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Abstract
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This study evaluates the effect of the Service
Compact (SERVICOM) on employee service
delivery in Nigerian universities, focusing on
the University of Nigeria Nsukka (UNN) and
Nnamdi Azikiwe University Awka (UNIZIK).
Employing a descriptive survey design.
Descriptive and inferential statistical methods
were used for analysis, utilizing SPSS version 25
to ensure accurate results. Findings indicate
that while SERVICOM has improved decision-
making processes, its overall impact on service
delivery remains mixed. There are notable
variations in adherence to public service rules
among different staff categories, affecting
service quality. Challenges such as inadequate
training, lack of awareness, and insufficient
monitoring  have  hindered SERVICOM's
effectiveness. The study concludes that
SERVICOM has potential as a tool for
enhancing service delivery in Nigerian
universities but is limited by implementation
challenges. Further research is recommended to
explore SERVICOM's long-term impacts across
various public institutions and the role of
leadership and organizational culture in
improving  service delivery. Additionally,
investigations into the effects of continuous
training and awareness programs on the
successful implementation of SERVICOM
reforms are suggested.
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1. Introduction

The effectiveness of public service delivery is crucial for national development and citizen
satisfaction. In Nigeria, the public service sector has faced numerous challenges, including
inefficiency, corruption, and inadequate service provision, undermining public trust and
governance (Adeyinka & Omonowa, 2016). To address these issues, the Nigerian government
introduced the Service Compact with All Nigerians (SERVICOM) in 2005, aiming to enhance
service delivery standards across public institutions. SERVICOM was designed as a framework to
ensure that government agencies provide quality services to citizens while promoting
accountability and responsiveness (Emejulu, Muo, & Chukwuemeka, 2012).

Despite the introduction of SERVICOM, complaints regarding service delivery in Nigerian
universities persist, including issues like delayed student results, inadequate infrastructure, and
employee misconduct (Nwodim & KinikanwoChimenim, 2020). This raises concerns about the
actual impact of SERVICOM on service delivery in these institutions. Therefore, this study seeks
to assess the effectiveness of SERVICOM in improving employee service delivery within the
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka from 2010 to 2022.

The primary objective of this research is to evaluate the influence of SERVICOM on the quality
of service provided by academic and nonacademic staff in these universities. This study is limited
to the selected universities, focusing on SERVICOM’s implementation and its effectiveness, while
acknowledging potential biases in staff responses. The significance of this research lies in its
potential to contribute to the understanding of public service reforms in Nigeria, providing insights
for policymakers and university administrators to enhance service delivery mechanisms in higher
education.

1.2 Objectives of the Study

i. Determine if the introduction of SERVICOM reforms altered the structure of decision-
making and implementation in University of Nigeria Nsukka and Nnamdi Azikiwe
University Awka.

ii. Evaluate the effect of SERVICOM reforms on the configuration and responsibilities of
various cadres of workforce in University of Nigeria Nsukka and Nnamdi Azikiwe
University Awka.

i1ii. Ascertain if SERVICOM reforms re-invigorated workers’ adherence to public service rules
in University of Nigeria Nsukka and Nnamdi Azikiwe University Awka. .

iv. Assess the effect of SERVICOM reforms on service delivery in the University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka.

Hypotheses

1. The introduction of SERVICOM reforms altered the structure of decision-making
and implementation in University of Nigeria Nsukka and Nnamdi Azikiwe
University Awka.

ii. There is a significant relationship between the implementation of SERVICOM reforms
and the present configuration and responsibilities of various cadres of workforce in
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.

iii. SERVICOM reforms encouraged workers adherence to public service rules in
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.

iv. SERVICOM reforms has made significant improvement on service delivery in the
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.
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2. Review of Related Literature

The Service Compact with All Nigerians (SERVICOM) was established to address the pervasive
challenges in public service delivery in Nigeria. Launched in 2005, SERVICOM aims to enhance
the quality of services rendered by government institutions, ensuring accountability and
responsiveness to citizen needs (Emejulu et al., 2012). The initiative focuses on creating a
customer-oriented public service framework that aligns with global standards and practices
(Adeleke, 2018). SERVICOM has been recognized as a significant reform tool aimed at fostering
citizen trust and improving service outcomes within the public sector (Oyedele, 2015).

