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ABSTRACT 

The study was intended to investigate the effects of employee service culture on internal 

service quality, in an organization by taking a case of the Public Sector in Zanzibar 

region. It was guided by three specific objectives which were; to analyze the relationship 

between employees‟ service culture and internal service quality, to analyze the level of 

employees‟ awareness on service culture and to determine challenges facing internal 

service quality at the Public Sector. In order to achieve the specific objectives, the study 

was approached by using an explanatory case study design, where data were collected by 

using questionnaire and face to face interview. Thereafter, the analysis was done by using 

linear regression and correlation, Tables, frequencies and percentages with the help of 

SPSS software. 

Findings have shown that, there was a positive relationship between employee service 

culture and internal service quality. It was further found out that, all the eight parameters 

investigated on the analysis on the level of employees‟ awareness on service culture, eight 

parameters were unfavourably evaluated. Finally, a number of challenges facing internal 

service quality were uncovered, most notably being a low level of salaries, poor 

leadership, corruption, lack of accountability and a conducive environment. It was 

recommended that, government undertakes an awareness campaign through in-service 

training for employees, to understand their role and then put what they will learn into 

practice. It was also recommended that, Zanzibar Public Service Commission harness 

well factors that created a favorable service culture so that employees themselves could 

provide a high quality services internally among themselves. This would ultimately have 

an impact on the quality of services rendered to customers.  
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CHAPTER ONE 

INTRODUCTION AND BACKGROUND TO THE STUDY 

1.1 Introduction  

The chapter provides, the study overview regarding the effect of employee service culture 

on internal service quality. It describes the background information, statement of the 

problem, research objectives, research questions, and winding up with the significance of 

the study. 

1.2 Background to the Research Problem 

A service, is a process consisting of a series of more or less intangible activities that 

normally, but not necessarily always, takes place in interactions between the customer 

and service employees and/or physical resources or goods and/or systems of the service 

provider, which are provided as solutions to customer problems (Gronroos, 1990). 

Parasuraman et al. (1988) defined service quality as the consumers‟ judgment about a 

firm‟s overall excellence or superiority. As service quality, has become a key marketing 

tool in all kinds of organizations it has led the managers in front of a challenge. 

According to Zeithaml, (1988) analyzing and paying attention to service quality helps a 

company to achieve differentiation and to foster loyalty. Services cannot be calculated by 

durability rather than focus on how the customers experience them (Zeithaml and 

Parasuraman, 2004).  

When the service provider understands, how the customers experience the quality and 

assess it, the service provider can define how these assessments can be managed and 

guided in the desired direction (Grönroos, 2009).  In other words, to be conscious about 

the issues that need improvements, the company must know first what things effect to the 

judgment of the service quality. Grönroos, (2009) emphasized that, the service quality has 

become the greatest differentiator, the most powerful competitive weapon most service 
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organization possess. That means the improved service quality may increase the 

economic competitiveness of a particular organization. Despite that, the service quality 

received prominent attention in the literatures, majority of such publications deal with 

measuring service quality under the external customer stand point, that means, are mainly 

focused on measuring external service quality and ignoring effect of employees service 

culture on internal service quality (Gilbert, 2000). 

Moreover, there is a lot of researchers discuss about the relationship between employee 

service culture and internal service quality. Malhotra and Mukherjee (2004) stated that, 

the relationship between human resources and service quality remains to be done. Cai 

discussed the relationships between internal service quality, employee satisfaction, 

organizational commitment and customer-oriented behaviors at Organization. Ming 

(2010) reported a significant correlation between organizational learning culture and 

internal service quality in service organizations. 

However, with emerging of internal marketing, the internal service quality has been also 

put under strong consideration (Miguel et al, 2006). The need to consider the internal 

service quality is based with the fact that, an organization cannot deliver good quality 

external service without offering satisfying internal service (Gilbert, 2000; Hallowell et 

al, 2002 and Johnston, 2008). This indicates that, for the organization to succeed in 

meeting the external customers‟ expectation by offering good quality service, it has to be 

sure that the internal service quality satisfies its employees.  

Employees, are considered to be the core element for the success of any organization. 

However, this consideration has been put in place in the emerging market as in the past, 

employee were treated at a very least level whose primary concern was to provide goods 

and services (Ahmad et al, 2012). The importance of employee manifests itself especially 

in service sector, where the quality of service mainly depends on human capital 
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particularly because service providing organization does not have physical goods. Ahmad 

et al (2012) emphasized that in service sector, the significance of staff is obvious; if staff 

provides better services, the customer would be more and more satisfied. But customer 

satisfaction only results when staff of an organization was satisfied.  

Gronroos (2007) pointed out that, in order for the organization to develop positive attitude 

to its employee, it needs to build a strong service culture. A culture where an appreciation 

for good service exists and where giving good service to internal as well as external 

customers is considered by everyone as a natural way of life and one of the most 

important values. According to Zeithaml and Bitner (2000), this is a very rich definition 

with three main implications for employee behaviour. One of them is that, good service is 

given to internal (employee) as well as external customers, implying that people 

(employee) within organization deserve the same kind of quality service as external 

customers do. Ye and Liang (2010) added that, integrating the service culture into internal 

marketing is essential for an organization to develop internal service quality.  

The public service as one of the organization has come to under increasing pressure to 

ensure that the quality service is being delivered to the citizens so as to remain 

competitive. That is, because no organization operating in any sector can avoid the 

increasing competitive landscape (Benjamin, 2012). In the organization of public service, 

the delivery of good-quality service is one of the most important factors, which contribute 

to the establishment of reputation and credibility among the public (Niza et al, 2009). 

However, O‟Riordan and Humphreys (2003) pointed out that, the government cannot 

expect to meet targets in respect of delivering a quality service to the public, if the needs 

of staff are not met with similar standards of timeliness, courtesy and consultation.  In 

other words, it can be said that, organization wishing to deliver good-quality external 

service must offer satisfying internal services that meet the needs of employees. 
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With the fast pace of modern-day living, also, utilization of services has increased 

tremendously. Marketing practitioners and researchers likewise, increase their activity 

momentum in this area business and the attainment of quality of services has become a 

pivotal concern among researchers. Since that time, many researchers have tried their best 

to describe, define, model and even to measure service quality (Ogunnaike, 2010). 

Since Zanzibar has gained its independence in 1964, to ensure the improvement of public 

service performance, the Revolutionary Government of Zanzibar (RGoZ) has been 

undertaking a number of reform initiatives. New institutions and organization units have 

been established to handle responsibilities occasioned by the change of status of the 

country as well as the need to spearhead socio-economic development (RGoZ, 2010).  

Among the new organization that has been established by the RGoZ is the Public Service 

Commission. This organization is intended to create a committed public service that 

would pursue excellence in service delivery, loyalty to the government, and diligence to 

duty (RGoZ, 2010b). In addition to that, the commission is responsible to ensure that, the 

employees were served with good-quality service within macro-organizations that fall 

under the Public Service Commission. As far as the quality and consistency of internal 

service provision is essential to the effective functioning of any organization, the study 

focuses on understanding the effect of employee service culture on internal service 

quality of the Zanzibar Public Service Commission. 

1.3 Statement of the Problem 

The public organization as a customer oriented organization, is something that sounds 

obvious and therefore, raises the question of why the public sector was not already as a 

customer oriented organization. It has become known that, the change towards a more 

customer oriented, public sector is associated with various obstacles (Hoogwout, 2010; 

Parry and Proctor-Thomson, 2003). Obstacles such as: lack of knowledge or resources to 
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implement the needed changes successfully, the intra-organizational existence of different 

perspectives on concepts as, the customer, customer orientation, quality or 

professionalism, and the lack of incentives to change (Hoogwout, 2010). 

A crucial obstacle, is the change that is necessary in the culture of public organizations 

(Hoogwout, 2010; Walker et al. 2011). The culture of an organization can have 

substantial influence on the performance of an organization (Grönroos, 2007). However, 

in the public sector, there is a tension between the need for changes to the outdated 

bureaucracies on the one hand, and the desire to maintain the status quo on the other hand 

(Parry and Proctor-Thomson, 2003). This tension, is also visible in the Public Service 

Commission of the Revolutionary Government of Zanzibar. In the Revolutionary 

Government of Zanzibar the central government, plays an important role in the change 

towards a more customer oriented public sector. The function of public sector 

organizations is not only to serve the citizens but also other institutions and even 

organizations in private sectors. 

 Regardless of their fundamental role in the country, there is an increasing complains on 

the performance of the public sectors (Niza et al, 2009). According to Benjamin (2012), 

most public sector organizations in developing countries are dominated by bureaucracy, 

political interruptions, poor working conditions, corruption and even poor work ethics. 

Despite the government effort to launch the Public Service Commission to oversee the 

employee and the general quality service delivery in public sectors, all of the said 

challenges characterize the public service in Zanzibar and so impact adversely on service 

quality delivery (RGoZ, 2010b).  

As it was pointed earlier that, while the Public Service Commission of the Revolutionary 

Government of Zanzibar strives to deliver high-quality external services, it must first 

offer satisfying internal services that meet the needs of employees (Hallowell et al, 2012). 
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The Public Service Commission of the Revolutionary Government of Zanzibar has to 

ensure the public sectors offered the expected service. A service orientation should be the 

most important norm for the behavior of all employees and managers, in order to improve 

customers‟ service quality. In other words, it is important that a service oriented culture is 

enacted on.  However, it is not well known the extent to which the Public Service 

Commission observes the employee service culture, to ensure the quality service delivery 

of public sectors to the citizens. It is that gap of knowledge, where the study intends to fill 

by examining the effect of employee service culture on internal service quality in Public 

Sectors. 

1.4 Objectives of the Study 

The general objective of the study was to examine the effect of employee service culture 

on internal service quality in Public Sectors. 

The study specifically intended to:- 

i. To analyse, the relationship between the employee service culture and internal 

service quality 

ii. To analyze the level of employees‟ awareness on the service culture. 

iii. Determining challenges facing internal service quality at Public Sectors. 

1.5  Research Questions 

This study will be guided by the following research questions: 

i. What are the relationship between the employee service culture and internal service 

quality? 

ii. How is the level of employees‟ awareness on service culture? 

iii. What are the challenges facing internal service quality at Public Sectors? 
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1.6  Significance of the Study 

The study has significance to knowledge, policy and management practices. On the side 

of knowledge contribution, findings of the study improve our understanding on the 

relationship between employee service culture and internal service quality as well as 

challenges facing internal service quality, at public sectors specifically in Zanzibar. This 

knowledge acts as catalyst for further studies in this area. With respect to policy 

implications, findings could assist decision makers in formulating new strategies geared 

towards improving work environment, at public sectors for motivating employees that can 

consequently improve the quality of services rendered by such employees. Finally, the 

study findings might benefit the organizations themselves to emulate best practices that 

will subsequently get rid of the challenges that act as a barrier for employees to appreciate 

the importance of internal service quality as well as service culture for the aim of 

rendering services of a high quality to customers.   
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

According to Barley, (1999) review of literature refers to the process of identifying, 

reading, evaluating, summarizing and incorporating in your study documents having 

materials which are related to the problem under investigation. This section, involves 

review of the related literature and theories of different authors to point out the visions of 

other scholars relating to the issue understudy. It includes the definition of key terms, 

theoretical literature review, empirical literature review, research gap, and winding up 

with conceptual framework. 

2.2 Definition of Key Terms 

This presents, the meaning of key concepts used in the study which aimed at developing 

an understanding of the effect of employee service culture on internal service quality. 

This section, defines key terms which well used in the study. In consideration of the need 

for precision, the following terms have the following meanings. 

2.2.1 Service Quality Concept 

The concept of service quality, has been defined from at least four perspectives such as 

excellence, value, conformance to specifications and meeting and/or exceeding 

expectations (Hernon and Niteck, 2001). Service quality is therefore, defined as the 

comparison that customers make between their expectations about a service and their 

perception of the way the service has been performed (Gronroos, 2007). Service quality is 

the degree of discrepancy between customers‟ normative expectation for service and their 

perceptions of service performance. The customers‟ expectations for a particular service 

shape their assessment of the quality of that service. When there is a discrepancy between 
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customers‟ expectations and management of customer‟s expectation, the perceived 

quality will suffer (Li, 2010). 

However, many scholars have defined the service quality with consideration of particular 

perspectives, for example Berry et al., (1988) emphasized that, service quality is a puzzle 

with many pieces, pieces that need to be assembled carefully. Service, can be improved 

only through a systematic, step by step journey that enhances employee‟s ability and 

willingness, to provide service by creating organization that support quality service in 

every area.  

