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ABSTRACT

Kenya aims to transition from a developing economy status to middle economy by the year 2030. The country’s efforts to realize this vision are guided by the government’s development blue print, the Vision 2030. Among the instruments embraced by the government to realize this vision is the Citizen Service Charters (CSC). Citizen Service Charters came into being during President Kibaki’s administration and were widely implemented by all the government ministries and departments. The goal of CSC is to improve efficiency, effectiveness and economy in service delivery. In addition, CSC is aimed at ensuring a more responsive to the users and consumers of public services. Despite the wide implementation of CSC, complaints by stakeholders have persisted that government departments are not sensitive and responsive to citizens’ needs, raising concerns in the government service delivery. Moreover, there is paucity of research in relation to factors that affect CSC in Kenya. This study investigated on the factors influencing compliance of Citizens’ Service Charter using the case of National Registration Bureau (NRB), Kenya. Specific objectives of the study were; i) To examine how the organizational structure at the Kenya National Registration Bureau influences compliance of CSC, ii) To investigate how the personnel competencies influence compliance with citizen service charter and iii) To examine how financial resources influence compliance with citizen service charter. The Data was collected from a sample of 100 participants from production centre in Nairobi using a questionnaire with closed and open ended questions. The measurement variables comprised of participants’ awareness and knowledge of CSC, influence on organizational structure factors, level of influence of personnel competency and influence of financial resource. In addition, data on the socio-demographic variables namely; gender, age, education attainment, and length of time an individual had worked with National Registration Bureau were collected. Descriptive statistics (percent frequencies, cross-tabulation) were used to analyze and summarize findings. Excel spreadsheet was used to analyze qualitative data from the open-ended questions to distil key themes. Results obtained indicate that National Registration Bureau’s organizational structure, personnel competency, and financial constraints negatively influence the CSC. Cronbach’s alpha measurement for organizational structure at the Kenya National Registration Bureau influences on compliance with CSC was at 0.77. While significant proportion of the National Registration Bureau’s personnel are employees who have not worked over a long period with the organization, results reveal that the focus of National Registration Bureau short term training still continue to benefit staff who have worked for over five years. Given that majority of the young employees lack high level educational qualifications, focus of short-term training opportunities needs to target recently employees to ensure compliance. Cronbach’s alpha for the personnel competence at the Kenya National Registration Bureau influence on compliance with CSC was at 0.74. While the financial resources influences at the Kenya National Registration Bureau on compliance with CSC Cronbach’s alpha was at 0.89 which means that to a very great extent sufficient resources are needed. The findings of the research have significant implications on National Registration Bureau policy related to compliance with CSC. Studies on other government agencies are needed to design more targeted interventions that can support government agencies in improving service delivery to steer the development of the country’s economy towards the attainment of Vision 2030. 
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CHAPTER ONE

1.1 INTRODUCTION

A new thinking in public sector management grew globally in the 1980s. The aim was to improve service delivery and increase economic development. The New Public Management (NPM), which started in United Kingdom (UK) with Premier Margaret Thatcher in 1980s, inspired public discourse on how public sector can be made efficient and effective. The UK, India, Bangladesh and Australia led in implementing citizen service charter (CSC). 
Other countries that emulated the UK in implementing the Citizens’ Charter are Belgium, France, Italy, Portugal and the Netherlands (Dreary, 2003). Australia introduced the Taxpayers’ charter in 1991 by 1997, the Charter initiative made an impact. There were 40 main charters and this was considered to significantly contribute to Australia being one of the most developed countries in the World (Simon et al., 2005).
Governments, businesses and other organizations recognize the need for quality service delivery globally (Mugambi, 2013). Many developed countries have adopted citizen charters (CC) as a method of management for efficient and effective service delivery. The rationale for Citizens’ Charter was to put citizens’ well-being first or putting the interests of public service users at the heart of public service provision (The UK Parliament Online, 2016). The traditional administrative systems the world over is faced with a crisis because of inefficient service delivery. Beniwal (2005) explains that the bureaucracy being witnessed in service delivery systems has increased displeasure among the citizens that has resulted in the search for a model of governance that promotes quality service delivery.
In South Africa, most of the times, the Government is criticized by the public for being bureaucratic, slow, inefficient and ineffective in responding to service delivery. Zubane (2011) reveals that this dissatisfaction of service delivery has led to violent protests, destruction of property and even loss of life. The main reasons that were cited for the protests in South Africa in the year 2010 include the lack of Citizen Charter compliance, inadequate service delivery, especially in the provision of basic necessities such as water, sanitation, electricity, refuse removal among others.

In Tanzania, significant differences have been made in making public services more readily available to citizens as a result of adoption and implementation of the Citizen Charter.
Tanzania’s public administration has realized the intentions of the UN MDGs through the implementation of Client Service Charters (Njunwa, 2011). In Kenya, the Citizen Service Charters were introduced in 1993 as a part of the public sector reform program that pursued a management policy designed to institute a service culture in all government ministries and state corporations (Jagero & Otteng, 2014).

It was a noble idea supported by substantial government and donor investment. But the roll out seems not to have been well thought out and/or there was no buy in from the very customers it was supposed to serve. The main aim of introducing the citizen service charter was to bring together the distinct influences that were likely to impact on the conduct of public affairs and development in general. Despite the fact that CSC has been adopted in the country, service provision from government sector seems to fall below the set standards in their Citizens’ Charter (Mang’era & Bichanga, 2013). This makes the investigation of the factors influencing compliance of Citizens’ Service Charter in the country an important undertaking. 
A Citizen Charter is one such model that has yielded positive outcomes in the shift to quality
 service delivery. It can be defined as a public document that specifies the services a transacting public may look forward to from a public office (Mang’era & Bichanga, 2013).  It notifies the public about the availability of public services from the service station. It has information on what the agency has committed itself towards the public with regard to the standards, time-frame for providing services; extend of choice and consultation of service delivery, non-discrimination and grievance redress (Otteng & Jagero, 2014).   Generally, a citizens’ charter entails the vision, mission and event the operations of a given agency. It is all about the interest and needs of the public service users (The UK Parliament, 2016). Otteng & Jagero, (2014) affirm that a Citizens’ Service Charter therefore becomes an instrument to improve transparency, efficiency, accountability and provides quality in public service delivery.

The demands of the constitutional mandate means that governments must make efforts to improve public service delivery for the development of its people and the country. There is also pressure from its constituents for better services. In response, governments are prompted to introduce reform initiatives whether serious or not (Kiviniemi, 1988). The reforms introduced by the public administrators to achieve better governance include transparency, accountability and responsiveness. Flynn (1997) views service delivery as a case where a user of the service is an inactive beneficiary and only gets services delivered to him or her. Service delivery then defined as getting services effectively and fast to the intended beneficiary. An organization is ranked excellent if the service delivery is quick. The policies adopted should therefore aim to achieve the desired impact and also must be responsive to the demands of the citizens. 

Mintzberg (2004,) argues that introduction of a new initiative (Citizens’ Charter) is not an assurance of its success. Its progress needed to be monitored and adjustments made as appropriate. Jahangir (2008) notes that in the last few decades the public sector in different countries realized the importance of fulfilling citizen needs and their development. Likewise, the private sector deploys deliberate mechanisms which focus on the quality of the services delivered to the citizens. These initiatives led to the growth of the citizens’ charter. 

Otteng and Jagero, (2014) explain that a Citizens’ Charter (CC) represents an orderly effort that demonstrates the commitment of an organisation towards its Citizens in respect to the standard of services, information, choice and access and the value for money derived from such services. The authors add that it also includes expectations of the organisation from the citizen for meeting its obligations. Dreary (2003) faults the initiative for empowering citizens without matching the list of citizen rights with the concerns of the low-paid staff. Dreary gives his opinion that citizen charters have no clear outcomes and in practice, are just managerial instruments and not tools that empowers service users. 

Recently Kenya adopted Citizens’ Service Charter during President Kibaki’s administration. The Kenyan Constitution 2010 emphasizes the need to deepen the public sector reforms in public institutions to ensure service delivery and makes it the mandate of government to provide services to its citizens for development and economic growth (Strategic Plan 2013/2017).

1:1.1 Overview of National Registration Bureau

Kenya National Registration Bureau was established in 1978. It is one of the departments at the Ministry of Interior and Co-ordination of National Government, Immigration and Registration of Persons. The department’s core functions include identification and registration of all Kenyans who have attained the age of 18 years, the production and issuance of secure identification documents, management of a comprehensive data base of all registered persons and the detection and prevention of all illegal registration (Directorate of Immigration and Registration of Persons Online, 2016). The organization’s countrywide structure is comprised of eight distinct regions. They are; Nairobi, Central, Coast, Nyanza, Western, Eastern, North Eastern and Rift Valley. These regions are divided into counties and sub-counties and are overseen by Registration Officers of different ranks. Each station has employees with varying skills and duties. There are fingerprint officers, secretaries and clerks. Registration services are also available at Huduma Centers where duplicate ID cards are issued. National Registration Bureau has over 4500 employees throughout the country. 

Kimotho (2015), while presenting a paper in Dar es Salaam Tanzania on ‘Kenya’s Experience in Identification and Registration of Persons’ explains that Identity cards play an important role in the security, social, economic and political development of any country. This is because it facilitates identification of citizens, voting, and generally promotes economic activities. The Kenyan National Registration Bureau has a Citizen Service Charter with regional timelines for processing and delivering National Identity Cards.  For the Nairobi region it is 15 days, North Eastern Region (ASAL) 35 days and Other Areas 25 days.
1.2
Research Problem
National Registration Bureau has adopted the Citizens’ Charter as a tool for improved service delivery in processing national identity cards (Hugue 2016), however there are still problems of delays in processing this important document especially in the recent years.  “In Kenya, as in many other countries, a national identity card (ID card) is most often the necessary piece of documentation that is required to demonstrate citizenship and access goods and services” (Ben & Brenna (2015 pg 4). However, acquisition of an ID card is shrouded in rigid, cumbersome processes and duplicated legal requirements such as proof of age, citizenship, parentage and location of birth. Undoubtedly, such bureaucratic processes end up making some bona fide Kenyans not to access the critical documents hence the right of the citizen is violated (KNHCR 2007)
The process of application and issuance of identity cards, according to KNHRC (2007) is faced with a number of complaints from the politicians and citizens who have lodged their complaints at National Registration Bureau (NRB). They are mainly concerned with the time taken to produce Identity Cards. In addition, problems of National Registration Bureau service delivery have featured in the media where citizens have reported their complaints that when they apply for an ID card in Nairobi, they end up waiting for three months despite the assurance that it would be ready in fifteen (15) days.

Similar complaints of ID card delay have been featured by the different media in Kenya that the youth from various counties claim that the government officials were unwilling to issue them with this important document on time.  A client who was interviewed said that an ID card is a right for every citizen and that he needed it to apply for a job and for security reasons (Sayagie and Matara, 2017). Around the same time, Jebet (2017) reported that residence and youth in Isiolo found themselves helpless without an ID card since they could not apply for jobs nor get any license to do business due to the delay in the processing of ID cards. They felt that they were deprived of economic opportunities since they could not access bank services or transact any businesses. They also claimed that without ID cards, their security was at risk since they would easily be mistaken for criminals and get harassed or arrested by the police. 
It is therefore evident that the delays have affected the citizens socially, emotionally and economically (Kimotho (2015). They are inconvenienced for they cannot access services that require authentication, such as student loans acquisition, banking services, voting, land transactions and senior citizens government funds. Those affected are inconvenienced and this lowers the productivity of businesses. The complaints and expressions dissatisfaction are clear demonstrations for the urgent need to comply with the Citizen Charter programme at the Kenya National Registration Bureau.

Good governance contributes to sustainable development just as service delivery promotes development, but promoting and realizing the same is increasingly becoming a challenge to many countries (UN 2008). The behavior of employees and their performance in delivering services has a bearing on how citizens trust public institutions. If individuals are satisfied with the organization’s Citizens’ service Charter compliance, they will express greater support Acharya (2010). However, in spite of these persistent concerns from stakeholders, there is scarcity of research related to factors influencing National Registration Bureau compliance with the CSC and its development. The proposed study is aimed at filling these gaps in knowledge.
1. 3 
Purpose of the Study

The study investigated on the factors influencing compliance of Citizens Service Charter, a case of National Registration Bureau, Kenya.
1.4
Research Objectives

i) To examine how the organization structure at the Kenya National Registration Bureau influences compliance with citizen service charter.

ii) To investigate how the personnel competencies influence compliance with citizen service charter at the Kenya National Registration Bureau.

iii) To examine how financial resources influence compliance with citizen service charter at the Kenya National Registration Bureau.
1.5
Research Questions

i) To what extent is organization structure influence compliance with citizen service charter at the Kenya National Registration Bureau?

ii) How does personnel competence influence compliance with citizen service charter at the Kenya National Registration Bureau?

iii) What influence does financial resource have on compliance with citizen service charter at the Kenya National Registration Bureau?