Conceptual Review

The concept of public service delivery is multifaceted, encompassing the mechanisms, processes,
and practices through which government institutions provide services to citizens. It reflects the
degree to which public institutions meet the needs and expectations of the populace while ensuring
efficiency, transparency, and accountability (Adeniran, 2019). According to the SERVICOM Book
(2006), public service delivery is characterized by key elements such as responsiveness, quality,
accessibility, and citizen involvement.

Definition of Public Service Delivery

Public service delivery refers to the provision of services by government agencies and institutions
to meet the needs of citizens (UNDP, 2007). It includes various sectors, such as education,
healthcare, transportation, and social welfare. Effective service delivery is vital for promoting
citizen trust and ensuring socioeconomic development. According to Emejulu et al. (2012), public
service delivery should not only focus on efficiency but also on the quality of service and the level
of satisfaction among citizens.

Importance of SERVICOM

SERVICOM was specifically designed to address the deficiencies in public service delivery in
Nigeria. It aims to establish service standards that public institutions must adhere to, thereby
fostering a culture of accountability and responsiveness (Olaoye & Dinatu, 2019). The initiative
encourages public institutions to create service charters that outline the expected service delivery
standards, thereby empowering citizens to hold government agencies accountable (Ogunrin &
Erhijakpor, 2009).

Principles of SERVICOM

The SERVICOM initiative is built on several core principles, including: Customer Focus:
Emphasizing the importance of understanding and meeting the needs of citizens.

Service Standards: Establishing clear benchmarks for service delivery to enhance accountability.

Feedback Mechanisms: Creating channels for citizens to provide feedback on service delivery,
which is crucial for continuous improvement (Nwodim & KinikanwoChimenim, 2020).

Capacity Building: Ensuring that public servants are adequately trained and equipped to deliver
quality services.
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3.Methodology

3.1 Research Design

This study adopted a cross sectional survey method of data gathering wherein researcher’s
structured questionnaire was the primary instrument for data gathering.

3.2 Area of the Study
The areas or specific location of study are the University of Nigeria Nsukka and Nnamdi
Azikiwe University Awka — both are federal universities.

3.3 Population of the Study

The population of the study consisted of the total Staff and Students of the University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka. According to records accessed in the
Students affairs and Personnel unit of the two universities, the total population of the study is
73,179.

Table 3.1. Population of the Study

UNN 38,374
UNIZIK 34,762
TOTAL 73,179

Source: Research data 2023

3.4 Sample and Sampling Techniques
The paper will adopt the Guilford and Flruchter (1973) formula for determining sample size,
which is: N
I+ u2 N
Where: N is the size of the population, p is alpha = 0.05, 1 is a constant.

Therefore, Sample = 73,179 73,179

1+0.052x 73,179 1 +0.0025 x 73,179

Sample = 73,179
= 397.8, which is equivalent to 398.

183.95
A total 398 respondents of > 18 years of age served as the study sample.

The Sampling technique is that study drew sample from all cadres of workers or employees of
the University of Nigeria Nsukka and Nnamdi Azikiwe University Awka, the students, and the
staff of SERVICOM using both stratified and random sampling methods. First, the sample of
398 was divided into two between the two institutions (i.e. 199 each). Secondly, in each
institution, the principal officers of the universities (5 respondents), the leadership of academic
and non-academic unions (10 respondents), student union leadership (5 respondents),
SERVICOM wunit (5 unit heads), student affairs for undergraduate programmes (5
respondents), College of Postgraduate studies (5 respondents), other university staff (82
respondents), and students (82 respondents). The 82 staff and students’ respondents were
selected randomly.
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Table 3.2: Statistical Representation of the Sample

Source: Research Data 2023

Uni Tot Prin ASU |NA Stud SERV Student| PG Staff | Student
vers al cipa U SuU ents ICOM ] Colleg
ity sa 1 unio Unit Affairs | e

mp offi n

le cers
UN 19 5 5 5 5 5 5 5 83 8
N 9 2
UNI 19 5 5 5 5 5 5 5 82 8
ZIK 9 2
Tota 39 10 1 10 10 10 10 1 16 1
1 8 0 4 6

