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ABSTRACT

The study is conducted to learn on factors affecting quality of service delivery in the local government authorities, a case of Kigamboni Municipal Council, whereas the studies specific objectives include; evaluating the perception of citizens on service quality at Kigamboni Municipal Council, identifying factors affecting the quality-of-service delivery at Kigamboni Municipal Council and Investigate challenges encountered in provision of quality service at Kigamboni Municipality. The study employed a mixture of purposive sampling and random sampling to get sampling units for the study. The study findings are such that, the study was able to collect fifty-three 53 responses from the expected 105 responses, this was equal to 50. 5% responses.  Furthermore, thematic analysis was used to analyse qualitative data while quantitative data will be analysed by the use of SPSS.  The study finding has found that, among citizens 28 individuals which is equal to 52.8% percent had no any knowledge of the client service charter, while the remaining 25 individuals which is equal to 47.2 % had no knowledge on the client service charter. The study was concluded by stipulating that, the quality of service provided by Kigamboni Municipal Council is still not satisfactory to the citizens. And thus, it was recommended that, education on the availability of client service charter should be imparted on citizens so as to raise awareness on the TAT need for each business process to be completed.
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CHAPTER ONE

INTRODUCTION

1.0 Chapter Overview

This chapter is aims at articulating the foundations of the main ideas that are going to be discussed in details in the whole context of this study. The factors affecting the quality of service delivery in the local government are going to be unfolded thoroughly and approached from the point of view of the service providers who are the personnel’s working in different sectors within the Kigamboni Municipality and from the local citizens who are the sole recipient of the service rendered. The chapter is going to include sub-chapters which include, background of the study, statement of the study, objectives of the study, study objectives, significance of the study 
1.1 Background of the Study

Quality service delivered by Local Government Authorities is opted to stimulate local development and tend to meet citizens desires and needs (Kalonda et al. 2021). Such services include waste removal, education and healthcare services (Mamokhere, 2023; Kamugisha, 2021). However, factors such as political interference, poor leadership, dysfunctional government systems, council funds misappropriation, corruption and poor implementation of recruitment policies that lead to nepotism Magagula et al. (2020); Mngomezulu (2020) are negatively affecting the quality-of-service delivery in these Local Government Authorities. 
Globally Local Government Authorities are failing to meet the expected quality of service promised to citizens due to different challenges that they come across with (Mamokhere, 2023; Kalonda, 2023). Scholars such as Mamokhere (2023) have suggested that, in order to improve the quality of service in the Local Government, performance contract must be signed by concerned officials in the local government and as such tie their compensation to the quality service provided. Kamugisha (2021) suggests that, the quality of service provided depends on the interplay of several factors that can be divided into three groups, them being, policy makers which include council officials and councilors, citizens and the streets level bureaucrats.

Following the rising need to attain loyalty and trust of citizens, local governments are in the urge to improve the quality of services they offer (Nogueira, 2022). However, the perception and expectations of quality offered differ from one individual to another (Bostanci & Erdem, 2020). Studies such as Afroj et al. (2021) documents that psychological dissatisfaction among dwellers in respective municipalities can be resulting from the existing gap between the quality of service provided and expected quality level perceived by recipient citizens. Therefore, citizen’s satisfaction can be used as an indicator of measuring the quality of service offered.
In countries such as South Africa, dissatisfaction on the quality of service delivered has been positively linked to citizens uprising in town councils from time to time (Mamokhere, 2023). Also the same situation has been witnessed in Namibia (Kalonda, 2021). As such Muchunguzi (2023) suggested that citizens should be required to participate in developing local government plans and projects to heighten the level of satisfaction on the service rendered. However Afroj et al. (2021) emphasized that, the level of satisfaction can vary within the same service and even further across across services. But can be measured by using citizen satisfaction index (CSI) (Afroj et al. 2021). 
In Tanzania Muchunguzi (2023) has documented on the persistent dissatisfaction of citizens in respect of the quality of service offered in the local government authorities. Magagula et al. (2022) suggests that, the persistent situation in Tanzania can be due to the fact that, among other factors, political actors do not prioritize local municipalities, but rather use them to serve the interests of the central government. Also Kalonda (2021) has observed that ineffective revenue collection systems in the Tanzania local government authorities always leads to shortage of funds and therefore limit the quality of service rendered. 
Furthermore, individual perception on service quality has been used to measure employee satisfaction on service quality delivered in different circumstances (Bostancia and Erdem, 2020). Xu and Zhu (2021) suggest that perceived quality of service is enhanced when citizen’s perception level on quality is close to citizen’s expectation on quality. Nevertheless, studies such as Nogueira (2024) have found a positive relationship between perceived quality of services and perceived value of service, but the casual relationship found did not prove to be significant.

1.2 Statement of the Problem

Poor quality of service delivery in local government authorities had always resulted into service dissatisfaction among the recipient citizens (Mamokhere, 2023). Leaving the matter unattended tends to prompt service delivery protests which always come with mass destruction of both state owned and private property (Kalonda, 2021). Currently, a limited number of studies have been conducted to identify the causes of persistent dissatisfaction on the service quality offered by local government authorities (Muchunguzi, 2023). In Tanzania few studies such as Afroj et al. (2021); Muchunguzi (2023); Kamugisha (2021) and Kessy (2020) have documented on issues related to quality service delivered in various institutions within the public sector. 
That been the case this study was conducted  at Kigamboni municipality to understand the local specific factors which pose a challenge in the provision of quality services in the healthcare sector, education, roads, waste management, water and electricity. The study will vividly identify the pros of leveraging citizens participation in matters related to the development of their local governments, identifying salient challenges that are facing these local authorities in service provision and provide necessary frameworks to be undertaken to combat challenges observed. Furthermore in  policy formulation, the study will contribute by outlining attributes of citizens participation and perceptions that has to be considered during formulating policies that relate to improving service quality across the local governments. 
1.3 Objectives of the Study  

1.3.1 General Objective of the Study

To explore factors affecting the quality-of-service delivery at Kigamboni Municipality
1.3.2 Specific objectives

i. Identifying factors affecting the quality of service delivery at Kigamboni Municipal Council
ii. Evaluating the perception of citizens on  service quality at Kigamboni Municipal Council
iii. Investigate challenges encountered in provision of quality service at Kigamboni Municipality

1.4 Research Questions

1.4.1 Specific research Question

i. What are the factors affecting the quality of service delivery at Kigamboni Municipality
ii. What is the perception of citizens on service quality at Kigamboni Municipality
iii. What challenges are encountered in provision of quality service at Kigamboni Municipality
1.5 Significance of the Study

This study would contribute to the body of knowledge that has documented on factors and challenges which provided opportunity and hindrance in provision of quality service to citizens. In addition, the study findings would add to improve management practice towards provision of quality service. Furthermore, the study findings would add take away issues to be considered during policy formulation to create synergy of institutions within the local government that provide electricity, water, education, healthcare and waste management services.  

CHAPTER TWO

LITERATURE REVIEW
2.0 Chapter Overview

This chapter is going to review theories that will set the ground and lay a foundation on which the study variables will be rooted. Furthermore the chapter will go through empirical literatures of previous scholars who have studies similar or related studies in respect of the subject matter articulated here within. Both theoretical and empirical literature will provide linkage to the study variables that are going to be used here-within. Furthermore conceptual framework was designed to illustrate the pictorial relationship of the study variables as extracted from the literature review.
2.1 Conceptual Definitions

Satisfaction: Can be defined as the collection of psychological states, the result of emotions comprising expectations combined with previous consumer feelings about the experience (Nogueira et al. 2024. pp.2). Satisfaction can also be defined as a judgement or opinion expressed by the customer which shows the gap between vision on the expected product and the perception of the delivered product (Biesok, 2017). In respect to this study, Customer perception is going to be measured by looking at the satisfaction level of the customer, which is going to be measured by five point likert scale.
Service delivery:

 Service quality: Has been defined as the difference between perception and expectations (Muchunguzi, 2023). Service delivery can also be defined as the overall process of developing new and efficient services offerings to the customer (Mehmood, 2021).
2.2 Theoretical literature Review

New Public Management Theory by Christopher Hood (1995)

This theory was aimed at transforming the public sector so as to enhance competitiveness and efficiency in resource utilization to bring about quality services rendered to the citizens. The theory opposes the old bureaucratic theories. The theory is built on the foundation of several principles; them being, first; professional management which justifies clear assignments of responsibilities that fosters managerial accountability, second; effective performance measures that requires  communication of  SMART goals to subordinates, third; Output control which means more attention is put on results and performance, fourth; Introduction of the market disciplines in the public sector, which means lowering operation costs and maximizing product standardization, fifth; adapting private sector management styles, which means moving from traditional public service ethic to more flexible pay structure, hiring and rules, and sixth; prioritize economy in resource utilization which means do more for less. 
The strength that come forth with this theory include high emphasis on resource productivity, enhancing decision making, greater employee engagement, encouraging objectivity and adaptability. On the other side, the theory is limited in the following perspectives; the theory solely focuses on the top management, management is delineated from the rest of employees also focus on the human aspect is reduced.
The theory has been used in previous researchers such as Boualem, and Merizek (2017); Pollitt and  Bouckaert, (2017); Lapuente and van De Wallev (2020) and Mamokhere (2023) to mention a few,  in studies that aim at formulating strategies of reforming the public sector and provide quality service to citizens. The theory is relevant to the study at hand, as such that, it articulates the prerequisites needed in transforming the public sector. The theory provides foundation to the study variables such as performance management, corruption combating, budget control and improved management in relation to the quality service that is modeled as a dependent variable in this study.
2.3 Empirical Literature Review

2.3.1 Factors Affecting the Quality-of-service Delivery
Magagula et al. (2022) in South Africa conducted a study to identify factors impacting local municipalities in provision of social services. The stud mentioned that political waves influenced the recruitment process in the local authorities such that applicants who are not competent are recruited in the council tea and thus fail to deliver their duties within the expected standards. Furthermore the coalition between politicians and local authorities’ elites has resulted into dysfunctional that causes dissatisfaction to citizens in respect of service delivered.  the study was a qualitative one and employed a semi-structured interview in data collection. The study suggested that, among other factors, nepotism and political interference impact the performance. The study made use of thematic analysis in analyzing the collected data. The study findings suggested that political parties interference in hiring practices, hampers the competitiveness and capacity of human resources and thus failure to provide quality service desired by citizens
In his study in Tanzania Kessy, (2020) documented on the importance of transparency in local municipal service delivery and in combating corruption. The study mentions that transparency demonstrated by local government authorities, fosters trust on government among citizens,] and minimize corruption among government officials. The study mentions that, frameworks to enhance transparency in the LGA’s within Tanzania are available but are not implemented and do not work as they are supposed. The functionality of the frameworks are likely caused by contradictions between laws/regulations and policies.  The study further suggests that transparency and accountability encourages good and reliable performance by local governments.  The study used a multiple case study design, through which a multiple of local municipal councils were selected for the study. Data collection was done through survey and interview of key respond. Findings of the study have suggested that corruption is likely to spread widely in municipal administration in absence of transparency and accountability. And at large it impedes the quality of service delivery to citizens. 
Muchunguzi (2023) argued that a host of factors have been identified as obstacles to effective participation in development programmes and projects. One common barrier to meaningful participation, noted by scholars is lack of information by the participants.  Furthermore, this concern with the content of the information being discussed when they recommend paying attention to the amount of information and how it is presented. The study discusses three major obstacles to people’s participation which are structural, administrative and social barriers. Structural obstacles form part of the complex and centralized organisational systems that control decision making, resource allocation and information, and are not oriented towards people’s participation. This situation is usually typified by a ‘top-down’ development approach. Administrative obstacles relate to bureaucratic procedures, operated by a set of guidelines and adopt a blue print approach, providing little space for people to make their own decisions or control their development process. 

