%) 23(19.2%) | 12(10%) | 5(4.2%)
Promotion 83(69.2%) 21(17.5%) | 7(5.8%) | 9(7.5%)
Training 87(72.5%) 17(14.2%) | 10(8.3%) | 6(5%)
Appreciation of work 96(80%) 10(8.3%) | 8(6.7%) | 6(5%)
Communication 95(79.2%) 11(9.2%) | 9(7.5%) | 5(4.2%)

Source: Primary data

The study indicated that job security affects service delivery in the President’s Office as
mentioned by 79.2% response. Employees job security means that they are permanent at
work, this build cmployee’s confidence, and promotes hard work as a result quality of
work are yielded. Working condition greatly affects service delivery as indicated by
67.5% response. This was attributed to fact that if working conditions are good, this
motivates the employee to work hard and these results into quality service delivery.

The table indicated that salaries and allowance greatly affect service delivery as revealed

by 66.7% response. Increasc in salarics and allowance promotes hard work and efficiency
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in serviée delivery. As regards the promotion of employees, the study revealed that'
promotion greatly affects service delivery as mentioned by 69.2% response. Promotion of
workers builds employees self confidence and hard work as result quality service

delivery.

The study indicated that employce training greatly affects service delivery as mentioned

by 72.5% response. Training improves the skills of employee, these results into increased

efficiency and quality services delivered. The study revealed that appreciation of work

greatly affects service delivery as mentioned by 80% response. Appreciation of work

done motivated the worker and improves on service delivery.

The study indicated that communication gr_eatly affects service delivery as mentioned by

60% response. The study further indicated that effective - are an essential
P

precondition of effective service delivery, for without effective communication,
management becomes difficult or impossible. Organizations with more than one level of
management suffer from communications problems that can interfere with almost any

aspect of the organization, including corrective actions.

4.6 Strategic policy options to improve service delivery

By the’ help of open ended questionnaire, it was found out service deli\)ery realities,
together,with public needs and preferences are key influences that should direct policy
and program design. Consideration of these influences can ensure that policy and

program design is aligned to public needs.
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Basing on the above finding, government agencies such as the Presidents Office Public
Service Management, should work collaboratively to ensure effective and efficient public
service delivery. Agency collaboration can enable better process alignment, maximize
implementation cfficiency, reduce duplication and promote the sharing of knowledge and

infrastructure.

According to information obtained from principle officers, service delivery strategies
should be developed to mutually enhance public value and best utilize the service
delivery - capability of different agencies. The Presidents Office Public Service
Management should explore opportunities to improve the public’s experience in
interacting with the Tanzanian Government. Value creation is dependent on
understanding service delivery costs and improving internal processes to ensure sustained
benefits to both the government and publics.

Another strategic policy options is that service delivery strategies should be designed to
be eésily adapted to meet changing public needs and the emergence of new technologies.
This flexibility will enable the Government to be proactive in tailoring the delivery of

services to meet the needs of its dynamic public base.

Overall, respondents perceive that there have been improvements over time'in the general
quality of public services. However, corruption was revealed to be evident in the
Presidents Office and low salaries were given as a reason for corruption in the Presidents’

Office. Specific problems were noted such as recruitment procedures, taking of bribes.
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In Tanzania and elsewhere in the world, majority employees work for a salary which is
normally paid on monthly basis. The salary paid to an employee is one of the motivating
factors and is expected to affect employee performance hence the need to investigate how
this affects service delivery. In addition, it was found out that employee satisfaction with
the current satisfaction was investigated as dissatisfaction would have a negative impact
on employee performance. This argument is in line with the views of Davis (1981)

unsatisfied employee can lead to organizational decline and affect service delivery.

4.7 Relationship between various motivating factors and service delivery in

Presidents’ Office Public Service Management

In this study, service deliveries in Presidents’ Office Public Service Management were
measured using the valuable of pursue of excellence and the relationship was measured

using Pearson’s Correlation Coefficient.

4.7.1 Relationship between salary and pursue of excellence

Correlations
Pursue

Salary and excellence

allowances in service
Salary and allowances Pcarson Correlation 1 -.019
Sig. (2-tailed) . 846
N 114 108

Pursue excellence in Pcarson Correlation -.019 1
service Sig. (2-tailed) 846 :
N 108 114

Whereas the employees indicated that pay salary and allowances were motivating factors,
Using Pearson’s Correlation Cocfficient, there was a negative relationship between

salaries, allowances and pursue of excellence. This finding implies salary is important but
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not sufficient to motivate employees. In short, there are other factors other than salary

and allowances that affect employee motivation.