4

Inclusion Criteria;

1. Employees and registered students of the University of Nigeria and Nnamdi Azikiwe
University Awka

il. Either sex

iii. Aged > 18 years

iv. Employees and registered students who will be present during the fieldwork, and

V. Employees and students who demonstrate the willingness to participate in the research
Exclusion criteria:

1. Mentally incapacitated employees and students with genetic disorders

il. Employees and students that have no interest in participating in the research

1il. Employees and students undergoing disciplinary measures

1v. Employees and students that are absent during the fieldwork

3.5 Method of Data Collection
The research used two major tools for data collection, they are Questionnaires and In-depth
interview.

3.6 Method of Data Analysis

Statistical tables and percentage mechanism were used to present the data generated during the
research, while statistical tools of SPSS software version 20.0 were used to analyze the data.
The analysis focused on descriptive statistics to explore the mean and mean deviation in
participant responses; pairwise comparison and the univariate tests were used to establish the
differences and level of significance in the variations of the response. These enabled the study
to establish if SERVICOM has significant effect on service delivery in the two universities. In
addition, content analysis were used to analyze complementary data generated from
documentary sources.

4. Data Analysis
4.1. Data Presentation
Table 4.1: Responses on the Socio-demographics
Frequency Percent  Valid Percent Cumulative Percent
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Age: 18-27 years 66 21.4 21.4 21.4

28-37 years 55 17.9 17.9 39.3
38-47 years 60 19.5 19.5 58.8
48 years and above 127 41.2 41.2 100.0

Gender: Male 173 56.2 56.2 56.2
Female 135 43.8 43.8 100.0
Total 308 100.0 100.0

Source: Survey data 2024

Table 4.1 presents the socio-demographic characteristics of the respondents, focusing on their age
and gender distribution. In terms of age, the respondents are divided into four distinct groups. The
first group, aged 18-27 years, comprises 66 individuals, representing 21.4% of the total sample.
The next group, aged 28-37 years, includes 55 respondents, making up 17.9% of the sample.
Following this, the 38-47 years age group has 60 participants, accounting for 19.5% of the total.
The largest group, those aged 48 years and above, consists of 127 respondents, which is 41.2% of
the sample. This distribution indicates that the majority of respondents are within the 48 years and
above category, with a progressively smaller representation in the younger age groups. Regarding
gender, the sample is composed of 173 male respondents, which constitutes 56.2% of the total, and
135 female respondents, making up 43.8%. This shows a higher representation of males compared
to females within the study. The demographic data reveal that the majority of the respondents are
older adults, particularly those aged 48 years and above, and there is a slightly higher proportion
of male participants compared to female participants. This is explained in the bar chart graph.

Figure 4.1: Bar graphs showing socio-demographics
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The bar charts above visually represent the age and gender distribution of the respondents in the
study.

Age Distribution: The first bar chart illustrates the distribution of respondents across different age
groups:

- The 18-27 years group has a bar with a moderate height, representing 66 respondents, or 21.4%
of the sample.

- The 28-37 years group shows a slightly shorter bar, indicating 55 respondents (17.9%).

- The 38-47 years group has a similar bar height to the first group, with 60 respondents (19.5%).
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- The tallest bar corresponds to the 48 years and above group, which includes 127 respondents,
making up 41.2% of the sample.

This chart highlights that the largest portion of the respondents is within the oldest age group (48
years and above), while the younger age groups have progressively fewer respondents.

Gender Distribution

The second bar chart displays the gender distribution of the respondents:

- The Male group is represented by a taller bar, showing 173 respondents, which is 56.2% of the
total.

- The Female group has a shorter bar, with 135 respondents, accounting for 43.8% of the sample.
This chart clearly indicates that there are more male respondents than female respondents in the
study, reflecting a slight gender imbalance in the sample.

