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ABSTRACT
Service Compact (SERVICOM) is probably seen to have played considerable roles in public service delivery system, to which certain issues and problems as identified might have acted as impediment to the workings of most federal teaching hospitals. The effect of SERVICOM in key service delivery areas may have in recent time become a source of concern as substantial attention has not been paid to its centrality. By drawing a contour of successes and failure of SERVICOM, this study investigated the consequences, challenges and effects of SERVICOM in service delivery in the selected Federal Teaching Hospitals in the South-East. The study utilized both primary and secondary data. Survey method, in-depth interview and questionnaires were utilized to source primary data. These include: 15 unstructured key informant interviews with four doctors, four pharmacists, three nurses, two administrators and two heads of SERVICOM units. Moreover, about 260 questionnaires were also administered among the two chosen institutions of University of Nigeria Teaching Hospital (UNTH) and Nnamdi Azikiwe University Teaching Hospital (NAUTH) in a ratio of 130:130 each. The secondary data were drawn from library and archival documents. The study employed quantitative, descriptive and content analysis approach. The study is situated on the Bureaucratic Theory. The study revealed that public service is currently being positively impacted by the service compact initiative. The study observed that service promotion, courteous treatment, staff attitude and timeliness which enhance efficiency in public service were greatly adhered to in attending to the ideals of service compact (SERVICOM) initiatives. The study discovered that there are great positive significance in the relationship between lack of service compact initiative and poor service delivery in public service. Conclusively, the effect of the establishment of service compact initiative has impacted positively on the running of public service. This could be seen by evidence in the improved service delivery system. High efficiency and effectiveness as being experienced in many government institutions like UNTH and NAUTH respectively.