2.3.2 Perception of Citizens on the Quality of Service

Naraidoo and Sobhee (2021) have conducted a study in Mauritius, with the aim of understanding citizen’s perception on local government services and their trust in local authorities. The study employed structural equation modelling (SME) in analyzing data collected from citizen’s satisfaction survey. The study also made use of likert scale to measure perception of citizens on the quality of service delivered. The study found that satisfaction on service delivered varies across citizens depending on level of education.
Muchunguzi (2023) conducted a study on understand the perception of quality service provision in local government authorities in Tanzania. The study put much emphasis on understanding the relationship between citizens participation in health and education affairs and satisfaction achieved on after receiving services from the health and education sector. The study was qualitative designed so as so gain deeper information from respondents. The study results found that participation of citizens in planning and executing health and education affairs brought satisfaction whereas in their absence dissatisfaction was bound to occur.
In Turkey Bostanci and Erdem (2020) studied the level of citizens satisfaction regarding the municipal quality of service delivery based on location. The study also suggested that the level of satisfaction depends varies from one individual to another in terms of their level of expectations, level of education, income status and social level. The study further stipulates that municipalities will be in a position to improve the quality of service they deliver only when the organizations understand the level of satisfaction the citizens get in respect of the service they receive. In such cases accurate information about citizens’ satisfaction is required. The study measured citizens’ satisfaction by using a questionnaire on the household level. Fuzzy multiple criteria decision -making criteria techniques was used to analyse the data. The study found that government service services and challenges vary in terms of region and country conditions. 
Kalonda et al. (2021) conducted a study in Namibia and stipulated the behaviour of public servants who act as masters instead of servants, whereas their conducts are featured with no sense of openness accountability and lack of skills in local governance. Conversely, residents have demonstrated awareness growth in respect of their rights in participating in the services offered by the local authorities. The study pointed out that in countries such as Kenya, such circumstances has resulted in the rise of public demonstrations championed by citizens to express dissatisfaction in service offered by town councils. 
The study has furthermore outlined how the local authorities’ public servants fail to meet basic standards for service delivery. The study mentioned existing poor infrastructure, inadequate provision of water, poor town planning, poor solid waste management, inadequate housing, lack of leadership, lack of community participation, financial difficulties, corruption, infective strategic management and  inability to carter for increased number in town councils,  to be the major challenges that causes poor state of service delivery. The study employed mixed methods study design and found that public engagement opportunities, communication and improved internal controls would mitigate flaunting of governance.
In the report titled environmental cleanness in Moshi Tanzania, it is documented that, the council constantly conduct consultations with citizens to identify how individual citizens could take part in enhancing cleanness activities within the district. Such consultations has helped the council to communicate a shared vision in respect of waste management to the grass roots of the community where apart from being a service it is also a council source of revenue collection. Programs such as formulating inter-wards cleanness competitions with a winning prize at stake has stimulated clean environment across the council. 
Furthermore public education regarding cleanness is provided to the community, designing of Mitaa’s collection units with special trucks design for waste collection activities, the revenue collected is used in paying for other operational costs such as casual laborers salaries and trucks maintenance and purchasing fuel for trucks. However major challenges are still observed in plastic waste recycling, limited number of trucks used in cleaning together with limited budget allocated to cleaning activities by the council. Nevertheless, Moshi Municipal Council still look forward to invest into improving the waste management by resolving each challenge pointed above.
2.3.3 Challenges encountered to achieve quality service in local government authorities

The study on understanding the complex interplay of governance, systematic and structural factors affecting service delivery in South Africa was conducted by Mamokhere (2023). The study identified that, weak financial management systems, corruption, political interference, insufficient community participation, limited technical capabilities, financial mismanagement and weal institutional capacity all impedes the quality of service provided within the local municipalities. The study made use of qualitative research approach, whereas document analysis was used to collect data. Thematic analysis was used in data analysis. As such the study findings suggested that to improve the quality of service delivered municipalities should address issues related to political-administration interference, improving financial management and enhancing citizens’ participation.
Mngomezulu (2020) noted that in South Africa political interference has been a major challenge in improving the quality of social services provided by local authorities. Furthermore, broken relationship between local authorities’ officials and politicians widen the gap between the expected and the quality of service delivered. The study further points out that recently, the raise of citizens resistance has been caused by slow pace development and corrupt practices demonstrated by public servants during provision of services. On top of that the study has reported that in South Africa crucial top positions in the public service have been awarded to individuals with political connections. 
As such, the profitless relationships between politicians and top notch public servants have been the order of the day in Africa. The study was grounded on the classical public administration theory; the theory propagated the ideas of promotions, professionalism and non-political system. Findings of the study obtained several responses from citizens so as to improve the quality of service; that is, development projects should be equally allocated in all local authorities, municipal management should be employed in permanent contracts, employing the competent and qualified employees, politicians should differentiate between state issues and political issues. The study recommended that, the main challenge in providing quality service to the public is political interference (Mngomezulu, 2020).
Maphumulo and Bhengu (2019) studied the challenges of quality improvement in the South African healthcare sector, whereas shortcomings observed has caused the public to lose trust in the public healthcare system. Challenges encountered could be summarized into, prolonged waiting time because of shortage of human resources, adverse events, poor hygiene and poor infection control measures, increased litigation because of avoidable errors, shortage of resources in medicine and equipment's and poor record keeping. However, the study mentioned that improvement in healthcare quality can be achieved by studying indicators such as, reduced and fewer errors in health service provision, reduced delays in healthcare provision, improved efficiency and increased market share at low cost. The study used document review and identified articles which account for problems facing the healthcare system in respect of providing quality health services in South Africa. The study findings suggested that regardless of many qualities improvement programme oriented in the health care system still desired outcomes have not been realized.
Renggli et al. (2019) wrote on the effectiveness of routine supportive supervision to increase the quality of health services. The study noted that areas that are featured by shortage of human resources, overburdened healthcare providers, weak supply chains, high donor fragmentation and inefficient allocation of limited financial resources are likely to impair routine supportive supervision practice. The study mentioned that councils CHMT’s supportive routine supervision mainly concentrates on quantity which means inspection of record books whereas as the focus put on quality elements is minimal. Furthermore, poor routine of CHMT supervision was reported to slow down the quality of healthcare services, negatively affected job satisfaction among health workers, job presence, performance motivation and retention of quality workers. The study assessed quality of healthcare by focusing on six dimensions; physical environment and equipment's, job expectations; professional knowledge, skills and ethics; management and administration; staff motivation and client satisfaction. The study used the mixed methods approach. In depth interviews were used to collect qualitative data. Study findings suggested that routine supportive supervision works more effective and efficient in upgrading the quality of healthcare services.
2.4 Study Gap

Studies such as Nogueira (2024) have documented that due to the changing nature of human beings, studies on the evolution of citizens perception on the quality of service cannot be overemphasized. Studies conducted in Tanzania by Kessy (2020), Kamugisha (2021) and Muchunguzi (2023) have utilized other theories such as Principal Agent Theory, Street Level Bureaucracy theory (SLB) and Decentralization by Devolution theory. Previous studies have not employed New Public Management (NPM) in addressing the challenges encountered by Local Government Authorities in providing quality of high service to citizens. The current study aimed at addressing challenges facing provision of quality services at KIGAMONI Municipal Council using New Public M) theory.
2.5 Conceptual Framework
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Figure 2.1: Conceptual Framework

Source: Researcher Data, 2024

CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Chapter Overview

This chapter presents and describes the research procedures which will be used in conducting this study. Research methodology refers to the ways through which   various steps are generally adopted by a researcher in studying research problems systematically, along with the logic, assumptions, justification, and rationale behind them (Rusnac, 2020). The methodologies ensure the application of the correct procedures to solve the problems.  This chapter presents the area of the study, research approach, research design, population of the study, sampling procedure and sample size, data collection methods and data analysis plan. 

3.2 Area of the Study

The study was conducted at Kigamboni municipality located in the Dar es Salaam region, Tanzania. The area of the study has been chosen because this municipality is relatively infant when compared to other municipalities located in the Dar-es-salaam city. However, that is in exception of Ubungo municipality which is akin to its twin in respect of their starting date of formation and existence in operations. The area of the study was chosen since being relative new in operations offers a wider basket of new decisions needed to be taken to ensure quality services are offered to the citizens as far  as this study context is concerned. 

The area has was chosen to enhance the current administration, at the earliest stage possible to identify challenges and barriers that can be encountered during the provision of services such as road transport, water, land services, electricity, healthcare, education, sanitation and waste management. And therefore, provide and suggests best strategies to be adopted within the local area, so as to mitigate and provide quality services that would meet the expectations and satisfaction of the citizens. And thereafter be a benchmark for other like aged local municipalities and local councils at large.
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Figure 3.2 A Map of Kigamboni Municipality
3.3 Research Design

The study will applied mixed methods research design, as such both qualitative and quantitative methods of research were used. This method allowed the study to harness the benefits of both methods in addressing the research questions. The qualitative part of the study was applied on non-numerical data in answering the research questions while the quantitative part of the study was numerical data in answering the study questions.