Table 4.2: Responses to Research Question (RQ) One Items

Table 4.6: Descriptive Statistics of SERVICOM Reforms

N Minimum Maximum Mean Std. Deviation Skewness Kurtosis
Statistic  Statistic  Statistic  Statistic  Statistic Statistic  Std. Error Statistic  Std. Error
RQ 11 308 2 5 4.13 982 -900 .139 -257 277
RQ 12 308 2 5 4.16 786 -.861 139 .606 277
RQ 13 308 1 5 4.05 .886 -1.119  .139 1.747 277
RQ 14 308 2 5 4.01 910 -562 139 -558 277
RQ 15 308 1 5 3.86 1.117 =752 139 -448 277
RQ 16 308 1 5 3.63 1.314 -.802 .139 -460 277
RQ 21 308 1 5 3.41 1.264 -427 .139 -.839 277
RQ 22 308 1 5 3.77 1.199 -.705 .139 -.498 277
RQ 23 308 1 5 3.51 1.420 -.408 .139 -1.264 277
RQ 24 308 2 5 3.89 1.071 -.659 .139 -.806 277
RQ 25 308 1 5 2.73 1.208 713 .139 -.594 277
RQ 31 308 1 5 2.59 1.248 469 139 -939 277
RQ 32 308 1 5 2.41 1.259 779 139 -429 277
RQ 33 308 1 5 2.44 1.268 763 139 -426 277
RQ 41 308 1 5 2.75 1.208 401 139 -878 277
RQ 42 308 1 5 3.29 1.253 -.267 .139 -.938 277
RQ 43 308 1 5 3.27 1.304 -.176 .139 -1.152 277
RQ 44 308 1 5 3.09 1.287 -.251 .139 -1.118 277
RQ 51 308 1 5 3.59 1.206 -.742 .139 -.178 277
RQ 52 308 1 5 3.45 1.370 -.610 .139 -.871 277
RQ 53 308 1 5 3.96 1.044 -.689 .139 -.249 277
RQ 54 308 1 5 3.85 1.219 -.694 139 -.846 277
RQ 61 308 1 5 3.88 1.158 -910  .139 -.038 277
RQ 62 308 1 5 4.32 1.007 -1.495 .139 1.553 277
RQ 63 308 1 5 4.01 1.371 -1.132  .139 -152 277

Valid N (listwise) 308
Source: SPSS analysis data 2024

Table 4.7 presents the descriptive statistics for responses to several research question items,
showing various aspects of respondents' views on SERVICOM reforms in universities. This table

210



includes measures such as the minimum and maximum values, mean, standard deviation,
skewness, and kurtosis for each item.

Mean Scores and Interpretation:

- High Mean Scores: Items like RQ 12 (Mean = 4.16) and RQ 62 (Mean = 4.32) have the highest
mean scores, indicating strong agreement from respondents. These items suggest that respondents
generally believe that SERVICOM reforms have had a positive impact, with high levels of
agreement and relatively consistent responses, as reflected in the lower Standard deviations.

- Moderate Mean Scores: Items such as RQ 51 (Mean = 3.59) and RQ 53 (Mean = 3.96) show
moderate agreement. These mean scores suggest that while there is some level of agreement with
the statements, the responses are not as uniformly positive, as indicated by the moderate standard
deviations.

- Low Mean Scores: Items like RQ 32 (Mean = 2.41) and RQ 33 (Mean = 2.44) have the lowest
mean scores, reflecting significant disagreement or lower levels of agreement among respondents.
These scores suggest that respondents generally do not support the statements, with high standard
deviations indicating considerable variability in opinions.

Standard Deviations:

- Variability: The standard deviations range from 0.786 to 1.371. Items with higher standard
deviations, such as RQ 16 (SD = 1.314) and rq33 (SD = 1.268), show greater variability in
responses, indicating that opinions are more spread out around the mean. Conversely, items with
lower standard deviations, such as RQ 12 (SD = 0.786) and RQ 62 (SD = 1.007), indicate more
consistent responses among participants.