1.6     Justification of the Study

Citizen Charters are public contracts between citizens and service delivery providers. They clearly spell expectations and standards in the realm of service delivery (Rwingo, 2012). Public service delivery is a critical pillar in the attainment of Kenya’s Vision 2030. The Kenyan Vision for public service is the creation of a citizen-focused and results-oriented institution able to serve a rapidly growing economy and society (Sessional Paper, 2012). It is hoped that the findings of the study will be useful to policy makers for better planning of public service delivery initiatives especially on the key component of bringing government and development closer to people. 

Effective CCs is based on a number of interrelated factors and reflect citizens’ priorities. They also must have the support of senior management and staff, and should include a grievance redress mechanism. Thus the study findings are aimed at generating valuable and practical information to key stakeholders on the main areas of improving citizen charters.  These stakeholders include government ministries and departments.
1.7
Scope of the Study

The study was conducted in National Registration Bureau headquarters Production Centre in Nairobi. The scope of the Citizen Charter under focus has clear timelines as per region, type of service given, required documentation in simple language; realistic and measurable performance standards; a dedicated grievance redress mechanism; and effective public relations strategy to increase users’ awareness. The Production Centre is the main department that deals with the processing of ID cards. There are several ID processing sections.

1.8
Limitations of Study

The study was restricted to National Registration Bureau production centre. The researcher had to explain the purpose of the study and uphold confidentiality to be allowed to collect data.  Since it was an election year, it was not possible to collect from a larger population because the personnel in this organization were busy. However, this shortcoming was addressed through prior planning,   communication and timing in a bid to capture the inputs of as many informants as possible. However, some respondents took longer time than anticipated to respond to the questionnaire. 

1.9
Definition of Terms 

Charter - A document, issued by a sovereign or state, outlining the conditions under which a corporation, colony, city, or other corporate body is organized, and defines its rights and privileges (Dictionary.com)

Citizen - A citizen is a person who has the legal right to belong to a particular country, Cogan and Derricott (2014) says that they are the tax payers. In this study the term citizen refers to all who seek for services in the government departments of Kenya.

Citizens’ charter – A citizens’ Charter according to Paul and Cristaudo, (2013) is a document which represents a systematic effort to focus on the commitment of the organization towards its Citizens in respect of Standard of Services, Information, Choice and Consultation, Non-discrimination and Accessibility, Grievance Redress, Courtesy and Value for Money. 

Public sector – This is the part of the economy concerned with providing various government services. The composition of the public sector varies per country, but in most countries the public sector includes such services.
 
Public service – All activities delivered by the government to fulfill those needs that society needs to go through life (Anwaruddin, 2005). 

Service charter–A document that publishes service standards that customers are entitled to expect across an entire organization or service area Ayeni,(2001).

Service delivery –A set of principles, standards, policies and constraints used to guide the design, development, deployment, operation and retirement of services delivered by a service provider with a view to offering a consistent service experience to a specific user community in a specific area -in this study, it is a government body Oosterom (2007).

CHAPTER TWO

LITERATURE REVIEW

2.1
Introduction

This chapter reviews previous published empirical research on the compliance of citizens’ service charter. It examines theoretical perspectives and explores empirical evidence coming out of previous empirical evidence particularly in relation to factors influencing compliance with Citizen Charters. This chapter contains the conceptual framework and also identifies areas for future research in the study of Citizen Charters. 
2.2. Theoretical Review
This section examines theories which in one way or the other do relate with how service delivery can affect the lives of the citizens. Theories give apparent accounts of how and why certain relationships lead to certain events. The theories that are examined are the Service Quality Theory (Parasuraman et al. (1993) and Gronroos (1990), Good Governance Theory (World Bank 1990) and Implementation Theory. These theories enhance service delivery to the citizens and judges on the responsibility of the organization on the transparency, accountability, efficiency and effectiveness on the part of the organization and its employees. While implementation theory gives the organization an understanding on how best to implement the citizens service charter for better service delivery within the organization structures (sections in Nation Registration Bureau).
2.2.1. Service Quality Theory 

According to Parasuraman et al. (1993) and Gronroos (1990) Service quality (SERVQUAL) theory is framed as a discrepancy construct. Service quality is the gap between the expectation of the customers, who in this study are the citizens, and their perception of the service experience. Citizens are said to make service quality judgments, conceptualized on service quality approach, on the basis of five factors known as quality dimensions. They are; assurance, empathy, reliability, tangibility and responsiveness. Parasuraman et al., (1993) further explains that service quality is an overall evaluation of an individual’s excellence or superiority. Such a judgment or evaluation, however, is not equivalent to satisfaction although it may carry a resembling attitude. Service quality is a function of the citizens’ expectation, in regards to how he/she sees the quality of the process and the output. It is therefore critical for those who provide services to citizens to provide them in a timely manner and in a way that the citizens appreciate. This theory is therefore a tool for continuous improvement in fulfilling or exceeding citizens’ expectation (John Haywood-Farmer, 1988). The theory is relevant when exploring employees’ perspectives in relation to an implementation of CSC.

2.2.2
Good Governance Theory
The theory of governance emerged in the late 1990s through the World Bank. Good governance was used to provide aid to those countries that practiced this theory. The authors reports that the concept of good governance is no longer used since it has been heavily criticized however, governance is still widely taught  because good governance improves the quality of service, it is responsive  to the organization in policy setting, decision making and champions the interests of the stakeholders (Chhotray, & Stoker 2009).The world bank noted that good governance promoted healthy nation building and provide the right  environment to the citizens to participate in development and  economic growth (World Bank 2018).
According to the UNDP (2000), governance refers to how country’s affairs are managed levels of authority- economic, political and the administrative. It includes the mechanisms, processes and institutions, that citizens and groups put forth their interests, enjoy their rights, meet their obligations and harmonize their differences. On the other hand, governments play a critical role in setting up the necessary legislation and regulation for governance. According to Torres (2003), different countries formulate Citizens’ Service Charters because of the demand by citizens’ for transparency, accountability and responsiveness. The World Bank identifies good governance as a vehicle for delivering efficient public service in Africa. The Centre for Good Governance (CGG) (2008) says good governance is the technology while the Citizens’ Charter is the tool. Good governance is a reflection of a public service that is efficient, and is accountable to the public (World Bank, 1989). 
The UNDP (1997 & 2000), Plumptre (2003), and Tamrakar, (2010) reports on the importance and common characteristics of good governance which comprise of transparency, equity, effectiveness, efficiency, accountability, responsiveness, and inclusiveness, rule of law, participation and consensus building. These values promote transparency. Beniwal, (2005) explains that Citizen Charter is a new product of good governance that seeks to ensure effectiveness, cost and timeliness of public service delivery. Evaluating service quality in the public sector can be complex due to poor priorities and the lack of public accountability, especially in regards to resource allocation. 
As noted earlier, Mang’era and Bichanga (2013) followed the theory of good governance and policy implementation theory in their case study on challenges facing the implementation of Citizens’ Charter at Kenya’s Kisii level 5 Hospital. The researchers noted that citizens who are service users encounter problems of bad governance when dealing with service providers. 
Different scholars reviewed the theory of good governance and implementation as a basis for Citizen Charter. The World Bank (1989) affirms that good governance consists of an efficient public service, a reliable judicial system and an accountable administration. In addition, information about government services empowers citizens and that is the goal of public service delivery initiatives. The UNDP (2000), views good governance as a means of managing the public in a manner that is transparent, accountable, and participatory based on the rule of law consensus. 

National Registration Bureau does not operate in isolation from other government departments. National Registration Bureau works closely with Civil Registration Department (CRD) who register births and deaths and also the Provincial Administration who understands how governance in other sectors affects National Registration Bureau’s performance.
The theory of good governance is relevant to the citizens’ service delivery in National Registration Bureau because, Rahman (2017) affirms by stating that in Bangladesh, 2nd generation Citizens’ Charter has provided a platform for civil servants and citizens to interact and to decide democratically what services people need and how the Civil Service can best supply these services. It has also engaged citizens in decisions that have a major impact on their daily life. The 2nd generation Citizens’ Charter has made the Civil Service in Bangladesh more responsive to citizens’ needs and circumstances. This accountability tool has already established a benchmark to measure the capacity of the Civil Service in delivering service and the standard of the service provided. 
2.2.3
Implementation Theory

Implementation theory is the process of turning policy into practice. This theory provides better understanding and explanation of how and why implementation succeeds or fails. Buse & Walts (2012) explains how the theory is implemented. The first model is the Top-down approach-policy formation and policy execution as distinct activities. This is where policies are set at the top level then communicated to the subordinate levels that are then charged with the technical, managerial, and administrative tasks of putting policy into practice. The second model is the Bottom-up approach which recognizes that individuals at subordinate levels are likely to play an active part in implementation and may have some discretion to reshape objectives of the policy and change the way it is implemented Mang’era and Bichanga (2013).

Implementation theory therefore aligns goals within the different structures in the organization and enhances cooperation and integration between the sections for the personnel to implement for efficient and effective work flow. In this study this theory of implementation is relevant in that NRB has different sections within the production department that deals with different process of Identity card production. Hence each section must implement its function in order for the organization to achieve the goal of the citizens’ service charter (to issue and deliver ID cards on time to its citizens).  

2.3. Public Service Delivery

Public Service is a service which is provided by government to people living within its jurisdiction. The government provides services either directly (through the public sector) or by financing provision of services. The term is associated with a social consensus that is often expressed by way of democratic elections that assures that services should be accessible to all public sectors. McGregor et, al., (1982) and Boyl, (2016). Junaidu ,and  Murtala (2015) explain in their study on Nigeria’s public service that the public service is a typical bureaucratic organization made up of public servants who are employed on the basis of their skills/qualifications and know-how. This kind of service is achieved where federal, state or local government has an interest or where its presence is felt. It is a bureaucracy, made up of the civil service, the school system, the judiciary, the local government system, the security agents and government companies. Public service is therefore of great importance to any given state.
According to Junaidu and Murtala(2015), the purpose of the state is to optimize the potentials of its citizens by providing basic rights, liberty, security and welfare. For such to be done, the government needs efficient and well-informed public service. “The public service provides the modern government the requisite structure and procedure necessary for efficient administration and good governance”. This is as a result of the introduction of the new innovation – citizens’ charter for service delivery in many countries around the world (Ndue, 2005).
Service charters shift the attention to the customer in the context of a well-defined relationship with the service producer and provider. This is reflected in the UK’s Gloucestershire University where its service charter is centered on five core themes: excellent delivery and service, communications, accessibility of information, values and feedback. The South African government made a resolution of 2013 and it came up with a service charter described as a social contract, an agreement between the State and public servants. It is a written document that consists of responsibilities to advance performance, enhance and fast track the delivery of services to improve the lives of its people (GSA, 2013). Anuradha Josh (2010), points out that service delivery is a continuous, frequent process for creating and delivering user​ focused services. It empowers the consumer and promotes and protects the rights of the citizen. The engagement of users and feedback are important in designing and delivering effective services. Uses are also encouraged to share experiences as one of the best practices to better implementation to quality services.
2.4
The Citizen Service Charter

A Citizen Charter is a public document that specifies the services a transacting citizen expects to receive from a public office. It describes the step-by-step procedure for availing a particular service, and the assured performance levels that they may expect for that service (James et. al. 2005). It also provides details about the nature, working, and functions of the organization. At the same time, it includes the service quality and the time period for provision of various services that the citizens can expect from the organization as in the case of NRB. According to Ministry of Health-Kenya, (2010), citizens’ charter outlines the nature, quality and quantity of service that citizens should expect from the health institution. It points out the standards of the services to be provided, what service users can expect, the responsibilities of the service users and how users may seek redress if they are dissatisfied with the services or in the event the institution does not live up to the commitments in the charter. The essence of Citizens’ Charter was to empower citizens by mentioning their rights, privileges and duties. Monem Mobassher, (2009) affirms that it makes institutions less bureaucratic and more citizen-led.
James et al., (2005), notes that the use of Charters can be traced back many years. The most famous are the Magna Carta of 1215 also known as the Great Charter which was formed as a result of abuses by King John of England. The revolt by nobles forced him to recognize rights for both noblemen and ordinary Englishmen.  This made both kings and lawmakers to be answerable to the law. William Lovett drafted The People’s Charter in1838 which encouraged fundamental campaigns and parliamentary reforms. The introduction of the modern Citizen Charters was closely associated with the Conservative Government of John Major, the then Prime Minister of UK. He wanted to assert himself then as the new Prime Minister (Pollitt, 1994). In a press conference on 22 July1991, to launch a Service the Charter, John Major stated that the “charter programme will find ways of converting money into better services” (Beniwal, 2005). Nepal government also introduced the CC to follow the global wave to make its administration function more transparent, accountable and responsive to its citizens (Rojina, 2010).