CHAPTER ONE
INTRODUCTION
1.1       BACKGROUND OF STUDY
The Nigeria public service is a vital government institution consisting of the staff of the central administrations, state administrations, the police and the Nigerian Armed forces among others of the nation. The public service refers to all organizations that exist as part of the federal government system responsible for the implementation of policy decisions and delivery of social services (Tamuno, 2004). According to Adamolekun (1991), the public service in Nigeria is made up of the following: the civil service, which is often referred to as the core service. It is composed of ministries, extra ministerial agencies and directorates; the public bureaucracy, which is composed of the enlarged public service, is including: Services to the states and national assemblies; the judiciary; the armed forces; the police and other security agencies. There are also the paramilitary services like immigrations, customs, prisons, civil defence, National Drug Law and Road Safety among others. In the parastatals and agencies including social service, commercial oriented agencies, regulatory agencies, educational institutions, teaching hospitals and research institutes among others. The public service with its long history is indicative of its phenomenal growth in response to the development needs of Nigerian societies over the years. Members of the public service compared with members of parliament are not limited to a short term of office at the end of which they may or may not be reelected into office. Rather, while elected members of parliament of public office holders come and go, public servants remain in the office (Fagbemi, 1987).
It is imperative to note, according to Coleman (1982) that the civil service structure was borrowed from the west minister model with its characteristics of impartiality, anonymity and political neutrality. Being a major instrument of government to achieving its socio-economic and political objectives, its duty consist of assisting in policy formulation by advising the political boss, implementing, monitoring and evaluating decided policies; and also provide continuity in administration of such periods when there was disruption of political direction or abrupt change in the government of Nigeria. Evidently also, the influence of the British system of administration remains very prominent on the Nigerian Public Service system and it has contributed to the shaping of the present bureaucratic setting.
Nevertheless, the Nigeria public service has greatly deviated from the inherited British system of administration that is noted for prompt and efficient service delivery while administering the Nigerian state. An argument many scholars like Badmus (2012), Igwilo (2012) and Alalade (2006) noted was due to improper learning, crave for wealth, poverty and insincerity on the part of the technocrat who collect the instrument of administration from the British. A failure that has constituted impediments to effective implementation of government policies; and thereby culminating into dwindling standard of service provided by government institutions. In the current situation, Ezeani (2006) noted that the damaging effects on the amount of trust the people have in the ability of the government has become a problem. Nigerians are well aware of the unpleasant manifestations of the appalling standard of service delivery in the country. Under the popular caption of the ‘Nigerian way’ many Nigerians have grown accustomed to regarding public service as something you battle for; and you cannot succeed unless you know someone inside the system (King, 1988). The Nigerian Public Service has degenerated into the present circumstances of poor service delivery in government agencies, when public servants, if they serve you at all, do so as a favour, or at a price (Gboyega, 1996). Only few Nigerians expect to get routine acknowledgement of letters written to public offices, let alone getting attention for telephone enquiries; also few Nigerians will apply for service without budgeting time and money to follow their applications from desk to desk. With this attitude, the public servants cannot allow the system to become efficient, where the criteria for efficiency are based on satisfaction of the citizens.
To this end, Ezeani (2006) observed that the vicious circle for one to get through the inefficient system, one has to part with money, officials who operate that system, make sure it stays this way and inefficient. The poor service has become so ingrained in the system that “the Nigerian way” seems congenital to the Nigerian society. Premised on these stated problematic underpins, former President, Chief Olusegun Obasanjo in year 2003, constituted a committee of experts headed by Dr. Wendy Thomas to help Nigeria do a diagnostic audit of the system, examine institutional environment for service delivery, reflect on people’s lives and experiences and draw a road map for a service delivery
·         programme. The committee’s report was commissioned in December 2003 with the following conclusions and recommendations:
Services are not serving people they are inaccessible poor in quality and indifferent to customer needs;
Public confidence is poor, institutional arrangements are confusing and wasteful;
A far-reaching transformation of Nigerian society through a service delivery
programme as a step in the process of moving to a government that is more in touch with the people.
The service delivery programme should:
Create ‘citizens’ and ‘customers’ demand;
Instill higher expectations of public services;
Communicate service entitlements and rights;
Publish information about performance;
Redesign the services around customer requirements;
Success of the programme will require committed leadership from the top;
Government should demonstrate leadership commitment with a public declaration about service delivery.
The committee’s report was commissioned during a special presidential retreat on service delivery in Nigeria, the President and the Ministers entered into a Service Compact With All Nigerians (SERVICOM).
The compact’s provision says:
“We dedicate ourselves to providing the basic services to which citizens are entitled: timely, fairly, honestly, effectively and transparently” (Reports, 2003:21).
            By SERVICOM, it was also agreed that all ministries, parastatals and agencies and all other governmental departments will prepare and publish, not later than the first day of July, 2004, SERVICOM chapters whose provisions will include:
quality service designed around customers’ requirements;
set out citizens’ entitlements in ways they can readily understand;
list of fees payable and prohibit illegal demands;
commitment to provision of services within realistic time-frames;
specify officials to who complaints may be addressed;
publish these details in conspicuous places accessible to the public;
conduct and publish surveys of customer satisfaction (Reports, 2003:21-23).
1.2       Statement of the Research Problem
            The Federal Government of Nigeria has observed that inefficiency and corruption are rampant in Ministries, Departments and Agencies (MDAs). In response, Government mandated them to establish SERVICOM units to address the problem of poor service delivery and poor human relations with customers and clients. The effect of the initiative on the quality of service delivery in tertiary level teaching hospitals in South-Eastern Nigeria since inception, has not been ascertained; hence, this study, poised to expose this ill also deemed it necessary to explaining further the problematic effect of service dissatisfaction to the people with the aid of the tools of SERVICOM.
1.3              Research Questions
The following questions are answered by this study:
(a)      What is the relationship between Service Compact Initiative and efficiency
 in the Public Service of Nigeria?
(b)      Is there negative relationship between Service Compact Initiative and Service delivery challenges facing Teaching Hospitals in the South Eastern Nigeria?
(c)      Is the Service Compact Initiative positively improving Service delivery in the selected Teaching Hospitals in the South – Eastern Nigeria?
1.4       Objectives of the Study
The following are the objectives of the study:
The general objective is:
(a)     To examine how the activities of SERVICOM affects both employee, customers, organization and society in general.
The specific objective are:
(a)     To identify the key service delivery issues in the selected teaching hospitals;
  (b)     To evaluate the general challenges facing SERVICOM in terms of improving service delivery in the selected institutions;
 (c)    To assess the place of SERVICOM in key service delivery areas in the selected teaching hospitals in South-Eastern Nigeria;
1.5       Justification/Significance of the Study
This study is significant for various reasons. It provides the context to understand how service delivery initiatives and innovation could lead into service commitment in public organizations. It also broadens knowledge on the novel implementation of SERVICOM to mitigate against power arbitraries and public frustration in gaining access to effective service in the public service.
The study adopts both theoretical and practical significance. Theoretically, it provide the context for understanding how service delivery initiatives and innovation lead to service commitment in public organizations. It provide resource materials for further research in public service delivery. Practically, the study discovers and exposes the causes of ineffectiveness and inefficiency in service delivery in the public service in general and selected Teaching Hospitals in particular, so as to use SERVICOM to address them. With improvement in the services being delivered by these two major hospitals with very large clients, as a result of this study, the study prime itself as justified and very beneficial to humanity.
1.6. Scope of the Study
            This research focuses on service delivery in the Federal Teaching Hospitals in South-Eastern Nigeria. The work is delimited to two Federal Teaching Hospitals: University of Nigeria Teaching Hospital, Ituku-Ozalla, Enugu state and Nnamdi Azikiwe Teaching Hospital, Nnewi, Anambra State. The study covers the period, beginning from when the programme was inaugurated, between 2004 and 2013.
1.7     Operationalization of Concept
The following research concepts are however operationalized for easy comprehend of the study:
Assessment: this is the process and procedure of examining the true state of a body or institution. It can be looked at both positively and negatively.
Efficiency: Efficiency is the ratio of output to input or the amount of output per unit of input. It is the rate of performance in attaining an expected goal.
Effectiveness: This is the relationship between an organisation’s output and its objectives. It explains the measures of efforts puts in attaining the expected goal, which in turn shows the general ability of the workers to the organisation.
Productivity: This is the measure of output from a production’s process per unit of input. It is the degree of success attained based on the ratio and rate of performance in an
 organization.
Public Service: this are the federal government owned institutions, agencies and bodies. It is where government jobs are being done by the government employed staff. 
Output: This is the quantity of goods or the amount of work produced following the combined efforts of efficiency and effectiveness puts in organizational production. It is the result attained against all efforts exerted in the process of production.
Outcome: This is the resultant goal of an action taken in an organization. It is something that follows from an action, dispute and/or situations.
Service Compact: this is the proper manner of carrying out duties in government or private organizations. It deal with promptness and diligent in discharging a particular task or job.
Service Delivery: This is the manner through which service is rendered to the public. It shows how effective and efficient an organization performs in serving the people.
1.8       Limitations of the Study
The execution of the research study was limited by fund and time, though these limitations do not have significant influence in the reliability of this work. The study was restricted to two Federal Teaching Hospitals out of three in the South-Eastern Nigeria, the huge financial expenses and time which could have been incurred was avoided. One of the challenges of this study is the inability of the researcher to have unhindered access to most of the bad recorders of public service delivery systems. There was also the inability of the researcher to confirm some stories that prompt up the needs for SERVICOM in public service. There was also difficulty in having access to some of the records and the documents related to scope due to “official secrets” or “confidentiality” practices in the public service. The attitude of the respondents also constituted a serious limitation to the study. Most of the literatures used were recent and produced after the establishment of the policy. This is due to the fact that indigenous materials that could have served as sources of information were not found or otherwise lacking. Despite this limitation, the study was able to fulfill the set objectives.