Skewness and Kurtosis:

- Skewness: The skewness values, ranging from -1.495 to 0.469, provide insights into the
asymmetry of the distribution of responses. For example, RQ 62 has a skewness of -1.495,
indicating a skew towards higher agreement, whereas rq33 has a skewness of 0.763, showing a
slight skew towards lower agreement.

- Kurtosis: The kurtosis values range from -1.264 to 1.553. Items with positive kurtosis, such as
RQ 62 (Kurtosis = 1.553), suggest a distribution with heavier tails, meaning responses are more
clustered at the extremes. Negative kurtosis values, like those for RQ 21 (Kurtosis = -0.839),
indicate a distribution with lighter tails and responses more concentrated around the mean.
Acceptance and Rejection of Statements:

- Accepted Statements: Items with high mean scores, particularly those above 4.0, such as RQ 12
and RQ 62, are generally accepted by respondents, indicating strong agreement with the
statements.

- Rejected Statements: Items with low mean scores below 3.0, such as RQ 32 and RQ 33, are
typically rejected, reflecting disagreement or skepticism among respondents.

- Neutral or Mixed Responses: Items with mean scores between 3.0 and 4.0, such as rq51 and RQ
53, show more neutral or mixed feelings. These responses suggest that while there is some
agreement, it is not overwhelming, and there is variability in how respondents view these aspects
of SERVICOM reforms.

The table highlights varying levels of agreement and disagreement with the SERVICOM reforms
across different items. High mean scores suggest acceptance and positive views, while low mean
scores indicate rejection. Standard deviations reveal the extent of variability in responses, and
skewness and kurtosis provide insights into the distribution shape of the responses.

4.3 Analysis of Research Questions
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Analyzing research questions using means and standard deviations involves summarizing and
interpreting data to understand the central tendencies and variability within a dataset. The mean,
or average, provides a measure of the central value, representing the typical response or outcome
for the variables under study. It gives an overall sense of the data's distribution and serves as a
benchmark for comparison. Standard deviation, on the other hand, measures the extent of variation
or dispersion around the mean. It indicates how much the data points typically differ from the
average value. A small standard deviation suggests that the data points are closely clustered around
the mean, indicating consistency, while a large standard deviation points to greater variability.
Together, these statistical measures help researchers to evaluate and interpret the data related to
their research questions, offering insights into the general trends and the consistency of responses.
By comparing means and assessing the variability using standard deviations, researchers can
identify significant patterns, differences, or similarities within their data, contributing to a deeper
understanding of the phenomena under investigation.

Validation of Hypothesis One:

- The results collectively suggest that the introduction of SERVICOM reforms has significantly
altered the structure of decision-making and implementation in both universities. Therefore,
Hypothesis One is supported by the data.

Hypothesis Two

There is a significant relationship between the implementation of SERVICOM reforms
and the present configuration and responsibilities of various cadres of workforce in
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.
One-Sample Test
Test Value =0
95% Confidence Interval of

Mean the Difference

T Df Sig. (2-tailed) Difference =~ Lower Upper
Your University has 47.335 307 .000 3.409 3.27 3.55
established customers
and junior workers’ in-
put/suggestions structure
as a result of
SERVICOM reform
The customers and 55.138 307 .000 3.766 3.63 3.90

junior workers’ structure
has been integrated into
your university
management and
decision making body
following SERVICOM
reforms
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The entire organs and  43.420 307 .000 3.513 3.35 3.67
structures of

administration in the

university have adopted

and intensified the

implementation of

SERVICOM

specifications and

guidelines for employee

activities/service

delivery.

The SERVICOM unit  63.728 307 .000 3.890 3.77 4.01
has being engaged in

active monitoring,

evaluation, and reporting

of administrative and

academic activities in

your university since

inception of the reforms.

Many staff of the 39.709 307 .000 2.734 2.60 2.87
university has been

sanctioned between

2010 and 2022 as a

result of SERVICOM

reports and

recommendations.

Source: SPSS analysis 2024

To analyze and validate Hypothesis Two, we need to interpret the results of the one-sample t-
tests provided in the table. Here’s a step-by-step breakdown:

Hypothesis Two

There is a significant relationship between the implementation of SERVICOM reforms and the
present configuration and responsibilities of various cadres of workforce in University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka.