2.2.2 Concept of Internal Service Quality 

Before going directly to explain what the internal service quality mean, for better 

understanding of the concept, it is necessary to start with the internal service. The concept 

of internal service refers to the services delivered by one department to another 

department or employee within the organization (Stauss, 1995). According to McCarter 

(1992) as cited in Azzolini and Shillaber (1998), the internal service, entails to meet the 

expectations and requirements for success of those people inside the company.  

The internal services provided by one organizational unit (internal service provider), will 

be used by another organizational unit(s) or people (employee), to create a deliverable for 

the final customers. Employees are mostly expecting to receive a high quality internal 

services from other support departments, so that, they will be able to fulfill the needs of 

company‟s external customers (Li, 2010).  

Back to the intended idea of internal service quality, various definitions have been 

provided with regard to internal service quality concept. Among the definitions, Internal 

Service Quality (ISQ) has been defined as those deeds which management should do to 

make sure that the service were provided with a suitable quality for the employees 
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(Caruana and Pitt, 1997). Hallowell et al (1996) acknowledged that, internal-service 

quality is the satisfaction an employee shows for the services obtained from internal 

service providers. Hence, each individual in an organizational unit is supposed to offer 

fellow employees good-quality services, so as to achieve better performance while 

reducing waste/costs (Lin Zhen-You, 2003). According to Johnston (2008), for an 

organization to be truly effective, every single part of it, each department, each activity, 

and each person at each level, must work properly together, because every person and 

every activity affects and is in turn affected by others. 

While showing the significance of the internal service quality, Hallowell et al (2002) 

insisted that, an organization attempting to deliver service quality to their external 

customers must begin serving the needs of their internal customers (employee). That is 

because if the internal service quality is fluent, employees are satisfied and their loyalty is 

higher than without fluent internal service quality. This leads to advantageous external 

service quality and customer satisfaction (Susanna, 2012). CiuYue-Xia (2009) identified 

the tangible quality of internal services such as personnel training, incentive programs and 

employee welfare measures, while the intangible quality involves the accessibility to an 

organization‟s internal communication channels and/or the degree of autonomy for an 

employee exercising his authority on job.  

2.2.3 Notion of Culture 

There are so many definitions of culture and the consensus on the precise meaning of 

culture is not yet reached. However, in a simple and popular way of defining culture, one 

may define culture as a social mechanism that shapes and guides peoples‟ thoughts, 

values and beliefs and ultimately controls their behaviour (Pizam et al, 1997). Hofstede 

(2004) added that, culture is always a collective phenomenon, because it is at least partly 

shared with people who live or lived within the same social environment, which is where 
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it was learned. It is the collective programming of the mind which distinguishes the 

members of one group or category of people from another.  

An organization has its own rules and principles that normally referred as to 

organizational culture or corporate culture. As cited in Abdul Rahman et al (2014), 

Goffee and Jones (1998) highlighted that, in order for an organization to achieve a high 

level of excellence, the employees or staff working for the organization must also have an 

excellent work culture. 

This necessitates the availability of service culture in a particular organization because 

according to Ye and Liang (2010), all companies have a corporate culture (organization 

culture) but not all companies have a service culture and a situation where appreciation of 

good service exists. Companies must rely on their service culture to influence employees‟ 

thoughts, feelings, and behaviour. 

2.2.4 Notion of Service Culture 

Service culture has been defined by Grönroos (2007) as a culture where an appreciation 

for good service exists, and where giving good service to internal as well as ultimate, 

external customers, is considered by everyone a natural way of life and one of the most 

important values. With regards to this definition, service culture entails not only the 

organizational practices but also manner, values, and behaviour of both the organization 

and its employees (Hoang et al., (2010). Zeithaml et al (2009) pointed out three main 

implications for employee service providers. First, service culture happens when there is 

an „appreciation for good service‟. That does not mean that, it is the company itself that 

stresses the importance of good quality services, but that underneath sort way people 

understand that good service is appreciated and valued. Secondly, a good service has to 

be given to both internal (employee) and external customers. The organization is 

supposed to offer the good service not only for the external customers but is required to 
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pay more attention to their service employees (internal customers) who play a crucial role 

in service delivery. Thirdly, within the service culture, a good service is a way of life and 

is provided naturally as it is a crucial norm of the organization. It is like a glue to tick to 

employees‟ attitudes, behaviour and commitment toward giving good services to their 

customers (Zeithaml et al., 2009). 

Ostrom et al, (2010) cited in Davis and Gautam (2010) while identifying the significance 

of service culture argues that, the service culture is a fundamental part of the value 

creation for both service organization and their customers. Davis and Gautam added that, 

underlying service culture are interrelated processes that shape human resources such as 

recruiting, training and rewarding. Service culture drives a service mind set in product 

and service focused organizations. Furthermore, it helps to define how the organization 

learns and evolves from both employees as well as customer knowledge. 

2.2.5 Organization Culture Concept 

Every person is a part of multiple cultures that have an influence on the behavior of a 

person (Hofstede, 2005). People are formed through their nationality (or nationalities, in 

case of migration), regional aspects, their ethnic background, a religion, the language 

(including dialects), gender, the generation they are part of, the education and their  

profession (Hofstede, 2005). In an organization, these multiple cultures come together 

and influence the culture of the organization. The macro level of culture has an influence 

on the persons inside the organization and the culture of the organization in different 

ways. The cultural background is often used as a basis for social categorization. People 

with the same background tend to share similar experiences and are more likely to be 

treated similarly by others in past. 

Cultures in an organization are mostly formed around the functional units inside the 

organization (Schein, 2010). Members of these cultures often share a similar (educational) 
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background, a similar occupation, share tasks and/or share similar organizational 

experiences. Members of sub cultures in an organization often, share assumptions that can 

be found in the whole organization and assumptions that are explicitly part of their own 

subculture organization (Schein, 2010). 

Culture is something that is not always visible and difficult to grasp, yet it could be of 

great influence on the organization. The culture of an organization is the result of the 

organization‟s past and provides stability, meaning and predictability in the organization 

(Grönroos, 2007). It is considered by some authors as an important way to achieve a 

competitive advantage (Cameron and Quinn, 2011, Ogbonna and Harris, 2000). Next 

three ways in which organizational culture influences an organization, are explained in a 

more detail. First, it will be explained how organizational culture could influence the 

behaviour of members of the organization. 

There is the assumption that organizational culture can have a positive influence on 

organizational performance (Ogbonna and Harris, 2000). First of all, it is believed that 

organizational culture can play a role in the competitive advantage of an organization 

(Ogbonna and Harris, 2000). An organization that has an organizational culture that is 

considered valuable, rare and difficult to imitate has a sustained, competitive advantage 

(Barney, 1986). A second reason is that a strong culture enhances coordination and 

control (Sørensen, 2002). Organizational culture defines a normative order; this order 

serves as a source of consistent behaviour within the organization. Thirdly, a strong 

organizational culture improves goal alignment between the organization and its members 

(Sørensen, 2002, Grönroos, 2007). A strong culture increases the clarity about the 

expectations/goals of an organization. 

A service culture positively influences service quality in several ways. First of all, 

employees in a service culture develop positive attitudes towards the giving of service. 
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Employees feel and notice that the routines of the organization, the directions for action 

given by policies and management and reward systems, show a focus on giving good 

service (Schneider, White and Paul, 1998). Service oriented employees, who are 

interested in their customers, tend to go the extra mile for customers. They are found to be 

more polite and flexible, try to find appropriate solutions for customers‟ wishes and put in 

more of an effort, to recover when something goes wrong or an unexpected situation 

occurs (Grönroos, 2007). 

Secondly, a service culture reduces uncertainty about the desired actions that employees 

should take. In service organizations there is a lot of interaction with customers, and 

customers (and their behaviour) cannot be totally standardized and predetermined as is 

possible for example at an assembly production line. This means that, employees have to 

deal with a variety of situations, in which a service-oriented culture could help employees 

with how to respond to new, unexpected or awkward situations in a service oriented way 

(Grönroos, 2007, Sørensen, 2002). A service culture therefore also, provides a form of 

control. In the service, organizations are more difficult to control the quality of services 

because of the complexity of service quality. It is further difficult, to monitor and control 

employees in situations where there is face-to-face contact with customers (Zerbe et al., 

1998). A service culture is therefore, helpful since it provides norms and values which 

oriented at service and are considered valuable in the organization. 

2.3 Theoretical Literature Review 

A theoretical framework is a skeletal structure of justification rather than a skeletal 

structure of explanation based on accumulated experiences (Eisenhart, 1991). The 

framework had to guide research process through showing the relation of variables, which 

explain the effect of employee service culture in the organization. The researcher 
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acknowledges the fact that, there are different theories based on the effect of employee 

service culture on the internal service quality, but only a few will be explored here, 

namely, an outside in approach and inside in approach, organizational support theory, 

service culture theory. 

This study is guided by tree theories, which informs the researcher on how to approach 

the study. The theories which inform this study are outside in approach and inside in 

approach, organizational support theory, service culture theory. 

2.3.1 Outside In Approach and Inside In Approach 

According to Ling et’ al. (2010) assists that, the service quality of a service organization 

such as a public service commission could be measured by using either outside-in 

approach (OIA) or inside-out approach (IOA) otherwise called internal-service-quality. 

OIA evaluates service quality based on the perspective of the customers, while IOA 

measures service quality from the perspective of service providers or employees. Internal-

Service-Quality (ISQ) is an antecedent and precursor of external service quality and 

customer satisfaction (Heskett, et’ al. 1994). 

Extant literature reveals that, an internal service quality is sufficiently researched upon 

and there is consensus of opinions on its constituents. Internal service quality comprises 

of service quality and internal services. Service quality, refers to the extent to which a 

service meets customers‟ expectations (Palmer, 2005), that is, a positive gap between 

customer perception and expectations of a service offer (Parasuraman et’ al., 1985). 

Service quality, is also considered to mean the outcome of an evaluation process, where 

the customers compare their expectations with the service they have received (Gronroos, 

1984: 25). However, it was slightly divergently defined as the„feel good‟ factor by the 

consumer during and after service delivery (Green Jr et’ al; 2007). That is, a form of 
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attitude representing a long-run overall evaluation of organization and its services (Cronin 

and Taylor, 1994). 

Two approaches have been employed in evaluating the service quality of organizations in 

the extant literature, namely Outside-In-Approach (OIA) and Inside-Out-Approach 

(IOA). While both approaches focus on customers as the data source for the evaluation of 

service quality, OIA focuses on external customers of the organization (external service 

quality) and IOA concentrates on internal customers or employees within the organization 

(internal service quality). 

The concept of internal service is the idea that the whole organization must serve those 

who serve and has emerged as one of the most important principle of the service 

management approach (Farner et’ al. 2001:351). Put briefly, internal service refers to 

services provided by distinctive organizational units or people working in these 

departments, to other units or to the employees within an organization (Miguel et’ al. 

2006).  

2.3.2 Organizational Support Theory 

An organizational Support Theory offers an explanation about the mechanisms through 

which an organization‟s culture, can enhance or motivate innovative behavior among 

employees to achieve organizational goals (Eisenberger et al., 1986; Rhoades & 

Eisenberger, 2002; Shore & Shore, 1995). The Organizational Support Theory is 

discussed in the context of the present study to help the explain action of the relationship 

among organizational culture, worker autonomy, and employee innovative behavior. 

There is a widespread agreement in the literature that, innovative behavior among 

employees is enhanced by the perceived support enjoyed from an organization (Janssen, 

2005). The organizational Support Theory (OST) was developed around the ideas that, 
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organizations concerns are important reasons for employees‟ commitments to 

organizations. Eisenberger and other researchers firstly advance the concept of 

Organizational Support Theory (OST) in 1986. 

The organizational support theory (Eisenberger et al., 1986; Rhoades & Eisenberger, 

2002; Shore & Shore, 1995) hold that, in order to meet socio-emotional needs and to 

assess the benefits of increased work effort, employees form a general perception 

concerning the extent to which, the organization values their contributions and cares 

about their well-being. Such perceived organizational support (POS), would increase 

employees‟ felt obligation to help the organization reach its objectives, their commitment 

to the organization, and their expectation that improved performance would be rewarded. 

Performance can be said to be related to success and many authors (Amabile, 1998; 

Smith, 2002; Unsworth & Parker, 2003; Van de Ven, 1986), have found that individual 

innovation helps to attain organizational success. Thus, behavioral outcomes of POS 

could include increase in role and extra-role performance; enhanced by innovative 

behavior and worker autonomy, and decrease in stress and withdrawal behaviors like 

absenteeism and turnover. 