CHAPTER TWO

REVIEW OF LITERATURE

INTRODUCTION

Our focus in this chapter is to critically examine relevant literature that would assist in explaining the research problem and furthermore recognize the efforts of scholars who had previously contributed immensely to similar research. The chapter intends to deepen the understanding of the study and close the perceived gaps.

Precisely, the chapter will be considered in three sub-headings:

Conceptual Framework

Theoretical Framework

2.1
CONCEPTUAL FRAMEWORK

SERVICE COMPACT 
Here various attempts at defining service compact are examined with a view to identifying their divergences and convergences. Existing literature have identified quality potentials of SERVICOM for operational efficiency and improved quality of services in the public sector. Compact is a formal agreement between two or more people. In this case, SERVICOM is a Service Compact (Agreement) between the Federal Government including all its organs and the Nigerian people. Olaopa (2008) discusses SERVICOM as seeking to introduce the “Customer Orientation” through “service compact with all Nigerians”. The citizen’s charter is the relationship between public service providers and the users. The charter put public organizations in the shoes of the recipient of services and asks, “What can I, as an individual, expect from this organization”? According to Egbewole (2011) service compact is the fundamental principle of citizen/public service charter including principle of equality of treatment, rules governing relations between the public service and the users, accessibility of services, effectiveness and efficiency, evaluation of services, transparency and information. Abdullah (2008) simply defines service compact as a way of organising public management in order to increase efficiency, transparent, accessibility and responsiveness to citizens through intensive and strategic information and communication in the inner management of the public sector as well as in its daily relations with citizens. Drawing from various definitions of SERVICOM, Egbewole (2011) identifies fundamental principles of transformation of public service delivery. The principle of equality of treatment, that refers to the citizens’ rights and entitlements to good service delivery. Nigerians have for too long been feeling short-changed by the quality of public service. Our public offices have for too long been showcased for the combined evils of inefficiency and corruption, whilst being impediments to effective implementation of government policies. Nigerians deserve better. We will ensure they get what is better. Rules governing relations between the public service and the users – SERVICOM is a public service charter that is a straightforward contract between the service and its customers, staff and stakeholders which should be in plain language devoid of legal terminology and straight to the point. The adoption of SERVICOM may enable fundamental changes in the relationship between the citizens and the government. A service improvement plan contains the details of all activities to be carried out, by indicating time and resources required in order to achieve new levels of performance and progress in line with mission and the vision of the organization. SERVICOM is the engine for effective and efficient service delivery. It is mounted on the imperative to change the system of service delivery. It is driven by government’s commitment to deliver service and citizens’ expectations of service delivery. Evaluation of services, transparency and information - SERVICOM opens up new possibilities for governments to be more transparent to citizens, given access to a greater range of information collected and generated by government. SERVICOM also creates opportunities for effective public service delivery to citizens (Egbewole, 2011).

SERVICE DELIVERY 

Service delivery is a concept that has an elegant word for getting goods and services to people in a way that meets their expectations. Service delivery is crucial for the public sector too, as part of government social contract with citizens. Service delivery priorities in development include material infrastructure like roads, power grids, health care, education, water systems, and social protection (Kim, 2013). The concept of service delivery and its application to development is a dynamic one. Scholars link service delivery with socio–economic performance and others emphasise the political dimension of service delivery. According to World Bank definition Service delivery is the manner in which business service functions to perform besides profit-making. Business is a vehicle through which man serves society (World Bank, 2010). The concept of service to customers and society rests on the ethical view of business practice. However, since the World Bank is usually concerned with the prosecution of economic and social projects, it is rational to emphasise the sound development management and the quality of service delivery action. These criteria go hand in hand because of the disposition of the beneficiaries of any World Bank programme matters in contributing to the success of whatever programme that is being executed. Fagbemi (2006) suggests a list of activities, which will result in effective service delivery culture. They include reviewing of the past performances of the factors in the near and far of environment which impact upon service quality delivered by the public sectors and closing the lacuna between citizen expectations and their actual experience. They are to connect people to the service, accessing the service and delivering the service. Scholars have agreed on the truism that the improvement of service delivery in the public service is not a one-day affair, but a continuous process that involves reinforcing both personal and material service delivery processes. Afegbua (2011) suggests some possible approaches. These according to him; Establishment of customer-service task forces; having regular meetings with customers and employees regular information through news letters or other publications, creating a good reward system; applying problem-solving approaches, and employing quality management strategies (Afegbua,2011). The experience so far shows that the foregoing accountable relationship between citizens and the public and private sector institutions has often proved elusive.

NEW PUBLIC MANAGEMENT (NPM) 

New Public Management is a dynamic approach adopted by governments to restructure their bureaucracies supposedly in order to better provide services to the citizenry. NPM incorporated the free market into the public domain, believing that the private sector can more efficiently produce outcomes desirable to the populace. The theory advocates for fewer public resources, more technological reliance, fewer government expenditures and more private involvement, all leading to performance targets that can better serve those utilising the services and the clients (Olowu; 2002). Scholars widely agreed that NPM exists; it is also an attempt to develop an analytic framework with which to explain the key constituent parts of the NPM agenda in terms of the systems, policy-making implications and assumptions about implementation. According to the OCED (2000) a new paradigm for public management has emerged, aiming at fostering a performance-oriented culture in a less centralised public sector (quoted in Kickert;1997:175). This “performance-based management” paradigm which combines managerialism and decentralisation is at the heart of the NPM. Expressing the aims of this paradigm into a short definition is not so easy even when such aims are commonly stated: New Public Management is an international or even global phenomenon, that represents an attempt to correct the shortcomings of traditional public organization in efficiency and service-delivery to citizens, and that one of its central themes is to stress the importance of public managers’ discretionary space or freedom to manage. At least, statements to that effect are so commonplace that it seems everyone knows they are true. But “truths universally acknowledged” usually merit closer examination (Hood; 2000: 1). Even when a concept is commonplace, then, definitions of such concepts are generally an artificial way of drawing a distinction between factors to be included and those to be excluded in some analysis. However, in an assessment of NPM, it is perhaps important to separate the many different and apparently conflicting elements because the term has become so wide as to almost lose meaning. For this reason it is important to present an analytical framework to consider the factors that are required to perform the closer examination that Hood alludes to above. To perform this task, three approaches to NPM will be considered, each of which emphasis es a different aspect of the NPM structure. The approaches considered here are those of Christopher Hood, Michael Barzelay and Jonathon Boston. This triangulated construction of an analytic framework will enable a clearer and more sophisticated definition of NPM to emerge. This discussion begins with the implementation factors as described in the work of Christopher Hood partly because these factors have had a big influence informing policy and partly because Hood’s description was 