3.4 Research Philosophy


 In response to the nature of the objectives of the current study, this study based   on the pragmatic paradigm. Three main research paradigms exist and these include; positivism, interpretivism, and pragmatic paradigms. The philosophical foundation of the pragmatic paradigm was used in this study owing to the quantitative and qualitative nature of the objectives. The Pragmatic paradigm is a philosophical underpinning of mixed methods research, in which a combination of both positivism and interpretivism foundations is crucial. As such, the pragmatic paradigm is a hybrid of positivism (quantitative methods) and interpretivism (qualitative methods) philosophical underpinnings. 
3.5 Population of the Study

A population is a collective term used to describe the total quantity of cases of the types, which are the subject of a given study (Welman & Kruger, 2001). The population of this study included both employees working in several public institutions at Kigamboni Municipality, them being DAWASA- water service, TANESCO- electricity services, Kigamboni Municipal Council - Health, waste management and education services. Also, Citizens within Kigamboni Municipality were included in the study. Kigamboni Municipal has a total population of 317,902 people according to (Census 2022).
3.6 Sampling Techniques and Sample Size

3.6.1 Sampling Techniques

Purposive sampling was used which a non-probability is sampling. Rwegoshora (2014); Etikan and Babatope (2019) noted that purposive sampling is also called convenient sampling and it is based on the knowledge and understanding of the researcher in selecting proper respondents. A total of Eight (8) key informants was selected and added to the main sample. Also, random sampling was used to select citizens to be included as sample items in the sample size. 
3.6.2 Sample size 

 Sample size refers to the part of the population to be researched in a given study (Kothari, 2008). Citizens as sample items to be included in the main sample was determined by using Yamane's (1967) formula which is given by 
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 of which the accepted sampling error by Yemane was 0.05 and the total population was measured to be 317,902

​Whereby[image: image5.png]


 = sample size, 

N = population size which was measured to be 317,902 

And [image: image6.png]


 = acceptable sampling error which was estimated to be 0.05

Therefore, by substituting the values into the formula the sample size was estimated as elaborated below

n= 317,902/1 +317,902(0.1)^2                  

n= 317,902/1+317,902 (0.01)

n= 317,902/ 1+ 3179.02 = 96.95~97……………. equation (1)

As such the total sample size will be one hundred and five (105) respondents. The sample units will be comprised of eight (8) respondents from managerial personnel at Kigamboni Municipal who will be selected purposive and ninety-seven (97) respondents will be selected randomly from the Kigamboni Municipality population.

3.7 Data Collection Methods

Data collection is defined as the process of gathering and measuring information in research by using standard validated techniques to answer stated research questions and evaluate outcomes. The study applied primary data collection methods to collect firsthand information to address the key research questions on each specific objective. 
3.7.1 Questionnaire

Semi-structured questionnaires with both closed-ended and open-ended questions were administered by the researcher to collect data from respondents who sampled through simple random sampling. These respondents included randomly selected citizens to represent the population residing at Kigamboni Municipality. The questionnaire was designed to gather data needed for answering all of the three specific objectives of the study. Furthermore, data is collected from this group because citizens are the ones receiving service offered by the municipal council, therefore their perceptions on the quality of services offered, matters significantly. Nevertheless, citizens are expected to express from their point of view what aspects do they consider as challenges and factors that hinder the provision of quality service.  The questionnaire will be given to respondents by using the most convenient way. 
3.7.2 . Interview

 Interviews were conducted to the key informants to gather quality information regarding service quality and citizens satisfaction. The interviews involved a researcher engaging in a face-to-face dialogue with interviewees who are expected to be citizens who are well informed and conversant with the client service charter.  A structured interview was conducted and the pre-determine questions to cross-examine respondents were used. This group was interviewed as it represents the proportion of citizens who knows the responsibilities of the municipal council in fulfilling the mission on providing quality services to residents. 

3.8 Data Processing and Analysis

All quantitative data from the semi-structured questionnaires   were analyzed by using descriptive statistics such as means and standard deviations. With the aid of SPSS for data analysis.  Furthermore, thematic analysis was done through N vivo to analyse qualitative data. Thematic analysis enabled data to be organized into themes and sub-themes related to the study objectives (Nunan, 2019). Only important information that reflects themes from the specific objectives of this study was used to supplement the information obtained from the questionnaire. 

3.9 Reliability

The test-retest method was used to measure the reliability of the data collection instruments. Instruments with; administered twice with a week on twenty persons to obtain results which was compared to find any significant difference. This procedure will enable assuring of study data consistency, hence reliability

3.10 Data Validity

Content validity was used to test how well the measuring instruments meets the standards. A panel of professions will be used to test for validity of a measuring instrument to ensure that data collected covers the necessary information needed to answer the specific objectives of the study.

CHAPTER FOUR 

RESULTS AND DISCUSION
4.0 Chapter Overview

This chapter is going to provide results of the study findings after analysing the data obtained from the semi structured questionnaires given to both citizens and service providers together with providing their demographic characteristics. Furthermore, the chapter will articulate study findings obtained from the qualitative data, based on three themes which are; first, the perception of citizens on service quality at Kigamboni Municipal Council, secondly, factors affecting the quality-of-service delivery at Kigamboni Municipal Council and thirdly, challenges encountered in provision of quality service at Kigamboni Municipality. Finally, the chapter will provide summery of the whole chapter

4.1 Demographic Characteristics of Respondents

The study findings as shown in figure 4.1.1 shows that both genders participated much and provided their responses. If that was the case, the study respondents could be grouped into 28 females which was equal to 49.1% and 29 males which was equal to 50.9. Therefore, male and female participation in the study was almost equal. Research funding organizations (RFOs) that constitute the Global Research Council (GRC) declared gender equality to be a key component in research excellence, so as to o improve the societal relevance of research (Susanna and Jimmy 2021).
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1 Figure 4.1.1: Sex distribution of Respondents

Source: Survey data

Furthermore Figure 4.1.2; below shows the respondents’ education level where by the majority (21) had a bachelor degree followed by diploma (15) and other few respondents have Master’s degree (12), Certificate (5) and the last was other kind of education level (4).  This implies that all the respondents who participated in this study have adequate knowledge and understanding of what they been asked about. According to UN-HABITAT, (2011) as cited by Mgeni (2017) education is always valued as a means of deliverance from ignorance and enables one to perform effectively to any given task within a specified period, Moreover, education attainment of a particular population is an important determinant of their opportunities and behavior that has strong effects on quality of service.
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2 Figure 4.1.1: Sex distribution of Respondents

Source: Survey data

Based on figure 4.1.3 respondents’ profession, most of respondents were employed (35) followed by managers (12) and businessman (7) and (3) came from other professions. This implies that high number of respondents was aware of the services provided by Kigamboni Municipal because some of them work in responsible offices that work in collaboration with Kigamboni Municipal Council.
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1 Figure 4.1.3 Profession distribution of respondent

Source: Survey data

In Profession experience distribution figure (figure 4.1.4) below shows that majority (36) of the respondents have work experience of more than 5 years in their work field and the rest of the respondent (21) their working experience are below five years. This implies that the majority of the respondents have many years of experience enough to know the factors that make quality service and what challenge they go through to ensure that quality of services is provided to the users to the extent that they are satisfied.
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 2 Figure 4.1.4: Profession experience distribution of respondents

Source: Survey data

4.2 The perception of citizens on service quality at Kigamboni Municipal Council

So as to understand the perception of citizens on service quality as provided by Kigamboni Municipal Council, the study took interest to understand citizens awareness in respect of the client service charter which is a contact document that explains the maximum Turn Around Time (TAT) required to complete each service provided by each division at the Municipal Council. The study findings have indicated that 28 individuals which is equal to 52.8% percent had no any knowledge of the client service charter, while the remaining 25 individuals which is equal to 47.2 % had no knowledge on the client service charter. 

These results indicate that almost half the citizens at Kigamboni Municipal Council have known knowledge on their rights, meaning that, citizen are not aware of how fast the government is supposed to offer the service required when need arise. The lack of knowledge observed, put citizens in a position not to be able to hold accountable public servants at Kigamboni Municipal council who fail to do their responsibilities as required. 

Furthermore, the study made use of a five points Likert scale so as to understand the perception of citizens satisfaction on waste management service provided by the municipal council, 23 respondents which is equal to 44.2% mentioned that, they do not use the solid waste management service provided by the Municipal Council, whereas 29 respondents which is equal to 55.7% agreed that, they do use the solid waste management service provided by the municipal council.

1 Table 4.2.1: Describing perception level on solid waste management services

	Item
	Response
	Count
	Column %
	Mean
	Weighted mean
	Perception level

	Education on environment management
	Very dissatisfied
	7
	24.10%
	2.21
	2.25
	Low perception

	
	Dissatisfied
	13
	44.80%
	
	
	

	
	Neither satisfied nor dissatisfied
	5
	17.20%
	
	
	

	
	Satisfied
	4
	13.80%
	
	
	

	
	Very satisfied
	0
	0.00%
	
	
	

	
	
	
	
	
	
	

	Supervision of environment management
	Very dissatisfied
	6
	20.70%
	2.31
	
	High perception

	
	Dissatisfied
	13
	44.80%
	
	
	

	
	Neither satisfied nor dissatisfied
	7
	24.10%
	
	
	

	
	Satisfied
	1
	3.40%
	
	
	

	
	Very satisfied
	2
	6.90%
	
	
	


Source: Survey data

The study results on the perception of citizens regarding the provision of solid waste management services are as provided in table 4.2.1. The results indicate that, on average, citizens feel that, the environment education provided is not satisfying. This result is indicated by the mean value of 2.21 which is relatively bellow 2.25 which is the weighted average mean for the items under consideration. This study results coincide with Prashanth et al.  (2019) who recorded on lack of awareness of the public regarding waste management and emphasized that early and constant education on waste management should be provided to citizens so as to raise environmental thoughtlessness. Likewise, Youssef and Mohammed (2024) documented on the indifference condition demonstrated by citizens in respect of being aware of the environmental issues and cemented that such citizens tend to perpetuate bad habits of depositing trash on sidewalks, as such the study recommended that education on waste management should be extended to citizens so as to make them understand the significance of proper waste management.

On the other hand, citizens feel that, the supervision on environment management is satisfactory. This result is shown by the item mean value of 2.31 which is relatively higher when compared to the weighted mean of 2.25.  However, the satisfaction is not significant because the score has not exceeded the expected threshold of three (3). This can be witnessed by the lower cumulative percentage of 10.3% composed of individuals who are satisfied and very satisfied. However, the study finding co-relates to the report titled “Environmental cleanness in lessons for waste collection service delivery and revenue”, which stipulated that, even though there are challenges faces waste management Moshi Municipal Council. High step improvement has been reached in waste management administration by decentralizing the management of the service to the ward level whereby wards are mandated to collect waste revenues, and use such revenues in paying for expenses such as payment for labour, administration, equipment’s, maintenance of waste carrying tracks and fuel. L

On top of that, the study took interest to understand the citizens perception on pre-primary, primary and secondary education offered by the Municipal council. The study found that 23 respondents equal to 44.2% did not use the pre -primary, primary or secondary education offered by the municipal council while the rest 29 respondents equal to 55.8% did use the service. Further results for each item measured under the education service dimension are shown in table 4.2.2.