POS is assumed to be a global belief that employees form concerning their valuation by 

the organization. Based on the experience of personally relevant organizational policies 

and procedures, the receipt of resources, and interactions with agents of the organization, 

an employee would distil the organization‟s general orientation toward her. A research on 

perceived organizational support began with the observation that if managers are 

concerned with their employees‟ commitment to the organization, employees are focused 

on the organization‟s commitment to them. For employees, the organization serves as an 

important source of socio emotional resources, such as respect and caring, and tangible 
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benefits, such as wages and medical benefits as well as give conducive environment for 

the promotion of certain behaviors like innovativeness. 

Being regarded highly by an organization, would helps employees to meet needs for 

approval, esteem, and affiliation, thus the willingness to perform to the best of their 

ability. Positive valuation by the organization also, provides an indication that the 

increased effort will be noted and rewarded. Employees therefore, take an active interest 

in the regard with which they are held by their employer.  

2.3.3 Service Culture Theory 

Service culture  refers to a culture whereby appreciation for good service exists, and 

where giving good service to internal as well as ultimate, external customers is considered 

by everyone a natural way of life and one of the most important values (Grönroos, 2000).  

According to Martin and Terblanche (2003), the service culture theory postulates that 

corporate culture is the deeply seated values and beliefs, which are shared by people in an 

organization. It means that, the set of assumptions, are accepted and functioned well in an 

organization. Things which are done in the right way or problems should be understood in 

the organization. It ensures everyone keep on the same track in the organization (Martins 

and Terblanche, (2003). Service culture and specialized culture, can be seen as the branch 

of organizational culture (Zerbe et al., 1998). 

The role of service culture in earlier marketing theory has argued that, service culture has 

an impact on people delivering service quality. Service culture can mediate the 

relationship among management, employee and customers (Francis and Norma, 2005). 

Schneider et al., (1980) has presented high quality service relates to employee‟s 

satisfaction and the perceptions of service-oriented practices and procedures, for 
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employee will treat customer well as good as he or she gets excellent treatment from the 

organization.  

Service culture is a way to shape employee‟s service behavior during delivering service 

quality (Schneider et al., 1980). Well perception service-oriented employee, refers to the 

label when customer evaluates the service quality of firm (Bettencourt and Gwinner, 

1996). Grönroos (2000), regards service culture as manifested in the characteristic which 

the employees of an organization are service-oriented. Moreover, service orientation can 

enhance the internal climate and improve the quality of internal services. It can also create 

a good perceived quality for customers and strengthen relationships with customers. 

In other words, service culture is the philosophy for internal marketing of an organization. 

It ensures that all employees understand internal objectives, know their roles and 

responsibilities in a customer-oriented environment, and are motivated for service-

oriented behavior. Service culture can also be a guiding principle for management, which 

it has an influence on human resources practices, correspondingly, human resources 

practices have an impact on employees delivering service quality through the effect of 

service culture. (Zerbe et al., 1998). 

2.4 Empirical Literature Review 

It is important to realize that in public service organizations or municipalities the whole 

organization is responsible for delivering good services (Grönroos, 2007). It is not only 

the customer contact employees who determine the quality of the service; the supporting 

employees also play a crucial role in the service process (Schneider, White and Paul, 

1998). The customer contact employees cannot deliver good services if they are not 

supported by the rest of the internal organization. However, a common problem in private 

and public service organizations is the difficulty for people in the supporting functions of 
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the value chain to understand their direct added-value for the customers‟ service quality 

(Grönroos, 2007). 

A service orientation should be the most important norm for behaviour of all employees 

and managers in order to improve customers‟ service quality. In other words it is 

important that a service oriented culture is enacted on. The last decade the concept of 

service oriented culture has increased in importance in public management literature 

(Caemmerer and Wilson, 2011). In the UK Walker, Brewer, Boyne and Avellaneda 

(2011) conducted in the public sector a study on the subject of customer orientation, 

competitor orientation and inter-functional coordination. They concluded that there are 

difficulties in reforming public organizations into professional public services. These 

difficulties are partly due to the shift in focus, from the more traditional, aspects of public 

organizations (rules and regulations) towards the customer focus, emphasizing services 

and users (Walker et al., 2011).  

Caemmerer and Wilson (2011), studied the service orientation discrepancy of employees 

in the public sector in the UK. They concluded that, employees do perceive a discrepancy 

between their own service orientation and the service orientation of the organization. By 

the customer contact employees feel committed to delivering good service to customers 

but do not feel supported by their management. According to Caemmerer and Wilson 

(2011), management of public organizations like the Public Service Commission of the 

Revolutionary Government of Zanzibar, should take into account that customer contact 

employees need to feel and be supported by their managers in order to deliver good 

service quality.  

Although there is a lot of research on the subject of culture and performance (De Man, 

2009; Sørensen, 2002; Ogbonna and Harris, 2000; Wilkins and Ouchi, 1983) there is still 
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no certainty about the relationship between culture and service performance. There are 

some studies on this subject and it is generally assumed that a service oriented culture has 

a positive influence on the service performance of an organization (Grönroos, 2007; 

Schneider et al., 1998). 

There are also, some studies which have looked at challenges facing public sectors in 

providing quality services as well as opportunities, accrued as a result of improving 

quality of services in public sector. One among the challenges facing the public sector is 

the changing behavior of employees, because this resource has an important role to play 

in promoting the development of the organization, Curristine et al (2007). In connection 

to that, UNDP (2013), reports that, the concept of integrity has a big role in the 

contribution that alleviate challenges in the public sectors. In fact, this contribution relates 

to the rules, regulations, policies and procedures of running the institutions. Furthermore, 

KPMG International (2011), discussed public sector finance departments as ones faced 

complex challenges because more services and better analysis, were in higher demand but 

without extending costs. In addition to that, according to Argyriades (2010), one of the 

biggest challenges that faced internal service quality in many organizations is 

bureaucracy. 

Wanjau et al. (2012) explores challenges affecting provision of service quality in the 

public sector in Kenya. The results of the study indicated that, low employee‟s capacity, 

inadequate technology, ineffective communication channels, insufficient financial 

resources, low technology, and insufficient fund led to decrease in provision of service 

quality in public health sector. On the other hand, Andronikidis et al. (2008) examined the 

impact of internal service quality on customer service behavior, which is important for 

customers‟ perception of service quality. Their findings indicated that, employees were 

more likely to improve when internal service quality existed. 
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Furthermore, Curristine et al., (2007) agreed that, although the majority of OECD 

countries have engaged in some institutional reforms, empirical evidence of their impact 

on efficiency is so far limited due to: the lack of resources to conduct evaluations, the lack 

of pre-reform measures of performance, the complexities in measuring efficiency in the 

public sector, and the problem of isolating the effects of specific institutional reforms on 

efficiency from other external influences. 

 However, most studies are done in private organizations; there is hardly any research on 

the relationship between organizational culture and service performance inside the public 

sector (Caemmerer and Wilson, 2011). Hence, the purpose of this research was to get in 

depth understanding in the relationship between the effect of employee service culture of 

the Public Service Commission of the Revolutionary Government of Zanzibar and the 

internal service quality. 

2.5  Factors Influencing Internal Service Quality 

2.5.1 Rewards and Recognition 

Rewards and recognition are remuneration based system, which include bonus, perks, 

allowances and certificates. Rewards and recognition are regarded as powerful tools 

which are used by organization to motivate its employee. However, such system of 

reward needs to be aligned to motivate employee performance that is a consistent with the 

organizations‟ strategies (Kilmann, 1989). The organization has identified the new 

rewarding system as they have realized that the development of reward systems and 

structures should focus on customer satisfaction (both internal and external customers) 

(Wilson et al, 2008).  

According to Wilson et al (2008), the different kind of rewards has different impact. For 

example, while the traditional type of rewards such as higher pay, promotions or prizes 
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can be linked to service performance, other types such as special organizational and team 

celebrations is linked to enhance customer satisfaction or attaining customer retention 

goals. Whatever the impact it has, Ali & Ahmed (2008) emphasised that, if more focus 

was placed on rewards and recognition, it would have a resultant positive impact on 

motivation and thus, resulted in higher level of job performance. Therefore, for the 

internal service to be improved the question that needs to be answered is that, are 

individuals (employee) rewarded and/or recognized for their good performance? 

(Hallowel, 2002).  

2.5.2 Training 

One of the most important things of human resource strategies is training in the 

organization (DiBella et al, 1996 cited in Ye (2010). As far as employee are major assets 

of any organization, equipping these unique assets through effective training become 

imperatives in order to maximize job performance. Thus, training of employees should be 

encouraged by management of the organization in order to develop the knowledge and 

skills of the employees (Ongori and Shunda, 2009).  

While emphasizing the role of management to provide trainings to their employee, Ongori 

and Shunda (2009) cited in Ye (2010) highlighted that good leadership inspires the 

subordinates, creates a vision to be followed by the organization and empowers 

employees through training and development. However, such trainings should be fitted to 

the organizations‟ mission, value and strategies (Wilson et al., 2008). The training is very 

useful in influencing the internal service quality in a sense that, the training can assist 

employees in developing a holistic view of a service strategy. That can be achieved by 

providing them with an understanding of the role of each individual in relation to other 

individuals, the various functions within the firm, and the customers (Byju, 2013). 
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2.5.3 Teamwork 

Team working as a source of job satisfaction will enhance customer satisfaction in a 

service organization. In the context of teamwork, the employee normally develop a sense 

of belonging and thus, they can be able to ease frustrations and stresses for the sake of 

maintaining their enthusiasm and be in a right position, to improve performance of the 

service quality delivery (Wilson et al., 2008). Team working is aimed at helping the 

organization to handle the internal problems through allowing team members to study and 

solve the problems (Betty and Kleiner, 1997). By promoting teamwork, the organization 

can improve productivity and create better adaptability and flexibility in the organization 

and thus, enhance the employees' interpersonal skills (Porter, 1993; McCorkle et al., 

1999).  

A team working is very helpful not only to the organization but also to the employee 

themselves as a team work can make the employees' jobs easier and more pleasant 

(Wilson et al, 1991). According to Wilson et al (2008) a team work can be promoted 

through supporting the employee needs, to clearly identify their jobs responsibilities as 

well as roles in the overall context of the service delivery. According to them, that was 

very important as it would ensure the final quality service delivery. Other means of 

promoting team work as highlighted by Wilson et al (2008) is the rewarding system. 

Teams of individuals, have to be rewarded in order that team efforts and team spirit are 

encouraged. 

2.5.4 Communication 

Communication in an organization encompasses all the means, both formal and informal, 

by which information is passed up, down and across the network of managers and 

employee in a business. These various modes of communication may be used to 

disseminate official information between employee and management to exchange 
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anything in between (Encyclopaedia of Business, 2015). The communication plays a 

significant role in the organization and that no organization can afford to ignore the need 

for effective communication without becoming dysfunctional (DAHGI, 2000).  

In the context of internal service, the communication can play a role to build the 

relationship between the staff members and between levels of employees. It is from that 

point of view whereby communication is considered to build teamwork and creates a 

more collegial atmosphere in the office. Therefore, there is a need for an organization to 

find the best strategy which could be implemented to improve the internal 

communication, with a target to improve the service quality for the employee 

(O‟Riordan& Humphreys, 2003). 

2.5.5 Tools 

For the delivery of service to be successful, companies need to invest adequate funding 

for the employees, to have the needed tools including effective technology and 

technological support and equipment. Grönroos (2000) pointed out that, we can 

understand that it is possible for the contact employees to deliver good quality service, 

when the support peoples and systems provide effective customer information databases, 

effective internal support and other service required for handling situation. On the 

contrary, employees could be easily frustrated in their desire to deliver quality service 

without the needed technology and equipment (Wilson et al., 2008). 

2.6 Research Gap 

The Public Service Commission for the Revolutionary Government of Zanzibar had 

always been striving to achieve an internal service quality in vain. Struggles have been 

dragged back by employee‟s service culture coupled by nepotism, individualism, 

bureaucracy and the likes. Therefore, but no adequate studies have been done to reveal 

the masked reality. This study intends to abridge this research gap. 
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2.7 Conceptual Framework  

The conceptual framework shows the relationship between the service culture and service 

quality while at the same time it is depicted that there was an influence of internal service 

quality factors with the service culture. The conceptual framework shows that, the 

dependent variables like empathy, responsiveness, reliability, assurance and tangibility 

depended on various independent variables (employees‟ service culture) which include 

favouritism, individualism, nepotism and bureaucracy. Between the independent and 

dependent variables, there is mediating variables that change the magnitude and direction 

of effects. In addition to that, the framework shows that the internal service quality factors 

were sometimes influenced by the service culture. 