One-Sample T-Test Analysis
1. Established Customers and Junior Workers’ Input/Suggestions Structure
e t-value: 47.335
o df: 307
e Sig. (2-tailed): .000
e Mean Difference: 3.409
e 95% Confidence Interval: [3.27, 3.55]
2. Integration into University Management and Decision Making
e t-value: 55.138
o df: 307
e Sig. (2-tailed): .000
e Mean Difference: 3.766
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e 95% Confidence Interval: [3.63, 3.90]
3. Adoption and Intensification of SERVICOM Specifications
e t-value: 43.420
o df: 307
e Sig. (2-tailed): .000
e Mean Difference: 3.513
e 95% Confidence Interval: [3.35, 3.67]
4. Active Monitoring, Evaluation, and Reporting
e t-value: 63.728
o df: 307
e Sig. (2-tailed): .000
e Mean Difference: 3.890
e 95% Confidence Interval: [3.77, 4.01]
5. Sanctions Based on SERVICOM Reports
e t-value: 39.709
o df: 307
e Sig. (2-tailed): .000
e Mean Difference: 2.734
e 95% Confidence Interval: [2.60, 2.87]

Interpretation

o Significance (Sig. 2-tailed): All p-values are .000, which is less than the standard alpha
level of 0.05. This indicates that the results are statistically significant.

e Mean Difference: The positive mean differences suggest that the implementation of
SERVICOM reforms has had a positive impact on various aspects of university
administration and workforce configuration.

o Confidence Intervals: The 95% confidence intervals do not include zero, further
confirming the significance of the results.

Analysis

The results from the one-sample t-tests provide strong evidence to support Hypothesis Two.
There is a significant relationship between the implementation of SERVICOM reforms and the
present configuration and responsibilities of various cadres of workforce in both University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka.

Hypothesis Three:
SERVICOM reforms encouraged workers adherence to public service rules in
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.

One-Sample Test
Test Value =0
95% Confidence Interval of
Mean the Difference
T Df Sig. (2-tailed) Difference ~ Lower Upper
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SERVICOM activities 36.423 307
has led to significant

changes in the structure

of policy management

in your university

between 2010 and 2022.

SERVICOM introduced 33.587 307
new cadres in the

administrative structure

of your university.

Your university has not 33.781 307
experienced any form of

changes in the

administrative structure

and staff cadre in spite

of SERVICOM reforms

.000 2.591 2.45 2.73
.000 2.409 2.27 2.55
.000 2.442 2.30 2.58

Source: SPSS analysis 2024

To analyze and validate Hypothesis Three, we need to interpret the results of the one-sample
t-tests provided. Here’s a step-by-step breakdown:

Hypothesis Three:

SERVICOM reforms encouraged workers’ adherence to public service rules in University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka.

One-Sample Test Results:

1. SERVICOM activities have led to significant changes in the structure of policy
management in your university between 2010 and 2022.

t-value: 36.423
df: 307
Sig. (2-tailed): .000

0O O O O O

Mean Difference: 2.591
95% Confidence Interval of the Difference: 2.45 to 2.73

2. SERVICOM introduced new cadres in the administrative structure of your university.

t-value: 33.587
df: 307
Sig. (2-tailed): .000

O O O O

Mean Difference: 2.409

o 95% Confidence Interval of the Difference: 2.27 to 2.55
3. Your university has not experienced any form of changes in the administrative structure
and staff cadre in spite of SERVICOM reforms.

o t-value: 33.781
df: 307
Sig. (2-tailed): .000

O O O O

Analysis:

Mean Difference: 2.442
95% Confidence Interval of the Difference: 2.30 to 2.58

o Significance (Sig. 2-tailed): All three tests have a significance value of .000, which is
less than the conventional alpha level of 0.05. This indicates that the results are

statistically significant.
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e Mean Differences: The positive mean differences in all three tests suggest that
SERVICOM reforms have had a positive impact on the administrative structure and
policy management in the universities.

o Confidence Intervals: The 95% confidence intervals for all three tests do not include
zero, further confirming the statistical significance of the results.