4.7.2 Communication and service delivery

Correlations
Extent to
which
communica
tion affects Pursue
service excellence
, delivery in service
Extent to which Pearson Correlation 1 .090
communication Sig. (2-tailed) . 353
affects service delivery 115 109
Pursue excellence in Pearson Correlation 090 1
service Sig. (2-tailed) 353 X
' N 109 114

The study indicated that there was a positive relationship between communications and
pursue of excellence in the Presidents’ Office Public Service Management in Tanzania.
The correlation of 0.090 implics that cfficient communication can enhance excellence in

service delivery hence there is positive relationship.
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4.7.3 Transparence and accountability and pursue of excellence in service

Correlations
Transparency Pursue
and excellence
accountability |  in service
Transparency and  Pearson Correlation 1 707*7
accountability Sig. (2-tailed) : .000
’ N 118 113
Pursue excellence Pearson Correlation 70T 1
in service Sig. (2-tailed) .000 :
N 113 114

** Correlation is significant at the 0.01 level (2-tailed).

Using Pearson’s correlation coefficient, there was a positive relationship (0.707%*)
between transparence and accountability and pursue of excellence in service. This finding
implies that in presence of transparence and accountability, employees can pursue

excellence in service delivery.
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4.7.4 Promotion and service delivery

Correlations

Transparency
and

_ Promotion accountability
Promotion Pearson Correlation 1 =772

Sig. (2-tailed) . .000

i‘ﬁ@ﬁ;ﬁ%ﬁ@s and 12.296 -27.257

Covariance .108 -.243

N 115 113
Transparency and Pearson Correlation =772 1
accountability Sig. (2-tailed) .000

Sumo

o ross_;f;%ﬁrés and 27.257 104.924

Covariance -.243 .897

N 113 118

**. Correlation is significant at the 0.01 level (2-tailed).

There was a negative relationship (-0.772%*) between promotion, transparency and
accountability. This finding implies that promoting employees without other motivating
facto;s can not enhance service delivery. It was further revealed that promoting from
within is good business practice has been shown to be a powerful employee motivator. In
addition, internal promotion policies can generate loyalty through the recognition of
individual merit and improved morale by fulfilling employees’ need for increased status.
In an interview with some employees on 24" February 2009, it was also stated that this
promotion policy offers employers guidelines on the importance of having a well-
developed job posting policy and offers expert advice on: promotion from within,
creating. equal opportunitics for promotion, role of supervisors, information about job

openings, time limit, outside hiring, factors for promotion.
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4.7.5 The relationship between job security and discharge of duties with integrity

Correlations
Discharge
duties with
_ Job security intergrity
Job security Pearson Correlation 1 -.338"
Sig. (2-tailed) . .000
N 116 113
Discharge duties  Pearson Correlation -.338"1 1
with intergrity Sig. (2-tailed) .000 :
N 113 117

**. Correlation is significant at the 0.01 level (2-tailed).

Using pearons’ correlation coefticient, there was a less significant relationship (-.338*%)
between job security and discharge of duties with integrity. This implies that, even

employees have job security, they may not necessary discharge their duties with integrity.
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4.7.6 Promotion of team work and finishing of assignments in time

Correlations

Finish
assigned
duties within
required time
Promote and
| _ team work standards
Promote team work Pearson Correlation 1 218"
Sig. (2-tailed) . .020
N 116 115
Finish assigned Pearson Correlation .218* 1
duties within required Sig. (2-tailed) 020
time and standards ’
115 118

*. Correlation is significant at the 0.05 level (2-tailed).

The study further indicated that there was a positive relationship between promotion of
team work and finishing of dutics within integrity. A correlation of 0.218* implies that
team work enhances motivation and fishing of duties in time. This finding implies that
working together is essential. Harmony and a positive attitude are critical. If the team is
not working together, then the expected gains will not materialize. In an interview with
some employees on 4" March 2009, it was revealed that an understanding of the common
goal/task is also critical and that People have to be clear as to why the team exists and
what the purpose is. Therefore, in the absence of any of the above three features teams

will fail.
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CHAPTER FIVE
DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.0 Introduction

This chapter deals with the discussion, conclusion and recommendations. The chapter is
in line with the objectives of the study, that is, to find out the various factors that
motivate employees in Presidents’ Office Public Service Management, to establish the
relationship between employee motivation and service delivery in Presidents’ Office
Public Service Management and to establish the factors limiting effective service delivery

in Presidents’ Office Public Service Management.

5.1 Tmportance of various factors in motivating employees

The study indicated that different employees are motivated differently. This is in line
with Gibson (2002), who indicates that there are many employee motivation factors that a
manager must consider. In addition, job security was a very important factor in
moti\l/ating staff in the office of Presidents Office, as mentioned by 70.0% response. Job
security makes the employee feel at work.

