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ABSTRACT 

he study focuses on the effect of 

inefficiency on service delivery 

in public service in Nigeria using 

NIPOST, Benin City, Edo State as a case 

study. The study argues that the major 

function of public service is providing 

enabling environment for economic 

growth and prosperity for citizens as well 

as securing and strengthening democratic 

institutions so as to make citizens better 

off. However, this has remains a dream as 

the state and quality of public service in 

Nigeria over the years is still lamentably 

poor by all standard. The objectives of the 

study are to assess how management 

activities lead to poor service delivery as 

well as examine the kinds of motivation 

needed to increase the workers interest 

towards service delivery at NIPOST Benin 

City? The study employs descriptive and 

chi square techniques for the analysis. The 

study finds that management activities 
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Introduction: 
The worry over rising 

citizens’ discontent on 

public service such as new 

technological challenges, 

cultural changes and 

globalization and public 

organizations gives rise to 

the demand for service 

delivery. The concern is 

more with improving the 

performance of 

government activities. 

Providing public services to 

needy citizens is an 

indicator to assess the 

sustainable delivery of 

efficiency and effectiveness 

of government (Famosaya, 

2013). Public service 

delivery allows 

government to link with 
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results in poor service delivery at NIPOST, Benin City. It also finds that 

motivation increases workers interest towards service delivery at NIPOST 

Benin City. The study therefore recommends that adequate motivations for 

staff that will boost productivity should be introduced. Finally, it was 

recommended that management style of leadership should be workers’ 

friendly,  

 

Keyword: Service Delivery, Inefficiency, NIPOST, Edo State.  

  

itizens in general and needy citizens in particular, so that 

effectiveness of public services can be qualitatively assessed. 

Arguably, the public service is very important in the provision of 

service to the citizens of any country because it is through the public 

service that government can manage its activities effectively and 

efficiently. It is the desire to promote excellence and improve citizen 

satisfaction that led to the launch of the Nigerian Service delivery initiative 

in 2004. But sixteen years down the line, the state and quality of public 

service is still lamentably poor by all standard. The major function of public 

service is to provide services; provide enabling environment for economic 

growth and prosperity for citizens as well as securing and strengthening 

democratic institutions. Over the years, there has been poor service 

delivery by the public sector in Nigeria. In a bid to reverse the trend, the 

Federal Government signed a service compact (SERVICOM) with all 

Nigerians to improve citizen satisfaction by promoting service excellence 

in public service. 

According to Wikipedia, it is the Nigerian postal administration 

responsible for providing postal services in Nigeria. It has more than 

12,000 employees and runs more than 3,000 post offices with 

headquarters in Abuja, the nation’s capital. Since it is owned by the federal 

government of Nigeria, it therefore belongs to the public service. As 

currently constituted, NIPOST operates seven Commercial Business Units 

(CBUs) which according to Oyedele (2015) include (i) Mail, (ii) Counters, 

(iii) Financial Services, (iv) EMS/Parcel, (v) E-commerce and Logistics, 

c 
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(vi) Nigerian Postal Institute and, (vii) Workshop and Properties. The later 

provide the following services: Post office box/private mail bags, postage 

stamp as well as international mail (inbound/outbound). Ordinarily, 

Inland parcel service of NIPOST is expected to be delivered within 48 hours 

and 72 hours for International (Overseas parcels) as a matter of standard. 

However, what is observable today is that parcels within Nigeria take 

upward of five days and over seven days for overseas. This development is 

as a result of the inefficiency prevalent in the public service and it against 

this backdrop that the paper is undertaken.  

The objectives of this paper therefore are two folds namely, to assess how 

management activities result in poor service delivery and also determine 

the kinds of motivation needed to increase the workers interest towards 

service delivery at NIPOST Benin City. The rest of the paper is organized as 

follows. Section two presents brief review of related literature. Section 

three contains the method of study. Whilst section four presents and 

discusses the results, section five gives the concluding remarks. 

 

REVIEW OF RELATED LITERATURE  

Service delivery can be defined as any contact with the public 

administration during which customers - citizens, residents or enterprises 

– seek or provide data, handle their affairs or fulfil their duties. These 

services should be delivered in an effective, predictable, reliable and 

customer-friendly manner. It is the mechanism through which public 

services are delivered to the public by local, state or federal governments. 