amongst the first systematic accounts of NPM practices (Hood; 1991).

PUBLIC/CIVIL SERVICE 

Public/civil service as a concept, although commonly used, is usually misunderstood and so often misused as it really has no standard definition. Domestic laws, practices and conventions, influence its definition considerably. The term service connotes a profession; a group of civil servants having common recruitment conditions and prospects as well as a “career” in an acceptable lifetime employment under the government. In most countries, the idea of public service means more than the civil service. This is so because many economic functions performed by most governments make it necessary to distinguish between the civilian corps and the industrial or commercial corps. Besides these categories of public servants have different rates of pay, different approaches to labour relations, and are usually empowered and controlled by different statutory provisions (Olaopa; 2008). The definitions of the concepts “Civil Service” and “Public Service” as established by the Nigerian Constitution are provided for in Sections 169, 171, 206, 208 and 318 and in Section 10 of the Third Schedule of the 1999 Constitution. These constitutional provisions do not recognize the term “The Nigerian Public Service”. They only recognize the Public service of the Federation at the federal level and the state levels, and the Public Service of the States of the Federation, which includes the Local Government Council Services. The Constitution also provides for the Civil Service of the Federation, and separates from it the personal staff of the President Section 318 of the Constitution defines the civil service of the Federation as: Service of the Federation in a civil capacity as staff of the Office of the President, Vice-President, Ministry or department of the Government of the Federation assigned with the responsibility for any business of the Government of the Federation. This definition of the federal civil service is clearly spelt out in Sections 169, 170 and 171, and in the provisions establishing the powers of the Federal Civil Service Commission in Section 10 of the Third Schedule of the Constitution. This section states that the Federal Civil Service Commission shall have power to appoint persons to office in the federal civil service and to dismiss and exercise disciplinary control over persons holding such offices. The definition of the federal civil service distinguishes it from the Public Service of the Federation that is made up of all officials of government, at the Federal, State and Local Government levels in the Ministries, Parastatals, Extra-Ministerial Departments and the paramilitary organizations. It should be noted that the focus of this thesis is on Federal Civil Service, which means service of the federation rendered in a civil capacity involving staff of the office of the President, the Vice-President, ministries or department of the Government of the Federation charged with the responsibility of executing the business of the Government of the Federation (Olaopa; 2008).

THE OBASANJO PUBLIC SERVICE RENEWAL PROGRAMME, 1999-2007 

One of the crucial challenges faced by the Obasanjo administration, on assuming office on 29th May, 1999, had to do with the issues of how to address the crisis in public management, which was a key aspect in deterioration of quality in the country governance that prolong military rule that induced and sustained. Aspect of this crisis, as identified by President Olusegun Obasanjo in his inauguration addressed (1999), include: 