2.5. Citizen Service Charter and Service Delivery in Different Selected Countries

The Citizen Charter concept enhances the trust between service provider and its users. As stated, it was first articulated and implemented in the United Kingdom by the Conservative Government of John Major in1991 as a National Programme with a simple aim to improve the quality of public services for the people continuously (Center for Good Governance, 2008). The basic objective of the Citizen Charter according to Rojina (2010) is to empower the citizen in relation to public service delivery. The CC has been developed as a tool to enhance the quality of services, address the needs of citizens’ rights and set unambiguous standards of performance. Traditional and bureaucratic administration is often seen as stiff and using rules and unresponsive processes in serving their users. 
In 2008, the Bangladesh government adopted a six principle citizens’ charter with a measurable standard for service delivery. It identified cost of service delivery, time frames, opportunity to choose alternate services and ensured courtesy (including offering apology) for mistake and failure. It also defined the scope for complaints, provided for corrective measures and finally said how value for money would be achieved. But above all, the charter advocated for all citizens to be valued and given equal treatment in rendering of services. Dhakal and Ghimire (2009), note that the main agenda of CC in Bangaldesh was to make administration more accountable, responsive, transparent, and less bureaucratic and people friendly. It empowers with rights and privileges. Further, the CC strives to develop partnership between citizen and officials which promotes joint decision making processes. The overall aim of the Bangladesh initiative was to avail a service that is responsive, resilient and meets citizens’ specific needs, interests and demands.   
Citizen Charters, which have for long defined the work culture for developed countries, have become popular in some developing countries as well. Ghana is one of the first African countries to implement Citizen Charter concept in Africa. Those mandated to implement were keen to start with a clear understanding of the capacity of the state’s public sector for the service reengineering they were about to introduce. According to Rosemary & Gaventa (2010), many developing countries feel that the public sector is inherently weak in the implementation of CC. Nigussa (2014) reveals that the concept of Citizen Charter is a new phenomenon in Ethiopia, coming two decades after the UK’s implementation. In February 2012, Ethiopia’s FDRE Ministry of Civil Service officially announced the launch of Citizen Charter and urged government organizations to develop their own. However, Nigussa observes that in all cases, public participation and communication stand out as prerequisite for success. 

The introduction and adoption of Client Service Charters in Tanzania owes it all to the level of awareness and the freedom of the users to exercise their right to demand services. Njunwa, (2011), noted that the client service charter in Tanzania had been viewed with mixed feelings. He found out that all government ministries as well as all executive agencies had adopted the implementation of the CC innovation. A significant number of employees at the headquarters of government ministries, executive agencies, commissions and independent departments had developed the required awareness about the purpose of this innovation. The result was that the clients were served better. The service users based in Dar es Salaam, for example, were able to successfully exercise their right to demand quality services.

Despite these successes, Njunwa admits that there were still many limitations which needed to be addressed. He noted that the Tanzania’s Public Service was found to be made up of two major sectors: the central government and the local government authorities (city, municipal, town, district councils, and village and street governments). The high level of general education and literacy in Tanzania was seen as limiting the successful adoption of the Client Service Charters. The author noted that only 15% of adults knew how to read and write while 75% of the rural residents were illiterate. This observation, he notes, contradicted with the second Millennium Development goal which strived to achieve universal primary education in 2015. The less educated did not have the confidence and knowledge to appreciate the significance of Client Service Charters. They see such innovations as irrelevant just the same way the poor would view them as luxurious excesses of the government.

Njunwa further observes that Citizen Charter innovation in Tanzania was adopted mainly because the development partners such as the World Bank, the Canadian International Development Agency (CIDA), the Danish International Development Assistance (DANIDA) and the British Department for international Development (DFID) demanded it. There was therefore lack of interest, buy-in and sustainability from the target beneficiaries. If anything, it brought small benefits to a very small section of the citizens, mainly those who lived in urban areas. Ochieng and Andrew (2009) are in agreement in their study on the Organization Systems that governance remains the biggest challenge successful adoption of CC by organization in Kenya. The blame for poor governance and near collapse of key civil organization is as a result of poor service delivery. The authors noted this in their study done in Marsabit County, a vast marginalized area that hosts mainly pastoral communities with absolute poverty levels of 89% (Kenya Integrated Household Budget Survey, 2006). Like the cited case in Tanzania, adoption of innovative ways of service delivery suffers from the impediments of poverty and illiteracy.
The government of Kenya has since 2003 adopted different reform strategies to improve service delivery. They are; Rapid Results Approach, Performance Contracting, Transformative Leadership Values and Ethics, Institutional Capacity Building and Citizens’ Charter (Salome et al., 2015). All service-based government institutions are required to develop and implement citizens’ charter in Kenya. The Ministry of health launched its service charter in December 2006 for health service delivery. Despite the fact that these reforms have taken place in the country and service provision have improved greatly, we still find service provision from government (Public Sector) being below their own set standards in their citizens’ charter (Ministry of Health-Kenya 2010). 
According to Ministry of Public Health and Sanitation (MOPHS, 2008-2012) Service delivery in government health facilities in Kenya still faces multiple challenges. These challenges can still be identified six years down the line since the introduction of citizen charter. The Citizens’ Charter initiative introduced in the ministry of health in 2006 was intended to improve the old bureaucratic service delivery mechanism in the hospitals by enhancing transparency, accountability and how they respond to the citizens. When local institutions are unable to satisfy their demands, citizens do not only express their discontent with local governments; they also get dissatisfied with the way democracy works throughout the entire nation. 

Over the last two decades, the local government in Kenya has undergone a series of changes especially in their role and responsibilities as democratic institutions. It has expanded the horizon of the entire local governance system and emphasized the need for effectiveness and efficiency in service delivery mechanisms. This means that the central government is under greater pressure today than in the past to transfer some of its power to local units of self-governance. They include citizen participation, community building, leadership development, social mobilization, conflict resolution and economic, political and social development (Serdar and Berthet, 2008).

Many scholars have noted the dual demand for efficiency and responsiveness (Dreary, 2005). Bureaucracies that are defined by hierarchies are increasingly put under pressure by competitive markets, making it increasingly difficult for them to function in today’s information society. This calls for flexibility by institutions that seek to offer high quality goods and services to people. Dreary notes further that the dissatisfaction with the bureaucratic performance is common and has witnessed a big change in administrative values and the model of a governing system. This is to say that, traditional bureaucratic system needs to be reinvented to make it efficient, effective and fair as per the demand of the citizens.

2.6   Factors Influencing Compliance with citizen service charter
Definitional and conceptual issues are key to the understanding of efforts to improve service delivery. There is need to distinguish between the factors influencing the delivery of services in the public and the private sectors. Since the citizen pays for the state's functions, he or she expects high quality and non-discriminative services in return. Serving the citizen therefore remains the main concern of every democratic system. Bearing in mind the influence of poverty and illiteracy noted earlier, an objective understanding of what influences the attainment of a successful implementation of a CC must look into an organization’s structure, personnel competence and financial resources. According to Osborme and Plastnik, (1997) public service delivery has been characterized by inefficiency and ineffectiveness. They noted that many countries put more efforts to changing how services are provided as opposed to how they should be received. This new thinking has given better results. 

2.6.1 Organization Structure Influencers

Organizational structure influencer defines how tasks are divided, grouped and coordinated. Aquinas (2009) explains that an organization structure decides how it wants its members to behave, and what it wants accomplished. It is designed to give order through a set of reporting relationships and communication channels. Organization structure assigns tasks and responsibilities that define the job of individual units. It clusters individual positions into units and units into departments and large units to form an organization’s hierarchy. It forms various mechanism required to facilitate vertical coordination, such as task force and interdepartmental teams. Aquinas (2009:94) states that ‘organization structure is reflected in the organization chart that shows reporting relationship throughout the system  from lower to higher levels and the formal system of communications, coordination and integration and interaction among employees.’

Figure 1: Organogram at National Registration Bureau- Organization Structure 
 (Source: Researcher 2017)
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Most government institutions are bureaucratic. 'The Peter Principle, of 1969’ states that Bureaucracy is a system of administration identified by its apparent hierarchy of authority. It is the rigid division of labour, written and inflexible rules, regulations, and procedures, and impersonal relationships. Bureaucratic organizational structures have many layers of management, flowing down from senior executives, regional managers, and departmental managers and all the way down to shift supervisors who work alongside frontline employees. Authority is therefore centered at the top and information generally moves from the top-down (Ashley, 2015).

Bureaucratic structures are used in many organizations including the military, government agencies like the Department of State and large corporations Shawn, (2015). It is observed by Jean and Gully (2011), William, et al., (1995) that in a hierarchy people tend to rise to "their level of incompetence." However, as people are promoted, they become progressively less-effective because good performance in one job does not guarantee similar performance in another. These authors noted that popular and social scientific critiques of the bureaucratic model of organizational behavior argue that employment in highly structured, bureaucratic work organization structure hugely affect worker attitudes and behavior. It is for this reason that effective managers use organization structures to coordinate, control and motivate employees for better service delivery to the citizens. 
The organization structure also has the responsibility to perform and produce results by making sure it is accountable on achieving the goals of the citizens’ charter on service delivery. Gavriel (2001) indicates that responsibility in this context is the opportunity or ability to act independently and make decisions without authorization. The work assignment should be based on the work package that includes the time of each assignment and the resources to be used. In organization structure responsibility creates a network of hierarchy of interrelationships throughout the organization based on a chain of command. A number of things can influence the choice of an appropriate structure for an organization.  They include the size, life cycle, strategy, environment and technology. The framework usually includes policies, rules and responsibilities for individuals in the organizations. Several factors affect the organizational structure of an organization. These factors can be internal or external. Increasingly, people are questioning how effective and how competitive the state institutions are. It means state agencies must work towards improving their performance to meet the citizens’ needs (Alberto et al., 2000).

A Charter programme can become instrumental in promoting the objectives of responsive and accountable governance and can contribute to improved service delivery (Nigussa, 2014). The author explains that it can make organizations better and contribute to a change in work culture and staff satisfaction. It also increases the comfort level of citizens. In the Indian context organizational readiness to receive a Charter is assessed on the grounds of the “Charter Effectiveness” that consist of three elements: how the contents of the charter are identified and disseminated, how close they are to the actual achievements, and how they match the citizen needs. 
These key components for improved service delivery are often based on the WimOosterom Excellence Model. Almost all public and private sector institutions have hierarchical structures, and independent vertical units are common features needed for the administrative purposes. A connected government builds visible leadership at a strategic level and sets common goals (service standards) so that the connected government can purpose only on service delivery (Wim, 2007).

The Sevottam Indian model of 2013(Citizens’ Charter) indicates that organizational performance excellence the world over is evaluated on two kinds of parameters. The first one is the results that the organization can show, and secondly, the manner in which the results are being achieved. This aspect essentially focuses on actions taken by the organization to demonstrate delivery by strengthening the inputs that support better service delivery such as, quality of strategic planning, human resources and information management. The contents show actual achievements and how they are compared to the citizen needs. Multi-level transformation is required for effective service delivery. It involves changing of the way public sector organizations think, act, view their roles, and share information between agencies, businesses and clients.

Technology aids organizations to achieve better results. But for this to be realized, the support and understanding of top level leadership is desirable (Oostero, 2007).  Implementation of the citizens’ charter depends on the state governments’ organization structure. Such structures include the level of commitment, ownership and leadership drive by those charged with implementation. This was noted during a Ministers’ Conference in 1997 in India, on State Governments’ performance. The participants in this conference observed that the organization will be required to be committed and enthusiastic in using service delivery tools for improvement in order to be successful.

In a research done by Hookana (2011) on the measurement of effectiveness, efficiency and quality of service in the public sector in Satakunta in Finland, a balanced score card was introduced to measure the system. The card was introduced during the process of engagement with the officers, the top managers, and the municipal representatives. The objective was to change fundamental personal beliefs concerning goals, results and measures of performance. The idea was to eliminate information gaps, to facilitate general discussion in a common language and to strengthen the arrangement of the different parties. 

The quality standards for the public services are often less precise and therefore the attainment of goals remain somewhat ambiguous as advocated by Boyne (2003) and Kirkpatrick et al., (2001). Professionals often set the quality of the goals they want to attain and rely on their own standards. The study found out that there were shortcomings in the team organization and in the data flowing among the teams. The previous municipality-focused services were found to hold a view that was not comprehensive.. It was found out that managers and directors played key roles as compared to the roles played by the accounting personnel. 

Heinrich (2002) asserts that to be effective, performance measures must be strongly correlated with program objectives in order to provide the right incentives to program management and employees. The level of an organizational effectiveness ought to be monitored and reports made to the management on a daily basis. Njunwa (2011) examined the extent to which Tanzania’s public administration managed to translate into action the intentions of the UN MDGs through the implementation of Client Service Charters. He found out that there were challenges within the organization structure that is made up of government ministries, regional and district administration units. There was a challenge because the Client’s Service Charter had been introduced only at the levels of the ministry, executive agency, commissions and independent departments. There were some regional and district administrative units which were yet to introduce the Client’s Service Charter system. In addition, the local government authorities and village governments had not been assisted by the central government to introduce this important innovation. He observed that the vast majority of the citizens were not covered by the client service charter and therefore they were denied their right to demand quality services from the providers. Consequently, the idea of “reaching out to people” was still very far from being attained.