Figure 2. 1: Conceptual framework 

 

Source: Modified by Researcher 
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CHAPTER THREE 

METHODOLOGY 

3.1  Introduction 

This chapter is about the methodological issues regarding this study.  It explains the 

research design, study location and approach employed in this study. It also discusses the 

sample size and sampling procedures. Lastly, it delineates data collection methods, 

research instruments used, data collection procedure, data processing, analysis, and 

presentation, data quality management as well as ethical matters about the research. 

3.2  Research Approach 

 According to Kothari (2004), there are two basic types of research approaches namely; 

quantitative and qualitative approaches. An eclectic methodology was used in this study; 

this comprised both qualitative and quantitative approaches. Creswell, (2009) describes 

eclectic research method, as a procedure for collecting, analyzing and mixing both 

quantitative and qualitative data in a single study, in order to understand the research 

problem comprehensively.  Quantitative approach, involves the generation of data into 

quantitative form, which can be subjected through quantitative analysis in a formal and 

rigid fashion. This approach can be further sub-classified into inferential, experimental 

and simulation approaches to research. Qualitative approach on the other hand; is 

concerned with subjective assessment of attitudes, opinions and behavior. The research in 

such situation is a function of the researcher‟s insight and impressions. Such an approach 

to research, generates results either in non-quantitative form or in the forms which are not 

subjected to rigorous quantitative analysis, generally, the techniques of focus group 

interview, projective techniques and depth interviews are used. 
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Researchers have recently been advocating a mixed research approach which is a hybrid 

of quantitative and qualitative methodologies. According to authors like Saunders et al., 

2007; Bryman et al, 1990; and Creswell, 2003; a mixed approach tends to improve 

validity and reliability of the findings. Thus, this piece of work has adopted a mixed 

research approach, which was considered appropriate to meet the demands of research 

questions. That is, the study employed qualitative as well as quantitative approaches. 

According to Johnson and Onwuegbuzie (2004), mixed methods approach, is formally 

defined as the class of research where the researcher combines quantitative and 

qualitative research approach, into a single study. Due to that, it was possible to also 

triangulate both methods of data collection and their sources. It is hoped that, the 

approach could help in improving credibility of the research findings, as contended by 

Janesick (1998) and Yin (2000). 

3.3  Research Design 

The research design is the conceptual structure within which research is conducted; it 

constitutes the blueprint for the collection, measurement and analysis of data (Kothari, 

2004). This research employed an explanatory case study design, an approach that is 

used to generate an in-depth understanding of a complex issue in its real-life context 

(Crowe et al., 2011). The study has used an explanatory case study design particularly 

because the research intended to provide specific information about Zanzibar Public 

Service Commission, regarding the effect of employee service culture on internal 

service quality. Also, due to limited funds and time consideration, a case study design 

represented the most viable methodology and was an appropriate research design, to 

obtain reliable data in order to fulfill the demand of the study undertaken. According to 

Yin (2000), explanatory case studies are very useful for theory generation and a means 

for initiating change. 
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3.4 Study Location 

This study was actualized in Zanzibar at the Zanzibar Public Service Commission that 

was taken as a platform. The organization was primarily selected for the study because of 

two reasons, namely the proximity to the researcher, which is convenience, and 

opportunity to learn criterion. For the case of convenience, the researcher was attached to 

the organization, so it was easier to interact with employees and customers of the 

organization during data collection.  

Kothari (2004) considers convenience as an adequate justification for a researcher to 

select setting for the study. With respect to opportunity to learn criterion, the researcher 

was assured with permission to undertake research at this organization and therefore, was 

taken as an opportunity to utilize. Stake (1998) views opportunity to learn as the most 

important criterion to select setting for a study instead of balance and varieties. It is on 

those reasons, Zanzibar Public Service Commission was considered as the right platform 

for the study. 

3.5 Sampling Units 

The sampling unit according to Barker et al (2002) refers to the defined group from which 

the participants in the study are to be selected. The targeted sampling units for the study 

comprised of employees of Zanzibar Public Service Commission and the top management 

team that included the HR officers and heads of departments. 

3.6 Sampling Techniques 

Kothari (2004), explains sampling technique as a procedure the researcher would adopt in 

selecting items for the sample. In this study, two methods of sampling were employed, 

namely; a simple random sampling and purposive sampling techniques.  The techniques 

are further elaborated below as follows. 
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3.6.1  Simple Random Sampling 

Adam and Kamuzora, (2008) define simple random sampling as “a probability sampling 

whereby, all members in the population have an equal chance of being selected to form a 

sample”. Simple random sampling in this study involved selecting the sample at random 

from the sampling frame without replacement. The sampling frame of employees was 

availed to the researcher after obtaining a permission to conduct the research by the top 

management. This technique is appropriate where the sampling frame is not too large and 

each unit is easily accessible as was the case for this study. Thus, the technique was 

employed to select employees to take part in this study. 

3.6.2  Purposive Sampling 

Robson (1993) cited in Barker et al (2002) describe that in a case study research, the term 

purposive sampling is often used to denote a systematic strategy of selecting the 

participants, according to criteria that are important to the research questions. Also, 

according to Kothari (2004), when selecting individuals with rich information, a 

purposive sampling is always the appropriate selection technique. This form of sampling 

was adopted to select those participants from the management team whom were actually 

the key informants. Actually, these individuals were selected on virtue of their positions.  

3.7 Sample Size 

Sample size refers to the number of items selected from the population to constitute a 

sample. The size of the sample should neither be excessively large, nor too small. It 

should be optimum meaning that, it must fulfill the requirements of efficiency, 

representativeness, reliability and flexibility (Kothari, 2004). This study, took a sample 

size of 48 respondents of whom 40 were employees and 8 were key informants from the 

management team.  According to Aczel (2000), a sample size of at least 30 items is an 

adequate for analysis and reporting purposes. This size was considered appropriate 
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because it was not possible to get a bigger number of respondents than this one where this 

study was conducted.  

3.8  Methods and Tools for Data Collection  

Since there is no single data collection technique that is by itself sufficient in collecting 

valid and reliable data, the study used multiple methods of data collection in order to 

triangulate methods and hence, improve validity and reliability of findings. For that 

respect, data were collected through social survey by using questionnaires, direct 

interviews by using an interview guide and documentations by using documentary 

review. While questionnaires and interviews were employed to tape primary data and 

information, documentary review was utilized to provide secondary data. 

3.8.1  Questionnaire 

Questionnaires were administered to 40 respondents among the employees of Zanzibar 

Public Service Commission. The structured questionnaire was deemed to be useful for the 

study because it provided advantage not only to the researcher to maintain the uniformity 

on the questions, that were asked but also to the respondents to provide standard answers. 

The questionnaire was used to collect information on socio-demographic characteristics 

of the respondents, service culture and internal service quality.  

Generally, the structured questionnaire used in this study adopted items from the 

previously tested instruments. It was found to be necessary to use questionnaire to gather 

data from this group of sampling units because, there were relatively are large group and 

the instrument was moderately long. A sample of this questionnaire has been provided as 

Appendix 1 at the end of this report. 



32 

3.8.2  Face to Face Interview 

Face to face interview with key informants, is one among the technique of data collection 

used in the study. Interviews with the key informants were applied with intention of 

obtaining deeper information about employee service culture on internal service quality, 

which could otherwise be difficult to obtain by using other methods of data collection.  

In addition to that, the information from the key informants was used for validating the 

information gathered from the other employees of Zanzibar Public Service Commission 

on the same variables. The interview guide was applied by the researcher as a guiding 

tool during the interview sessions. The group involved in interview was the management 

team of the Commission. It was deemed to be important to use this technique for the 

group because of the need was essentially, to obtain qualitative data and information. In 

addition to that, this group of respondents was pressed with time limitation.  

3.8.3  Documentary Review 

Denscombe, (1998) defines documentary review as a process of analysing and deriving of 

relevant information from primary and secondary sources. This technique entails data 

collection from carefully written official records for the purpose of enabling the 

researcher, to cross-check the consistency of information collected through questionnaires 

and interviews (Borg and Gall, 1998). Critical review of various information sources was 

used to collect the relevant information and acknowledged other studies, which made a 

large contribution to this study.  

Documentary review was used effectively to define the problem, identify gap as well as to 

back up the findings of the study. On that case, the source of information that were 

consulted in this study, included policy documents, theses, dissertations, books, journal 

articles, official reports that were related to the topic under study. Denscombe (1998) 

further asserts that, documentary review has the advantage of providing vast amounts of 
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information. It is cost effective and provides data that are permanent as well as available 

in a form that can be checked by others. However, Kothari (2004) on his side argues that, 

a documentary review serves as theoretical and empirical literature base for the analysis 

of collected data.  

3.9 Data Collection Procedure 

Data collection was done after pilot testing the instruments. This was found to be modest 

because it normally improves the clearness and cleanness of the instruments, so that 

respondents could understand it the same way. According to Janesick (1998), pilot testing 

the instrument is important because of improving validity and reliability, apart from 

allowing the researcher to begin developing and solidifying rapport with participants as 

well as an effective communications patterns. For the case of the questionnaire, the pilot 

was done to ten customers whom were simply selected conveniently. According to Fink 

(1995), the minimum number for pilot testing must be ten which was met by this study. 

With respect to an interview guide, two experienced researchers were requested to look at 

the guide and give comments. On the same regard, the supervisor gave a go ahead after 

comments and final improvements.  After pilot testing, the instruments were adjusted 

accordingly before data collection. Thereafter, the respondents filled in the questionnaires 

and returned them to the researcher on the spot. This was well directed because it took an 

average of about 20 minutes, to complete filling the questionnaire. For the case of 

interview, the researcher used face to face discussion with the top management when data 

collection by using a questionnaire had been accomplished. 

After data were collected, cross-checking for errors was done. After that, data were 

entered into a computer by using SPSS data editor after coding as recommended by 

Zikmund, (2003) who contends that, important parts of data analysis include editing, 

coding and processing. 
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3.10 Data Analysis and Presentation 

Data analysis is the process that involves editing, coding, classifying and tabulating the 

collected data (Kothari, 2004). Data were analyzed by means of statistical techniques in 

order to investigate variables and their effects. The research design applied in this study 

resulted into two sets of data; from the questionnaire and from in-depth interview. 

Quantitative data obtained from the questionnaire, was coded and entered in the SPSS 

that was used in analyzing the data. For easy interpretation and understanding, data were 

analyzed and presented through tabulation, and this is because this method is easy to read 

and interpret the information in summary form. Also, linear regression and correlation, 

was employed to analyze the relationship between variables, it must be determined 

whether the relationship could occur due to the chance that is because of analyses 

relationship between employee service culture and internal service quality. 

On the other hand, qualitative data were analysed mainly by using comparison and 

explanation building as recommended by Yin (2000). 

3.11  Validity and Reliability  

Kitchen and Tate (2000:34) argue that, validity and reliability are two factors which any 

researcher should be concerned about while designing a study, analyzing results and 

judging the quality of the study. Validity, refers to the degree to which any inferences a 

researcher makes, based on the data to be collected using a particular instrument, is 

supported by evidence (Frankael and Wallen, 2000). Therefore, the coverage and 

relevance of the instruments to the problem under study are subject to the content validity. 

Likewise, reliability is the “repeatability” of scores or measured values of variables 

(Montello and Sutton, 2006: 213). According to Joppe (2000), reliability is the extent to 

which results are consistent over time.  

To achieve reliability and validity in this study, the following were done. 
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a) The selection of the respondents was based on the established sampling procedures 

for the quantitative data. 

b) Data were collected by the main researcher alone. This enabled to avoid reliability 

errors, which could arise due to observer errors and observer bias. 

c) A pilot test of the study instruments was done after which some revisions were 

made in order to eliminate ambiguities in the instruments. This brought about 

consistency in understanding the questions by all the respondents. 

d) Definition of key terms and their operationalization was adopted from past studies. 

3.12 Ethical Consideration  

Morrison (1993) stipulates that, ethical principles in the conduct of research include 

acquiring research clearance and the informed consent of the participants as well as 

maintaining confidentiality. The researcher sought respondents‟ consent before involving 

them in the research. This included briefing the respondents about the research objectives 

and roles of the respondents and how they were going to benefit from the study. The 

researcher also assured the respondents about the degree of confidentiality in the 

information gathered from them. Besides that, the researcher received an introductory 

letter from the office of Directorate of Graduate Studies of the University of Dodoma, 

which introduced the researcher to the relevant authorities in the study area.  
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CHAPTER FOUR 

FINDINGS AND DISCUSSION 

4.1 Introduction 

This chapter provides the findings of the study as per data collected from the field. 