2 Table 4.2.2: Describing perception level of education services

	Item
	Satisfaction level
	Count
	Column N %
	Mean
	Weighted mean
	Perception level

	Student transfer within and outside the region
	Very dissatisfied
	8
	26.70%
	2.07
	2.44
	Lower perception

	
	Dissatisfied
	16
	53.30%
	
	
	

	
	Neither satisfied nor dissatisfied
	4
	13.30%
	
	
	

	
	Satisfied
	2
	6.70%
	
	
	

	
	Very satisfied
	0
	0.00%
	
	
	

	
	
	
	
	
	
	

	General student/pupils teaching conditions
	Very dissatisfied
	4
	13.30%
	2.38
	
	Lower perception

	
	Dissatisfied
	15
	50.00%
	
	
	

	
	Neither satisfied nor dissatisfied
	10
	33.30%
	
	
	

	
	Satisfied
	0
	0.00%
	
	
	

	
	Very satisfied
	1
	3.30%
	
	
	

	
	
	
	
	
	
	

	Number of teaching classrooms
	Very dissatisfied
	4
	13.30%
	2.79
	
	High perception

	
	Dissatisfied
	6
	20.00%
	
	
	

	
	Neither satisfied nor dissatisfied
	17
	56.70%
	
	
	

	
	Satisfied
	1
	3.30%
	
	
	

	
	Very satisfied
	2
	6.70%
	
	
	

	
	
	
	
	
	
	

	Procedures for pupils/students results dissemination to parents
	Very dissatisfied
	2
	6.70%
	2.48
	
	High perception

	
	Dissatisfied
	18
	60.00%
	
	
	

	
	Neither satisfied nor dissatisfied
	7
	23.30%
	
	
	

	
	Satisfied
	2
	6.70%
	
	
	

	
	Very satisfied
	1
	3.30%
	
	
	

	
	
	
	
	
	
	

	Student/pupil enrollment
	Very dissatisfied
	8
	26.70%
	2.17
	
	Lower perception

	
	Dissatisfied
	15
	50.00%
	
	
	

	
	Neither satisfied nor dissatisfied
	4
	13.30%
	
	
	

	
	Satisfied
	2
	6.70%
	
	
	

	
	Very satisfied
	1
	3.30%
	
	
	

	
	
	
	
	
	
	

	Teaching of science subjects
	Very dissatisfied
	3
	10.00%
	2,76
	
	High perception

	
	Dissatisfied
	10
	33.30%
	
	
	

	
	Neither satisfied nor dissatisfied
	13
	43.30%
	
	
	

	
	Satisfied
	2
	6.70%
	
	
	

	
	Very satisfied
	2
	6.70%
	
	
	


Source: Survey data

The study shows that citizens feel less satisfied with the student transfer service within the region offered by the municipal council, this result is shown by the item mean value of 2.07 which is relatively low when compared to the weighted mean average of 2.44. of the whole education service dimension. In this procedure followed is such that, when the citizen needs services especially transfer of pupils should fill transfer forms in head teacher’s office and issues them to ward Education officer and District Primary Education Officer (Kigamboni strategic plan, 2021/2022-2025/2026).
On top of that, under the education dimension, the study took interest in understanding the General student/pupils teaching conditions. In response to this sub item, citizens feel to be less satisfied with the teaching conditions of their children, the lower perception is show by the item mean value of 2.38 which is relatively lower when compared to the weighted mean average of 2,44. The less satisfaction is seen by the cumulative percentage of 63.3% of all individuals who have shown to be dissatisfied and very satisfied with the teaching conditions of their children. Some of the respondents in this study have indicated that high concentration of students in one class to be a challenge and poorly motivated teachers worsen the situation, this result can be further expounded by Coster, (2023) who studied the effects of classroom ratio on academic performance, whereas the study pointed out that, students performance is highly influenced by high pupil concentration in one class.

The study results also indicates that citizens feel satisfied with the number of classrooms, this is indicated by the mean value of 2.79 which is relatively higher than the weighted average mean value of 2.44 of the education dimensions. Nevertheless, majority of respondents in this sub-item represented by 56.7% show that, they are indifferent which means neither satisfied nor dissatisfied with the number of teaching classrooms available. The study finding shows that although there are efforts made in increasing a number of classrooms, the shortage still exists, this could be further elaborated by Dauden (2023) who studied the effects of shortage of classrooms on teachers effectiveness, whereas the author stipulated that the execution of curriculum-based competence was high affected by overcrowded classrooms in Temeke Municipal Council. However, Sukurieth and Kitula (2019) who conducted a study in Arusha region, points out that classrooms are available in schools. These contradiction results warrant the need of further research so as to obtain census.

Student enrollment was also assessed in the education dimension, the study results indicate that citizens are less satisfied with the enrollment number of pupils in primary schools and students in secondary schools. The citizens less satisfaction can be seen by the mean value of 2.17 which is relatively smaller when compared to the weighted mean value of 2.44 of the education dimensions. This result indicates that citizens are not satisfied with the rate of pupils and students enrollment in primary and secondary schools respectively. However, the study findings are contrary to Sukurieth and Kitula (2022) who mentioned that the enrollment of pupils and students in entry levels have gradually increased. 

The study also found that, citizens feel satisfied with the teaching of science subjects. This is indicated by the item mean value of 2.76 which is higher than the the weighted average weight of 2.44. However, although perception is high, majority of respondents 43.3% indicate that they are indifferent, meaning that they neither agree nor disagree to the item statement. However, experience shows that, currently the government have taken the trajectory of employing science teachers and offer their placement to the working stations directly from the ministry.

Together with understanding the education services offered by the municipal council, the study took interest to study the perception of citizens on health services offered at Kigamboni municipality. As such the study found that seven 7 respondents equal to 13.4^% did not use the public health facilities while the majority 45 respondents equal to 86.45% did use the public health services.

3 Table 4.2.2: Describing perception level of education services

	Item
	Satisfaction level
	Count
	Column N %
	Mean
	Weighted mean
	Perception level

	Availability of necessary medicines
	Very dissatisfied
	8
	17.40%
	2.4
	2.44
	Low perception

	
	Dissatisfied
	21
	45.70%
	
	
	

	
	Neither satisfied nor dissatisfied
	12
	26.10%
	
	
	

	
	Satisfied
	3
	6.50%
	
	
	

	
	Very satisfied
	2
	4.30%
	
	
	

	
	
	
	
	
	
	

	Availability of admission beds
	Very dissatisfied
	5
	10.90%
	2.5
	
	High perception

	
	Dissatisfied
	19
	41.30%
	
	
	

	
	Neither satisfied nor dissatisfied
	17
	37.00%
	
	
	

	
	Satisfied
	4
	8.70%
	
	
	

	
	Very satisfied
	1
	2.20%
	
	
	

	
	
	
	
	
	
	

	Availability of laboratory services
	Very dissatisfied
	5
	10.90%
	2.42
	
	Low perception

	
	Dissatisfied
	24
	52.20%
	
	
	

	
	Neither satisfied nor dissatisfied
	14
	30.40%
	
	
	

	
	Satisfied
	1
	2.20%
	
	
	

	
	Very satisfied
	2
	4.30%
	
	
	

	
	
	
	
	
	
	

	Availability of prevention of integrating antenatal care (ANC) and  mother-to-child transmission (PMTCT) and  
	Very dissatisfied
	6
	13.00%
	2.4
	
	High perception

	
	Dissatisfied
	24
	52.20%
	
	
	

	
	Neither satisfied nor dissatisfied
	12
	26.10%
	
	
	

	
	Satisfied
	2
	4.30%
	
	
	

	
	Very satisfied
	2
	4.30%
	
	
	

	
	
	
	
	
	
	

	Medical doctor, attending to NHIF patients
	Very Dissatisfied
	10
	21.70%
	2.36
	
	Low perception

	
	Dissatisfied
	19
	41.30%
	
	
	

	
	Neither satisfied nor dissatisfied
	11
	23.90%
	
	
	

	
	Satisfied
	5
	10.90%
	
	
	

	
	Very satisfied
	1
	2.20%
	
	
	

	
	
	
	
	
	
	

	Reception services and being attended by the medical attendant
	Very dissatisfied
	9
	19.60%
	2.42
	
	Low perception

	
	Dissatisfied
	19
	41.30%
	
	
	

	
	Neither satisfied nor dissatisfied
	12
	26.10%
	
	
	

	
	Satisfied
	4
	8.70%
	
	
	

	
	Very satisfied
	2
	4.30%
	
	
	

	
	
	
	
	
	
	

	Provision of emergency after works services
	Very dissatisfied
	7
	15.20%
	2.58
	
	High perception

	
	Dissatisfied
	11
	23.90%
	
	
	

	
	Neither satisfied nor dissatisfied
	25
	54.30%
	
	
	

	
	Satisfied
	3
	6.50%
	
	
	

	
	Very satisfied
	0
	0.00%
	
	
	


The study findings show that, citizens do not feel satisfied with the availability of necessary medicines in hospitals. This result is demonstrated by the mean value of 2.4 which is relatively lower than the average weighted mean of 2.44 of the health service dimensions. Furthermore, this result is demonstrated by the cumulative frequency of 63.10% which is above half of the total respondents, whom have indicated to be dissatisfied and to be very dissatisfied with the provision of necessary medicines in medical facilities. In the same perspective one the service provider has cemented the finding by declaring that there is shortage of drugs and medical equipment's. This finding falls in line with Akpor et al. (2023) who pointed out that, in Nigeria, poor funding, shortage of drugs and medical equipment's in public hospitals negatively impact the condition of healthcare system across the country.

To add more, the study finding has noted that, citizens are feeling satisfied with the provision of admission beds in hospital. This is indicated by the item mean value of 2.5 which is relatively higher when compared to the weighted average mean of 2.44. However, the mean value has not exceeded the value of three which is considered the central point in this context, therefore it is likely that the high perception shown in the study finding is not significant. The insignificance of the results can be observed by a cumulative percentage of 52.2% which combines respondents who are dissatisfied and   those are very dissatisfied by the provision of admission beds in hospitals. in Tanzania Kesigabo et al. 2012 noted that, health centers have an average of 10-20 beds whereas Sue et al. (2016) when pointing out health system and epidemiology indicators they mentioned that 70 hospital beds are needed per 10,000 Tanzanian population. And for the case of east Africa Pipit et al. (2020) shows that there is a high demand for beds in Uganda.

Study results indicate that, citizens do not feel satisfied with the provision of medical laboratory services. This result is indicated by the mean value of 2.42 which is relatively lower when compared to the weighted mean of 2.44. This result is further elaborated by the 63.10% cumulative frequency of respondents who feel dissatisfied and very dissatisfied with the provision of medical laboratory service. For instance, the study identified one respondent who mentioned the lack of modern laboratories as one among other challenges that limit the provision of quality health services. However, the structure of medical laboratory services offered in public hospitals is elaborated by Kwesigabo et al. (2019) who mentioned that a number of inpatient services not offered in public hospitals including laboratory and x-rays diagnostic centers are outsourced to be provided in the district hospitals. As such patients may feel disturbed when moved from one facility to another to seek for medical laboratory services and thus affect their satisfaction level.

The study took interest to understand the availability of prevention of integrating antenatal care (ANC) and Prevention of mother-to-child transmission (PMTCT). the study findings show that citizens do not feel satisfied by the provision of the service. This dissatisfaction is shown by the mean value of 2.4 which is relatively lower than the weighted average value of 2.44. Furthermore, the cumulative percentage of 65.20% further indicates the proportion of individuals who together are dissatisfied and very dissatisfied with provision of the service.