A Conference of Chief Ministers of various States and Union Territories was held on 24 May, 1997 in New Delhi under the banner “Action Plan for Effective and Responsive Government.” This conference was presided over by the Prime Minister of India. At the end of the conference it was found out that there were problems faced in implementing the Charters even though the scheme carried a sincere aim of improving accountability and transparency in the government service delivery. Although it was highly compliant, it did not achieve the desired results. The Charters were published mostly to fall in line with routine government activity, instead of being internal initiatives for improvement (New Delhi Conference, 1997). In this conference teams were formed to analyze some of the findings and it showed that the majority of the staff were not properly trained and sensitized. It was also noted that the progress of the initiative was affected by transfers and reshuffles. The timelines were unrealistic and the concept behind the Citizens’ charter was not properly understood.

Service delivery according to MOPHS (2008-2012), shows that government health facilities in Kenya still face multiple challenges. There were notably challenges even after six year of introduction of CC. The Citizens’ Charter initiative introduced in the ministry of health was meant to do away with the old bureaucratic service delivery mechanism in the hospitals by making it more accountable and responsive. Hughes, (2008) reported that the Institute of Medicine has the majority of medical errors that result from faulty systems and processes, not individuals. Hughes adds that these processes are the cause of inefficiency and mix ups. In addition, health insurance, differences in provider education and experience, and numerous other factors contribute to the complexity of health care tools and the search for quality improvement. He also found out that there were failure modes which subsequently affect analysis. However he noted that root-cause analysis and plan have contributed to the quality and safety of health care.

2.6.2 Personnel Competencies Influence

Competency is being knowledgeable about something. Competency is the ability to apply certain skill to do something. It is knowledge that is able to be measured through performance in a particular skill (Dave, 2010). Dave explains that competencies serve as the basis for skill standards that spell out the level of knowledge, skill and abilities necessary for success in the work place for performance measurement. A skill is acquired on purpose through effort; it can be cognitive, technical or interpersonal or people skill. On the other hand training is an organized activity or instructions to improve a person’s performance and helps attain a required level of knowledge or skill. Personnel competencies are measured by how knowledge, skill and the training have contributed to better performance. Stogdill (2004) posits that the implementation of citizens’ service charter in the education sector must be of quality and relevant an individual. One way of achieving this is through employing well trained personnel, reviewing curriculum, strengthening training colleges and raising entry points to these institutions. 
According to Bryant, (2011) the low levels of service delivery as well as lack of support from well-trained experts limits local development and perpetuates the current widespread poverty. The implementation of service charters are enhanced when an individual is served by skilled personnel. Community service delivery is a philosophy and methodology that aims to create knowledge and this can be achieved through well trained staff. By serving the society effectively, the staff empowers people who have historically lacked power and eliminate societal inequities (Wiggins, 2011).

Obegi and Bichanga (2013) undertook a case study of Kisii level 5 hospitals. They focused on disposition of the implementers, competence of the hospital staff and the management structure of the hospital. In this study they found out that there were numerous challenges that hinder the execution of the Citizens’ Charter. They noted that the implementers needed a thorough training on the strategies to implement the charter. Lack of trained staff hampered efficiency and stagnated service delivery. They further noted that adequate training on new technologies eased the challenge of implementation of the citizen charter. At the same time, they realized that there were many players who were conversant with the existence and importance of the charter, but what was on the ground did not depict the same. They established that patients waited longer than stipulated in the Citizens’ Charter. The patients generally kept quiet but only complained to the hospital management when there was a problem. 
The study noted that some rules and regulations in the hospital hindered Citizens’ Charter implementation and communication among staff was inadequate. Many employees were undecided whether standards and time frames in Citizen Charter were realistic. These reactions were based on the employees’ awareness, its usefulness, whether it had made the services in public hospitals improve and its facilitating nature of dealing with citizens and whether it could transform a dream into reality. The researchers recommended that the ministry should recruit field officers who ought to sensitize or educate the citizens about the existence of the charter and ensure efficient service delivery in hospitals. This, they said would reduce the incidences of manipulation of the citizens by the hospital staff. 

Ohemeng (2010) on the other hand, thought that the workshops undertaken for training of client charters in Ghana were poorly organized and often at short notice. For any reform to succeed, an orderly awareness campaign to educate staff and citizens is crucial. In his study Ohemeng noted that there was uneasiness that the government had underestimated the level of reorientation necessary for the smooth initiation of the program. Ohemeng agrees with Mokgoro (2003: 18), who argued that, “the introduction of a Citizens’ Charter will not change overnight because the mindset of the staff and the clients must be developed over a period of time.”

Personnel policies develop human skills through upgrading, competence building, career enhancement and job rotation. The organization clearly resolves to create a work ethos of growth through professionalism and attainment of excellence. Most organizations aim to achieve excellence by charting a challenging career for employees with opportunities for rewards (IspatBhawan, Clarke &Lapsley, (2004); Catasus & Grönlund, (2005). The authors further affirm that in some organizations the highly specialized services are performed by professionals with occupational monopoly that comes with rigorous professional standards.

The government of Ghana is constrained by the lack of functional Client Service Units in which, according to Quartey (2008), were to be provided with the tools to track complaints from the public and to keep a record where speedy and accurate information about public services would be provided. This meant that aggrieved did not have where to complain to or an assurance that their grievances will be resolved, which are major facets of the Citizens’ Charter. Blackmore, (1997) noted that nobody was attending to the complaints which dealt with the process of service delivery. 
Attitudinal change is a key obstacle to public sector reform agenda because people are often worried about change. Ohemeng (2009) insisted that attitudinal change had been a critical issue that has affected managerial reforms in Ghana. He explains that for public servants to accept the new reforms, the government should, pay special attention to the changes especially the citizens’ charter, for its citizens to be given better services. There must be behavioral change patterns in the implementing agencies and the same time involvement from both senior management and front-line staff (World Bank, 2008).

2.6.3 Financial Resources 

Resources are very important in development of institutions and the implementation of any new innovation. Resources can be funds, materials and tools that are used to produce results. Introduction of citizens’ charters for service delivery needs a budget. Materials, equipment and tools needed for the implementation of the citizens’ charter can be in form of computers, stationery, furniture, office space and buildings and machinery.  There must also be accountability in the way funds are used through monitoring process to minimize or eliminate waste while optimizing satisfaction and increasing financial stability (Pande, et al., 2000).
In the USA, educator and organizer Myles Horton in (Horton, 2003) adopted the name “popular educator” promoting the importance of leaders offering quality service delivery through sustainable project funds to advance development. Caldart (2004) supports Horton’s statement that the availability of funds has exerted a strong influence on improved service delivery including the Zapatista National Liberation Front in Mexico, the immigrants' rights movement in the USA and Brazil's Landless Rural Workers Movement. Cho et al., (2004) argues that for service delivery to exist in any community there must be availability of funds. Serving people requires funds mobilization, to develop and expand and be productive in various community projects. The key areas for funding are in health, education, economic empowerment and infrastructure. Ungphakorn, (2007) affirms that national funding policies affect the service system’s ability to deliver efficiency and therefore affects overall sustainability of the citizens’ service charter. 

Gilson et al., (2005) studied citizens’ service charter of the health systems in several African countries and points out that there were inadequate planning processes. He found out that there was lack of management capacity and understanding within the health management teams. These were some of the main factors that affected access to adequate health service delivery. They therefore contribute to failure by African leaders to deliver high quality service. These dimensions point out the need to approach access to health systems by understanding the relationships between health financing, service delivery, and management of human resources in the health sector. 
According to Rajkumar & Swaroop (2008), organizations showed empirically that the efficacy of public spending largely is largely mirrored in the quality of governance. This means better utilization of results gave better quality of service. At the same time they noted that a reasonable plan can be made in managing public resources and that it can promote development. This, however, requires a well-trained and skilful personnel working in an organization with an incentive system that promotes cost efficiency, effectiveness and quality.

Manor (2001), reports that the Finance Ministry of a country is too overwhelmed to pay much attention to most of the public organisations. Kenya pursued the policy of decentralization as one pillar of public sector reform in community welfare. The policy is meant to devolve powers and responsibilities for administration, planning and finance to the local levels where people can also participate in the decision making of their respective regions. Manor explains that community service delivery is a term that appeals even to those with divergent views in development issues.

Conteh and Ohemeng, (2009), noted that Ghana had depended on the international community for financial support so as to adopt new ways of realigning organizations for better service delivery. Undoubtedly financial dependency affected the roll out of service delivery reforms Hutchful (2002) and Ohemeng (2005). The impact of the financial dimension with respect to the citizens’ charter was mostly felt in the areas of revamping the client service units of the Ministries, Departments, and Agencies (MDAs). Ayee (2001) states that, Client Service Units originated from the civil service reforms which were undertaken in the late 1980s and early 1990s though it lacked adequate resources to do what was expected of them. It was reported that most of them did not have office space and lacked accommodation because they required funding to build new office buildings. 

The government of Ghana could not obtain financial assistance from donors to provide the necessary equipment such as computers, fax machines, etc that would have enabled the units to undertake their assigned jobs, which included surveys. Wereko (2008:44) said, “A scan of Ghana’s experiences suggests that most reform initiatives have been curtailed by such resource constraints, regardless of whether the source of funding is foreign or domestic.”  Ohemeng, (2010) noted that many organizations signed service charters without knowing where and when they were going to establish their units or how they would furnish them. It was no surprise therefore that many of the Client Service Charters were not functioning. A number of the citizens were of the opinion that establishing and furnishing the client service charter Units should have been the first priority of the government. Jimmerson, Weber and Sobek, (2005) noted in their study in the health sector that an institution must ensure adequate financial resources for services to be dispensed adequately. They include reducing waste and errors by identifying sources of funds for training, purchasing and testing innovative technologies and equipment. The key players should also be facilitated and supported in the change processes providing administrative support.

2.7 Conceptual Framework

A conceptual framework helps simplify the proposed relationships between the variables in the study and show the same diagrammatically Sharon and Riggan, (2010). The conceptual framework illustrates the factors influencing compliance with citizen service charter, a case of National Registration Bureau, Kenya. The Independent variables are; organization structure, personnel competence and financial resources. The relationship between variables is shown in figure 2 below. 
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Conceptual Framework 
Source: Researcher (2017).

Explanation of the conceptual framework (Variables)
Organization structure in an organization decides how tasks are divided, grouped and coordinated Aquinas (2009). National Registration Bureau uses a designed order of reporting relationships and communication channel. Tasks and responsibilities are defined in the different sections of the organization. National Registration Bureau is bureaucratic in its administration where decision is cascaded downward from the director to the head of departments then to the sectional supervisors. As a result, there is an assumption that there is delay in service delivery which affects the citizens’ service charter timelines. For example in the procurement of material and tools the process goes through a chain of (command) procedures which take a long time hence the delay in service delivery. This long process delays the materials to get to the field office stations and even the headquarters in production specifically the printing ID card material. Servicing of the machine also is delayed due to this cumbersome process.

Personnel who are incompetent and poorly trained reflect the service delivery of an organization. Competency gives efficient and effective service delivery in organizations. National Registration Bureau needs to have personnel who are competent in delivery of efficient and effect services to its publics. The employees must have knowledge on what they are doing in their respective sections. They are required to have the skill and training on the technical areas for example those working in the research and control (classification of fingerprints) and Automated Fingerprint Identification System-AFIS (scanning). 

Financial resources can be a hindrance to the National Registration process. National Registration Bureau needs finances to budget for the procurement of materials and tools used to enable service delivery to take effect in the different regions of the country. Inconsistent funding results in lack of infrastructure, human resource motivation and general capacity development of the department. Limited budgetary allocations can hinder National Registration Bureau’s ability to meet public expectations at district and divisional levels. There is an assumption that major funding occurs only around the year of elections. Most of this funding is specifically meant to facilitate the registration of new persons to enable them register as voters and fast track the process (Mwacharo, 2013).
Therefore the examination of literature indicates that a number of studies relating to citizens’ service charter have been done in Africa but solid and up-to-date empirical evidence for compliance of citizens’ service charter at Kenya National Registration Bureau are very scanty and at times even lacking. However, based on the reviewed literature, the study found that citizen satisfaction plays a very important role in the citizens’ service charter. Thus, the study notes that one of the major factors which influence the implementation of citizens’ service charter is lack of efficient, effective and quality service delivery to the citizens. 
The measurement of service quality is often applied to different study variables, based on the precise services that are offered by the various government organizations. This enables institutions to compare before and after changes in establishing standards for service delivery. It is also evident that most of the studies on citizens’ service charter have been undertaken in the Western World. There is therefore a compelling need to understand the Kenyan context. This study on compliance of CSC at the National Registration Bureau in Kenya provides a much needed local experience and a benchmark to other Ministries and Departments. 
CHAPTER THREE

RESEARCH METHODOLOGY

3.1
Introduction

This section describes the research methodology used for this research. It comprises of research design, area of study, population, sample size and sampling procedure, data collection method, data analysis and presentation.