Inefficiency in the delivery of social services 

Insensitivity to general welfare 

Indifference to the norms guiding the conduct of public officials 

Rampant corruption These lapses had led to a situation defined by the weakening of public institutions, distrust of government by the citizens, collapse of infrastructures, and the development of a sense of despair among the people. This scenario posed a crucial challenge to the Obasanjo administration, namely, that of how to transform the country from a state of chaos and hopelessness to one of order and promise, thereby laying the foundation for, in the words of President Olusegun Obasanjo, “the beginning of a Renaissance” (Olaopa, 2008). The need for social transformation became more pressing in the light of the fact that the Obasanjo administration inherited an economy that had been stagnant and uncompetitive. The average GDP growth rate of 2.8% at the time this administration assumed power made it one of the slowest growing economies in the world on a per capita basis. It will puzzle any development observer that a country that earned about US $11 billion annually from oil and gas in the last 20 years, and which had appropriated about US $500 billion as federal government expenditure alone over the period, could still be ranked as the 20th poorest country in the world. Indeed, the UNDP Human Development Report has, since 1998, ranked Nigeria as one of the poorest countries with respect to Human Poverty Index (HPI), while it occupies 40th position from below in its Human Development Index (HPI). Besides, its aggregate external and domestic debt per head of the population (with the scheduled debt service due in 2003 of $3.67 billion and arrears as at the end of December, 2002 amounting to $2.078 billion; a total of $4.99 billion) remains sustainably high (DMO: 2003). Its capacity to finance investment from domestic saving is also indescribably low. Indeed, aggregate production is still dominated by the primary sector-oil (13%), and subsistence agriculture (41%) (NEEDS Document: 2004). The secondary sectors, especially manufacturing was stagnant (6% of GDP), thereby making Nigeria one of the least industrialised countries in the world. Also, there was general insecurity of life compounded by worsening inequality and unemployment rate that threatened social cohesion. Finally, there was the HIV/AIDs pandemic, a socio-economic time bomb waiting to explode unless effectively dealt with (Igbokwe, 2014). According to President Olusegun Obasanjo on the administrative challenges before his administration at its inception, he stated that, Nigeria is wonderfully endowed by Almighty with human and other resources, that it does no credit to us or the entire black race if we fail in managing our resources for quick improvement in the quality of life of our people. Of course given the level of the poverty in the country and the amount of waste in the public sector, one can understand his concern. Obasanjo further said that instead of progress and development which we are entitled to expect from those who governed us, we experienced, in the last decade and a half and particularly in the last regime one persistent deterioration in the quality of governance, leading to instability and the weakening of all public institutions and the distrust of government by the citizens can be said to be the bane of the collapse of infrastructures in Nigeria. Examples of such infrastructures are PHCN, NITEL, roads, railways, education, housing and other social services which were allowed to decay and collapse (Igbokwe, 2014). The other issues addressed in the inauguration speech of President Obasanjo are the exemption of good people from government, while involving people who should be kept away. He also expressed his pain over the destruction of relationships between friends and communities due to the actions or inactions of the government, the level of distrust by the citizens because the promises made by the government for the improvement of the conditions of the people were not kept. Reform stands for initiative directed towards the eradication of abuses or distortions in existing system. On assuming office on 29th May, 1999, Obasanjo talked about the twin issues of bribery and corruption. He said that the government officials had become progressively indifferent to propriety of conduct and showed little commitment to promoting the general welfare of the people and public good, that government and all its agencies had become thoroughly corrupt and reckless. He was frank enough to admit that the members of the public had to bribe their way through in ministries and parastatals to get attention that one government agency had to bribe another government agency to obtain the release of their statutory allocation of funds. As observed by Obasanjo, the impact of official corruption was so rampant and had earned Nigeria a very bad image at home and abroad. Besides, it has distorted and retrogressed development (Igbokwe, 2014). The first step towards the implementation of the reform was to expose the implementers or would be implementers to some form of trainings. Retreats were organised for Ministries, Presidential Advisers and Permanent Secretaries. This was followed by a series of two-week re-orientation programme for about 1,900 staff at the directorate-level. There were also in-country and overseas short-term training programmes together with diagnostic study of the condition of the Federation for senior managers including Permanent Secretaries. The exercise was accompanied by study tours to some countries in Africa: Botswana, Ghana, Morocco, Uganda, South Africa and Zambia. The United States and Brazil were also visited. These tours were necessary because the domestic factors necessitating reforms were overwhelming, just as the global environment for it was auspicious. It has also benefited from best practices and public services innovations in other countries, both in Africa and outside Africa (FGN, 2003).

SERVICOM AND SERVICE DELIVERY REFORM 

On July 1, 2004, the Federal Government launched SERVICOM. The Government entered into service compact with all Nigerians for improved, efficient, transparent, timely and quality service delivery. SERVICOM is the service compact with Nigerian citizens whereby, the larger interest of the society must be the focus of government officials rather than the officials creating bottlenecks to force citizens to offer gratifications before performing their duties. The initiative emanated from a technical assistance provided by the British Government. At the Presidential Retreat which took place on 21st March, 2004, service delivery in the public service of which the civil service is the inner core was carefully and thoroughly discussed. The Retreat came to a conclusion that there was a total service delivery failure in the country. Consequently SERVICOM office was established to co-ordinate the activities aimed at stemming the decay in the nation’s civil service (Olaopa, 2008). Under the initiative, all Ministries, Departments and Agencies (MDAs) were mandated by the Federal Executive Council (FEC) to set up their SERVICOM Units to oversee the implementation of the initiative in their respective organisations. Each unit was to be made up of four key positions: the Nodal officer who is the head of the team; the Charter Desk officer; the Customer Relation and Complain Desk officer; and the Service improvement Desk officer. The SERVICOM office interacts with the MDAs through these officers in all aspects of the initiative.

2.2
THEORETICAL FRAMEWORK

bureaucratic theory

Bureaucratic theory in educational administration comes predominantly from public administration and private sector style management studies, themselves derivative disciplines based on a number of core disciplines, such as political science, sociology, economics, psychology, anthropology, philosophy, and arts critiques (e.g., literary critiques of bureaucrats) (see Kettl& Milward, 1996). It also derives from a number of other area studies like state/government theory, organization studies (itself broadly composed of behavior, micro politics, culture, aesthetics), motivation theory, professionalism and professional identity, value theory,

and institutional theory making it an inter- and multidisciplinary field. Generally, the theories and models are drawn from these sources and applied to educational systems and organization. The only original contribution to date from education that has been made to bureaucratic theory is Weick’s (1976) concept of “loosecoupling.” The term “bureaucracy” means many different things. Its conception varies considerably depending upon whether one is referring to actual organizations that are bureaucratic in character, an analytic theory of bureaucracy for interpretive and critical use as Weber developed, an attitude that is captured in the notion of mentality such as “bureaucrat” (Aberbach, Putnam, & Rockman, 1981), variously regarded as “technocrat,” “fonctionnaire” (functionary in the French) (Howton, 1969), or “apparatchik” (in the Russian), or a set of malpractices as in “bureau pathology” taking a multitude of forms. And there are probably many others. On an empirical level, it may be a way of administering that connotes ratio-pragmatic practices, as in the general Anglo-American form, or a set of legal-administrative practices in the legalistic-bureaucratic traditions of Germany and France, a command system of authority in the former Soviet world, the scribal bureaucracy of the Ottoman Empire, or the scholar-administrators of the traditional mandarinate in China. There are, therefore, three types of theory and associated models: an empirical-historical varying by society and culture, analytic (ideal type) for comparative world historical-sociology, and normative (good practices), each with a different purpose.
Servperf model 

Although SERVQUAL model is a good measurement for many industries, researchers reported that this model is not suitable for some areas like retail store environment (Dabholkar,et al, 2000). By years of study on this model and more debates among scientists, some stated that this model is not comprehensive in different applications (Brady et al, 2002). In 1992, Cronin and Taylor suggested the refined model by considering performance as the only factor needs to be measured for service quality. They argued that service quality is a consumers’ attitude and the performance (perceived service) of the service is the only measurement for service quality. 