Findings have been presented according to the chronology of the research objectives.  

4.2 Profile of the main Respondents (Employees) 

Since this study has involved employees as the main respondents, it was thought to be 

important to understand their background because there could have been, a linkage 

between the findings of the study and characteristics of the respondents. The basic 

information taken from them includes, sex, age, educational background and the tenure of 

them. 

4.2.1 Sex of the main Respondents (Employees)  

According to the sex of respondents as one of the demographic characteristics taken, 

males were 22 (55%) and females were 18 (45%). Data indicated that, males 

outnumbered females. This is because most employees in the Ministry of President 

Office, Labor and Public Services, where these data were collected were males. Table 4.1 

below. 

Table 4.1: Sex of the Respondents 

Sex of Respondents Frequency Percent  

Males 22 55  

Females 18 45  

Total 40 100  

Source: Field Survey Data 
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4.2.2 Age of the main Respondents (Employees) 

Majority of the respondents were within the age of 31-40 years, which composed 30% of 

all the respondents, 51-60 years 27.5%, 41-50 years 22.5%, followed by 21-30 years 

which accounted for 20% of the respondents. Table 4.2 below. 

Table 4.2: Ages of the Respondents 

Age of Respondents Frequency  Percent 

21-30 8 20 

31-40 12 30 

41-50 9 22.5 

51-60 11 27.5 

Total 40 100 

Source: Field Survey Data 

4.2.3 Educational background of the main Respondents (Employees) 

The highest level of education attained by the respondents was PhD and the lowest was 

Form IV. The study has revealed that, 10% of them were Form IV and Form VI each, 

20% of them who attained Bachelor degree and Master degree each, 5% PhD and 35% of 

the respondents attained others. This implied that, majority had attained others 

(certificate, diploma and advanced diploma). Table 4.3 below. 
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Table 4.3: Educational background of the Respondents 

 Educational level Frequency Percent   

 Form IV 4 10.0   

Form VI 4 10.0   

Bachelor Degree 8 20.0   

Master Degree 8 20.0   

PhD 2 5.0   

Others 14 35.0   

Total 40 100.0   

Source: Field Survey Data 

4.2.4 Tenure of the main Respondents (Employees) 

Apart from seeking information on the age of the employees, this study also wanted to 

determine the duration of employees whom have been in the organisation. With this 

regard, it was found out that; majority of the respondents (27.5%) had existed for 16 to 20 

years. Those who had been with the organization from 0-5 years and above 20 years had 

accounted for 12.5%, whereas those in the existence with the organization between 11-15 

years accounted for 25.0%. Further, it was established that, some employees had been 

with the organization between 6-10 years, and they accounted for 22.5%. This Table 4.4 

below.  

Table 4.4: Tenure of the Respondents 

Years of Experience Frequency Percent 

0-5 years 5 12.5 

6-10 years 9 22.5 

11-15 years 10 25.0 

16-20 years 11 27.5 

above 20 years 5 12.5 

Total 40 100.0 

Source: Field Survey Data 
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4.2.5 Marital Status of the main Respondents (Employees) 

Under this section, it was revealed that, majority of the respondents (55.0%) were 

married. It was also discovered that, 11 (27.5%) were singles and the last 7 respondents 

(17.5%) were divorced. Table 4.5 below. 

Table  4.5: Marital Status of the Respondents 

Marital status Frequency Percent 

Married 22 55.0 

Single 11 27.5 

Divorced 7 17.5 

Total 40 100.0 

Source: Field Survey Data  

4.2.6 Summary of the Profile of Respondents 

In this study, it was found out that, male employees outnumbered the female employees 

as they accounted for (55%).  For the case of age, the dominant group ranged between 31-

40 years which accounted for 30% of all the respondents. Further, the analysis of the 

educational background have shown that, 2 employees (5.0%) had reached the highest 

level of education of PhD with some few employees being Bachelor Degree and Master 

Degree holders. Finally, it was reported that, most of the employees (27.5%) had been 

with the organisation between 16-20 years. 

4.3 Findings and Discussion 

This section is devoted for studying the real questions developed for the study. The 

approach of analytic strategy as proposed by Yin (2000) has been applied in presenting 

the findings. 
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4.3.1 Link between Employee Service Culture and Internal Service Quality 

The first objective of this research was to analyse the relationship between the employee 

service culture and internal service quality. To meet this objective, a hypothesis was 

developed and tested. The hypothesis was:  

There is a relationship between employee service culture and internal service quality. 

 The hypothesis was developed because of the literature supporting the relationship 

between these two variables. For example, Furrer et al (2000) and the Krishna et al, 

(2010). Therefore, in testing this hypothesis, null and alternative hypotheses were set as: 

Null hypothesis: There is no relationship between employee service culture and internal 

service quality (β = 0). 

Alternative hypothesis: There is relationship between employee service culture and 

internal service quality (β ≠ 0). 

In this analysis, independent variable was taken to be the service culture (Servcult) and 

the dependent variable was internal service quality (Inservqu). The names of Servcult and 

Inservqu were the target variables defined under SPSS during preliminary data analysis, 

after averaging the ordinal data measured from the Likert scale of five points, for both 

service culture and internal service quality. This type of analysis is common in analyzing 

data that needed to be changed from ordinal to ratio for subsequent analysis (example,  

Mohamed, 2014; Brady, et al., 2002). Thus, the model fitted was: 

  ServcultInservqual  

Where; 

Inservqu was the dependent variable. 

Servcult was the explanatory variable. 
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α = the intercept on the y-axis. 

β = the slope of the model. 

ε = error term of the model which cannot be estimated. 

 Tables 4.6, 4.7, 4.8, and 4.9 below present the findings of the study on this analysis. 

Tables 4.6: Variables Entered/Removed
b 

Model Variables 

Entered 

Variables 

Removed 

Method 

1 Servcult
a
 . Enter 

a. All requested variables entered. 

b. Dependent Variable: Inservqu 

Source: Field Survey Data 

Table 4.7: Model Summary 

Model R R 

Squa

re 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimate 

Change Statistics 

R 

Square 

Change 

F 

Change 

df

1 

df2 

 

 

Sig. F 

Chang

e 

1 .687
a
 .472 .458 .44119 .472 33.978 1 38 .000 

a. Predictors: (Constant), Servcult 

Source: Field Survey Data 

Table 4.8: ANOVA
b
 

Model Sum of Squares Df Mean Square F Sig. 

1 Regression 6.614 1 6.614 33.978 .000
a
 

Residual 7.397 38 .195   

Total 14.010 39    

a. Predictors: (Constant), Servcult 

b. Dependent Variable: Inservqu 

Source: Field Survey Data 
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Table 4.9: Coefficients
a
 

Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

T Sig. B Std. Error Beta 

1 (Constant) 1.254 .451  2.779 .008 

Servcult .686 .118 .687 5.829 .000 

a. Dependent Variable: Inservqu 

Source: Field Survey Data 

As depicted in Table 4.9 above, both the constant term and the Standardized Beta values, 

were significant at 0.008 and 0.000 levels of significance respectively. This implied that, 

there was a relationship existed between employee service culture and internal service 

quality, as supported by this analysis. With regards to nature and extent of the relationship 

between the two variables, Table 4.7 above indicated that, the relationship was positive 

and is gauged by the level of Adjusted R Square of 0.458 which is significant as it is 

standardized. 

4.3.1.1 Discussion of the Findings on the Link between Employee Service Culture 

and Internal Service Quality 

From the analysis on the relationship between employee service culture and internal 

service quality presented above, it can be seen that, results obtained have shown a 

positive relationship between these two variables. The test results indicated that, there 

was enough empirical evidence to accept the set hypothesis that, there was a relationship 

between employee service culture and internal service quality. Further, the significant 

positive R value indicated that, this relationship was positive and quite significant. Thus, 

by inducing employees to have a positive, impressive and consistent service culture was a 

surrogate for creating a perfect internal service quality. That is, results of this research 
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have uncovered that a better employee service culture which would increase an internal 

service quality in a consistent manner.  

Results on this study, are well supported by those findings documented by various 

scholars (for example, Dauda et al., (2013); Snipes et al.,(2005); Yee, et al.,(2009)) who 

revealed that, employee service culture was linked to the  internal service quality, the 

former being the cause of the later. In addition to that, Anderson and Fornell (1994) 

demonstrated that, the relationship between employee service culture and internal service 

quality, has received an increasing interests by establishing the links between cultural 

dimensions and service quality dimensions by studying a subset of possible relationship. 

Thus, an abundant literature shows that, there was a positive relationship between 

employee service culture and internal service quality. Hence, given the majority of 

investigations confirming a relationship between these variables, it can be concluded that, 

indeed, there was a close link between employee service culture and internal service 

quality. 

In addition to that, interviews with top management had provided information which 

conforms to these findings. For example, one of the heads of department interviewed had 

this to say on that respect. 

“It is the culture and good norms of employees that shape their 

behaviours and handling of customers. On the other side, the good 

performance of employees is the one that make customers to feel 

satisfied with services rendered”. 

In supporting this contention, another respondent was quoted saying the following. 
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“The relationship between employee service culture and internal 

service quality depends, on internal service markets and allocation of 

resources across segments”. 

4.3.2 Analysis on the Level of Employees’ Awareness on Service Culture 

The second objective of this study was to analyze the level of employees‟ awareness on 

service culture. To address this objective, eight issues were looked at, namely; the 

commitment of employees to their institution, significance of working beyond normal 

hours for employees, management awareness on the importance of transparency, in 

implementing decisions and senior employees‟ recognition on the value of friendly 

relationship among themselves. Others were; the senior and junior employees recognition 

on the value  of friendly relationship among themselves, junior employees understanding 

on the value  of friendly relationship among themselves, organization‟s  understanding on 

the value of cordial relationship, with its sister organizations and organization‟s  

understanding  on the consequences of implementing issues bureaucratically. The issues 

are analyzed below as follows. 

4.3.2.1  Commitment of Employees to their Institution 

Under this issue, respondents were required to evaluate the awareness of employees on 

the significance of commitment to their institution. Results on their evaluation are 

presented in Table 4.10 below. 
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Table 4.10: Assessment on the Importance of Commitment of Employees to their 

Institution  

Response Frequency Percentage 

Strongly Agree 2 5.0 

Agree 3 7.5 

Indifferent 6 15.0 

Disagree 12 30.0 

Strongly Disagree 17 42.5 

Total 40 100.0 

Source: Field Survey Data 

Table 4.10 above shows that, 5% of the respondents strongly agreed that, employees were 

aware of the importance of commitment to their institution while 7.5% just agreed. 

However, 15% of the respondents were indifferent, about the matter. In addition to that, 

there were 30% of respondents who disagreed and 42.5% who strongly disagreed that 

employee were aware of the importance of commitment to their institution. If strongly 

agreed and agree stand for agreed, then 12.5% of the respondents agreed that, about the 

matter. On the other hand, if strongly disagreed and disagree represents disagreed, then 

72.5% of the respondents disagreed that, employees were aware of the commitments to 

their institution. 

4.3.2.2 Significance of Working beyond Normal Hours for Employees 

This section wanted respondents to assess the significance of working beyond normal 

hours. On this regard, data obtained were summarized in Table 4.11 below. 
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Table 4.11: Assessment on the Significance of Working beyond Normal Hours for 

Employees 

Response Frequency Percentage 

Strongly Agree 1 2.5 

Agree 7 17.5 

Indifferent 9 22.5 

Disagree 11 27.5 

Strongly Disagree 12 30.0 

Total 40 100.0 

Source: Field Survey Data 

As depicted in Table 4.11 above, responses have shown that, respondents that had 2.5% 

of the respondents strongly agreed that, working beyond normal hours was significant, 

17.5% agreed, 22.5% were indifferent and 27.5% disagreed, 30% strongly disagreed. 

Once again, if one combines strongly disagreed and disagree to represent just disagreed, it 

can be found out that, 57.5% of the respondents disagreed on the significance of working 

beyond normal hours for employees, than only 20% of them just agreed on the issue. 