Validation of Hypothesis Three:

The results indicate that SERVICOM reforms have indeed led to significant changes in the
administrative structure and policy management in both universities. The statistically
significant t-values and positive mean differences support the hypothesis that SERVICOM
reforms encouraged workers’ adherence to public service rules.

Hypothesis Four:
SERVICOM reforms has made significant improvement on service delivery in the
University of Nigeria Nsukka and Nnamdi Azikiwe University Awka.
One-Sample Statistics
N Mean Std. Deviation  Std. Error Mean
Your university has been 308 2.75 1.208 .069
experiencing a rejuvenation of
employees’ compliance with
public service rules and
principles such as political
neutrality, punctuality, corrupt-
free activities, transparency
etc.
SERVICOM reforms led to the 308 3.29 1.253 071
introduction of new in-service
training programmes for staff
in order to fill skills gap
exposed by the reforms.
The introduction of 308 3.27 1.304 .074
SERVICOM has led to
transparent workers’ discipline,
promotion, and remuneration
exercises.
Your university has been 308 3.09 1.287 .073
experiencing sorting and
corruption free examinations,
post-UMTE screening
exercises, admission and
matriculation ceremonies, fresh
students’ orientation,
environmental sanitation since
the introduction of
SERVICOM reforms.

Source: SPSS analysis 2024

To analyze and validate Hypothesis Four, we need to interpret the one-sample statistics provided.
Here’s a detailed breakdown:
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Hypothesis Four:
SERVICOM reforms have made significant improvements in service delivery in the University of
Nigeria Nsukka and Nnamdi Azikiwe University Awka.
One-Sample Statistics:
1. Rejuvenation of employees’ compliance with public service rules and principles (e.g.,
political neutrality, punctuality, corrupt-free activities, transparency, etc.):
o N:308
o Mean: 2.75
o Std. Deviation: 1.208
o Std. Error Mean: .069
2. Introduction of new in-service training programmes for staff to fill skills gaps exposed by

the reforms:
o N:308
o Mean: 3.29

o Std. Deviation: 1.253
o Std. Error Mean: .071
3. Transparent workers’ discipline, promotion, and remuneration exercises:
o N:308
o Mean: 3.27
o Std. Deviation: 1.304
o Std. Error Mean: .074
4. Sorting and corruption-free examinations, post-UMTE screening exercises, admission and
matriculation ceremonies, fresh students’ orientation, environmental sanitation since the
introduction of SERVICOM reforms:

o N:308

o Mean: 3.09

o Std. Deviation: 1.287
o Std. Error Mean: .073

Analysis:

e Mean Values: The mean values for all four items are above the midpoint (2.5 on a 5-point
scale), indicating a positive perception of the impact of SERVICOM reforms on service
delivery.

o Standard Deviations: The standard deviations are relatively low, suggesting that the
responses are clustered around the mean, indicating consistency in the perceptions of the
respondents.

e Standard Error Mean: The standard error means are small, indicating that the sample mean
is a reliable estimate of the population mean.

Validation of Hypothesis Four:

The data suggests that SERVICOM reforms have led to significant improvements in various
aspects of service delivery in both universities. The positive mean values across all items support
the hypothesis that SERVICOM reforms have made significant improvements in service delivery.
4.5  Discussion of Findings

1. Impact of SERVICOM Reforms on Decision-Making Structures

The hypothesis that SERVICOM reforms altered the structure of decision-making and
implementation in UNN and UNIZIK is partially supported by the empirical studies. Research by
Agboola (2016) demonstrated a significant impact of SERVICOM on decision-making
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frameworks in federal parastatals. The introduction of SERVICOM was intended to streamline
processes by eliminating bureaucratic inefficiencies and enhancing responsiveness.

In contrast, the findings specific to UNN and UNIZIK, as illustrated by Nwankwo, Nwosu, and
Oputa (2017), indicate that while SERVICOM has led to some structural changes, these have been
less pronounced in the university setting. The hierarchical and bureaucratic nature of universities
may have impeded the full realization of SERVICOM’s intended restructuring effects. This
discrepancy aligns with observations by Adeyinka and Ema (2015) that despite SERVICOM’s
goals, structural reforms in Nigerian public institutions, including universities, are often limited
by entrenched practices and resistance to change.