Also, the study finding has noted that, citizens do not feel satisfied with the medical doctors providing medical services to NHIF patients. This result is shown by the item mean value of 2.36 which is relatively lower than the weighted average of 2.44. Furthermore, the results are indicated by the cumulative percentage of 63% which sum up respondents who are dissatisfied and very dissatisfied by the service provided. This study results are contrary to Charles and Viswanadham (2022) who mentioned that NHIF beneficiaries get services without using cash, and receive services without any problems 
4.3 Factors affecting the quality-of-service delivery at Kigamboni Municipal Council

In answering this study objective, the citizens and service providers mentioned factors that affect the quality of service delivered by the Kigamboni Municipal Council. With regard to the solid waste management service, the study results have been documented according to sub-themes, them being;
Limited working equipment's and human resources: Majority of citizens 29 respondents equal to 55.7% of respondents have indicated that, there service providers lack enough equipment's and gears to perform their duties effectively, the citizens have indicated that, service providers lack enough human resources, lacking enough trucks to collect trash. 
Because of such challenges citizens witnesses failure of trucks to reach into some of the streets to collect solid waste, also the service providers companies have failed to put landfills and trash collection centers, also lack of working gears given to trash collecting workers deters the effective performance of the trash collecting activity. This finding relates to the report titled “Environmental Cleanliness in Lessons for Waste Collection, Service Delivery and Revenue” the report focused om Moshi Municipal Council. The report indicates that, although the Municipal council has put enough efforts in providing trucks at Mtaa levels for waste collection activities, still the trucks are not enough to cover all of the desired area. In line with this finding, Kalonda et al. (2021) points out that lacks of serviceable tracks to collect and to dump hampers the efforts allocated toward solid waste management at Mulilo council in Namibia.
Limited knowledge on solid waste management among citizens; 7 respondents equal to 13.4% have shown that citizens lack necessary knowledge required in managing the solid wastes they produce. Citizens have mentioned that garbage is being disposed anywhere across the streets, negligence in handling solid waste. In that regard Youseff and Mohammed (2024) recommends that it is critical to promote awareness regarding the use and re-use of bags, training the community on how to proper waste disposal habits so as ti minimize the potential environmental impact.

Other factors mentioned include, delays in trash collection, inconvenient infrastructure, high service fee, lack of communication between citizens and trash collection companies and poor knowledge of waste management practices among the human resources of the service providers.

On the other hand, in respect of the education service, the following factors have been mentioned to impact the quality-of-service delivery; Lack of enough teachers; 13 respondents equal to 25% mentioned that the number of teachers attending students in classes is not satisfactorily, that the teacher-student ratio is still not appropriate. Furthermore, respondents have mentioned that, the shortage of science teachers is obvious in some the public schools. This finding concurs with Wema (2014) show that most of the school suffer from shortage of teachers in relation to students’ ratio (1:40). Teacher- pupil ratio for instance, it emerged that in their study some schools had the ratio of 1:70 which was far beyond the recommended maximum rate of 1:40.  Due to such high ratio teacher find it difficult to pay attention to all learners especially the slow ones.
Lack of enough classrooms; 6 respondents equal to 11.5% of respondents have shown that a limited number of classrooms causes high concentration of students in one classroom that deters concentration and level of understanding among students. The study resonates with Catheline (2015) explains that most schools did not have adequate classrooms to accommodate the large number of pupils enrolled in the community schools. For instance, classrooms appeared to be generally congested and there was hardly any space for free movement during lessons. Therefore, access to quality education is not possible when large number of students were packed into small classrooms.
Lack of teaching equipment; 6 respondents equal to 11.5% of respondents mentioned that, lack of alternative books, teaching apparatus, practical laboratories and shortage of desks negatively impacts the quality of education service offered in the public schools. In with the study finding Coster, (2023) who studied the effects of classroom ratio on academic performance, pointed out that, students performance is highly influenced by high pupil concentration in one class.

Poor infrastructure; 9 respondents equal to 17.3% explained that, less suitable learning environment, poor roads infrastructure on routes to school, limit the quality of education provided. Sukurieth and Kitula (2022) wrote on the availability of physical infrastructural and its influence on education, the study findings were such that many public schools had no official teachers offices and instead some of the students classrooms are used as offices, teachers are using students’ furniture's interchangeably such as chairs and desks, fewer classrooms as required. The study recommended that parents should engage in conversations with school administration to improve learning environment by improving infrastructures for both teachers and students so as to raise the performance for both sides.

Other challenges mentioned include, poor budget (1.9%), poor education monitoring (1.9%), poor communication between parents and teachers, (1.9%), those who don’t know 11.5%, poor parents understanding on the importance of education (1.1%) and lack of furniture (1.9%)

Nevertheless, the factors affecting quality of service, were further summarized into health service factors which include; Lack of enough medical appliances, gears and medication; 19 respondents equal to 36.5% mentioned that, there is less quality medical appliances, lack of necessary medicines, lack of medical apparat such as MRI and Ultrasound. This study results corresponds to Kwesigabo et al. (2019) who wrote on Tanzania health system and workforce crisis, the study findings noted shortage of drugs and medical equipment’s are the challenges that faces the health system in Tanzania.

Limited number of healthcare providers; 15 respondents equal to 28.8% mentioned that there is a shortage of heath care providers ranging from medical attendants, nurses, technologists, doctors and specialists, that sometimes results into formation of long ques of patients and sometimes critical patients. The study finding is falls in line with Renggli et al. (2019) who conducted a study so as to improve health service quality in Tanzania, the study was conducted to enable effective supportive supervision of healthcare services, one among the challenges observed in the process was that, due to shortage of human resources in the health service system, the new supportive supernation conducted by CHMT could not be implemented effectively. This same finding informs the study at hand that, shortage of healthcare services is still a universal challenge in the Tanzanian Health system.

Lack of customer experience knowledge: 7 respondents equal to 13.4% mentioned that, some of the service providers in the health care centers at Kigamboni Municipality, uses abusive languages in such a way that shows that they lack basic customer care knowledge, medical practitioners do not provide patients detailed reports that gives information on their health conditions. This study finding resonates with Felicite (2023) who conducted a study in Uganda in Private hospital and observed that, lack of customer care unit and customer experience among service providers affects customer loyalty and hampers customer satisfaction. The study stipulated that customer care and customer high satisfaction are indicators of quality service. Other factors mentioned include, poor budget allocation, poor administration and management, long distance to health centers, corruption and poor budget allocation.
4.4 Challenges encountered in provision of quality service at Kigamboni Municipality
Lack of teaching staffs was the most challenge reported.  Study findings shows that, shortage of teachers in both secondary and primary schools threatens the quality of education service given in both primary and secondary schools. However, the shortage of staffs is much pronounced in science subjects where available teachers have to attend all class ranks at school something that limit effectiveness and efficiency of the service given. The study has further recorded that, there are some cases where unqualified teachers and, in most cases, teachers qualified in other disciplines were assigned to teach Mathematics and Science subjects. Something that has resulted into perennial poor performance. 
This study finding concur with Melickius and Festo, (2021) who reported that insufficient number of teaching staff is a common feature of the secondary school education system in Tanzania, whereas Most secondary schools, either do not have adequate number of staff or the required type of teachers or both. Moreover, study by Wema (2014) show that most of the school suffer from shortage of teachers in relation to students’ ratio (1:40). Teacher- pupil ratio for instance, it emerged that in their study some schools had the ratio of 1:70 which was far beyond the recommended maximum rate of 1:40.  Due to such high ratio teacher find it difficult to pay attention to all learners especially the slow ones. One respondent claim that

Box No 4.4.1
We still have great shortage of science teachers in our schools, especially secondary schools. Our children have not yet found good teachers in science subjects, that is why their grades are not impressive. This problem is affecting most of the government schools, these schools do not have good teachers now days, that’s why most of the parents decide to send their kids to private schools, so as to make sure that their children get quality education, regardless the is at high cost of education they incur (Citizen from Tanzania Bureau standards, October 202429/10/2024).        
Insufficient of teaching facilities was another common challenge in providing quality education. Result shows that, there is shortage of essential equipment and materials, such as chalks, textbooks, work scheme, register and furniture, which makes teaching and learning very difficult. The findings by Wema (2014) shows that in order for a school to advance the learning opportunities offered to the students, has to adequately utilize the facilities available. School facilities include the administrative office, staff rooms and offices, classrooms, laboratories, workshops, equipment, stocked libraries, hostels, staff houses and the school play grounds.
 If such facilities are inadequate then the school fails to provide access to quality education. Furthermore, the study by Catheline (2015) explains that most schools did not have adequate classrooms to accommodate the large number of pupils enrolled in the community schools. For instance, classrooms appeared to be generally congested and there was hardly any space for free movement during lessons. Therefore, access to quality education is not possible when large number of students were packed into small classrooms.
 Moreover, another most challenge was frequent Curriculum change Curriculum change in Tanzania is a problem, which has been affecting provision of quality education in schools. The government of Tanzania has been frequently changing the curriculum without proper involvement of teachers and the teachers find it difficult to implement the unknown curriculum. According to Melickius and Festo (2021) teachers were unhappy on the frequent changes of the curriculum because it affects the teaching and learning process of students and government has been frequently changing the curriculum without proper involvement of teachers on the ways to handle and manage such changes. Also, seminars, workshops and other capacity building on curriculum change involve only one or two teachers at a school.