3.2
Research Design

The study used descriptive research design. This design guides the researcher in collecting, analyzing and interpreting observed facts (Orodho, 2003).In this study, National Registration Bureau is the institution case selected for detailed analysis of how organization structure, personnel competence, financial resources influence compliance of citizens’ service charter. It describes systematically and accurately the facts and characteristics of a given population Helen L. Dulock (1993).Both qualitative and quantitative data was collected for the study. The design is more appropriate in gathering information from National Registration Bureau (NRB) staff about the knowledge on the factors that influence compliance of the citizen service charter.
3:3 Area of Study

The organization has introduced a citizens’ service Charter that has different timelines for different regions in Kenya (Appendix 2).The research was conducted in the production centre at the headquarters in Nairobi. This department has six sections that carry out different processes in the processing of the ID /card. They are: Check office, Research and Control, Production Verification, Image Capture, Production Preparation and AFIS (Automated Fingerprint Identification System).

3.4. Target Population

In this research the target population comprised of all staff in the production center in National Registration Bureau Nairobi headquarters. The population chosen was300 and this is because they are the key people who work in the six sections at the production centre. 

3.5
Sample Size and Sampling Techniques

3.5.1 Sample Size

Sample size often depends on factors such as research design, type of number of variables in the study, methods of data analysis and size of accessible population. In this study, accessible population was 300. Since this is a descriptive study, 10 to 30 per cent of the accessible population is appropriate as advised by Mugenda and Mugenda (2003).Therefore the study took 30 per cent of the accessible population hence the sample size taken was 100 as illustrated in table 3.
Table 3 Proposed sample of respondents at NRB
	Section(department
	Proposed Sample of Respondents

	Check Office
	16

	Production Verification
	16

	Research and Control
	17

	Image Capture
	17

	PP-Production Preparation
	17

	AFIS-Automated Fingerprint Services
	17

	Total
	100


3.5.2 Sampling Techniques and Procedures

Stratified Random Sampling was used to ensure the representativeness of the respondents. This type of sampling (by department) was used to select participants by section (Check office, Research and control, Production Verification, Image Capture, Production Preparation and Afis) to select a sample of 100 participants from a total of 300 employees. This sampling technique would ensure the validity and reliability of the data based on the number of the respondents who respond to the questionnaires. It also helps to prevent bias in the selection process. 

3.6
Data Collection Instruments

A questionnaire was the main primary data collection instrument which was employed in the study. The study employed the use of semi-structured questionnaires. Each question in the questionnaire was designed to address specific objectives or research questions so as to generate appropriate information in relation to the purpose of the study. The questionnaires were given to each of the selected respondents. 

3.7 Validity and reliability

Mugenda and Mugenda (1999, and 2003) define validity as the accuracy and meaningfulness of inferences which is based on research results. It is the degree to which results obtained from the analysis of data actually represent the phenomenon of the study. Responses of participants to various items in the questionnaire were checked against the researcher’s expectations to ensure validity. Saunders, Lewis and Thornhill (2009) defined reliability as a measure of the degree to which a research instrument yields consistent results after repeated trials. Piloting tests was conducted with a sample of 15 participants. Participants in the pilot tests were taken from a station different from the study site in National Registration Bureau. Analysis of Cronbach’s alpha was conducted to investigate if items for measures of “Organizational structure, Personnel competency, and financial resources factors”, are reliable. Any item that was below Cronbach’s Alpha 0.70 was deleted. This was done until all items listed in the questionnaire achieved the standard threshold.  
3.8 Data analysis

The collected data was sorted, classified and subjected to both quantitative and qualitative analysis. Descriptive statistics were tabulated on percentages and frequency distribution and were analyzed to summarize findings. Data from the open-ended questions were analyzed using qualitative data to distil key themes. The output was presented in the form of graphs and tables that are easy to interpret
Measurement variables

Awareness and knowledge of Citizens’ Service Charter
Measurement of participants’ awareness and knowledge of the CSC was done using a “yes” “no” response question. An additional TRUE or FALSE response question was followed in which participants would indicate whether the CSC deadlines posed for ten selected different regions are correct or incorrect. A score of 8 to 10 would be regarded as good knowledge of the CSC deadlines.

Organizational Structure factor

A list of eight-items on a scale of 5 = to a very great extent to 1 = to a very little extent was used to the extent to which organizational structure related factors  influence National Registration Bureau Citizens; Service Charter compliance (appendix 1). 5 statements were posed all on the influence of organizational structure and the was Cronbach’s alpha 0.77 
Personnel competency factor

A list of seven-items on a scale of 5 = to a very great extent to 1 = to a very little extent was used to the extent to which personnel competency influence National Registration Bureau CSC compliance (appendix 1). 4 Statements on the influence of personnel competence were posed and the result was Cronbach’s alpha 0 .71
Financial resource factor

A list of seven-items on a scale of 5 = to a very great extent to 1 = to a very little extent was used to the extent to which financial resources influence NRB CSC compliance (Appendix1). 2 Statements were posed all on the influence of financial resources and the result was Cronbach’s alpha = 0.89 after deleting those statements that did not meet the threshold or that had a low result of less than 0.70
They were all complemented by open ended questions and Socio-demographic data on gender, age, education level, length of time served at National Registration Bureau.
3.9
 Ethical issues

This study adhered to appropriate research procedures and all sources of information were acknowledged as far as possible. Before the questionnaire was administered, consent was sought from the respondents. The respondents were informed of their right not to take part in the survey. Confidentiality was considered in the research. The respondents were debriefed on the nature and significance of the research and their participation was based on voluntary basis. Personal information was only used for the purpose of the study and the respondents were not to be revealed to any other source. 
The respondents were assured that the information they provide on the questionnaire was treated confidentially. This was done by not disclosing their identities or personal details to others. The data used in the report was also not linked to any respondent.In addition; the respondents were assured of confidentiality in relation to any information supplied. Procedures were put in place to protect the confidentiality of information and the anonymity of the participants in all research materials. The researcher had to seek clearance from SPU Postgraduate Directorate, a research clearance from NACOSTI and also clearance from National Registration Bureau Kenya to carry out this research from the production center headquarters Nairobi.

CHAPTER FOUR
FINDINGS
4.1 Introduction

This chapter presents the qualitative and quantitative findings that have been obtained from the field study. First the results of the socio demographic of the participants sampled, in variables of gender, age, education and years worked in NRB. Next the results on the influence of the organizational structure on the compliance of NRB Citizens’ service charter are presented. This is followed by the findings on the influence of personnel competence and finally the results on the influence of financial resources in line with the research objectives.

4.2 Social demographic characteristics 

Table 4.1: Socio-demographic characteristics of the sample

	Variable
	Category
	Percentage

	Gender
	Male
	45.5%

	
	Female
	54.5%

	Age
	18 years to 29 years
	30.3%

	
	30 years to 35 years
	37.4%

	
	35 years to 59 years
	32.3%

	Education
	Certificate
	22.2%

	
	Diploma
	56.6%

	
	Bachelors
	18.2%

	
	Post graduate
	3.0%

	Years Worked
	3 months to 2 years
	21.2%

	
	3 years to 5 years
	15.2%

	
	6 years to 9 years
	20.2%

	
	10 years or above
	43.4%


Source: Survey data (2018)






Gender




National Registration Bureau production center shows that majority of its employees (respondents) are female at (54.5%) where (45.5 %) are male.
Age 

A relatively high proportion of the respondents were aged between 30-35 years at (37.4%) compared to 35-59 years who comprised of 32.3%. Those respondents who were aged 18-29 years were at 30.3% and they were the youngest in the department.

Education 

Majority of respondents at NRB showed that (56.6%) possess a diploma as compared with those who have bachelors and masters degree. Those respondents with bachelors and masters degrees constitute a lower percentage of 18.2% and 3.0% respectively while those with certificate are 22.2%. 
Years worked

A relatively high proportion of the respondents have worked in the NRB for over 10 years are represented by the respondents at (43.4%) while (21.2%) have worked for 3 months up to 2 years. The respondents who have worked for 3-5 years are (15.2%) less than those that have worked for between 6-9 years who represent (20.2%) respondents. Therefore, majority of the respondents have worked for over 10 years and this informs that employees in National Registration Bureau are able to provide quality service delivery due to their many years of experience. 

Service Application Time on the compliance of CSC



Respondents were asked to state how serious was the problem of applications taking too long before they are delivered to the check office (the different sections) at the National Registration Bureau. Therefore, according to the survey majority of the respondents (30.3%) mentioned as reflected by the graph below; that application of services by citizens were taking too long before they were delivered to the check office (the other sections) which is a very serious problem (Both positive and negative scale were collapsed together). Considering that this is a public institution mandated with providing efficient and effective services, National Registration Bureau has the mandate to improve its efficiency in application service processes. The findings concur with the findings by Osborme and Plastnik (1997) who revealed that efficiency and effectiveness in serving the citizens remains the main concern of every democratic system since the citizens’ finances the state's functions and expects high quality and non-discriminative services in return.
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Figure 4.1: Service application time
 Source: survey data (2018)
4.3 Extent to which organization structure influence compliance of CSC at NRB

Six statements were posed asking the respondents how the influence of organization structure on compliance of NRB citizens’ service charter, namely; NRB organization structure facilitates continuous advancement of the citizens’ charter at every stage, NRB organization’s culture promotes the adherence to the citizens’ charter, and  I feel like other departments affect the Check office compliance with the Citizens’ Service Charter, The Core activities of the NRB organization have been specifically designed to ensure the total implementation of the citizens’ charter, the organization regularly updates the citizens’ charter based on the emerging issues and the NRB organization is committed to teamwork in meeting the citizens’ service charter. The scale of these statements were ranging from 5 = To a Very great extent to 1 = to a Very little extent
4.3.1Organization structure facilitates continuous advancement of the CSC at every stage
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Figure 4.2:Organization structure advancement 
Source: survey data (2018)


The majority of the respondents (64.7%) to some extent and to a very great extent agreed that organization structure facilitates continuous advancement of the citizens’ charter at every stage as is shown in the above graph. Their findings were in agreement with those of Aquinas (2009) who argued that organization structure has the responsibility to perform and produce results by making sure it is accountable on achieving the goals of the citizens’ charter on service delivery. Thus organization structure is key to ensuring quality service delivery at the National Registration Bureau.

4.3.2 The extent of organization’s culture promoting adherence on the compliance of CSC
Majority of the respondents to a very great extent (70.1%) noted that National Registration Bureau organization’s culture promotes the adherence to the citizens’ charter  while 23.2% of them to a little extent noted how the organization’s culture promote adherence to the citizens’ charter. The findings are convincing that organizational culture is very key to promoting adherence to the citizens’ charter which in turn ensures efficient and effective service delivery. The findings were related to those of Serdar and Berthet (2008) who argued that it is the culture of the organization which extracts the best out of each team member. 
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Figure 4.3 Organization’s culture adherence 
Source: survey data (2018)


4.3.3 The extent of National Registration Bureau Compliance on the CSC
The findings of Jean and Gully (2011), noted that relationship throughout the system from lower to higher levels and the formal system of communications, coordination, integration, interaction among employees and teams in different departments is very crucial to compliance with the citizens’ service charter. In concurrence, the below study findings showed that 63.6% of the respondents responded to a very great extent feel that other departments affect the check office (and other sections too are affected) compliance with the citizens’ service charter. Those respondents who said to a very little extent were 26.3% while those who indicated they were not sure were 8.1%. Therefore this implies that if other departments affect the check office compliance with the citizens’ service charter at the National Registration Bureau, then service delivery to the citizens’ might be greatly hampered.