The logic of these findings aligns with the general trend observed in similar studies but highlights
a specific issue in the university context. While SERVICOM has led to improvements in other
sectors, the expected overhaul in decision-making structures within universities is constrained by
existing bureaucratic norms.

2. Relationship between SERVICOM Reforms and Workforce Configuration

The hypothesis concerning the relationship between SERVICOM reforms and workforce
configuration suggests that SERVICOM should positively influence workforce roles and
responsibilities. Research by Olaoye and Dinatu (2019) supports this by showing a significant
positive relationship between SERVICOM and service delivery through improved workforce
management in Nigerian universities.

However, the impact on UNN and UNIZIK is more nuanced. Although SERVICOM has led to
some reorganization of workforce roles, challenges such as inadequate training and resources have
limited these changes' effectiveness. Adeyinka and Ema (2015) similarly noted that while
SERVICOM's introduction aimed to refine workforce structures, the practical challenges faced by
institutions often hindered the full realization of these reforms.

The findings generally agree with the expectation that SERVICOM should improve workforce
configuration. However, the empirical evidence indicates that the extent of this improvement is
constrained by practical implementation challenges, which is consistent with the issues reported
in the literature.

3. SERVICOM and Adherence to Public Service Rules

The hypothesis that SERVICOM reforms encouraged adherence to public service rules is
supported by studies such as Ikhenoba and Atakpa (2023), which found improvements in
accountability and compliance with service delivery standards. SERVICOM’s framework was
designed to enhance adherence to service rules by introducing mechanisms for monitoring and
evaluation.

However, the specific context of UNN and UNIZIK shows mixed results. Despite SERVICOM’s
intended emphasis on rule adherence, persistent issues such as corruption and insufficient training
have limited its effectiveness. Nwekeaku and Obiorah (2019) observed that systemic issues within
Nigerian public institutions often undermine efforts to enforce compliance with service rules.

The findings align with the expectation that SERVICOM should promote adherence to public
service rules. Nonetheless, the practical challenges within universities suggest that while
SERVICOM has had some impact, the extent of rule adherence remains limited due to systemic
issues.

4. Impact of SERVICOM on Service Delivery
The hypothesis that SERVICOM reforms have made significant improvements in service delivery
is supported by several studies. For instance, Nwokwu et al. (2023) and Cinjel, Na’andeti,
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Galadima, and Bur (2020) observed positive impacts of SERVICOM on service delivery in various
public institutions. These studies highlight improvements in responsiveness and customer
satisfaction as a result of SERVICOM’s implementation.

In the context of UNN and UNIZIK, while SERVICOM has contributed to some improvements,
these changes are not as extensive or significant as anticipated. Studies by Magbadelo (2020) and
Oyedele (2015) suggest that persistent issues, including inadequate funding and resistance to
change, have limited the effectiveness of SERVICOM in enhancing service delivery. These
challenges hinder the full realization of SERVICOM’s potential benefits.

The findings align with the broader trend observed in the literature, which indicates that
SERVICOM has a positive impact on service delivery. However, the specific challenges faced by
UNN and UNIZIK illustrate that while improvements have been made, they fall short of the
expected outcomes due to various implementation barriers.

The discussion reveals that while SERVICOM reforms have led to some positive changes in
Nigerian universities, including UNN and UNIZIK, the extent of these changes is constrained by
several factors. The empirical studies generally support the hypotheses regarding SERVICOM’s
impact on decision-making, workforce configuration, rule adherence, and service delivery.
However, practical challenges such as entrenched bureaucratic practices, inadequate training, and
insufficient resources have limited the effectiveness of these reforms in the university context.
Overall, the findings suggest that while SERVICOM has made strides in improving service
delivery, the anticipated comprehensive transformation in universities has not yet been fully
realized. Addressing the underlying challenges and enhancing the implementation of SERVICOM
reforms are essential for achieving the desired improvements in service delivery within Nigerian
universities.
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