Box No 4.4.2
Tanzania curriculum changes so much that teachers find so hard to decide what to implement because the government does not involve them in the change of curriculum. Also, despite changing of these curricula they have not found a good curriculum that reflects real life after students finish their studies that’s why there is a huge number of young people who are unemployed, because the education they got has not helped them”.  (Citizen from NBC, October 2024)      
Poor school infrastructure was another challenge reported that citizen encounter when accessing quality education for their children. In order to acquire quality education sound school infrastructure should be taken into consideration to ensure that the students get friendly and safe learning environment. Supportive learning infrastructure are like libraries, laboratories, dormitories, school fences, classrooms, staff rooms and staff houses.
 Akade (2018) reported that having supportive learning infrastructures in place is very vital to ensure right kind of quality education (knowledge, value and skills) is imparted to all children. Supportive learning infrastructures like libraries and laboratories are very crucial to ensure excellence not only theoretically, but also in practical aspect which supplement the understanding of subjects, or science and technology aspect. 
Moreover, Sukurieth and Kitula (2022) highlighted that teachers and students in schools with poor infrastructure lack confidence and self-esteem compared to those schooling in well-equipped quality infrastructure. Due to unattractive and unsafe school environment, some students are not participating in some school activities while in other schools, learning session are conducted fully, hence leady to poor quality education. 
Nevertheless, the study intended to understand challenges that citizens encounter while receiving health services. The study findings reveal that there are several challenges which citizens and service providers face when accessing quality health services. The challenge which has been reported by most citizens was shortage of medical equipment or facilities in health centers such as modern machines and essential drugs. 
As such, lack of modern machines to run some of the tests that are prescribed to the patients also, lack of important medicine or drugs to prescribe to particular patients   during treatment result into poor quality of health service delivered. This study finding resonates with   Shiferaw and Zolfo (2012) who noted that inadequacy in medical supplies and equipment have a significant impact on the quality of patient care. Furthermore, medicines and medical appliances accounts for a high proportion of health care costs. Nevertheless, patients and nurses rely on healthcare equipment for proper diagnosis, prompt treatment, monitoring and patient safety. Also, in the same trajectory Oluwasey et al. (2023) noted that   lack of adequate equipment for healthcare may result into an extreme physical or mental pain or agony for patients when the situation compels healthcare provide such care without excuses.
The other major challenge that was mentioned by citizen and some of the service providers was Lack of specialist doctors and scarcity of other health workers in health centers. Such environment leads to delays of services and causes long queues to such an extent that patients wait for so long to receive treatments. This study finding falls in line with Salome and Viswanadham, (2022) who expounded that, most of health providers are not attending in-patients on time once they have been admitted in the hospitals.
 such conditions indicates that, the number of health providers is not enough to attend all patients on time due to shortage of service providers, of which sometimes increases death incidents in government hospitals. Furthermore, when Kalaja et al (2016) investigated on Service Quality Assessment in Health Care Sector, they found that, in most cases patients are not getting health services on time due to some factors which includes, a limited number of healthcare providers when patients are so many compared to number of doctors and nurses. In addition, to the above one citizen respondent said;
Box No 4.4.3
Government hospitals at Kigamboni Municipality are experiencing shortage of specialist doctors, in such a way that, you find one specialist doctor serves more than one health center, The situation leads to lack of the service provided by that doctor for a period of time in one facility when the same specialist is absent and has moved to the next health center to provide the like health consultations. Such conditions cause the queue to become very long and sometimes we patients; find ourselves not getting service on time, and in worst case scenarios the situation may even warrant death incidences’’. (​Citizen from Kigamboni Municipal Council, October 2024)
Corruption was also reported as one of the challenges that exist in many health centers at Kigamboni Municipal. Generally, it prevents the patients and service provider from providing and receiving quality health service. These findings conform with a study by Mndolwa (2018) which documented that, among existing challenges facing the health industry; petty corruption exists in most public health centers. 

The ill practice exists in various levels, that is from district level all the way to the national levels. The finding implies that.  the delivery of healthcare service goas’ hand to hand with expectation of something in return, in the form of reward or money which is not legally allowed to receive from the service delivered or offered (Butscher, 2012). One citizen claimed that

Box No 4.4.4
In our public hospitals, it is not easy to arrive and get treatment immediately. If you want you want to be treated urgently, you have to pay money first to a nurse or a doctor to be treated quickly. Sometimes, if you have health insurance and you have been prescribed medicine by a doctor you will end up being given a pain killer but you will be told that the other important medicine has run out of stock. But if you show that you want to give them money for those drugs, they provide the drugs right away. (​Male respondent from Mkwajuni Local Government, October 2024
 In addition to the above corruption raises serious concerns, these concerns include embezzlement, mismanagement, poor funding, shortage of drugs and medical equipment in public hospitals (Akokuwebe & Adekanbi, 2017). 

The study found that, health costs and treatment are among the challenges that hinder the provision of quality health service in the public hospitals, such circumstances cause patients to seek healthcare services in other hospitals that can provide high quality service given costs incurred. This study results negates Mpambije (2017) who expounded that, health cost is very high in private hospitals compared to public hospitals due to the health services quality offered.
Furthermore, some citizens complain that medical bills are high, also they prone from suffering financial hardship hence, they are not able to afford the service. This agrees with a study done by WHO in 2016 which found out that globally every year, nearly 150 million people experience above normal health expenditure and thus household out-of-pocket payments directed towards health care consume a huge proportion of income that forces them to forego basic needs, while almost nearly 100 million are pushed into poverty (Beattie et al., 2012).

Furthermore, there are also some challenges that have been mentioned less in this study findings, which are poor customer care and use of harsh and abusive language towards patients. Within the same trajectory Salome and Viswanadham, (2022) come up with the results which shows that the patients indicate that most of doctors, nurses and administrators use to have unethical behavior towards patients when they render health services. 
Although the mentioned behavior is not common to all health providers in the public hospitals. Moreover, the result of this study is in line with Kwame and Petrucka (2020) who also reported that poor communication among service providers such as impolite speeches, use of harsh, rude and abusive language, use of humiliating and proactive word is among the many causes of patients’ reactive violence against the caretakers. Looking at these circumstances, the quality of healthcare improves when care provided is client-centered and based on caring conversation. One female respondent reported that.
Box No 4.4.5
 Some of the nurses use abusive and harsh language to their patients and showing complete disregard for their situation that causes the patients to feel worse. In Addition to that, some don’t have the heart to volunteer and serve patients with love (Female citizen from Kigamboni, October 2024)
On top of that, the study examined challenges encountered in providing quality waste management services to citizens so as to meet their expectation. The study findings suggest that there is a limited number of transportation vehicles. This was the most challenge reported by many citizens. Citizens claim that there are no public waste bins in their neighborhood, the situation makes difficult to manage the waste. One citizen claimed that;

 
Box No 4.4.6
There is a great shortage of cleaning facilities and waste collection bins, for example we don’t have special place to collect waste from household before taken to dumping centers by the truck, also we lack storage bins. On other hand, there is shortage of storage facilities and waste transposition trucks, due to large population the production of waste is very high compare to the available trucks, thus causing the waste to stay in place for a while without being collected and sent to the landfill (Female service provider from Kigamboni Municipal Council, October, 2024)

This finding relates to Abdulrasoul and Bakari (2016) who expounds that there are different kinds of storage containers used to collect the solid waste produced, improper dumpling the waste may cause waste to enter the sewerage system, which may block the flow of water, hence resulting in the failure of the system, thereby endangering the health of the citizen.
Furthermore, lack of education and awareness regarding proper cleaning and handling of waste was another challenge mentioned, whereby most of the citizen have no knowledge on how to properly handle waste in their homes, offices, market. Most of the wastes are thrown carelessly to the extent that environmental sanitation has become a huge task for those responsible for environmental sanitation in general. This finding relates to Youssef and Mohammed (2024) who mentioned that local communities are responsible for managing household waste.

 The effective functioning of the service largely depends on the cooperation and compliance of citizens, Therefore, it is important to raise awareness among all family members about the importance of waste management and proper practices to adopt. In addition, the study by Yoshida (2020) reported that environmental education should be promoted among children. By teaching them from a young age about the significance of preserving the environment, this contribute to shaping responsible individuals who are aware of the impact of their actions on the plane. One male respondent reported that;

Box No 4.4.6
People thrown trash very carelessly leading to the environment being dirty most of the time, even the cleaners seem to be doing nothing, but this is caused by citizen not understanding how to store waste and take care of environment.  The Council should consistently educate the community to comply with the by-law and therefore to keep the environment clean. Also, there should be environmental awareness campaigns and clean-up or sanitation day events, abundant signs and public announcements alert residents and visitors to encourage people to keep the environment clean (male citizen from Kigamboni, October 2024)
Ongoing attention on the implemented policy, bylaws and regulation on solid waste management that govern solid waste management in sustainable manner. Once the by-law was put in place, situations continue to evolve and ongoing attention is needed to keep the waste management systems functioning smoothly, for example, there is this bylaw which say if someone is caught littering, another individual can report them, and penalize them with a TZ shilling 50,000 it is there but there is no much monitoring of this law especially for those who break it. Thus, citizens don’t stop littering because the law enforcement officers are not very strict

Inadequate solid waste collection; . Households feel that the collection schedules provided by the waste collection company are ineffective. Low frequency of collection wastes from homes to the dumping place and there is no collection point with proper storage facilities of those waste. Thus, citizen decide to pile home garbage anywhere while waiting for truck to come and pick it up. This problem causes waste to spread all over the place producing bad smell which attracts flies, thereby making the environment unaesthetic and a potential danger to human health, it also pollutes the surrounding environment. This study findings conform with Akmal et al., (2021) that improper dumping of waste and its burning release harmful substances and dioxins which causes human health problems and contamination of the environment like air pollution.
CHAPTER FIVE

SUMMARY, RECOMMENDATIONS AND CONCLUSION

5.0 Chapter overview

This chapter provides the summery of the main study findings, also the chapter articulate the study conclusion and recommendations for further research

5.1 Summary of the Main Findings

The study findings are such that, the study findings are such that, the study was able to collect fifty-three 53 responses from the expected 105 responses, this was equal to 50. 5% responses. Furthermore the 53 responses equal to 86.9% were collected through questionnaires and 8 responses equal to 13.1% were collected through in-depth interviews with citizens.  As expounded by Mugenda and Mugenda (2014) that, 50% of responses can warrant the approval of analysis. 

The study went further and analyzed the demographic characteristic of respondents and found that, the study respondents could be grouped into 26 females which was equal to 49.1% and 27 males which was equal to 50.9. On the other hand, education distribution of respondents was such that, majority (21) had a bachelor degree followed by diploma (15) and other few respondents have Master’s degree (12), Certificate (5) and the last was other kind of education level (4). The professional distribution of respondents was such that; most of respondents were employed (35) followed by managers (12) and businessman (7) and (3) came from other professions. Nevertheless, in profession experience distribution, results indicate that majority (36) of the respondents have work experience of more than 5 years in their work field and the rest of the respondent (21) their working experience are below five years. 