However, the employces indicated that, they did not receive enough payments as
revealed by 60.0% responsc. Small payments were attributed to the low salary structure
in the Government and in the Public Service as whole. The pay was also little as
compared to the rising cost of living in and low productivity in Tanzania. In addition
almost 30% of employces received the ﬁay not in the expected time and this was de-
motivating factor. The delay in the pay was attributed to bureaucracies in the

government system of payments and less developed and linkage banking sector. There

49




was however, a negative relationship between salaries, allowances and employee

motivation,

5.2 Relationship between motivation and service delivery in Presidents’ Office
Public Service Management.

In the context of this study, service delivery in the Presidents’ office Public Service
Management in Tanzania was measured in terms of transparence and accountability.
Using Pearson’s correlation coeflicient, there was a positive relationship (0.707%)
between transparence and accountability and pursue of excellence in service. This
therefore implies that service delivery in the Presidents’ Office in Tanzania can be
achieved through transparence and accountability. However the lack of adequate
transparency and accountability was attributed to poor working relationship among
workers and hence low motivation in the Presidents’ office Public Service Management
in Tanzania.

In soﬁe circles, the lack of team work was also hampered poor service delivery. The lack
of team work was attributed to inadequate management skills in the organization. The
study indicated that discharge of duties with integrity was rated as fair in the Office of the
President as indicted by 65.8% response. Integrity in the office has promoted high service
delivery and this enhances employee’s motivation to work. On the issue of respect of law,
the study indicated that it was fair as revealed by 65.0% response. Lack of respect was
attributed to lack of clear guidelines to employees’ code of conduct by some ;mployees.
The resillts indicated that finishing assigned duties within required time and standards

was fair as indicated by 62.5% response. Finishing assigned duties within required time
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and standards promotes quality services and was attributed to the job specifications in the
organization.

Other factors that were significant included promotion of neutrality and effective and
efficient system of communication. The study indicated that communication greatly
affects service delivery as mentioned by 60% response. The‘study further indicated that
effective = are an essential precondition of effective service delivery, for
without effective communication, manégement becomes difficult or impossible.
Organizations with morc than onc level of management suffer from communications
problems that can interferc with almost any aspect of the organization, including
corrective actions.

5.3 Relationship between motivation and employee performance

The relationship was mcasurced using Pearson’s correlation coefficient. Whereas the
employees indicated that pay salary and allowances were motivating factors, Using
Pearson’s correlation cocfticient, there was a negative relationship between salaries,
allovs}ances and pursue of excellence. The study indicated that there was a positive
relationship between communications and pursue of excellence in the Presidents’ Office
Public Service in Tanzania. Using Pcarson’s correlation coefficient, there was a positive
relationéhip (0.707*) between transparence and accountability and pursue of excellence
in service.

Whereaé the employces indicated that pay salary and allowances were motivating factors,
Using Pearson’s corrclation coeflicient, there was a negative relationship between

salaries, allowances and pursue of excellence. This finding implies salary is important but
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not sufficient to motivate employees. In short, there are other factors other than salary
and allowances that affect cmployee motivation.

There was a negative rclationship (0.772**) between promotion and transparency and
accountability. This finding implics that promoting employees without other motivating

factors can not enhance service delivery.
5.4 Conclusion

The research findings reveal that, there is no single magical formula for motivating
employ)ees. Many factors affect a given employees motivation to work and therefore
improve service delivery. And, of course, not all employees are motivated by the same
values, needs, desires, or wants. Some employees are motivated by the approval of
others, sbme by overcoming challenges, while others are motivated by high pay as well

as good working relation among supervisors and subordinates.

5.4 Recommendations
Basing on the findings of the study, the researcher makes the following
recommendations:

e The employers should note that different people are motivated differently. It is the
duty of the Presidents’ Office Public Service Management to identify the
motivating factors for employees.

e There is need to enhance team work among employees of the Presidents Office
Public Service Management. The team has to be well managed as a balanced team

composition is essential. Tecam members have to be carefully selected. The full
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range of knowledge and skills required must be present and team members need
to be committed to the task.

There is need to employee more female employees since the study indicated that
the female employces were more transparent and a;countable than their male
counter parts.

There is need to increase the financial and material rewards since they were
ranked as one of the most important factors in employee motivation.

i;’I‘vhere is need for the Presidents’ Ofﬁce Public Service Management to improve
on the working environment, improvement in the equipment and work facilities.
Recognition and appreciation - lack of praise or recognition for achievement
affects employee morale and hence motivation.