4.3.2.3 Management Awareness on the Importance of Transparency in 

Implementing Decisions 

Another issue that was investigated was on the assessment of management awareness on 

the importance of transparency in implementing decisions. Table 4.12 depicts the results 

on the issue.  
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Table 4.12: Assessment on the Management Awareness on the Importance of 

Transparency in Implementing Decisions 

Response Frequency Percentage 

Strongly Agree 1 2.5 

Agree 10 25.0 

Indifferent 6 15.0 

Disagree 7 17.5 

Strongly Disagree 16 40.0 

Total 40 100.0 

   Source: Field Survey Data 

As shown on Table 4.12 above, 2.5% of the respondents strongly agreed that, the 

management was aware of the importance of transparency in implementing decisions 

while 25% just agreed, 17.5% disagreed, 40% of them strongly disagreed and 15% of the 

respondents who became indifferent on the issue. As indicated in Table 4.12 above, if 

strongly disagreed and disagree stood for disagreed, then 57.5% of them disagreed, on the 

importance of transparency in implementing decisions. On the other hand, if strongly 

agreed and agree stood for agree, we can conclude that, only 27.5% of the research 

participant‟s agreed that, the importance of transparency in implementing decisions to the 

management. 

4.3.2.4 Senior Employees’ Recognition on the Value of Friendly Relationship among 

Themselves  

This was another aspect of the second objective that respondents were asked to evaluate, 

Table 4.13 below. 
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Table 4.13: Assessment on the Importance of Senior Employees’ Recognition on the 

Value of Friendly Relationship among Themselves 

Response Frequency Percentage 

Strongly Agree 1 2.5 

Agree 5 12.5 

Indifferent 7 17.5 

Disagree 9 22.5 

Strongly Disagree 18 45.0 

Total 40 100.0 

  Source: Field Survey Data 

Results in Table 4.13 above have shown that, 2.5% of the respondents strongly agreed 

that, senior employees‟ recognized the value of friendly relationship among themselves, 

12.5% just agreed. 22.5% disagreed, 45% strongly disagreed and 17.5% those who were 

indifferent about the issue. If we mix strongly disagreed and disagree to be disagreed, we 

can say that, 67.5% of them disagreed that, senior employees‟ recognize the value of 

friendly relationship among themselves. Conversely, if strongly agreed and agree mean 

just agreed, then, only 15% of the respondents agreed about the matter.   

4.3.2.5 Senior and Junior Employees Recognition on the Value of Friendly 

Relationship among Themselves 

The fifth issue discussed under the second objective, was the assessment of the senior and 

junior employees‟ recognition on the value of friendly relationship among them. Table 

4.14 below. 
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Table 4.14: Assessment on the Importance of Senior and Junior Employees 

Recognition on the Value of Friendly Relationship among Themselves 

Response Frequency Percentage 

Strongly Agree 2 5.0 

Agree 1 2.5 

Indifferent 11 27.5 

Disagree 7 17.5 

Strongly Disagree 19 47.5 

Total 40 100.0 

  Source: Field Survey Data 

From Table 4.14 above, have shown results that, 5% of the respondents strongly agreed 

that senior and junior employees recognized the value of friendly relationship among 

them 2.5% just agreed, 27.5% were indifferent, 17.5% of the respondents who disagreed 

and 47.5% strongly disagreed . If one mixes strongly disagreed and disagree to stand for 

disagreed, it can be concluded that, 65% of them disagreed about the issue. Despite the 

fact that, if strongly agreed and agree mean just agreed, we can conclude that, only 7.5% 

of the respondents agreed that, Senior and Junior employee‟s recognition were friendly 

relationship among themselves. 

4.3.2.6 Junior Employees Understanding on the Value of Friendly Relationship 

among Themselves 

Another issue that was investigated about the junior employees understanding the value 

of friendly relationship among them. Table 4.15 below.  
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Table 4.15: Assessment on the Importance of Junior Employees Understanding the 

Value of Friendly Relationship among Themselves 

Response Frequency Percentage 

Strongly Agree 4 10.0 

Agree 3 7.5 

Indifferent 8 20.0 

Disagree 8 20.0 

Strongly Disagree 17 42.5 

Total 40 100.0 

Source: Field Survey Data 

Results from Table 4.15 show that, 10% of the respondents strongly agreed with the fact 

that, junior employees understand the value of friendship among them, while another 

7.5% of them just agreed, 20% were indifferent. 20% disagreed, 42.5% of the respondents 

strongly disagreed about the issue in question. All in all, if strongly disagreed and 

disagree stood for disagreed, while strongly agreed and agree represents agreed, then, the 

proportion of the respondents who assessed the importance of understanding relationship 

among junior employees themselves, as disagree, outperformed, those who viewed it to 

be agreed by 62.5% for 17.5% correspondingly. 

4.3.2.7 Organization’s Recognition on the Value of Cordial Relationship with its 

Sister Organizations  

Another issue, that was assessed on the organization‟s recognition on the value of cordial 

relationship with its sister organizations. Table 4.16 below. 
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Table 4.16: Assessment on the Importance of Organization’s Recognition of the 

Value of Cordial Relationship with its Sister Organizations 

Response Frequency Percentage 

Strongly Agree 3 7.5 

Agree 2 5.0 

Indifferent 10 25.0 

Disagree 10 25.0 

Strongly Disagree 15 37.5 

Total 40 100.0 

  Source: Field Survey Data 

As shown in Table 4.16 above, 7.5% of the respondents strongly agreed that the 

organization recognized the cordial relationship with its sister organizations 5% agreed. 

25% were indifferent and 25% disagreed, but also there were 37% of the respondents who 

strongly disagreed about the fact that, the organization recognized the cordial relationship 

with its sister organizations. 

4.3.2.8 Organization’s Recognition on the Consequences of Implementing Issues 

Bureaucratically 

The last issue that was looked at under this concern was the recognition of the 

organization on the consequences of implementing issues bureaucratically. Respondents 

were supposed to show their agreement or disagreement point of views on that Table 4.17 

below.  
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Table 4.17: Assessment on the Importance of Organization’s Recognition on the 

Consequences of Implementing Issues Bureaucratically 

Response Frequency Percentage 

Strongly Agree 2 5.0 

Agree 8 20.0 

Indifferent 7 17.5 

Disagree 15 37.5 

Strongly Disagree 8 20.0 

Total 40 100.0 

  Source: Field Survey Data 

As shown in Table 4.17 above, 5% of the respondents strongly agreed that, the 

organization recognized the consequences of implementing issues bureaucratically, 20% 

just agreed, 17.5% were indifferent, 37.5% of them who disagreed and 20% of the 

respondents who strongly disagreed that, the organization recognized the consequences of 

implementing issues bureaucratically. In fact, if strongly disagreed and disagree stood for 

disagreed, we can say that, 57.5% of the respondents disagreed the importance on 

organization‟s recognition on the consequences of implementing issues bureaucratically. 

Similarly, if strongly agreed and agree were made to represent agreed, then, only 25% of 

the respondents agreed on the argument. 

4.3.2.9 Discussions on the Findings Regarding Analysis on the Level of Employees’ 

Awareness on the Service Culture 

With regard to the analysis on the level of employees‟ awareness on service culture, eight 

parameters were gauged. The parameters were;  the commitments of employees to their 

institution, significance of working beyond normal hours for employees, management 

awareness on the importance of transparency in implementing decisions and senior 

employees‟ recognition, on the value of friendly relationship among themselves. Others 

were; senior and junior employees recognition on the value  of friendly relationship 
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among themselves, junior employees understanding on the value  of friendly relationship 

among themselves, organization‟s  understanding on the value of the cordial relationship 

with its sister organizations and organization‟s  understanding  on the consequences of 

implementing issues bureaucratically.  

It can be observed that, in all the eight parameters investigated, they were unfavourably 

evaluated. In fact, the level of awareness of the employees on the importance of the 

parameters to service culture ranged from 7.5% to 27.5% for those who either agreed or 

strongly agreed regarding the significance of the factors. Of the parameters investigated, 

the least evaluated was the assessment on the importance of senior and junior employees‟ 

recognition, on the value of friendly relationship among themselves. On this regard, it 

was only 7.5% of the employees who either agreed or strongly agreed on the issue.  

On the other hand, the most favourable evaluated factor was the assessment on the 

management awareness on the importance of transparency in implementing decisions. 

Despite of this favourable evaluation, it was only 27.5% of the respondents who either 

agreed or strongly agreed on the importance of the attribute in implementing decisions. 

Thus, actually, the overall assessment of the parameters was not good.  

Contrary to the findings of this study, previous studies have shown that, various factors 

similar to the ones considered in this study have been positively assessed. For example, 

Jawahar, (2006) demonstrated that, persons committed to work hold a strong sense of 

duty towards their work, and placed intrinsic value on work as the central life interest. 

This form of commitment relates to issues like work motivation, job involvement, work 

as the central life interest and work involvement organizational commitment. Further, 

Barber et al., (1999) demonstrated that, when employees make commitment to their 

organization, there is likelihood of increasing sales and decreasing absenteeism.  
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Thus, one could argue that, on the basis of the results documented here, then, generally, 

employees of the Zanzibar Public Service Commission where the research was conducted 

had a low level of awareness regarding service culture. 

4.3.3 Challenges Facing Internal Service Quality at the Public Service Commission 

of  Zanzibar 

The third and last objective of this study was to investigate on the challenges facing 

internal service quality at the Public Service Commission of Zanzibar. According to the 

information obtained from the respondents, there were mainly eight challenges namely; 

low salary, poor leadership, corruption and accountability. Others were the lack of 

conducive environment, availability of resources, lack of motivation and poor training 

services. Challenges are further discussed bellow as follows. 

a) Low Salary 

The first challenge that was said was low salaries.  Employees claimed that, although they 

had been working with the organization for a long time, and with the level of education 

they had, what they were being paid was very low that was not an adequate for oneself, 

let alone the whole family. Some employees also blamed the government institutions on 

giving its employees very low salaries compared to private organizations.  According to 

Serem, (2014), employees in the lower salary grades, and their union representatives, 

complained that, the current level of Public Sector remuneration and benefits was below 

compared to the cost-of-living. The author contends that, it was not easy to achieve 

consensus on the measure of providing services and that it depended on how the 

employees were treated, the salary payment could be significantly higher than the existing 

minimum pay. Therefore, its implementation would worsen the challenge of affordability 

and sustainability of the wage and thus, it could limit the production of quality services. 
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One of the participants in an interview had the following to say on the issue of low 

salaries. 

“The salaries being provided to some of the employees are not 

sufficient to meet their requirements. This is because they spend a lot 

of their time to work in organizations but there is nothing they can 

achieve the given small level of remuneration”. 

In order to avoid the misunderstanding among employees and employers, and to improve 

the living standards, it is important for the public institutions to increase the salaries of 

employees, according to their levels of education and the roles they played. This would 

help in doing away with corruption and other evils among employees. 

b)  Poor Leadership 

Another challenge that was mentioned was that of poor leadership. Most of those 

involved in the study complained that, the Public Service Commission of Zanzibar had a 

poor leadership. According to respondents, the situation was due to the fact that, many of 

the leaders at top positions, were selected on political basis without considering their 

morality, capability as well leadership ability and ethics.  

According to Hsiao and Lin, (2008), to have a good leadership is the kind of institution, 

organization or department comprehensiveness, by using employees-oriented approach to 

improve product of internal service quality. Furthermore, the authors continued on 

explaining that, the good quality leadership was the sympathetic of coherent thinking and 

the group of guidelines, as basis of continuously improving organization, which utilized 

the numeric method and human resource to improve quality of product and service 

obtained, and all operation processes in the organization, so as to meet the current and 

future requirements of employees. In appointing leaders in many public institutions in 
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Zanzibar, such best practices are not considered as per the respondents‟ complaints. In 

fact, one of the participants in interview had the following to say with that regard. 

“Poor leadership among the top managers, always brought about 

misunderstanding. In many situations, poor leadership is the cause of 

employees not getting their rights. This results into grievances and 

poor performance among employees”. 

c) Corruption 

The third challenge brought forward, was the issue of corruption under which; many of 

the respondents said that, there was corruption in most of the government organizations 

and nothing, was done in a fair and honesty way. According to UNODC, (2013), the bribe 

give and take to the public office affects the provision of internal services of any 

organization. This is due to the fact that, managers and senior officials were more 

exposed to bribery offers than other occupational groups and those with the supervisory 

functions received more offers than those not entrusted with such functions. This created 

a sense of hatred and jealous among employees of the same organizations. 

According to Alt and Lassen, in developing countries, the level of corruption in public 

sector is more as compared to private sector (Alt and Lassen, 2003). In addition to that, 

Njunwa (2005), points out that, corruption is still widespread, in spite of the national anti-

corruption policies and instruments. Above all, Lambsdorff (2001) establishes that, 

government contribution neither increases nor decreases the level of corruption and the 

poor institutions were the most important sources of corruption. On the existence of 

corruptive practices, one participant interviewed had the following to say. 