Investigating service quality relationship with consumers’ satisfaction and purchase intention was their study; they believe service quality is an antecedent of consumers’ satisfaction. They suggested a new model for service quality based on SERVQUAL with respect to the conceptualization and measurement of service quality which used performance as the only measurement for service quality model called SERVPERF. In this new model, Cronin and Taylor (1992) proceeded to measuring performance (perceived service) with the same dimensions as reliability, responsiveness, assurance, tangibles, and empathy for service quality measurement instead of “expectation-perception” difference. The research finding showed SERVQUAL factors are inconsistent, and SERVPERF is a more accurate measurement for service quality in comparison with SERVQUAL (Cronin & Taylor, 1992). 

Industry-Specific Service Quality Models 

Although some of the proposed models have strong validity and are applicable for measuring service quality in many service industries, researchers found that most of them have lack of generalizability for all businesses. Some of those models have support for applying and testing in different businesses like SERVQUAL, but even that famous measurement has some lack of application for some specific businesses such as retail store (Dabholkar et al., 2000). Models evaluated in previous parts were generic, but the hierarchical model suggested by Dabholkar et al., (2000) was based on retail store environment. Some researchers believe that businesses need to use a context-specific service quality measurement for the best understanding of consumers’ perception on service quality. 

Therefore, researchers suggested some models based on specific service businesses. For example, in the information technology (IT) based services, Wong,(2011)  suggested IT alignment model, Dabholkar (2000) proposed attribute and overall affect model, Oliver (2019) suggested IT-based model, Blose (2005) suggested model of e-service quality, and Mehta and Lalwani(2000) proposed internet banking model. Dagger, Dabholkar, and Shepherd(2000) developed the Hierarchical model in healthcare industry with some special dimensions and sub-dimensions related to health care services. Akter, D’Ambra, and Ray proposed a new model based on the hierarchical model for mobile health services. However, the base of this model was the hierarchical-multilevel model, one of the dimensions (physical environment quality to platform quality) with new sub-dimensions specifically for mobile health services. 

Tsaur, Chang, and Yen (2002) evaluated a specific model for the airline industry based on SERVQUAL with several attributes based on airline services by using the fuzzy set theory. Other researchers proposed a new model for the airline industry in 2002 with the specific criteria category and evaluated criteria for this industry by fuzzy set (Chang & Yeh, 2002). Based on previous studies in airline service quality, a new model proposed by Liou and Tzeng (2007) for airline services with factors suggested and specific for this service business. In 2002 Cunningham, Young, and Moonkyu suggested a new model based on previous studies in airline specific models of service quality for measuring service quality in airline businesses. They suggested baggage handling, bumping procedures, operations and safety, in-flight comfort, and connections as the dimensions of this model scaling by several items for each dimension (Cunningham, Young, & Moonkyu, 2002). In addition, they used SERVPERF in this study for service quality. They found strong reliability and validity for both models (SERVPERF and industry-based). Result showed that both generic and specific models are applicable and acceptable for measuring service quality in the airline industry (Cunningham Lawrence F, Young, & Lee, 2004; Cunningham et al., 2002). Industry-specific measurements of service quality vary from one business to another and included the factors related to specific service. Therefore, these models can be more useful and specific for applying in businesses and can be helpful for managers to find the weaknesses and advantages of their firm to improve their service and achieve customers’ satisfaction. However, the generic models are more theoretical but applicable as well as specific.

CHAPTER THREE

RESEARCH METHODOLOGY

3.1
INTRODUCTION


In this chapter, we described the research procedure for this study. A research methodology is a research process adopted or employed to systematically and scientifically present the results of a study to the research audience viz. a vis, the study beneficiaries.
3.2
RESEARCH DESIGN

Research designs are perceived to be an overall strategy adopted by the researcher whereby different components of the study are integrated in a logical manner to effectively address a research problem. In this study, the researcher employed the survey research design. This is due to the nature of the study whereby the opinion and views of people are sampled. According to Singleton & Straits, (2009), Survey research can use quantitative research strategies (e.g., using questionnaires with numerically rated items), qualitative research strategies (e.g., using open-ended questions), or both strategies (i.e., mixed methods). As it is often used to describe and explore human behaviour, surveys are therefore frequently used in social and psychological research.
3.3
POPULATION OF THE STUDY


According to Udoyen (2019), a study population is a group of elements or individuals as the case may be, who share similar characteristics. These similar features can include location, gender, age, sex or specific interest. The emphasis on study population is that it constitute of individuals or elements that are homogeneous in description. 

This study was carried out on the assessment of service compact (servicom) on public service delivery in selected federal teaching hospitals in Nigeria, using University of Nigeria teaching hospital and Nnamdi Azikiwe University teaching hospital as a case study. Staff of University of Nigeria teaching hospital and Nnamdi Azikiwe University teaching hospital  form the population of the study.
3.4
SAMPLE SIZE DETERMINATION

A study sample is simply a systematic selected part of a population that infers its result on the population. In essence, it is that part of a whole that represents the whole and its members share characteristics in like similitude (Udoyen, 2019). In this study, the researcher adopted the convenient sampling method to determine the sample size. 
3.5
SAMPLE SIZE SELECTION TECHNIQUE AND PROCEDURE

According to Nwana (2005), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work adopted the convenience sampling technique in selecting the respondents from the total population.