Figure 4.4 Compliance of the Citizens’ Service Charter   
   Source: survey data (2018)

4.3.4 Influence of the Organizational Commitment on core activities
on the compliance of the CSC

The figure below presents various responses that the respondents cited on how National Registration Bureau is committed to fulfilling citizens’ service charter since it is an important document. Majority of the respondents mentioned to a very great extent which is at 69.7% and this shows that the employees are committed to its core activities in the organization. However, there were those respondents who said they were not sure at 10.1% and 20.2% to a very little extent. The findings are in line with what Wim (2007) advocated that the goal of implementing citizens’ service charter is to empower the citizen in relation to public service delivery. Although Nigussa (2014) indicates that many organizations are not able to buy into the charter and support changes which are necessary to meet the targets and commitments of the charter, the findings of this research, NRB seems to have sensitized its employees on the importance of the citizens’ service charter.
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Figure 4.5: Commitment on  core activities on the compliance with the Citizens’ Service Charter
Source: survey data (2018)

4.3.5 The extent of regular update on the emerging issues on the compliance of the CSC
The figure below presents the findings by the respondents on the extent to which the citizens’ service charter is updated.  The responses from the majority respondents showed that 41.4%  were not sure if the citizen’ service charter is updated while  36.4% think that it is updated and 22.2%  to a very little extent that the organization regularly updates the citizens’ charter based on the emerging issues. Therefore the citizens’ services charter at NRB is not regularly updated to go with the emerging changes in the department then it can lead to poor service delivery to its citizens. These findings concurred with those of Oostero (2007) who opined that not many organizations regularly update their citizen charters and hence it is important for them to regularly update the charter so as to provide citizens with the information they need to hold government account.
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Figure 4.6 the extent to which the citizens’ service charter is updated on emerging issues Source: survey data (2018)
4.3.6 The extent of teamwork commitment on compliance of CSC
Team work is very crucial in an organization and it should be reflected in the citizens’ service charter. The figure below shows responses from the respondents concerning National Registration Bureau commitment to teamwork in meeting the citizens’ service charter. Majority of the respondent 75.7% were in agreement that they were committed to team in their sections. On the other hand 20.3% were committed to a very little extent.4% of the respondents were not sure. Hence from the findings it implies that all employees at NRB have not fully embraced teamwork. The results are supported by Hookana (2011) whose findings indicated that the idea of team work will eliminate information gaps and facilitate general discussion in a common language and tighten the network of the different parties.
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Figure 4.7 the findings on NRB teamwork commitment
 Source: survey data (2018)

4.3.7 The extent of application stages on compliance of CSC 

Respondents were asked if the stages that the application goes through before it gets to check office affects the section’s compliance with the citizens’ service charter. Majority responded to a very great extent at 63.6% while half at 30.3% responded very little extent. Respondents who were not sure are at 6.1% as reflected by the graph below. This implies that there are a lot of bureaucracies in National Registration Bureau leading to delays in application of services to the citizens. This implies that citizens might not be happy and complains are likely to emerge due to poor service delivery and poor coordination of services within NRB. These findings concurs with Zubane (2011) who cited that citizens expect more transparent, accessible, faster and responsive services from the public sector although so many governments are still struggling to make effort to improve their service delivery through online portals
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Figure 4.8 The findings on the application stages 

Source: survey data (2018)
4.4 Influence of personnel competencies on compliance with citizen service charter 

Seven statements were posed asking the respondents how the influence of personnel competencies  affect the compliance of citizens’ service charter in NRB on namely; I have sufficient skills to complete Check Office tasks on time, I usually struggle to complete the daily target of Check Office, and  I feel like other departments affect the Check office compliance with the Citizens’ Service Charter, The Organization identifies opportunities that will help the employee grow competencies to successfully execute the citizens’ charter, I have the skills to cope with the volume of applications received each day at the Check Office, There are adequate job advancement opportunities for the newly employed personnel in Check Office, Additional training will not necessarily increase the efficiency of processing the daily target number of applications at Check Office and Additional training will not necessarily increase the efficiency of processing the daily target number of applications at Check Office. Three additional questions were posed on personnel competence on training namely; during the last ONE year, have you attended any training relevant to your work at the Check Office employee training and when was the last time that you attended training relevant to your work at the Check Office? The scale of these statements were ranging from 5 = To a Very great extent to 1 = to a Very little extent.

4.4.1 Employee Training on compliance of CSC in NRB
	
	Frequency
	Percent

	
	Yes
	17
	17.2

	
	No
	81
	81.8

	
	Total
	99
	100.0


Table 4.2 Employee 
Source survey data (2018)

Training is key to employees of National Registration Bureau so as to enhance quality service delivery. Respondents were asked if during the last one year they had attended any training relevant to their work at the check office and their respective sections. Majority of the respondents 81.8% said they had not attended any relevant training and 17.2% of the respondents said they had attended a relevant training as per the Table 4.2 above. This finding implies that NRB has not been very keen at providing regular trainings to its employees. This implies that in the long run citizens’ service delivery may be greatly affected due to lack of regular training on customer service provision. These findings are in line with those of Simon, Kristina and Monika (2005) who argued that there is need for organizations to ensure staff is adequately trained to be able to provide quality, efficient and effective service to its clients.

4.4.2 Attendance of training by the number of years worked on compliance of CSC
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Figure 4.9 attendance of training by the number of years worked
 Source: survey data (2018)

The findings on attendance of training by the number of years an employee’s has worked indicated that those respondents who have worked from 3 month to 2 years had not attended any training (95.20%).  None of the majority 100% who have worked between 3 to 5 years had attended any training. Those who have worked between 6 to 9 years were 75% and 10 years and above were 72.10%.The majority of those who have not attended any training contrasts sharply with those who have attended training because 6 to 9 years and 10 and above years are at 25% and 17.90% respectively represent older  employees in employment. 
4.4.3 The Last time attended training by section on compliance of CSC
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Figure 4.10 Last time attended training by section
 Source: survey data (2018)
The findings for the last time attended training by sections shows that none of the employees in Check office, Research & Control, Production Verification and Production Preparation and AFIS during the last 3 months had attended any training. Surprisingly only Image Capture section at 5.9% had attended training. None of the employees in Production Verification and Production Preparation had attended training during the last 6 months only. Majority  68.8% of the employees from Check Office section had not attended  any training or short courses followed by Production Preparation at 64.7% and the least was Image Capture at 35.3%.Therefore this finding shows that majority of the employees in the different sections have not attended any training. 

Attendance of training by gender shows that none of the Male employees during the last 3 months had attended any training. However, during the last 6 months 13.3% attended training Majority of the female (57.4% ) employees at NRB have never attended any training or short courses since they joined  the service against the male at 46.7%.

It implies that majority of NRB employees have not been trained therefore, untrained employees are not able to perform and meet the timelines stipulated in the Citizens’ Service Charter for service delivery. Every employee is interested to work in an organization where there is growth and refresher courses to enhance their skills. Demotivated employees affect quality service delivery to the citizens. This study therefore suggests that NRB needs to train its employees for better performance and service delivery to meet the mandate of the CSC. The findings were supported by Serdar, Beris and Berthet (2008) who noted that services need employees who are well trained and are solution focused.

4.4.4 The extent of sufficient skills on compliance with citizen service charter 
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Figure 4.11 findings on sufficient skills 
Source: survey data( 2018)

Time management and sufficient skills are very important in providing quality service delivery. Hence respondents were asked whether they have sufficient skills to complete check office tasks on time. The findings revealed that majority of the respondents (56.6%) responded to a very great extent had sufficient skills to complete their tasks on time while 38.8% said to a very little extent of the sufficient skills and those respondents who said that they were not sure if they had sufficient skills to finish their tasks on time were represented by a minority of 10.1%. This finding reveals that most of the employees have sufficient skills in NRB. Hence the implication here is that with sufficient skills, employees are able to provide quality service delivery to its citizens. These findings were supported by Hughes (2008) who cited that providing outstanding customer service at the right skills is the holy grail of most companies
4.4.5 The extent of completing daily targets on compliance with citizen service charter
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Figure 4.12 findings on Meeting daily targets
 Source: survey data (2018)

Respondents were required to state if they struggled to meet the daily target as stipulated by the citizens’ service charter for the different sections in National Registration Bureau. In the above figure the findings showed that 65.7% of the respondents said to a very little extent struggle to meet their daily targets. Those respondents who said to some and a very great extent were 26.3% and the respondents who were not sure were at 8.1%. The results then showed that many employees struggled to meet their daily tasks, implying that NRB as an organization has to understand the struggles the employees are going through to meet their daily targets. This finding implies that citizen will have delayed services hence the citizens’ vision and mission is to give faster, efficient and quality services. These results are supported by Ravitch and Riggan (2012) who argued that those organizations that are able to retain their 

4.4.6 The extent of growing personnel competencies on compliance with citizen service charter 
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Figure 4.13 identified opportunities for growing personnel competence 
Source: survey data (2018)
The study findings seen above show that 45.5% of the respondents said to a very little extent while those who indicated they were not sure were at 23.2%. Those respondents said to a very great extent were 29.3%. The results of the study imply that the National Registration Bureau to a very little extent has not identified opportunities to enable them to grow their competencies so as to execute the services to citizens. It thus implies that National Registration Bureau is not keen on providing beneficial opportunities to its employees to advance their competencies which in the long run can reduce the quality of its services to the citizens. These findings were supported by Kimotho (2015) who said that organizations need to help their employees acquire more skills so that they can grow their careers and thus provide quality services to the customers.
4.4.7 Skill to cope with volume of applications 

The findings is that majority of the respondents (73.7%) positively -said to a very great extent. 2% were not sure however, 24.2% said to a very little extent. From the findings it is seen that majority of the respondents are able to cope with a lot of work. This implies that the National Registration Bureau allocates work to its employees who posses’ skills on how to cope with work load and are able to meet deadlines. Ryzin and Gregg (2004) support these findings by asserting that organizations must check if they have the staff support, resources and the required training they need to do an excellent job on the allocated tasks.
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Figure 4.14: Findings on Skills to cope with volume of applications 
Source: survey data (2018)
4.4.8 The extent of Adequate Job advancement opportunities on compliance of CSC

 Respondents were asked whether there were adequate job advancement opportunities for the newly employed personnel in check office and other sections in production centre. The study findings revealed that 36.3% of the respondents who said to a very little extent. Those respondents who said to a very great extent were 35.4%wwhile those who indicated they were not sure, were 28.3%. The results of the study indicate that the percentages are almost the same and even those who are not sure are high.

[image: image15.png]3350
g 3s.
€300
25.0
20.0
15.0
10.0

nti

Frequency me

o
o o

36.3%

283%

355%

To a very little
extent

Not sure

To avery great
extent





Figure 4.15 Findings on available adequate job advancement opportunities 
Source: survey data (2018) 

4.4.9 The extent of additional training on compliance of CSC

More training acquired enhances one’s skills and performance and hence organizations are required to ensure that their employees get more training on a regular basis on their area of specialization. Hence respondents were asked if additional training will not necessarily increase the efficiency of processing the daily target number of applications at check office. The results of the analysis indicated that 36.3% of the respondents said to a very little extent. Those respondents who said to a very great extent were 35.4%, while those who were not sure are 28.3%.The findings reveal that the respondents were divided. Hence the high number saying they were not sure.
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	Figure 4.16 additional training 
Source: survey data (2018)
	
	
	
	
	
	
	
	
	


Additional training   for employees in any organization enhances efficiency of tasks therefore; it implies that for National Registration Bureau to provide quality services to its citizens, it has to provide additional training to its employees. Dreary, (2003)  supports these findings by noting that as the workplace evolves, employees are being charged with learning new skills, developing old skills and learning to be proficient and competent in all areas across the board.

4.4.10 Influence of breakdown of equipment on compliance of CSC
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Figure 4.17 Findings on breakdown of equipment
 Source: survey data (2018)
Respondents were asked how serious was the problem of frequent breakdown of the equipment they use/need, a hindrance to check office and other sections in compliance with citizens’ service charter targets at the National Registration Bureau. The findings revealed that majority of the respondents said that the breakdown of equipment is a little serious at 39.4%  while 25.3% of the respondents said that it was somewhat serious problem while of the respondents who a very serious problem were 36.4%. However, 22.2% of the respondents said it was not a problem at all. 

From the findings it shows that majority experiences breakdown of equipment at National Registration Bureau. Therefore, if equipment continuously breaks down, check office and the rest of the sections will not be able to comply and meet citizens’ service charter targets.  Thus it implies that employee’s frustrations can be triggered due to unmet targets leading to their poor service delivery. These findings concur with those of Janice (2014) who affirms that the priority of any organization that relies on critical equipment must prevent its failure. This is because machinery breakdown can severely hamper the productivity and operations of a business or an organization; it is in organization’s best interest to ensure that equipment functions properly and fulfills the longest service lifetime possible.

4.4.11 lack of equipment on the compliance of CSC
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Figure 4.18 Findings on lack of equipment at check office and other sections 
Source: survey data (2018)
When respondents were asked how serious is the problem of lack equipment/tools in the check office (and other sections) and the results of the study indicated that there is a problem because majority of respondents said that it was a little serious at 35.4%, very serious problem at 21.2% and somewhat serious at 16.2%. Those who said that it was not a problem at all were 26.3% of the respondents. Thus the results of the study reveal that majority of the respondents were of the opinion that lack of tools that can be used in check office and other sections was a problem. This implies then that employees at the National Registration Bureau are aware of how serious it can be for their organization to lack equipment for use in provision of its services. This will render poor services to its citizens who will be very dissatisfied. These findings contradicts those of Andrews and Walle (2013) who observed that adequate time and material resources should be available to employees to enable them perform their work easily. This will help them perform to the best of their ability and be proud of their achievements

4.5 Influence of financial resources on compliance of citizens’ service charter 

Six statements were posed asking the respondents how the influences of financial resources affect the compliance of citizens’ service charter in NRB. They are; Check office has sufficient resources that enables the Section to meet the targets of the Citizens’ Charter at every moment, Check office has adequate tools to meet all the citizens’ charter, the budget allocation is commensurate to the Citizens’ Charter demands, the financial allocation for utilities is commensurate to the Citizens’ Charter demands and the frequency  in servicing of the machines  in check office affects the output of the service, and Lack of sufficient equipment hinders your performance in Check office and. One other additional question was posed on additional resources; what do you think would be needed to ensure Check office section is compliant with the objectives of the Citizens’ Service Charter? And what additional skills they felt would help them to accomplish their tasks.  The scale of these statements were ranging from 5 = To a Very great extent to 1 = to a Very little extent and a very serious problem =4 to not a problem at all=1
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Figure 4.19 Findings on sufficient resource
 Source: survey data (2018)

Respondents were required to state if check office had sufficient resources that enabled the section to meet the targets of the citizens’ service charter at every moment. The findings showed that majority responded that they required sufficient resources to a very great extent at 51.6% while 38.4% said that they required sufficient resources to a very little extent. There are those respondents who were not sure at 10.1%. The findings therefore indicate that the National Registration Bureau does not fully have sufficient resources to meet its targets and without adequate resources employees cannot be able to deliver up to date quality services to its citizens. These findings are in line with those of Ohemeng (2010) who asserted that without sufficient resources or improper resources, organizations are at risk of failing to deliver the expected services, thus achieving unrealistic goals (service delivery) with the lack of resources.
4.5.2 Influence of adequate tools to meet CSC
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Figure 4.20 Findings on adequate tools to meet citizen charter services   
Source: survey data (2018)

When respondents were asked if the check office has adequate tools to meet all the citizens’ charter services, the study findings noted that, 59.6% majority of the respondents said to a very great extent there were adequate tools to meet the citizens’ service charter. While 30.3% of those who responded said that it is to a very little extent. Those who indicated that they were not sure were 10.1 %. From the findings it reveals that the National Registration Bureau does have adequate tools to meet citizens’ service charter functions in the sections. Thus it shows that the employees at National Registration Bureau are able to work to enhance their productivity in service provision to citizens. 