In order to maintain labor turnover, there is a need to encourage and enhance
good working relations among workers in President’s Office Public Service as it
seems most valuable and recursive workers they are quitting the job. This factor
leading to poor service delivery as they are remain with incompetent staff or
remaining with few staff to manage the vision and mission of the organization.
| There is a need to have customer care awareness training at all level of
management regarding how to attend both inside and outside customers.

With this cra of globalization, there is a great need to sensitize and encourage the
importance of top leaders and management to change their mindset towards
accepting challenges and be flexible. As currently in the Public Service there is a
problem of clders v/s young generation whereby any new ideas it become threat

or challenges to clders hence it reduce working morale.
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e Also there is a need to encourage internal promotion policy as it generate loyalty
and increasing cfficicny among employees with expectation of being promoted in
higher post one day.

e As indicated earlicr, one of the strategic policy options is that service delivery
strategies should be designed to be easily adapted to meet changing public needs
and the cmergence of new technologies. This flexibility will enable the
Government to be proactive in tailoring the delivery of services to meet the needs

of its dynamic public base.

5.5 Areas for further rescarch
Basing on the results of the study, the researcher recommended the following areas for
further research.

e The relationship between motivation and staff performance

e The role of motivation in enhancing staff commitment

e Challenges to staff motivation in organizations.
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APPENDIX I: QUESTIONNAIRE
Dear Sir / Madam, |

This study is about the impact of employee motivation on service delivery in Presidents’
Office, Public Service Management. Please choose by ticking only one option that suits
your level of agreement or disagreement for each of the following items. The information

you give is purely for academic purposes and will be treated with confidentiality.

Background information

1. Sex of respondent Male Female

2. Age of the respondent
15-20 21 25 [_:J 26 — 40 Above 40

3. What is your marital status?
Married :] Widowed Divorced [: Not married [::

4. What is your religious affiliation

Muslim Catholic Protestant Traditional Africa

5. What is your education level?

1. Primary D 2. Secondary D 3. Tertiary D 4. No formal educations D
6. What is your job title?

The quality of service rendered by PO PSM

7. How do you rate the following services in presidents’ office?

Service - TVcry good Good Fair Poor

Transparency and
accountability

Purse excellence in service

Promote team work

Respect of human rights

Maintain political neutrality

Discharge  duties  with
integrity

Respect of law
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Diligence

Impartiality

Carry out duties effectively

Finish assigned duties in
time

The various factors that motivate employees

8. How do you rate the importance of the following factors in motivating employees in

Presidents’ Office, Public Service Management?

Motivating factor

__V:gry important

Important

Less important

Job security

Working conditions

Salary and allowances

Promotions

Full appreciation of work done

Communication

9. How do you rate the effect of job security on the following variables?

Variables

Very high

High

Low

Transparency and accountability

Pursue of excellence in service

Promotion of team work

Maintain political neutrality

Discharge duties with integrity

Diligence

Respect of law

Carry out assigned duties efficiently

10. How do you rate the cffect of working conditions on the following variables?

Variables

Very high

High

Low

Transparency and _achhnlabiﬁ}i e

Pursue of excellence in service

Promotion of tecam work

Maintain political nculralily

Discharge dutics with integrity

Diligence

Respect of law

Carry out assigned duties efficient I'y- ’
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11. How do you rate the effect of Salary and allowances on the following variables?

Variables Very high High Low

Transparency and accountability

Pursue of excellence in service

Promotion of team work

Maintain political neutrality

Discharge duties with integrity

Diligence

Respect of law

Carry out assigned duties Lﬂluuuly

12. How do you rate the effect of promotions and growth in the organization on the
following variables?

Variables i - Very high High Low

Transparency and ‘éé‘cmbuntabil:i.tym;

Pursue of excellence in service

Promotion of team work

Maintain political neutrality

Discharge duties with integrity o

Diligence

Respect of law

Carry out assigned duties eihc1ently

13. How do you rate the effect of full appreciation of work done in the organization
on the following variables?

Variables O Very high High Low

Transparency and accountabiliti:. o

Pursue of excellence in service

Promotion of team work

Maintain political neutrality

Discharge duties with integrity -

Diligence

Respect of law L

Carry out assigned duues L“lf_lbn”y
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14. How do you rate the effect of communication in the organization on the
following variables?

Transparency and accoum"é‘l’;i_‘l 1_ty_ o

Variables Very high High Low

Pursue of excellence in service

Promotion of team work

Maintain political neutrality

Discharge duties withmi'n;/egri{t)(' B '

Diligence

Respect of law

Carry out assigned duties efficiently

15. What are the Constraining factors to quality of service delivery?

16. What are the strategic policy options to improve on service delivery by the
president’s office?

1.

2.

Thanks for your cooperation
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