In this study, the researcher adopted the convenient sampling method to determine the sample size. Out of all the entire population of staff of University of Nigeria teaching hospital and Nnamdi Azikiwe University teaching hospital , the researcher conveniently selected 260 out of the overall population as the sample size for this study. According to Torty (2021), a sample of convenience is the terminology used to describe a sample in which elements have been selected from the target population on the basis of their accessibility or convenience to the researcher.
3.6 
RESEARCH INSTRUMENT AND ADMINISTRATION

The research instrument used in this study is the questionnaire. A survey containing series of questions were administered to the enrolled participants. The questionnaire was divided into two sections, the first section enquired about the responses demographic or personal data while the second sections were in line with the study objectives, aimed at providing answers to the research questions. Participants were required to respond by placing a tick at the appropriate column. The questionnaire was personally administered by the researcher.
3.7
METHOD OF DATA COLLECTION

Two methods of data collection which are primary source and secondary source were used to collect data. The primary sources was the use of questionnaires, while the secondary sources include textbooks, internet, journals, published and unpublished articles and government publications.
3.8
METHOD OF DATA ANALYSIS

The responses were analyzed using the percentage and frequency  tables, which provided answers to the research questions. 

3.9
VALIDITY OF THE STUDY

Validity referred here is the degree or extent to which an instrument actually measures what is intended to measure. An instrument is valid to the extent that is tailored to achieve the research objectives. The researcher constructed the questionnaire for the study and submitted to the project supervisor who used his intellectual knowledge to critically, analytically and logically examine the instruments relevance of the contents and statements and then made the instrument valid for the study.
3.10
RELIABILITY OF THE STUDY

The reliability of the research instrument was determined. The Pearson Correlation Coefficient was used to determine the reliability of the instrument. A co-efficient value of 0.68 indicated that the research instrument was relatively reliable. According to (Taber, 2017) the range of a reasonable reliability is between 0.67 and 0.87.
3.11
ETHICAL CONSIDERATION

he study was approved by the Project Committee of the Department.  Informed consent was obtained from all study participants before they were enrolled in the study. Permission was sought from the relevant authorities to carry out the study. Date to visit the place of study for questionnaire distribution was put in place in advance.

CHAPTER FOUR

DATA PRESENTATION AND ANALYSIS

INTRODUCTION

This chapter presents the analysis of data derived through the questionnaire and key informant interview administered on the respondents in the study area. The analysis and interpretation were derived from the findings of the study. The data analysis depicts the simple frequency and percentage of the respondents as well as interpretation of the information gathered. A total of two hundred and sixty(260) questionnaires were administered to respondents of which only two hundred and sixty (260) were returned and validated.  For this study a total of 260 was validated for the analysis.

4.1
DATA PRESENTATION
Table 4.2: Demographic profile of the respondents

	Demographic information
	Frequency
	percent

	Gender

Male
	
	

	
	110
	27.8%

	Female
	150
	72.2%

	Age
	
	

	20-25
	34
	12.7%

	25-30
	56
	21.6%

	31-35
	87
	33.6%

	36+
	83
	32.0%

	Marital Status
	
	

	Single 
	71
	27.4%

	Married
	102
	39.4%

	Separated
	68
	25.9%

	Widowed
	19
	7.3%

	Education Level
	
	

	WAEC
	57
	21.6%

	BS.c
	62
	23.9%

	MS.c
	67
	25.9%

	MBA
	74
	28.6%


Source: Field Survey, 2021

4.2
DESCRIPTIVE ANALYSIS

Question 1:  What is the relationship between Service Compact Initiative and efficiency in the Public Service of Nigeria?

Table 4.3
respondent on question 1

	Options
	Frequency
	Percentage

	Positive relationship
	100
	45.45

	Negative relationship
	75
	25.97

	Undecided
	85
	28.57

	Total
	260
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, 45.45% of the respondents said yes, 25.97% said no. While 28.57% of the respondent were undecided .

Question 2:    Is there negative relationship between Service Compact Initiative and Service delivery challenges facing Teaching Hospitals in the South Eastern Nigeria? 

Table 4.4
Respondent on question 2

	Options
	Frequency
	Percentage

	Yes
	110
	58.44

	No
	70
	19.48

	Undecided
	80
	22.07

	Total
	260
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, 58.44% of the respondents said yes, 19.48% said no , while 22.07% were undecided. 
Question3: Is the Service Compact Initiative positively improving Service delivery in the selected Teaching Hospitals in the South – Eastern Nigeria?

Table 4.5:
Respondent on question 3

	Options
	Frequency
	Percentage

	Yes 
	120
	38.96

	No
	60
	25.97

	Undecided
	80
	35.06

	Total
	260
	100


Field Survey, 2021

From the responses obtained as expressed in the table above, 38.96% of the respondents said very adequately, 25.97% said not adequately, while 35.06% were undecided.

CHAPTER FIVE

SUMMARY, CONCLUSION AND RECOMMENDATION

5.1
SUMMARY

In this study, our focus was on assessment of service compact (servicom) on public service delivery in selected federal teaching hospitals in Nigeria

 using University of Nigeria teaching hospital and Nnamdi Azikiwe University teaching hospital  as a case study. The study specifically was aimed at highlighting how the activities of SERVICOM affects both employee, customers, organization and society in general. The study also

 identify the key service delivery issues in the selected teaching hospitals. The study further  evaluate the general challenges facing SERVICOM in terms of improving service delivery in the selected institutions. Lastly, the study  assess the place of SERVICOM in key service delivery areas in the selected teaching hospitals in South-Eastern Nigeria;.  A total of 260 responses were validated from the enrolled participants where all respondent are drawn from staff of University of Nigeria teaching hospital and Nnamdi Azikiwe University teaching hospital.

5.2
CONCLUSION

Based on the finding of this study, the following conclusions were made:

There is a positive relationship between Service Compact Initiative and efficiency  in the Public Service of Nigeria.