“Some of the employees in our sectors did not do their duties 

without taking something from customers. On the other side, 

customers felt that, without giving something, they would not get the 
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required services. Thus, in most organizations employees felt that to 

serve customers was subject to getting something from them”.   

d) Accountability 

Under this issue, it was explained that, the service quality of the Public Service 

Commission of Zanzibar, was poor due to the fact that, no one wanted to be held 

accountable for the mistakes of others. As it is known that, if there was no accountability 

in an organization, then the performance of such organization will be poor, and hence the 

quality of services would deteriorate. Accountability is strongest when both the long and 

short routes to accountability work. This is much easier said than done. A growing body 

of research demonstrates that, “getting these accountability relationships right” is the key 

to improving public services for the poor (World Bank, 2004; Malene et al., 2004:5). 

Getting it right means that, accountability relationships are all working properly, 

reinforcing each other as the public service delivery system.  

This methodology, emphasizes strengthening both the short and long route to 

accountability strengthening. Accountability, contributes to the increased development 

effectiveness. Given the difficult, inability or unwillingness of governments to deliver 

essential service, service delivery effectiveness and policy design, are improved by 

citizens‟ clearer articulation of their demands and more transparent public decision-

making (World Bank, 2004; Malene et al., 2004:5). Accountability also involves both the 

political justification of decisions and actions, and managerial answerability for 

implementation of the agreed tasks according to the agreed criteria of performance (Day 

and Klein, 1987). According to respondents, this lacked in many organizations. 

e) Lack of Conducive Environment 

A conducive environment always makes people motivated to work and actually did their 

work very well, but the Public Service Commission of Zanzibar lacked the  conducive 
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environment for workers to give services of a good quality. Chandrasekar, (2011), 

explains that, the workplace environment impacts employee morale, productivity and 

engagement - both positively and negatively in such a way that, when employer created a 

good environment to the employees, the quality of services provided will be more 

applicable. The work place environment in the majority of industries is unsafe and 

unhealthy. These include poorly designed workstations, unsuitable furniture, lack of 

ventilation, inappropriate lighting, excessive noise, insufficient safety measures in fire 

emergencies and lack of personal protective equipment (Sims, 2000). People working in 

such environment are prone to occupational disease and it impacts on employee‟s 

performance.  

Thus, productivity is decreased due to the workplace environment. It is the quality of the 

employee‟s workplace environment that most impacts on their level of motivation and 

subsequent performance. How well they engage with the organization, especially with 

their immediate environment, influences to a great extent their error rate, level of 

innovation and collaboration with other employees, absenteeism and ultimately, how long 

they stay in the job. Creating a work environment in which employees are productive is 

essential to increased profits for any organization, corporation or small business. The 

relationship between work, the workplace and tools of work, workplace becomes an 

integral part of work itself. 

f) Availability of Resources  

Without resources, there are no manufactured goods or products. Respondents of this 

study said that, there were no resources at the Public Service Commission of Zanzibar, to 

enable employees discharge their duties and responsibilities. Due to that deficiency, it 

was very difficult for them to deliver services leave alone a good quality services. Thus, 

services rendered were not of good quality at all, actually, respondents complained that, 
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the availability of resources was one among the big issue in many organizations. This 

included, money, human resources and equipment like; computers, printers and 

stationeries. According to Moorhead and Griffin, (2008), poor allocation and in adequate 

resources may take a face of obstacle towards the implementation of change.  

g) Lack of Motivation  

Another challenge mentioned in this study, was the lack of motivation. Respondents said 

that, lack of motivation in the Public Service Commission of Zanzibar made workers to 

offer poor service quality. According to Sturman and Ford (2011), the service 

environment is an excellent, and working services will be efficient if motivation will take 

place to the employees in an organization. It is up to that front-line employee you've 

worked so hard to appoint and train to deliver the service you've promised, because the 

guest contact employee usually is the key to having the satisfied guest. Say that, there's a 

problem at the front desk, and a guest's room is out of order or not acceptable.  

They explained that if the front-desk associate is hasty or dealing with a heavy check-in, 

they may not be able to respond to the guest's problem or may be too unpremeditated 

about the problem, but if the guest feels shabbily treated, the guest will also be angry at 

your organization. You can also, motivate your employees not only by offering them the 

financial rewards, but also providing nonfinancial rewards, or even changing the nature of 

the job itself (NAER, 2005). It has been researched and found out that, motivation was 

influenced by numerous factors, including the organization's environment, organizational 

culture, individual characteristics, comparison across individuals, and the structure and 

form of existing incentives (Sturman and Ford, 2011).  On this respect, one of the 

participants interviewed had the following to say. 

“There is a lack of motivation in many public organizations. Failure 

in motivating employees could make them to feel unhappy and 
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dissatisfied with their jobs. This can further translates to providing 

services of unsatisfactory quality”. 

h) Poor Training Services 

The last challenge that was mentioned was that of the poor training services. It was 

reported that, the Public Service Commission of Zanzibar either did not provide training 

services or provides services in the very poor manner. Training is very crucial thing to 

conduct in any organization, because it makes employees to be up-to-date.  According to 

Grönroos, (2007), employees need to be informed that they would be given every 

opportunity to learn the new skills that would enable them to work and provide valuable 

services. Also according to Wei-Tai, (2006), effective training programmes help in 

constructing a more conducive working environment for the better improvement. On the 

same token, Farooq and Aslam (2011) contend that, managers should try their level best 

to develop employee‟s capabilities, ultimately by creating a good working environment 

within the organization, if there was not enough training in working place the 

organization will not improve well.  

To develop the desired knowledge, skills and abilities of the employees, to perform well 

on the job requires an effective training programme that also effect employee motivation 

and commitment (Meyer and Allen, 1991). So in order to prepare workers to do their job 

as desired, organizations must provide training so as to optimize their employee‟s 

potential.  

The usefulness of the organization depends on capability of the employees. Training in a 

workplace presents the major occasion to expand the knowledge base of all employees. 

Most employees have some weaknesses in their workplace skills, so it will help 

employees to improve those skills and knowledge and brings to the superior level. If the 
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organization did not make available training for their employees in a certain time, then the 

organization will not get improvements. 
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CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

5.1  Introduction 

This study had three objectives to accomplish. They were; to analyse the relationship 

between the employee service culture and internal service quality, to analyze the level of 

employees‟ awareness on service culture and to investigate on challenges facing internal 

service quality at Public Service Commission of Zanzibar. The previous chapter had 

presented the main findings of the study as guided by the research objectives outlined 

above. This chapter provides the summary of findings, conclusions and recommendations 

based on the findings. Finally, the chapter winds up by showing the limitation of the study 

and suggestions for a further research. 

5.2  Summary of the Findings 

This section summarizes findings of the study presented in the previous chapter. In so 

doing, the same sequences of the research objectives was followed as suggested by Yin 

(2000). 

5.2.1  Link between Employee Service Culture and Internal Service Quality 

 In general, the study has found out that there was relationship between employee service 

culture and internal service quality. Test results have indicated that, there was enough 

empirical evidence to accept the set hypothesis, that, there is the relationship between 

employee service culture and internal service quality. The significant positive R value 

showed that, this relationship was positive and quite significant. In other words, 

employees were encouraged to have positive, remarkable and consistent service culture 

for which to create a perfect internal service quality. That is, employee service culture 

would increase the internal service quality in a consistent manner. Results from 
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interviews, have also provided information which conforms to these findings because in 

most cases majority of the respondents strongly agreed on this argument. 

 It is good to note that, these results are well supported by various scholars such as; Dauda 

et al., (2013); Snipes et al.,(2005); and Yee, et al.,(2009), whom also found out that, 

employee service culture was linked to the  internal service quality, the former being the 

cause of the later.  

5.2.2  Level of Employees’ Awareness on Service Culture 

With regard to the analysis on the level of employees‟ awareness on service culture, eight 

parameters were gauged. The parameters were; the commitment of employees to their 

institution, significance of working beyond normal hours for employees, management 

awareness on the importance of transparency in implementing decisions and senior 

employees‟ recognition on the value of friendly relationship among themselves. Others 

were; senior and junior employees recognition on the value  of friendly relationship 

among themselves, junior employees understanding on the value  of friendly relationship 

among themselves, organization‟s  understanding on the value of cordial relationship with 

its sister organizations and the organization‟s  understanding  on the consequences of 

implementing issues bureaucratically.  

It can be observed that, in all the eight parameters investigated, the overall assessment 

was not good as the factors were unfavourably evaluated. In fact, the most favourable 

evaluated factor was the assessment on the management awareness on the importance of 

transparency in implementing decisions. Despite of this complimentary evaluation, it is 

only 27.5% of the respondents who agreed on the importance of the attribute in 

implementing decisions. Conversely, previous studies have shown that, such factors 

considered in this study have been positively assessed by participants.  Examples of such 
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studies include Jawahar, (2006) and Barber et al., (1999). Thus, employees of the 

Zanzibar Public Service Commission, where the research was conducted had low level of 

awareness regarding service culture.  

5.2.3 Challenges Facing Internal Service Quality at Public Service Commission of 

Zanzibar 

This study basically, has uncovered a host of challenges facing the internal service quality 

at Public Services Commission of Zanzibar. The most critical challenges however, were; 

low level of salaries, poor leadership, corruption and accountability. Others were; the lack 

of conducive environment, lack of motivation and poor training services. 

5.3  Conclusion 

Based on the findings as presented above, there are three areas which this study is making 

some contributions. These are contribution to policy, knowledge and best practices as 

shown below.  

5.3.1  Policy Contribution  

Results of this study and especially the challenges facing the implementation of internal 

service quality at the Commission signified obstacles that are beyond the reach of the 

organization and employees in general. Such challenges, would call for an intervention 

from top level management of the government, in terms of creating a conducive 

environment to enable employees discharge their duties as expected. 

5.3.2  Contribution to Knowledge 

Findings have presented the state of affairs with regard to the employees‟ awareness on 

service culture at Zanzibar Public Services Commission. In addition to that, it has 

uncovered challenges that hindered the implementation of internal service quality at the 

Commission. Despite the fact that, there has been found a positive and significant 
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relationship between employee service culture and internal service quality. This discovery 

is a good catalyst for further studies to be conducted in other places by providing a 

reference point, regarding issues pertaining to employee service culture and internal 

service quality. 

5.3.3  Contribution to Best Practices 

Given to low awareness of the employee‟s service culture at the study location, it is 

important for the Commission and other similar institutions in Zanzibar, to open their 

eyes and come up with strategies of making their employees to become quite aware of 

service culture, because it has been found out to be the cause of the internal service 

quality. This understanding and hence, practicing would make employees of the 

Commission and others, to become good servants to customers in provision of services. 

5.4  Recommendations 

Based on the findings documented, this study is making recommendations to three main 

groups, namely; the management of Zanzibar Public Service Commission, government 

and employees of the Zanzibar Public Service Commission. 

5.4.1  Recommendations to the Management of Zanzibar Public Service 

Commission 

1)  Based on the fact that, the success of organization is dependent on human resource 

practices and achievement towards their employees and that, the relationship with 

employees‟ agreement is considered one of the most important drivers of the 

perceived internal service quality, which is strongly associated with employee 

retention, it is essential for the management to gratify employees in order to make 

them highly motivated through improving the working environment. This will 

make them work more effectively and efficiently. 
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2)  The level of employees‟ awareness on the service culture at the Zanzibar Public 

Service Commission was low or not existed, it is highly recommended to 

undertake awareness campaign, through in-service training so that employees 

could first understand their role before they could put things into practice. 

3) Given the strong link between the employee service culture and internal service 

quality, it is advised that, Zanzibar Public Service Commission harness well 

factors that created a favourable service culture so that, employees themselves 

could provide high quality services internally among themselves. This will 

ultimately have an impact on the quality of services rendered to customers.  

5.4.2  Recommendations to Government 

1) There has been documented several challenges which acted as obstacles in 

allowing the smooth implementation of internal service quality at the public 

service commission of Zanzibar. The Government is cordially advised to take a 

lead in ensuring that challenges were turned into opportunities one by one in order 

to create a friendly and conducive work place environment, to allow the 

appropriate discharging of responsibilities by employees. 

2) It is also recommended that, the government takes initiatives to create employees‟ 

awareness on the service culture, to all its institutions so that citizens could be 

availed with services of good quality.   

5.4.3  Recommendations to Employees 

1) Employees are advised to exercise the best practice in creating good service 

culture, in order to have a perfect service quality internally. This will provide 

morale to work closely as a team among themselves, whose ultimate goal would 

be the provision of good quality services to their customers. 
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2) Employees are highly advised to do away with corruptive practices and thus, 

provide services to the satisfaction of their clients.  