Sewage and trash disposal, street cleaning, public education, and 

health services are some of the examples of public services. This in turn 

means that groups or individuals may lack access to quality services like 

water and sanitation, education, health care and infrastructure (Drucker, 

1978). The core mandate of public service delivery is to contribute to 

ensuring equal access to services by informing citizens about their rights 

and entitlements. Accordingly, public service is a service intended to serve 

all members of a community. It is usually provided by government to 

people living within its jurisdiction, either directly (through the public 
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sector) or by financing provision of services. The World Development 

Report of 2004 closely link service delivery with accountability and 

concludes that service delivery failed in many developing countries as a 

result of the failures in accountability relationships (World Bank, 2004). 

Service delivery has also been defined as part of enterprise that describes 

the relationship between clients and providers of goods and services. In 

such a situation, the client could either gain or loss values in services 

offered by the provider, be it on information or other task.  

On the other hand, the Nigerian Postal Service is responsible for providing 

postal services in Nigeria. In response to the call to grant NIPOST some 

measure of autonomy, the Federal Government promulgated Decree 41 of 

1992 and classified NIPOST as a Government Parastatal having the 

following basic functions: to develop, promote, and provide adequate and 

efficiently coordinated postal services at reasonable rates. Arguing for 

better services by the citizens, Perror (1972) avers that in developed 

societies, the citizens are recognized in their relationship with government 

as service provider and has continued to influence government’s actions 

and reactions to public service delivery. Thus, in most of the advance 

countries, the relationship between citizens and the government is guided 

by customers/service-provider principles, such that, great efforts are 

channeled at satisfying the citizens that are usually regarded as customers. 

In essence, the government which is regarded as service provider 

recognized that customers (citizens) have their right to push for better 

services from their providers that will meet their compelling needs in a 

quicker and easily accessible ways, the quality of services must be 

standards and at modest cost, and all packaged in friendly manner.  

In the relationship between government institutions and the citizens, 

service delivery is very central, because it could either boost or marred the 

confidence of the citizens in the government and its institutions (Pollitt & 

Bouckaert, 2011). The recognition that citizens symbolized customers to 

their government over the past ten years has continued to influence the 

way governments think and act in relation to its citizens. This realization 

portends a good sign of responsiveness on the part of government, 



12.31.2020  Pg.225 

   
         Vol. 14, No. 7 

 
 

BERKELEY RESEARCH & PUBLICATIONS INTERNATIONAL   
Bayero University, Kano, PMB 3011, Kano State, Nigeria. +234 (0) 802 881 6063,  

 
  

International Journal of Management Science & Entrepreneurship 

ISSN: 1098-5331 

particularly in developed democracies. The realization is based on the 

assumption that every customer have right to request quality services that 

suit their timely needs at modest cost from their service providers and all 

packaged in friendly manner (Jean, 2007). It is instructive to note that, the 

existence of any government is presumed on its ability to fulfill the basic 

necessity of lives of its citizens. Put differently, the existence of government 

is justifiable on the basis that it supplies crucial services such as security of 

lives and properties, maintaining orderliness, providing social amenities 

and infrastructure, and offer legal framework for conflicts prevention and 

resolution and acceptable system of justice. The conventional wisdom 

deduced here is that, the government fulfilling of its own part of social 

contract agreement with its citizen will automatically confer legitimacy on 

its activities and in turn strengthens its institutions (Jean, 2007).  

There is persistent dwindling in the level of trust network between the 

people and the government on public service performance in providing 

quality and modest cost services to the citizens in developing countries like 

Nigeria. It has been generally observed that politicians and bureaucrats 

often demonstrate preference for money making through corruption than 

proving necessary and required services demanded by their citizens 

(Bonnie & Kehinde, 2007). According to Anwar (2005), the confidence in 

public sectors’ performance in developing countries has further 

deteriorated occasioned by the advert of global information revolution. 

The global information revolution hinders government capacity to block 

information from citizens. The emergence of internet facilities, 

sophisticated phones, information-satellite TV and fax encourage citizens’ 

consciousness about expected obligations, rights entitlement, and 

alternative options and reinforce citizens ‘demands for accountable public 

sector (Anwar, 2005).  