There is a relationship between Service Compact Initiative and Service delivery challenges facing Teaching Hospitals in the South Eastern Nigeria.

The Service Compact Initiative is positively improving Service delivery in the selected Teaching Hospitals in the South – Eastern Nigeria.
5.3
RECOMMENDATION

Based on the responses obtained, the researcher proffers the following recommendations:

The challenges facing SERVICOM in the discharge of its functions in the federal parastatals in Nigeria includes need for proper accountability. This will help in curbing corruption and boost confidence in the service compact initiative policy. Also, it will help to convince stakeholders that everybody will ultimately gain if the SERVICOM’s policy is properly implemented. The absence of transparency and accountability was manifest in the important information relating to government activities that were expected to be displayed online. 

Government needs to show more convincing commitment to the implementation of the policies by providing sufficient funding and ensuring greater and easier access to government information by the public. This will promote transparency and accountability. Poor funding and absence of access to government information were part of the serious challenges to which respondents agreed were militating against service compact policy implementation in Nigeria. Therefore, for a successful implementation of SERVICOM’s policy for attainment of national development, the civil servants, general public and government must work together as partners in progress. 

REFERENCES
Abdullah, S. A. (2008), Enhancing the Performance of the Public Service in a Developmental State: A Country Case Study of Nigeria, Paper Presented for the 2008 AAPAM Roundtable, Accra, Ghana,

Afegbua, S.I. (2011), Public Sector Reforms and Procurement in the Nigeria Public Service Since 1999, M.Sc. Thesis presented to the Department of Public Administration, O.A.U. April 17.

Ajayi, G.O. (2006), E- Government, Reforming the Public Administration to Accelerate Development, Paper Presented at the National Information Technology, Abuja.

Akhakpe, I. (2001), “Bureaucratic Corruption in Nigeria”. In I. Olojede and S.O. Fajonyomi (ed), Ethics and Public Accountability in Nigeria, Lagos: A- Triad Associates Public Printers.

Ayeni, V. (ed). (2002), “Public Sector Reform in Developing Countries:” A Handbook of Commonwealth Experience, London: Commonwealth Secretariat.

Egbewale, I.K. (2011), Assessment of Service Compact Initiative on Public Service Efficiency in Selected Federal Teaching Hospitals in Southwestern Nigeria, M.Sc. Thesis presented to the Department of Public Administration, O.A.U. Ile-Ife. November, 17.

Fagbemi, A.O. (2006), Customer Service Delivery in Public Sector Management, Lagos: Concept Publication.

Federal Government of Nigeria, (1997), White Paper on the Report of the Review Panel on the Civil Service Reforms: Recommendations Already Implemented. vol. 1, Abuja: The Presidency.

Hood, C. (2000), Paradoxes of Public Sector Managerialism, Old Public Management and Public Service Bargains, International Public Management, Journal 3, pp. 1-22.

Igbokwe, P.I. (2014), Administrative Reforms and the Challenges of Implementation in Nigeria. Ph.D. Thesis Presented to the Department of Public Administration, O.A.U., Ile-Ife. December, 3rd.

Kickert, D. S. (1997), Governance, Management and Development in Developing State, New York: World Bank.

Kim. M.S. (2013), Regulations and Corruption. In H.G. Frederickson and Y.H. Cho (eds), The White House and the Blue House: Government Reform in the United States and Korea, London, MD: University Pressof America.

National Political Reform Conference, (2005), Report,Vol, 1, pp 1-184, Zaria: Gaskiya Corporation.

OCED, (2000), Report on Workshop on Governance for Sustainable Human Development, MDGD, New York.

Oladoyin, A. M. (2013), Governance and Public Management: A Seminar Paper Organised for Osun State Civil Service in Osogbo. July, 13.

Olaleye A. (2001), Fundamentals of Public Administration Ado-Ekiti: Yemi Prints and Publishing Services. 

Olaleye, O.M. (1989), “Civil Service Reforms in Nigeria: Some Comparative Notes and Critical Reflections”. Journal of Nigeria Public Administration and Management, Vol. 1, No. 1 NAPAM, pp 36-55.

Olaopa, T. (2008), Theory and Practice of Public Administration and Civil Service Reforms in Nigeria, Ibadan: Spectrum Books Limited.

Olowu, D., (2002), “New Public Management: An African Reform Paradigm:” Africa Development, Vol. XXVII, Nos. 3&4, pp 1-6.

Omoleke, I.I., (2004), “The Bureaucratic Failure in Nigeria: A Critical Analysis of the Nigerian Government Bureaucracy”, International Association of Studies in the Humanities, Vol. 3, No. pp 154-166.

Ugwu-Oloro, C, (2007), Civil Service and Obasanjo’s Reforms, Daily Times, Vol.15, pp. 63, January 17.

World Bank, (2010), Governance and Development, Washington D.C: World Bank.

QUESTIONNAIRE

SECTION A
Gender

Male()

Female ()

Age

20-25()

25-30()

30-35()

35+ ()

Educational level

WAEC()

BSC ()

MSC ()

PHD()

Marital status

Single ()

Married()

Divorced()

Separated()

Section B

Question 1:  What is the relationship between Service Compact Initiative and efficiency in the Public Service of Nigeria?

	Options
	Please tick

	Positive relationship
	

	Negative relationship
	

	Undecided
	


Question 2:    Is there negative relationship between Service Compact Initiative and Service delivery challenges facing Teaching Hospitals in the South Eastern Nigeria? 

	Options
	Please tick

	Yes
	

	No
	

	Undecided
	


Question3: Is the Service Compact Initiative positively improving Service delivery in the selected Teaching Hospitals in the South – Eastern Nigeria?

	Options
	Please tick

	Yes 
	

	No
	

	Undecided
	