Regarding the perception of citizens on service quality at Kigamboni Municipal Council, the study finding has found that, among citizens 28 individuals which is equal to 52.8% percent had no any knowledge of the client service charter, while the remaining 25 individuals which is equal to 47.2 % had no knowledge on the client service charter. Furthermore, so as to understand the perception of citizens satisfaction on waste management service provided by the municipal council, 23 respondents which is equal to 44.2% mentioned that, they do not use the solid waste management service provided by the Municipal Council, whereas 29 respondents which is equal to 55.7% agreed that, they do use the solid waste management service provided by the municipal council. On top of that, the results indicate that, on average, citizens feel that, the environment education provided is not satisfying. This result was indicated by the mean value of 2.21 which is relatively bellow 2.25 which is the weighted average mean for the items under consideration. Also on the other hand, citizens feel that, the supervision on environment management is satisfactory. This result is shown by the item mean value of 2.31 which is relatively higher when compared to the weighted mean of 2.25. 
Nevertheless, to understand the citizens perception on pre-primary, primary and secondary education offered by the Municipal council. The study found that 23 respondents equal to 44.2% did not use the pre -primary, primary or secondary education offered by the municipal council while the rest 29 respondents equal to 55.8% did use the service. Furthermore, the study shows that citizens feel less satisfied with the student transfer service within the region offered by the municipal council, this result is shown by the item mean value of 2.07 which is relatively low when compared to the weighted mean average of 2.44. Also, the study took interest to understanding the General student/pupils teaching conditions. Whereas the study findings are such that, citizens feel to be less satisfied with the teaching conditions of their children, the lower perception is show by the item mean value of 2.38 which is relatively lower when compared to the weighted mean average of 2,44.
The study results also indicates that citizens feel satisfied with the number of classrooms, this is indicated by the mean value of 2.79 which is relatively higher than the weighted average mean value of 2.44. In this study, Student enrollment was also assessed, whereas findings were such that, the citizens feel less dissatisfied with, the student enrollment condition, the satisfaction can be seen by the mean value of 2.17 which is relatively smaller when compared to the weighted mean value of 2.44 of the education dimensions. The study also found that, citizens feel satisfied with the teaching of science subjects. This is indicated by the item mean value of 2.76 which is higher than the weighted average weight of 2.44. 
Together with understanding the education services offered by the municipal council, the study took interest to study the perception of citizens on health services offered at Kigamboni municipality. As such the study found that seven 7 respondents equal to 13.4% did not use the public health facilities while the majority 45 respondents equal to 86.45% did use the public health services. Furthermore, the study findings show that, citizens do not feel satisfied with the availability of necessary medicines in hospitals. This result is demonstrated by the mean value of 2.4 which is relatively lower than the average weighted mean of 2.44.  To add more, the study finding has noted that, citizens are feeling satisfied with the provision of admission beds in hospital. This is indicated by the item mean value of 2.5 which is relatively higher when compared to the weighted average mean of 2.44.
Also, the study results indicate that, citizens do not feel satisfied with the provision of medical laboratory services. This result is indicated by the mean value of 2.42 which is relatively lower when compared to the weighted mean of 2.44.  Furthermore, the study findings show that citizens do not feel satisfied by the provision of the service. This dissatisfaction is shown by the mean value of 2.4 which is relatively lower than the weighted average value of 2.44. Moreover, Also the study finding has noted that, citizens do not feel satisfied with the medical doctors providing medical services to NHIF patients. This result is shown by the item mean value of 2.36.
In understanding factors affecting the quality-of-service delivery at Kigamboni Municipal Council, the citizens and service providers mentioned factors that affect the quality of service delivered by the Kigamboni Municipal Council. With regard to the solid waste management service, the study results have been documented according to sub-themes, them being; Firstly, Limited working equipment's and human resources; whereas majority of citizens 29 respondents equal to 55.7% of respondents have indicated that, there service providers lack enough equipment's and gears to perform their duties effectively. Secondly, Limited knowledge on solid waste management among citizens; whereas 7 respondents equal to 13.4% have shown that citizens lack necessary knowledge required in managing the solid wastes they produce.
Other factors mentioned include, delays in trash collection, convenient infrastructure, high service fee, lack of communication between citizens and trash collection companies and poor knowledge of waste management practices among the human resources of the service providers.

On the other hand, in respect of the education service, the following factors have been mentioned to impact the quality-of-service delivery; Firstly, Lack of enough teachers; 13 respondents equal to 25% mentioned that the number of teachers attending students in classes is not satisfactorily. Secondly, Lack of enough classrooms; 6 respondents equal to 11.5% of respondents have shown that a limited number of classrooms causes high concentration of students in one classroom that deters concentration and level of understanding among students. Thirdly, Lack of teaching equipment; 6 respondents equal to 11.5% of respondents mentioned that, lack of alternative books, teaching apparatus, practical laboratories and shortage of desks negatively impacts the quality of education service offered in the public schools. 
Thirdly; Poor infrastructure; 9 respondents equal to 17.3% explained that, less suitable learning environment, poor roads infrastructure on routes to school, limit the quality of education provided. Other challenges mentioned include, poor budget (1.9%), poor education monitoring (1.9%), poor communication between parents and teachers, (1.9%), those who don’t know 11.5%, poor parents understanding on the importance of education (1.1%) and lack of furniture (1.9%)

Nevertheless, the factors affecting quality of service, were further summarized into health service factors which include; Firstly, Lack of enough medical appliances, gears and medication; 19 respondents equal to 36.5% mentioned that, there is less quality medical appliances, lack of necessary medicines, lack of medical apparat such as MRI and Ultrasound. Secondly, Limited number of healthcare providers; 15 respondents equal to 28.8% mentioned that there is a shortage of heath care providers ranging from medical attendants, nurses, technologists, doctors and specialists, that sometimes results into formation of long ques of patients and sometimes critical patients. Thirdly, lack of customer experience knowledge: 7 respondents equal to 13.4% mentioned that, some of the service providers in the health care centers at Kigamboni Municipality.
5.2 . Implication of the findings 

Intuitively and generally, the study results tell all about the unsatisfactory quality of service offered at Kigamboni Municipality and generally in all local Government Authorities. The results observed that, almost half of the respondent didn’t have knowledge on the client service charter. This fact implies that, citizens do not know their rights and thus they cannot demand them. The Fact that citizens are not aware of the maximum Turn Around Time (TAT) for each business process, makes the irresponsible service providers relax and become less accountable for the faults they cause during the delivering service to the public. As such citizens are likely to lose trust in their government and thus affecting citizens’ loyalty to their country. 
In policy perspective, the study results imply that, available policies in the government, have not put much emphasis on the quality of services delivery. Also, regardless the availability of the client service charter, there are no strict frameworks instituted by policies to make sure that the service client charter is mandatory to be adhered to.

Theoretically the study data and information obtained, will act as a reference point to other like studies, and will contribute to the pool of resources, that will be required when developing polices and guidelines to improve the quality of service in the LGA’s. 
5.3 Conclusion

The bottom line of this study is such that, the quality of service provided by Kigamboni Municipal Council is still not satisfactory to the citizens. Unawareness of citizens on the presence of the client service charter causes irresponsible service providers to relax and not being accountable for the effects they impose on the general public. Also, the study has observed that, there is satisfactory leadership. As such, although there might be satisfactory leadership at Kigamboni Municipal Council, few service providers who do not act according the service charter agreement may impose severe damage on the image of the council in respect of quality service deliver.
5.4 Recommendations

In the light of the study findings observed, the study recommends that, there should be a customer care desk in the local government authority. The desk should be responsible and accountable for making sure that, service providers deliver quality service to clients and make sure that citizens feel satisfied with the quality of service they get. Furthermore, through its divisions, the local Government Authorities should be making time to time customer satisfaction surveys by asking short and direct closed ended questions to customers after receiving services. Surveys will enable the council to identify areas that need improvement. Furthermore, education on the availability of client service charter should be ensured on citizens so as to raise awareness on the TAT need for each business process to be completed.
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APPENDICES

DODOSO LA RAIA

SABABU ZINAZOATHIRI UBORA WA HUDUMA ZINAZOTOLEWA KATIKA HALMASHAURI YA MANISPAA YA KIGAMBONI

Utafiti huu ni wa madhumuni ya kitaaluma tu, wenye lengo la kutafiti “ Sababu zinazoathiri ubora wa huduma zinazotolewa katika Mamlaka za Serikali za Mitaa. Kwa kuangalia Halmashauri ya Manispaa ya Kigamboni.”  Taarifa zinazopatikana zitatumika kwa usiri mkubwa kwa matumizi ya kitaaluma tu na siyo vinginevyo

TAARIFA ZA MTAFITI:

Mtafiji:
Maria Mayenge

Wadhifa:
MHRM student

Simu 
:

Barua pepe :

Tarehe:………………………

Na. za Dodoso:………………………

SEhEMU  A: TAARIFA ZA AWALI

Tafadhali soma maswali kwa umakini na ufuate maelekezo yaliyotolewa. Tafadhali jibu maswali kwa kujaza nafasi au kuweka alama ya tiki ndani ya boksi linaloonesha jibu lako. 

1) Jina la Taasisi ……………….......................……………………........................

2) Jina lako (Sio lazima)………………………………………………………………

3) Namba ya simu ……………. ................................................................................

4) Wadhifa wako  (  ): ……………………………………………..

5) Jinsi:  (Weka tiki)   
1. Mume (       ) 

2. Mke (      )

6) Ngazi ya juu ya elimu

1. Astashahada (       )  

2.  Stashahada (      ) 

3. Shahada (      )  

4. Shahada ya uamili (      ) 

5. Nyingine:………………………………………………

7) Umefanya kazi hii kwa muda wa miaka mingapi

1. Chini ya Miaka 5 (     ) 

2.   Kati ya 6-10 (     )  

3. Kati ya Miaka11-15 (      ) 

4. Kati ya Miaka 16-20  (      ) 

5. Zaidi ya Miaka 20  (     )

SEHEMU B: KUPIMA MTAZAMO WA WANANCHI KUHUSIANA NA UBORA WA HUDUMA ZINAOTOLEWA KATIKA MAMLAKA ZA SERIKALI ZA MITAA 

8. Je unaufahamu wowote kuhusiana na nyaraka inyaoitwa “Mkataba wa Huduma kwa wateja” unaoandaliwa na kutekelezwa na Ofisi ya Halmashauri ya Manispaa ya KImbaoni .  (Weka tiki √ kweye mabano ukiashiria jibu lako) 

1. Ndio ninafahamu   (    )

2.  Hapaba sifahamu  (    )

9.  (a) Je wewe ni mtumiaji wa huduma ya usafishaji taka ngumu inayotolewa na Ofisi ya Manispaa ya Kigamboni…? (Weka tiki √ kweye mabano ukiashiria jibu lako)

1.  Ndio ninatumia(     )

2.  Hapana situmii   (     )  

9. (b) Endapo unatumia huduma tajwa katika 9(a), Tafadhali, tumia skeli  yenye namba moja (1) hadi tano (5), kisha zungushia duara katika namba, kuonesha kiwango chako cha kuridhishwa au kutokuridhishwa na huduma zilizoorodheshwa hapo chini.

	10.b
	Huduma za usafi wa taka ngumu
	Alama

	1
	Utoaji wa elimu ya utunzaji wa mazingira
	1
	2
	3
	4
	5

	2
	Usimamizi wa taka na usafi wa mazingira


	1
	2
	3
	4
	5


Ambapo :1= Nimeridhika sana, 2= Nimeridhika, 3= Sijaridhika/Nimeridhika 4= Sijaridhika and 5= Sijaridhika kabisa

10. (a) Je wewe ni mtumiaji wa huduma yoyote ya elimu katika shule za serikali kuanzia elimu ya awali hadi elimu ya sekondari ?

1. Ndio natumia (    )

2. Hapana Situmii (    )

10.(b) Endapo unatumia huduma tajwa katika 10(a), Tafadhali, tumia skeli  yenye namba moja (1) hadi tano(5), kisha zungushia duara katika namba, kuonesha kiwango chako cha kuridhishwa au kutokuridhishwa na huduma za afya zilizoorodheshwa hapo chini.