 

EVALUATION OF PUBLIC SERVICE DELIVERY IN NIGERIA 

Public sector service delivery in Nigeria has recorded a history of woeful 

failure and disappointment, particularly in the public enterprises sub-

sector such as NITEL, NIPOST, NRC, NNPC etc (Okon, 2008) cited in 
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(Oyedele, 2015). Similarly, the Nigerian civil service has often come under 

heavy criticism for poor organization, lack of planning, over-staffing, 

indiscipline, red tapism and secrecy, insensitivity, rigidity and over 

centralization, apathy, incompetence, corruption and favouritism, 

nepotism, high-handedness, laziness, truancy and malingering 

(Adamolekun, 1986). In 1986, the political Bureau set up by the 

government observed that goals and aspirations of the public service were 

not properly directed towards improving the general welfare of Nigerians 

and it had rather mainly served the interest of the bureaucrats and those 

of capital accumulation of private, local and foreign companies (Political 

Bureau Report, 1987). Consequent upon these obvious weaknesses of the 

entire public service in Nigeria, numerous public service reforms were 

carried out over the last few decades. One of which is the public service 

Renewal Programme of the Obasanjo civilian administration. Although the 

SERVICOM is a program targeted at attitudinal aspect of Nigeria’s public 

life geared towards service delivery and predicated on customer 

satisfaction, its success in ensuring qualitative transformation of the lives 

of the Nigerian citizens is in doubt. 

 

CHALLENGES FACED BY NIPOST 

For the Nigerian Postal Service (NIPOST) to redeem its battered image, it 

must overcome its myriad of challenges. These challenges included an 

inefficient management structure; low level of investment, especially in 

Information and Communications Technology (ICT); vast but obsolete 

infrastructure and facilities; poorly motivated workforce particularly the 

junior staff, and unredeemed pension payments. Others are occasional loss 

and violation of mail items; intense competition from alternative courier 

service providers; unenviable public image as well as a dysfunctional 

internal system. According to former Minister of Communications, 

Adebayo Shittu, who listed these challenges, said so many companies are 

now competing with NIPOST in various aspects of the postal market: not 

only in the market for courier items but also in the letter and parcel market. 

Shittu observed that e-commerce and other counter and financial services 
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have effectively eroded the revenue accruable to NIPOST. Speaking at the 

inauguration of the new Post Master-General and Chief Executive Officer, 

Bisi Adegbuyi, the minister said the Nigerian Postal Service Act of 1992 

gives exclusive rights of mail handling to NIPOST for all postal articles 

below 500 grams. 

 

STRATEGIES FOR EFFICIENT SERVICE DELIVERY IN NIPOST, EDO STATE  

Several solutions in the form of emphasis, values techniques and strategies 

have been proposed in addressing the inefficiency problems of NIPSOT.  

The Committee for Economy Development in the United States in its work 

on improving productivity in a state and local governments identified some 

factors that can improve productivity in government.  They include but not 

limited to strengthening of management, motivating the workforce, 

improving technology and capital investment and measurement. 

Accordingly, these have been modified to suit the Nigerian local content. 

Therefore, it was suggested that a strong discipline to audit activities been 

embraced to modify or terminate unsatisfactory ones.  Likewise, the 

various commissions of inquiries on the public services in NIPOST Edo 

State territory and Nigeria in general have recommended among others, a 

new consciousness and conception of management with the usual focus on 

goals, purpose, results and performance.  Also, they recommended the 

utilization of modern management techniques in the nation’s NIPOST.  

Further, they suggested the recruitment of competent and specialist 

personnel and training and retraining of staff to enhance professionalism 

and capacity building for efficient service delivery. Likewise, they harped 

on motivating and inspiring staff to perform better through enhanced 

recommendations for promotion, general welfare packages and removal of 

legal and other conflicts. They averred that the strengthening of manpower 

capacity with emphasis on faithful application of techniques of modern 

management, emphasis on accountability and as well as the 

institutionalization of a forum for management client intercourse and 

public input would enhance public service delivery in NIPOST activities.  
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RESEARCH METHODOLOGY 

The study uses survey method and questionnaires in data collection. 

Descriptive and analytical approaches were also utilized in assessing 

service delivery and productivity in Nigeria.   

 

POPULATION AND SAMPLING METHOD 

This study CONSISTS of 100 respondents of both senior and junior staff of 

NIPOST, Benin City, Edo State. To ensures that every member of the 

population has equal chance of being selected, a simple random sampling 

was utilized for the study.    