4.5.3 The extent to which budget allocation is commensurate to the CSC demands

Budgeting and allocation of funds is very crucial to many organizations for their growth, sustainability and performance. Hence respondents were asked if the budget allocation is commensurate to the citizens’ charter demands, and the study results indicated that 34.3% of the respondents said to a very little extent combined. 30.3% to a very great extent. The majority of the respondents who said that they were not sure were 35.4%. From the results of the study, it is noted that majority of the respondents are not sure if allocating funds to meet citizens’ charter was important. Hence this implies that National Registration Bureau has a great task of sensitizing its senior administrative employees who handle the finances on the importance of budget allocation to enhance citizens’ services. These findings are supported by Chard (2016) who notes that budgetary allocations should be routinely monitored by organizations to ensure the amounts budgeted are sufficient.

4.5.4 The extent to which Servicing of machines affects the output of the CSC

Servicing of machines is mandatory to organizations so as to ensure smooth running of the services. Thus respondents were asked if the frequency in servicing of the machines in check office affects  were 44.5% and those who responded to a very little extent were 41.4%, while those who indicated they were not sure, were 13.1%. The findings show that to some extent, National Registration Bureau services its machines meaning that it’s not done on a regular basis. The implication with this is that if they are not serviced regularly they may affect the smooth running of the employee service delivery. However, regular servicing is of great importance to National Registration Bureau and the employees. These findings are contradicted by those of Mohamed (2003) who cited that careful management of equipment/machine service has the potential of substantial savings and boosts employees’ performance by providing effective and efficient services to customers.
4.5.5 Financial allocation for improvements on the compliance with the CSC
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Figure 4.21: Financial allocation for improvements
 (Source: survey data).
Respondents were asked whether funds are allocated to deliberately look at areas of improvements in the existing citizens’ service charter and the results show that the majority said to a very great extent at 59.6% while 30.3% of the respondents said to a very little extent. Those respondents, who indicated that they were not sure, were 38.4%. The findings showed that to a very great extent, National Registration Bureau allocate funds to be used for any improvement required within the organization as agreed by the majority of the respondents. The implication here is that National Registration Bureau is moving to the right direction by ensuring that funds for improving human resources and equipment are allocated. These findings are supported by research findings of McLaughlin (2003) who noted that employees in organizations need the right tools and resources to succeed and to effectively perform their jobs.
4.5.6 Problem of insufficient funding on compliance of CSC [image: image22.png]Percentage
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Figure 4.22: Problem of insufficient funding 
Source: survey data (2018)
When respondents were asked how serious the problem of insufficient funding affecting the check office operations is, the findings showed that 73.7% of the respondents said that it was a very serious problem, contrasting on those respondents who said that it was not a problem at all at 10.1%.However there were also those who said it was a little serious at 16.2%. The findings of the study thus indicate that lack of sufficient funding greatly affects the operations in National Registration Bureau. This finding implies that NRB’s employees in the Check office and other sections cannot operate well without adequate funding
4.5.7 Influence of Additional Resources on the compliance of the CSC [image: image23.png]Frequencies mentioned
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Figure.4.23 Additional resources to ensure compliance with the objectives of the Citizens’ Service Charter 
Source; survey data (2018)

Respondents were asked what additional resources they needed to acquire more resources in an organization is very important to quality service delivery to its citizens. Likewise National Registration Bureau need to ensure that there are enough resources to allow its employees work well in providing quality services to the citizens. Respondents mentioned additional resources they thought would be needed to ensure check office and other section in NRB is compliant with the objectives of the citizens’ service charter. The results of the findings showed that majority of the respondents felt that more funds was a priority to buy more computers  and better remuneration in form of allowances for the employees to provide better service delivery  to the citizens. The respondents felt that sufficient stationary and modern current equipment is very important for the employees to enhance service delivery. 14 of the respondents indicated that they needed good faster scanning machines to work effectively. Other respondents mentioned many needs like regular servicing of scanning machines and better seats/furniture. 

The findings thus shows that majority of the respondents wanted more computers, funds for motivation, good faster scanning machines, modern current equipment and more furniture as indicated by 23,17, 16, 14, 13 and 10 frequencies mentioned by  the  respondents respectively. Since addition of more resources enhances quality service delivery, then it implies that the National Registration Bureau need to ensure there is regular supply of these resources to ensure that its employees provide quality services to its citizens. These findings are supported by Creswell (2003) who argued that organizations should ensure that there is efficient and effective development of an organization's resources when they are needed. Such resources may include financial resources, inventory, human skills, production resources, and  a working information  Communication technology (ICT).

4.5. 8 Additional Skills on the compliance of the citizen service charter
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Figure 4.24 Findings on additional skills to ensure compliance with the objectives of the Citizens’ Service Charter
 Source; survey data (2018)

Respondents were asked to state what additional skills they felt would help them to accomplish their tasks. Additional skills are mandatory and crucial to organizations so as to ensure smooth quality service provision to citizens by employees. Hence the National Registration Bureau has the mandate to ensure that its employees are provided with additional skills through training and refresher courses to sharpen their skills. Thus respondents were asked to state additional skills they felt would help them to accomplish their tasks. The findings showed that, 27 respondents said they wanted training on computer skills. National Registration Bureau does everything using computers and thus the high percentage of those who responded on computer skills training. The employees in Check Office and Production Verification check on the documentation attached to the application forms, therefore they need training on identification of documents thus 15 responses. 9 respondents said they wanted skills on system management. 

Those who wanted skills on fingerprint and biometric science and scanning skills were each 8 respondents, skills on research control and training on public relations and customer care   were 6. Those respondents who said they needed skills on records management and supervisory skills were each 5. Also respondents who mentioned skills on office practice were 3, while 2 respondents mentioned they needed skills on induction for new staff, managerial skills and record keeping. Research and control office must have its employees’ trained on fingerprint skills so that they can be able to classify the different fingerprints. The frequency mentioned by the respondents is low because most of them are trained.

The implication with this finding is that it is critical for any organization to ensure that its employees are imparted with additional skills to enable them to be productive and meet their performance targets. Therefore the National Registration Bureau should comply with this and make it a policy for every employee to acquire more skills in areas of their specialization. These findings are supported by Kimotho (2015) who cited that mastering key organizational skills provides employees with the tools they need to succeed independently so they can contribute to the success of the organization.
CHAPTER FIVE
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction

This chapter presents the summary of the key findings on the objective of the study on the factors influencing compliance of citizens’ service charter, a case of National Registration Bureau, Kenya. The findings of the study are presented in chapter four are summarized in this chapter and a discussion is provided in line with the objectives of the study. Finally the chapter wraps up with the recommendation of the study. 

5.2. SUMMARY
5.2.1 Organizational structure influence on compliance of citizens’ service charter at the        Kenya National Registration Bureau
The study findings indicate that majority of the respondents (96%) were aware that National Registration Bureau has a citizens’ service charter for service delivery while a minimal number of respondents at (4%) were not aware. Therefore according to the survey (30.3%) of the respondents mentioned that applications were taking too long before the end product (ID card) get to the citizens is a very serious problem. Since a majority number of the employees understands it seriousness, therefore the organization should enhanced what is lacking for the employees to be productive.

The findings of the study revealed that majority of the respondents cited that to some extent the National Registration Bureau organization’s structure facilitates continuous advancement of the citizens’ charter at every stage. At the same time majority of the respondents said that National Registration Bureau organization’s culture promotes the adherence to the citizens’ service charter at a very great extent. In these findings majority of the respondents at (34.3%) said to some extent other departments affected the check office compliance with the citizens’ service charter however, 41.4% of the respondents were not sure if there was a commitment at the National Registration Bureau to fulfilling the citizens’ charter. 

Further the findings revealed that majority of the respondents to some extent noted that the core activities of NRB have been specifically designed to ensure the total implementation of the citizens’ charter. Almost half of the respondents (41.4%) agreed with the statement. The responses from the respondents showed that 44.4% said to some extent that the National Registration Bureau regularly updates the citizens’ service charter based on the emerging issues. 

Team work is very crucial in an organization and it should be reflected in the citizens’ service charter. Thus from the study results shows 43.4% of the respondents said to some extent that the National Registration Bureau is committed to teamwork in meeting the citizens’ service charter. Majority of the respondents to a very great extent agreed that the stages the application goes through before it gets to check office affects the section’s compliance with citizen service charter. This is a set back to the citizens’ service delivery since the production of the ID card would be delayed and this will affect the citizens’ everyday economic and development activities.
 5.2.2. Personnel competence influence on compliance with citizen service charter at the Kenya National Registration Bureau
Training is key to employees of National Registration Bureau so as to enhance quality service delivery. However when respondents were asked if during the last one year they had attended any training relevant to their work at the check office,(apply to other sections) their findings showed that 81.8% had not attended any relevant training which is a very serious problem. 17.2% of the respondents had attended a relevant training while 52.5% had never attended any course.
Time management and sufficient skills are very important in providing quality service delivery. Hence respondents were asked whether they have sufficient skills to complete check office tasks on time. Their findings revealed that to a very great extent majority of the respondents (44.4%) did not have sufficient skills to complete their tasks on time. Respondents were required to state if they struggle to meet the daily targets as stipulated by the citizens’ service charter for the check office (other sections).  Findings showed that 31.3% of the respondents said to a very little extent they struggle to meet their daily targets and also the same percentage of 31.3% of the respondents were not sure. 
Findings from respondents if the organization identifies opportunities that help the employees grow competencies to successfully execute the citizens’ charter showed that 44.4% agreed to a very great extent. On the skills to cope with the volume of applications received each day at the check office ( and to other sections) the findings was that a majority of the respondents 56.6% responded to a very little extent. Respondents were asked if whether there is adequate job advancement opportunities for the newly employed personnel in check office and the findings of the study revealed that majority (60.6%) said to a very little extent. More training acquired enhances one’s skills and performance and hence organizations are required to ensure that their employees get more training on a regular basis. Respondents were asked if additional training will not necessarily increase the efficiency of processing the daily target number of applications at check office. It was cited by many respondents (42.4%) to a very great extent that additional training will not necessarily increase the efficiency of processing the daily target number of applications at check office.
Respondents were asked how serious was the problem of majority of staff in the check office lacking most current and relevant skills required to deliver services. The results indicated that majority of the respondents 30.3% were not sure how serious was the problem of majority of staff in the check office lacking most current and relevant skills required to deliver services. 

Respondents were asked how serious was the problem of frequent breakdown of the equipment they use/need, a hindrance to check office compliance with service charter targets at the National Registration Bureau. The findings revealed that 39.4% of the respondents said that it was a very serious problem. When respondents were asked how serious is the problem of lack of the equipment/tools in the check office and the results of the study indicated that 35.4% of the respondents agreed that the problem of lack of the equipment/tools in the check office was a little serious problem.

5.2.3. Financial resource influence on compliance with citizen service charter at the Kenya National Registration Bureau
Respondents were required to state if the check office has sufficient resources that enables the section to meet the targets of the citizens’ charter at every moment. The findings showed that 35.4% of the respondents to some extent noted that the check office had sufficient resources. The findings of the study indicated that most of the respondents (42.4%) strongly agreed to some extent that the check office has adequate tools to meet the entire citizens’ charter. The findings further revealed that majority of the respondents (35.4 %.) were not sure if the budget allocation is commensurate to the citizens’ charter demands. 

Servicing of machines is mandatory to organizations so as to ensure smooth running of the services. Hence it is shown by the findings that majority of the respondents (27.3%) to some extent agreed that the frequency in servicing of the machines in check office affects the output of the service. When respondents were asked if the financial allocation for utilities was commensurate to the citizens’ service charter demands, the findings revealed that, majority (40.4%) of the respondents were not sure that the financial allocation for utilities is equal to the citizens’ charter demands. 

Respondents were asked whether funds are allocated to deliberately look at areas of improvements in the existing citizens’ service charter and the results indicated that majority of the respondents (34.3%) noted with a very great extent funds are allocated to deliberately look at areas of improvements in the existing citizens’ service charter. It was also cited by many respondents (42.4%) that the problem of insufficient funding affecting the check office operations was a very serious problem.