	10.b
	Huduma za Elimu Msingi na Sekondari
	Alama

	1
	Uhamisho wa wanafunzi nje na ndani ya Mkoa.
	1
	2
	3
	4
	5

	2
	Hali ya ufundishaji wanafunzi kwa ujumla
	1
	2
	3
	4
	5

	3
	Idadi ya madarasa ya kujifunzia
	1
	2
	3
	4
	5

	4
	Utoaji wa matokeo ya mitihani ya wanafunzi kwa wazazi
	1
	2
	3
	4
	5

	5
	Uandikishaji wa wanafunzi wa madarasa ya awali na kidato cha nne
	1
	2
	3
	4
	5

	6
	Ufundishaji wa masomo ya sayansi msingi na sekondari
	1
	2
	3
	4
	5


Ambapo :1= Nimeridhika sana, 2= Nimeridhika, 3= Sijaridhika/Nimeridhika 4= Sijaridhika and 5= Sijaridhika kabisa

11. (a) Je wewe ni mtumiaji wa huduma za afya katika vituo vya Afya vya Serikali, vinavyopatikana katika Manispaa ya Kigamboni  ?

1. Ndio natumia (    )

2. Hapana Situmii (    )

11.(b) Endapo unatumia huduma tajwa katika 11(a), Tafadhali, tumia skeli  yenye namba moja (1) hadi tano(5), kisha zungushia duara katika namba, kuonesha kiwango chako cha kuridhishwa au kutokuridhishwa na huduma zilizoorodheshwa hapo chini.

	11.b
	Huduma za Afya
	Alama

	1
	Upatikanaji wa dawa muhimu
	1
	2
	3
	4
	5

	2
	Upatikanaji wa vitanda vya kulaza wagonjwa 
	1
	2
	3
	4
	5

	3
	Upatikanaji wa huduma za maabara 
	1
	2
	3
	4
	5

	4
	Huduma ya Afya ya uzazi na mtoto (PMTCT na ANC
	1
	2
	3
	4
	5

	5
	Daktari kuona wagonjwa Clinic ya mpango wa Bima ya Afya
	1
	2
	3
	4
	5

	6
	Kupokelewa na kupata huduma na kuonwa na daktari
	1
	2
	3
	4
	5

	7
	Kutoa huduma ya dharura baada ya saa za kazi
	1
	2
	3
	4
	5


Ambapo :1= Nimeridhika sana, 2= Nimeridhika, 3= Sijaridhika/Nimeridhika 4= Sijaridhika and 5= Sijaridhika kabisa

SEHEMU C: SABABU ZINAZOATHIRI UBORA WA HUDUMA ZINAZOTOLEWA

12. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya usafishaji taka ngumu inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………

ii. ….…………………………………………………………..

iii. ….……………………………………………………………….

13. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Elimu (Elimu ya awali- Elimu ya sekondari)  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………………………………

ii. ….………………………………………………………………………………….

iii. ….…………………………………………………………………………………

14. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Afya  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………………………………

ii. ….………………………………………………………………………………….

iii. ….…………………………………………………………………………………

SEHEMU D: CHANGAMOTO ZINAZOATHIRI UTOAJI WA HUDUMA ZENYE UBORA

15. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya usafishaji taka ngumu inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………

ii. ….…………………………………………………………..

iii. ….……………………………………………………………….

16. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Elimu (Elimu ya awali- Elimu ya sekondari)  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………………………………

ii. ….………………………………………………………………………………….

iii. ….…………………………………………………………………………………

17. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Afya  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

i. ….…………………………………………………………………………………

ii. ….………………………………………………………………………………….

iii. ….…………………………………………………………………………………

Nashukuru kwa muda wako!

APPENDIX 1: STUDY QUESTIONNAIRE FOR SERVICE PROVIDERS

QUESTIONNAIRE TO STUDY FACTORS AFFECTING THE QUALITY-OF-SERVICE DELIVERY IN THE LOCAL GOVERNMENT AUTHORITIES. A CASE OF KIGAMBONI MUNICIPAL

This research is for academic purpose only aiming at studying the ‘factors affecting the quality of service delivery in the local government authorities . A case of Kigamboni Municipal Council.’’ The information obtained will be treated as strictly confidential to be used in academic research and not otherwise. 

RESEARCHER DETAILS:

Researcher:
Maria Mayenge

Position:
MHRM student

Mobile:

E-mail:

Date:………………………

Questionnaire No:……………………

SECTION A: PRELIMINARY INFORMATION

Please read each question carefully and follow the instruction given. Please answer all questions by filling or putting a tick in the box that best describes your answer. All individual answers will be kept confidential and be used for academic purpose only

8) Institution name ………………...............................................

9) Your name (optional)………………………………………………………………

10) Phone number ................................................................................

11) Respondent’s designation (position): ……………………………………………..

12) Sex:  (Tick one)   
1. Female (       ) 

2. Male (      )

13) Your highest level of education

6. Certificate (       )  

7.  Diploma (      ) 

8. Graduate (      )  

9. Postgraduate (      ) 

10. Other:………………………………………………

14) For how long have you worked in your field

6. Below 5 years (     ) 

7.   6-10 years (     )  

8. 11-15 years (      ) 

9. 16-20 years (      ) 

10. Over 20 years (     )

SECTION C: EVALUATING THE PERCEPTION OF CITIZENS ON SERVICE QUALITY AT KIGAMBONI MUNICIPAL 

8. Do citizens have any knowledge of a “Client Charter” document which is developed and implemented by Kigamboni Municipal Council.  (Put a tick √ within a bracket that closely match your response) 

1. Yes (    )

2. No   (    )

SECTION B : FACTORS AFFECTING THE QUALITY OF SERVICE DELIVERY

This section seeks to determine factors affecting the quality of service delivery at Kigamboni Municipal Council. Please Read every statement carefully and indicate your level of agreement or disagreement to each. For convenience, five numerical answers are given beside search statement to include;(1) Strongly Disagree (2) Disagree (3) Neither Agree nor Disagree (4) Agree and (5) Strongly Agree. Encircle the serial number of the answer which is most suitable in your opinion. There is no right or wrong statement. Your answer to each statement is necessary

	Qn.9
	Governance related factors 
	Options

	1
	Lack of citizen participation in municipal affairs related to health affects the quality-of-service delivery
	1
	2
	3
	4
	5

	2
	Lack of accountability and transparency affect the quality-of-service delivery
	1
	2
	3
	4
	5

	3
	Lack of expertise and competent personnel affect the quality-of-service delivery
	1
	2
	3
	4
	5

	4
	Lack of proper communication channels and feedback to citizens affect the quality of service delivery
	1
	2
	3
	4
	5

	5
	Lack of access in information regarding municipal planning for the community affects the quality-of-service delivery
	1
	2
	3
	4
	5

	Qn.10
	 Systematic factors
	

	1
	Political interference between government officials and politicians affects the quality-of-service delivery
	1
	2
	3
	4
	5

	2
	Poor financial management systems affect the quality-of-service delivery
	1
	2
	3
	4
	5

	3
	Corruption practices affect the quality-of-service livery
	1
	2
	3
	4
	5

	Qn.11
	 Structural Factors
	

	  1
	Rapid increase of population affects the quality of service delivery
	1
	2
	3
	4
	5

	2
	Geographical locations of some of the areas affect the quality-of-service delivery
	1
	2
	3
	4
	5


  SECTION B : CHALENGES ENCOUNTERED IN PROVISION OF QUALITY SERVICE AT KIGAMBONI MUNICIPAL

12. Kindly list down challenges you encounter in providing the quality of service that can meet citizens expectations.

i. ….………………………………………………………………………

ii. ….………………………………………………………………………

iii. ….………………………………………………………………………..

iv. ….…………………………………………………………………………..

v. ….……………………………………………………………………………

Thank you for your time!

DODOSO LA MAHOJIANO NA RAIA
SABABU ZINAZOATHIRI UBORA WA HUDUMA ZINAZOTOLEWA KATIKA HALMASHAURI YA MANISPAA YA KIGAMBONI

Utafiti huu ni wa madhumuni ya kitaaluma tu, wenye lengo la kutafiti “ Sababu zinazoathiri ubora wa huduma zinazotolewa katika Mamlaka za Serikali za Mitaa. Kwa kuangalia Halmashauri ya Manispaa ya Kigamboni.”  Taarifa zinazopatikana zitatumika kwa usiri mkubwa kwa matumizi ya kitaaluma tu na siyo vinginevyo

TAARIFA ZA MTAFITI:

Mtafiji:
Maria Mayenge

Wadhifa:
MHRM student

Simu 
:

Barua pepe :

Tarehe:………………………

Na. za Dodoso:………………………

SEhEMU  A: TAARIFA ZA AWALI

Tafadhali soma maswali kwa umakini na ufuate maelekezo yaliyotolewa. Tafadhali jibu maswali kwa kujaza nafasi au kuweka alama ya tiki ndani ya boksi linaloonesha jibu lako. 

1) Jina la Taasisi ……………….......................……………………........................

2) Jina lako (Sio lazima)………………………………………………………………

3) Namba ya simu ……………. ................................................................................

4) Wadhifa wako  (  ): ……………………………………………..

5) Jinsi:  (Weka tiki)   
a. Mume (       ) 

b.  Mke (      )

6) Ngazi ya juu ya elimu

11. Astashahada (       )  

12.  Stashahada (      ) 

13. Shahada (      )  

14. Shahada ya uamili (      ) 

15. Nyingine:………………………………………………

7) Umefanya kazi hii kwa muda wa miaka mingapi

11. Chini ya Miaka 5 (     ) 

12.   Kati ya 6-10 (     )  

13. Kati ya Miaka11-15 (      ) 

14. Kati ya Miaka 16-20  (      ) 

15. Zaidi ya Miaka 20  (     )

SEHEMU B: KUPIMA MTAZAMO WA WANANCHI KUHUSIANA NA MKATABA WA HUDUMA KWA MTEJA

10. Je unaufahamu wowote kuhusiana na nyaraka inyaoitwa “Mkataba wa Huduma kwa wateja” unaoandaliwa na kutekelezwa na Ofisi ya Halmashauri ya Manispaa ya KImbaoni .  (Weka tiki √ kweye mabano ukiashiria jibu lako) 

1. Ndio ninafahamu   (    )

2.  Hapaba sifahamu  (    )

SEHEMU  C: CHANGAMOTO ZINAZOATHIRI UTOAJI WA HUDUMA ZENYE UBORA

11. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya usafishaji taka ngumu inayotolewa na Halmashauri ya Manispaa ya Kigambon

12. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Elimu (Elimu ya awali- Elimu ya sekondari)  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

13. Kufuatia uelewa wako, tafadhali orodhesha sababu zinazoathiri ubora wa huduma ya Afya  inayotolewa na Halmashauri ya Manispaa ya Kigamboni

Factors 


Political interference


Corruption


Poor budget


Weak management





Service quality 





Citizens perception


satisfaction


 participation





Challenges


Weak financial management


Limited technical capacity
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