 

METHOD OF DATA ANALYSIS  

Tables, frequency and simple percentages as well as chi-square technique 

were used for the analysis. The chi-square (X2) method is denoted by the 

formular as follows: 


−

=
Fe

FeF
X

2
2 )0(

 
 Where: X2 = chi-square; F0 = observed frequency; Fe = expected 

frequency; Σ = summation of value. Degree of freedom (df) is calculated 

using the formula (R-1) (C-1). Where: R = Row, C = column and I = 

Constant. 

Decision Rule: if X2 is greater than the Table value at the appropriate level 

of significance and degrees of freedom, the null hypothesis is rejected in 

favour of the alternative hypothesis and vice versa.  

 
RESULTS AND DISCUSSION 
All One hundred (100) questionnaire administered were returned 
signifying a high response rate.  
 
Table 1: Sex Distribution of respondents  
SEX NUMBER PERCENTAGE 
Male 60 60% 
Female 40 40% 
Total 100 100% 

Source: Field work (2020) 
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Table 2 indicates that 30% of the respondents is made up of 20-30 age 

groups, 31-40 age groups 50%, 41-50 age group 15% while age group 51-

60 (5%). The Table reveals that age -group 31-40 seems to have a large 

labour force for the organization.  

 

Table 2: Age Distribution of respondents  

AGE NUMBER PERCENTAGE 

Between 20-30 years 30 30% 
Between 31-40 years 50 50% 
Between 41-50years 15 15% 
Between 51-60 years 5 5% 
Total 100 100% 

Source: Field work (2020) 

Table 3 shows that out of 100 respondents 60% were married, 38% 

represented single, while the remaining 2% were divorced.   

 

Table 3: Marital status of respondents. 

STATUS NUMBER PERCENTAGE 

Married 60 60% 
Single 38 38% 
Divorced - - 
Widow/widower 2 2% 
Total 100 100% 

Source: Field work (2020) 

 

Table 4 reveals that 80% of respondents gained advantage from training 

by NIPOST.  

 

Table 4: An advantage derived from training  

 NUMBER PERCENTAGE 
Solved operational problem 20 20% 
Improvement in service delivery on the job 80 80% 
Total 100 100% 

Source: Field work (2020)  
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Table 5: NIPOST leadership style  

 NUMBER PERCENTAGE 

Autocratic 80 80% 

Democratic 15 15% 

Leadership by example 05 05% 

Total 100 100% 

Source: Field work (2020) 

 

It was observed in Table 5 that leadership style in NIPOST is autocratic 

with 80% in support.   

 

Table 6: NIPOST staff attitude to work  

 NUMBER PERCENTAGE 

Very good 05 05% 

Good 80 80% 

Poor 15 15% 

Total 100 100% 

Source: Field work (2020) 

 

Table 6 indicates that NIPOST has a good attitude to work as attested to by 

80% of respondents.     

 

TESTING OF HYPOTHESIS  

Null Hypothesis 1: Management activities do not result in poor service 

delivery at NIPOST, Benin City. 

 Table 7: Contingency Table 

Option 0i Ei 0i-ei (0i-ei)2 (0i-ei)2 

(0i-ei)2 

Strongly Agree 50 20 30 900 45 

Agree 40 20 20 400 20 

Disagree 5 20 -15 225 11.25 

Strongly Disagree -1 20 -20 400 20 
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Undecided 5 20 15 225 11.25 

 100    107.5 

Thus, Chi Square X2 = 107.5 and X2 Table = 9.49 

 

Table 7 reveals that the calculated chi-square X2 = 107.50 exceeds critical 

value X2 = 9.49 at 5% level of significance.  Therefore, the null hypothesis 

is rejected and the alternative accepted and we can conclude that 

management activities results in poor service delivery at NIPOST, Benin 

City.  