5.3 CONCLUSIONS

In conclusion the study findings are that the majority of the respondents need to upgrade their education to improve quality service delivery. This is due to the low level of education with some respondents which can affect their ability to perform and deliver quality services to the citizens in the National Registration Bureau. The study inferred that since majority of respondents have worked for over 10 years, it means that employees in National Registration Bureau are able to provide quality service delivery due to their experience and knowledge. The study also concluded that since majority of the respondents were aware of the existence of the service charter then it means that service delivery can be improved tremendously at the National Registration Bureau.
From the findings teamwork has not been fully embraced at the NRB hence can affect the service delivery. Therefore, the idea of team work will eliminate information gaps, facilitate general discussion in a common language and tighten the network of the different parties specifically the flow of work processes in the different sections.
The findings lead to the conclusion that National Registration Bureau has not focused on training in which it is the heart of the citizens’ service Charter. This is evident  when respondents were ask if they had attended any training relevant to their work and  the majority said no at 81.8% .The Study findings are that there is a serious problem of acquiring skills at the National Registration Bureau, thus affecting quality service delivery to the citizens. The study also concluded that many employees struggle to meet their daily tasks. Therefore citizens will suffer because their expectation of faster, efficient and quality services will be hampered hence delayed services. 

The study found out that National Registration Bureau rarely identifies opportunities to enable them to grow their competencies so as to execute the services to citizens. The majority of the respondents are not able to cope with a lot of work, at the same time majority of the respondents are not able to access opportunities to advance their careers.

Findings of the study concluded that employees at the National Registration Bureau are not aware of how serious it can be for their organization to lack equipment for use in provision of its services. The findings therefore concluded that the National Registration Bureau does not fully have sufficient resources to meet its targets. From the findings it was concluded that the National Registration Bureau does not fully have adequate tools to meet citizens’ needs. Also the findings of the study concluded that lack of sufficient funding greatly affects the operations in the National Registration Bureau. 

5.4 RECOMMENDATIONS
Recommendations were made from the study that National Registration Bureau should train its employees for better service delivery. The organization should not only train but should identify opportunities to enable its employees grow their competencies and adequately train them on the relevant skills in order to execute the citizens’ services charter efficiently and effectively. National Registration should fund their employees to further their education in the relevant fields for the betterment of the organization. 
National Registration should also motivate its employees by paying them allowances for the extra work or applications they process when there is backlog to enhance better performance. Employees who are not paid well tend to get demotivated in their work and therefore lead to less productivity. Organizations that are not taking care of its human resource end up losing on the best workers to other organizations for better remuneration. Many employees in organizations look at their progression in terms of promotions and better working conditions and therefore organization that do not look at the welfare of its employees find that there is a high turnover every year.
 National Registration Bureau as a department should seek for sufficient funding from the government for effective operations in the organization and better service delivery. During the electioneering period there is a lot of work from the field stations and so the employees need to have sufficient tools and materials – these are faster working computer (a working system) a conducive working environment with good comfortable furniture for better production. 
National Registration Bureau organization’s different sections in the production centre should embrace teamwork to fully comply with the timelines entailed in the citizens’ service charter. This is because the applications go through many stages and processes before the ID card is produced and this means; unless each section does its part within the time allocated then the whole process will be delayed. Good flow of work means good team work from all sections.
Lack of funding means delay in procurement of materials and even servicing of equipment hence delay in ID card production. 
.
5.5 SUGGESTIONS FOR FURTHER RESEARCH 
The following research areas are recommended for further studies.

1. The study used survey research; the researcher therefore recommends future study using 

observation and secondary data records to relate to the findings. 

2. A further study to look at other organizations with service charters if they have worked

for them and if there are any constraints.

3. A further study to look at the factors that constrain the citizen service charter in other sectors. 

4. A future study on the developmental impact of the client (citizen) on social aspects, for example when one applies for a job, loan or even property, does a citizen charter apply?

5. Future study on exploring community development organization on the factors that       affect their CBOs to their trajectory success

.
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APPENDICES

APPENDIX 1: QUESTIONNAIRE
Introduction 

My name is Salina Limo, and I am a postgraduate student at St Paul’s University pursuing Master in Development Studies. To fulfill my Master’s degree research requirements, I am conducting a study to examine factors influencing compliance of Citizens’ Service Charter the case of Kenya National Registration Bureau. I am using the questionnaire attached to collect data. Data collected is completely anonymous, and will be aggregated into one report. There are no direct monetary benefits to participation in this study. However, the findings have the potential to contribute towards designing interventions that help government departments to improve their Compliance with the Citizens’ Service Charter and consequently enhance service delivery and citizens’ satisfaction. There are no right or wrong answers, just your very honest perceptions. Thank you again for participating in the completion of this questionnaire. 

Part A: Awareness and knowledge of NRB Citizens’ Service Charter

1. Are you aware that NRB has a citizens’ service charter for service delivery? YES
NO
TRUE or FALSE - The timeline set on the citizens’ service charter for each the regions listed in the table below is?

	
	Region
	No of Days
	TRUE
	FALSE

	A
	Nairobi
	15
	
	

	B
	Naivasha
	10
	
	

	C
	Mandera
	35
	
	

	D
	Isiolo
	25
	
	

	E
	Moyale
	20
	
	

	F
	Kisumu
	25
	
	

	G
	Wajir
	35
	
	

	H
	Baringo
	25
	
	

	I
	Mombasa
	30
	
	

	J
	Westlands
	10
	
	


Part B: Perceived challenges affecting Compliance with Service Charter

2. According to the NRB structure and processes, about how many Stages does an application go through before it gets to your section (Check Office)_________________________

3. Do you think the number of stages and time it takes for ID applications to go through affects the Check Office efforts to comply with the Citizens’ Service Charter objectives?

Yes

No.
4. How serious is the problem of Applications taking too long before they are delivered to the Check Office? [TICK ONE)

     A) Very Serious Problem [B] Somewhat a Serious Problem [C] A little Serious [D] Not a Problem at ALL

1) Listed below are statements related to individuals’ perceptions on the extent to which the Kenya National Registration Bureau’s Organization Structure affects Check Office compliance with the Citizens’ Service Charter. Please rate your perceptions according to the Scale: 5= to a Very Great Extent; 4 = To Some Extent; 3 = Not Sure; 2 = To a little extent, 1 = To a Very little Extent
	No.
	Statement
	5
	4
	3
	2
	1

	a.
	The NRB Organization structure facilitates continuous  advancement of the citizens’ service charter at every stage 
	5
	4
	3
	2
	1

	b.
	The NRB Organization’s culture promotes the adherence to the citizens’ charter
	5
	4
	3
	2
	1

	c. 
	I feel like other departments affect the Check Office compliance with the Citizens’ Service Charter
	5
	4
	3
	2
	1

	d.
	I feel there is a commitment at the NRB to fulfilling the citizens’ service  charter
	5
	4
	3
	2
	1

	e.
	The Core activities of the NRB Organization have been specifically designed to ensure the total implementation of the citizens’ service charter
	5
	4
	3
	2
	1

	f.
	The Organization regularly updates the citizens’ service  charter based on the emerging issues 
	5
	4
	3
	2
	1

	g.
	The NRB Organization is committed to teamwork in meeting the citizens’ service charter
	5
	4
	3
	2
	1

	H
	The stages the application goes through before it gets to Check office affects the Section’s compliance with Citizens’ Service Charter
	5
	4
	3
	2
	1


Part C

2) During the last ONE year, have you attended any training relevant to your work at the Check Office?
YES

NO
3) If YES, how much training have you attended during the last ONE year relevant to your work? ______________________________________________________

4) When was the last time that you attended training relevant to your work at the Check Office? (PLEASE TICK ONE)

a) During the last 3 months  

b) During the last 6 months

c) During the last I year

d) Over 2 years ago         

e)  I have NEVER attended any training (even for short courses) since I joined NRB

5) What additional skills do you feel would help you to accomplish these tasks?

__________________________________________________________________________________________________________________________________________

_____________________________________________________________________
__________________________________________________________________________________________________________________________________________

6)  Listed below are statements related to individuals’ perceptions on the extent to which competencies of the personnel working at the Check Office affects compliance of Citizens’ Service Charter. Please rate your perceptions according to the scale: 5 = To a Very great extent; 4= to Some extent; 3 = Not Sure; 2 = to a Little extent; 1 = to a Very little extent
	No.
	Statement 
	(5)
	(4)
	(3)
	(2)
	(1)

	a.
	I have sufficient skills to complete Check Office tasks on time
	5
	4
	3
	2
	1

	b.
	I usually struggle to complete the daily target of Check Office
	5
	4
	3
	2
	1

	c.
	The Organization identifies opportunities that will help the employee grow competencies to successfully execute the CSC 
	5
	4
	3
	2
	1

	d. 
	I have the skills to cope with the volume of applications received each day at the Check Office
	5
	4
	3
	2
	1

	e.
	There are adequate job advancement opportunities for the newly employed personnel in Check Office
	5
	4
	3
	2
	1

	f.
	Additional training will not necessarily increase the efficiency of processing the daily target number of applications at Check Office
	5
	4
	3
	2
	1

	g.
	I struggle to meet the daily target stipulated by the Citizens’ Service Charter  for the Check Office
	5
	4
	3
	2
	1


How serious is the problem of majority of staff in the Check Office lacking most current and relevant skills required to deliver services in this section? [TICK ONE)

A) Very serious problem
[B] Somewhat serious
 [C] A little serious [D] Not a problem at all

Part D

7) During the last ONE month, about how many days were you unable to meet your daily targets because the equipment/s you need (or use) were broken down or NOT working properly? ________________________________________________________________________
8) How serious is the problem of frequent breakdown of the equipment you use / need a hindrance to Check Office Compliance with Service Charter targets at NRB? (TICK ONE)

A) Very serious problem
[B] Somewhat serious
 [C] A little serious [D] Not a problem at all

9) How serious is the problem of lack of the equipment / tools in the Check Office? (TICK ONE)

A) Very serious problem
[B] Somewhat serious
 [C] A little serious [D] Not a problem at all

10) Listed below are statements related to individuals’ perceptions on the extent which financial recourses affect the Check Office’s compliance with citizen service charter. Please rate your perceptions according to the Scale: 5= To a Very Great Extent; 4= To Some extent; 3 = Not Sure; 2 = To a little extent; 1 =: To a Very little extent

	No.
	Statement
	(5)
	 (4)
	(3)
	(2)
	(1)

	a.
	The Check Office has sufficient resources that enables the Section to meet the targets of the CSC at every moment 
	5
	4
	3
	2
	1

	b.
	The Check office has adequate tools to meet all the CSC
	5
	4
	3
	2
	1

	c.
	The budget allocation is commensurate to the Citizens’ Service  Charter demands
	5
	4
	3
	2
	1

	d. 
	The frequency  in servicing of the machines  in check Office affects the output of the service
	5
	4
	3
	2
	1

	e.
	The financial allocation for utilities is commensurate to the Citizens’ Service  Charter demands
	5
	4
	3
	2
	1

	f.
	Funds are allocated to deliberately look at areas of improvements in the existing  Citizens’ Service Charter
	5
	4
	3
	2
	1

	g.
	Lack of sufficient equipment hinders your performance in Check Office
	5
	4
	3
	2
	1


11) How serious is the problem of insufficient funding affecting the Check Office Operations? TICK ONE

A) Very serious problem
[B] Somewhat serious
 [C] A little serious [D] Not a problem at all

12) What additional resources do you think would be needed to ensure Check Office section is compliant with the objectives of the Citizens’ Service Charter? ________________________________________________________________________

_______________________________________________________________________________________________________________________________________________________________________________________________________________
Section E: Your general bio information

13) What is your designation? ....................................................................................

14) Please indicate your general bio data by ticking only ONE option in each of the list below
	Your Gender(TICK ONE)
	Age (TICK ONE)
	Your highest level of education attainment (TICK ONE)
	Number of years of service (TICK ONE)

	Male
	18 years – 29 years
	Certificate
	Between THREE months and TWO Years

3 Months – 2 Yrs.

	Female


	30 years – 35 years
	Diploma
	Between THREE and Five Years

3 Yrs. – 5 Yrs.

	
	35 years – 59 years
	Postgraduate diploma
	Between SIX and NINE Years

6 Yrs. – 9 Yrs.

	
	60 years or Older
	Pursuing Bachelor’s degree
	Have served at NRB for 10 Years and More 



	
	
	Completed Bachelor’s degree
	

	
	
	Pursuing Master’s degree
	

	
	
	Completed Master’s degree
	

	
	
	Pursuing PhD
	

	
	
	Completed PhD
	


15) What specialization did you graduate in? ………………………………………

END

Thank you for completing this Survey

Only staff who have worked with NRB for a period of 3 months or MORE are eligible to complete the Survey

NOTE-The same questionnaire is tailor made for the other five sections (Production Verification, Research & Control, Image Capture, Production Preparation and AFIS)
APPENDIX 2: Citizens’ Service Charter
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