 

Null Hypothesis 2: Motivation does not increases workers interest towards 

service delivery at NIPOST Benin City  

As indicated in Table 8, the calculated X2 = 102.5 while critical value X2 = 

9.45 at 5% significance level. Therefore, we reject the null hypothesis in 

favour of the alternative hypothesis and conclude that motivation 

increases workers interest towards service delivery at NIPOST Benin City 

 

Table 8: Contingency Table 

Option 0i Ei 0i-ei (0i-ei)2 (0i-ei)2 

(0i-ei)2 

Strongly Agree 60 20 40 1600 80 

Agree 20 20 0 0 0 

Disagree 20 20 0 0 0 

Strongly Disagree 5 20 -15 225 11.25 

Undecided 5 20 -15 225 11.25 

 100    102.5 

Thus, Chi Square X2 = 102.5 and X2 Table = 9.45 

 

As revealed by the results especially in Table 7, it is a common things to 

observe that the inadequacies of successive governments in the post-

independence Nigeria has reflected in the lack of peoples’ oriented policies 

cynically embarked upon by both politicians and top bureaucrats. This 

affected the quality of service delivery occasioned by high level corruption 
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in government. Thus, the degree and quality of workforce available to 

deliver public services in Nigeria is inadequate and not sophisticated 

enough to tackle the new public demands and challenges posed by the 21st 

century administrative and technological system. The implication of this is 

that in several occasions, government’s programmes and services are not 

done with the intention to satisfy the real needs of the people, rather some 

of those services and projects are usually motivated by primordial and rent 

seeking interests. This is why former President Obasanjo once  painted a 

gory picture of the public service in Nigeria when some selected set of civil 

servants were asked to justified the continue payment of the ministry of 

works overstaffed with 23,000 workers, when indeed most of the jobs 

were executed by consultants (Anwar, 2005).  Likewise, sensitive civil 

service positions were staffed with contract workers majority of whom 

lack the required civil service procedures.  The President averred that the 

negative implication of such attitude manifested policy crises all of which 

led to service delivery failure. 

Talking about corruption, the increase in the price of fuel, removal of 

subsidy on consumable goods and services, controversial privatization of 

some key public organizations, petrol, and incessant devaluation of local 

currency among other have affected quality service delivery. Similarly, 

consolidation of democracy and good governance has not been adequately 

supported by the public servants due to wide spread bureaucratic 

corruption. For instance, the government offices particularly at the federal 

level were indicted of gross corruption by the Nigeria Federal House of 

Representative Committee on public account (Vanguard, 14TH September, 

2004). As garnered from dailies in July, 2015, the former head of Federal 

Civil Service, Stephen Oronsaye was arraigned in the Federal High Court, 

Abuja by the EFCC on corruption charges. Similarly, several top 

bureaucrats and politicians like the former Group Managing Director of 

Nigeria National Petroleum Commission Mr. Andrew Yakuku, former 

Petroleum Minister Allinson Madueke were arranged for corruption and 

embezzlement of 9.7 million dollars and 20.3 billion dollars, respectively ( 

The Sun Newspapers, 5th ,July,2015). In the same vein, the suspended 
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Acting Chairman of the Economic and Financial Crime Commission Mr 

Ibrahim Magu is currently facing a presidential probe panel for alleged 

corruption. The foregoing challenges of public service in Nigeria are 

contributive factors to developmental failure of which NIPOST is not 

exonerated. 

 
CONCLUDING REMARKS  
The study examines the effect of inefficiency on service delivery in the 
Nigeria’s public service using NIPOST, Benin City, Edo State as a case study. 
The study argues that providing public services to needy citizens is a 
pointer to the extent the efficiency and effectiveness of government can be 
measured. The major function of public service is providing enabling 
environment for economic growth and prosperity for citizens as well as 
securing and strengthening democratic institutions so as to make citizens 
better off. However, over the years, the state and quality of public service 
is still lamentably poor by all standard. The statistics obtained in the course 
of this study reveal that adequate motivation of workers, provision of 
welfare packages and availability of modern equipment in the organization 
will enhance their interest on the job, thereby leading to efficiency in 
service delivery. The study uses descriptive and chi square analysis to 
assess how inefficiency affects service delivery in the public service. The 
study finds that management activities results in poor service delivery at 
NIPOST, Benin City. However, the study also find that motivation increases 
workers interest towards service delivery at NIPOST Benin City. The study 
therefore recommended that adequate motivations for staff to serve as a 
boost for high productivity should be a guiding principle. Also, 
management style of leadership should be workers’ friendly, Likewise, 
more training programmes should be organized for staff from time to time. 
Finally, a state-of –the-art equipment that aid staff productivity should be 
procured.  
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