5.5  Limitation of the Study 

This study was confined to Zanzibar because of the convenience and opportunity to learn 

the criterion provided to the researcher. Further, the study took place at the Public Service 

Commission of Zanzibar. It highly acknowledged that, if the study expanded the scope, 

more interesting and rich findings could have been uncovered. 

5.6  Area for Further Study 

It is recommended, to undertake such research by considering other organizations and 

through other methodologies like survey. It is also recommended to undertake a 

comparative study by looking at how public based organizations, compared with private 

institutions in terms of issues related to employees‟ service culture and internal service 

quality. It is even of a great importance to conduct a research by extending the 

relationship between these constructs and service quality rendered to customers 
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Appendix 1: Questionnaire for Employees 

This study is based at the University of Dodoma. Its major objective is to assess the effect 

of employee service culture on internal service quality, a case of Zanzibar public sector.    

Therefore, you are kindly requested to participate in this study by filling in this short 

questionnaire. In case the final account of this work may contain confidential information 

and its report could be harmful to organization or individual, confidentiality is assured by 

the University. Such report will be seen only by the Supervisor and Examiner for 

examination purposes. In fact, information collected from this study is for academic 

purposes only and will not be used for any other purposes. Your cooperation is highly 

appreciated. 

SECTION A: PERSONAL INFORMATION 

1. What is your gender? Please tick () appropriately. 

Male      ……       Female     

2. What is your age? Please tick () appropriately. 

20 and below  

21 – 30  

31 -  40               

41 – 50              

51 – 60  

Above 60  

 

3. What is your marital status? Please tick () appropriately. 

Married                  Single   Divorced     

 

4. What is your level of education? Please tick () appropriately. 
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Form II  

Form four IV  

Form six VI  

Bachelor Degree  

Master Degree  

PhD  

Other (Please specify………………………………)  

 

5. For how long have you worked in the public sector? Please tick () appropriately: 

0 – 5 Years 6 – 10 Years 11 – 15 Years 16 – 20 Years Above 20 Years 

     

 

SECTION B: EMPLOYEE SERVICE CULTURE  

6. The following set of statements relates to your feelings about this organization 

you‟re your work with. For each statement, please show the extent to which you 

believe the organization has the feature described by the statement. For example, 

placing a five on the line means you strongly agree that the organization has the 

feature, and a one means you strongly disagree. You may as well choose any of 

the numbers in the middle to show how strong your feelings are. There are no 

right or wrong answers; all we are interested in is a number that shows your 

perceptions about this organization. 
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S/N Items Strongly  

Disagree 

   Strongly 

Agree 

1 Employees of this organization are very 

committed with the success of the institution  

 

1 

 

2 

 

3 

 

4 

 

5 

2 Employees of this organization are always 

ready to work beyond normal hours for the 

benefit of the institution 

 

1 

 

2 

 

3 

 

4 

 

5 

3 Decisions in this organization are made 

transparently 

1 2 3 4 5 

4 The relationship between the senior employees 

of this organization is very friendly 

 

1 

 

2 

 

3 

 

4 

 

5 

 

5 

The relationship between the senior and junior 

employees of this organization is very friendly 

 

1 

 

2 

 

3 

 

4 

 

5 

6 The relationship between the junior employees 

of this organization is very friendly 

 

1 

 

2 

 

3 

 

4 

 

5 

7 The relationship between this organization and 

other sister organizations is very harmonious 

 

1 

 

2 

 

3 

 

4 

 

5 

8 Implementation of issues in this organization 

is very bureaucratic 

 

1 

 

2 

 

3 

 

4 

 

5 

SECTION C: INTERNAL SERVICE QUALITY  

7. The following set of statements relates to your feelings about this organization 

that you work for. For each statement, please show the extent to which you 

believe the organization has the feature described by the statement. For example, 

placing a five on the line means you strongly agree that the organization has the 

feature, and a one means you strongly disagree. You may as well choose any of 

the numbers in the middle to show how strong your feelings are. There are no 

right or wrong answers; all we are interested in is a number that shows your 

perceptions about this organization. 
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S/N Items Strongly  

Disagree 

   Strongly 

Agree 

1 When this organization promises customers to 

do something by a certain time, it does so.  

 

1 

 

2 

 

3 

 

4 

 

5 

2 When customers have problems, this 

organization is sympathetic and reassuring.  

 

1 

 

2 

 

3 

 

4 

 

5 

3 This organization is dependable. 1 2 3 4 5 

4 This organization provides services to 

customers at the time it promises to do so. 

 

1 

 

2 

 

3 

 

4 

 

5 

 

5 

 

This organization keeps its records accurately. 

 

1 

 

2 

 

3 

 

4 

 

5 

6 This organization tells its customers exactly 

when services will be performed. 

 

1 

 

2 

 

3 

 

4 

 

5 

 

SECTION D: EMPLOYEE AWARENESS ON SERVICE CULTURE 

8. The following set of statements relates to your feelings about the extent of 

awareness of the employees in this organization regarding issues related to service 

culture. For each statement, please show the extent to which you believe 

employees of this organization have the feature described by the statement. For 

example, placing a five on the line means you strongly agree that the organization 

has the feature, and a one means you strongly disagree. You may as well choose 

any of the numbers in the middle to show how strong your feelings are.  
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S/N Items Strongly  

Disagree 

   Strongly 

Agree 

1 Employees of this organization are aware of 

the significance of commitment to their 

institution  

 

1 

 

2 

 

3 

 

4 

 

5 

2 Employees of this organization understand 

very the significance of  working beyond 

normal hours for their institution 

 

1 

 

2 

 

3 

 

4 

 

5 

3 Management of this organization appreciates 

the importance of transparently in 

implementing decisions 

1 2 3 4 5 

4 Senior employees of this organization 

recognize the value  of friendly relationship 

among themselves 

 

1 

 

2 

 

3 

 

4 

 

5 

 

5 

Senior and junior employees of this 

organization know the value  of friendly 

relationship among themselves 

 

1 

 

2 

 

3 

 

4 

 

5 

6 Junior employees of this understand the value  

of friendly relationship among themselves 

 

1 

 

2 

 

3 

 

4 

 

5 

7 In general, this organization realizes the value 

of cordial relationship with its sister 

organizations. 

 

1 

 

2 

 

3 

 

4 

 

5 

8 This organization understands the 

consequences of implementing issues 

bureaucratically 

 

1 

 

2 

 

3 

 

4 

 

5 

 

SECTION E: CHALLENGES FACING INTERNAL SERVICE QUALITY 

9. In your opinion, what challenges do you face in implanting issues which are 

related to internal service quality (reliability of services provision)? Please 

mention at least four challenges and then provide short descriptions why you fill 

are challenges. 



78 

a) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………… 

b) …………………………………………………………………………………

……..……………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

………………… 

c) …………………………………………………………………………………

…………………………………………………………………………………

…………..………………………………………………………………………

…………………………………………………………………………………

………………… 

d) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

………………..…………………………………………………………………

………………… 

e) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………… 

 

10. In your opinion, what needs to be done in order to overcome the challenges you 

mentioned in Question 9 above? 

a) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……… 
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b) …………………………………………………………………………………

……..…………………………………………………………………………

…………………………………………………………………………………

………… 

c) …………………………………………………………………………………

…………………………………………………………………………………

…………..……………………………………………………………………

………… 

d) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……… 

e) …………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……… 

 

Thank you very much for your participation. 
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Appendix 2: Questionnaire for Customers 

This study is based at the University of Dodoma. Its major objective is to assess the effect 

of employee service culture on internal service quality, a case of Zanzibar public sector.    

Therefore, you are kindly requested to participate in this study by filling in this short 

questionnaire. In case the final account of this work may contain confidential information 

and its report could be harmful to organization or individual, confidentiality is assured by 

the University. Such report will be seen only by the Supervisor and Examiner for 

examination purposes. In fact, information collected from this study is for academic 

purposes only and will not be used for any other purposes. Your cooperation is highly 

appreciated. 

SECTION A: PERSONAL INFORMATION 

1. What is your gender? Please tick () appropriately. 

Male      ……       Female     

2. What is your age? Please tick () appropriately. 

20 and below  

21 – 30  

31 -  40               

41 – 50              

51 – 60  

Above 60  

 

3. What is your marital status? Please tick () appropriately. 

Married                  Single   Divorced     

4. What is your level of education? Please tick () appropriately. 
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Form II  

Form four IV  

Form six VI  

Bachelor Degree  

Master Degree  

PhD  

Other (Please specify………………………………)  

SECTION B: SERVICE QUALITY  

5. The following set of statements relates to your feelings about this organization that 

gives you various services. For each statement, please show the extent to which 

you believe the organization has the feature described by the statement. For 

example, placing a five on the line means you strongly agree that the organization 

has the feature, and a one means you strongly disagree. You may as well choose 

any of the numbers in the middle to show how strong your feelings are. There are 

no right or wrong answers; all we are interested in is a number that shows your 

perceptions about this organization. 
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S/N Items Strongly  

Disagree 

   Strongly 

Agree 

1 This organization has up-to-date equipment 

(like computers, etc.)  

 

1 

 

2 

 

3 

 

4 

 

5 

2 This organization‟s physical facilities are 

visually appealing. 

 

1 

 

2 

 

3 

 

4 

 

5 

3 This organization‟s employees are well 

dressed and appear neat.  

 

1 

 

2 

 

3 

 

4 

 

5 

4 The appearance of the physical facilities of 

this organization is in keeping with the type 

of service provided. 

 

1 

 

2 

 

3 

 

4 

 

5 

5 When this organization promises to do 

something by a certain time, it does so.  

 

1 

 

2 

 

3 

 

4 

 

5 

6 When you have problems, this organization 

is sympathetic and reassuring.  

 

1 

 

2 

 

3 

 

4 

 

5 

 

7 

 

This organization is dependable. 

 

1 

 

2 

 

3 

 

4 

 

5 

8 This organization provides services at the 

time it promises to do so. 

 

1 

 

2 

 

3 

 

4 

 

5 

 

9 

 

This organization keeps its records 

accurately. 

 

1 

 

2 

 

3 

 

4 

 

5 

10 This organization tells its customers exactly 

when services will be performed. 

 

1 

 

2 

 

3 

 

4 

 

5 

11 You receive prompt service from this 

organization‟s employees.  

 

1 

 

2 

 

3 

 

4 

 

5 

12 Employees of this organization are always 

willing to help customers 

 

1 

 

2 

 

3 

 

4 

 

5 

13 Employees of this bank respond to customer 

requests promptly. 

 

1 

 

2 

 

3 

 

4 

 

5 

       

14 You can trust employees of this 

organization. 

1 2 3 4 5 

15 You can feel safe in your transactions with      
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S/N Items Strongly  

Disagree 

   Strongly 

Agree 

this organization‟s employees. 1 2 3 4 5 

16 Employees of this organization are polite. 1 2 3 4 5 

17 Employees get adequate support from the 

organization to do their jobs well. 

 

1 

 

2 

 

3 

 

4 

 

5 

18 This organization gives you individual 

attention. 

1 2 3 4 5 

19 Employees of this organization give you 

personal attention. 

 

1 

 

2 

 

3 

 

4 

 

5 

20 Employees of this organization know really 

what your needs are. 

 

1 

 

2 

 

3 

 

4 

 

5 

 

21 

This organization has your interests at heart.  

1 

 

2 

 

3 

 

4 

 

5 

22 This organization has operating hours 

convenient to all their customers. 

 

1 

 

2 

 

3 

 

4 

 

5 

 

Thank you very much for your participation. 
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Appendix 3: Interview Guide for Management 

This study is based at the University of Dodoma. Its major objective is to assess the effect 

of employee service culture on internal service quality, a case of Zanzibar public sector. 

Therefore, you are kindly requested to participate in this study by filling in this short 

questionnaire. In case the final account of this work may contain confidential information 

and its report could be harmful to organization or individual, confidentiality is assured by 

the University. Such report will be seen only by the Supervisor and Examiner for 

examination purposes. In fact, information collected from this study is for academic 

purposes only and will not be used for any other purposes. Your cooperation is highly 

appreciated. 

1. Please discuss the extent of awareness of the employees in this organization 

regarding issues related to service culture as mentioned below. 

a) Employees‟ commitment to their institution; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

………………Employees understanding on the significance of working 

beyond normal hours for their institution; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………… 
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b) Management appreciation on the importance of transparently in implementing 

decisions; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………… 

c) Senior employees‟ recognition of the value of friendly relationship among 

themselves; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……………… 

d) Senior and junior employees‟ recognition on the value of friendly relationship 

among themselves; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……………… 

e) Junior employees understanding on the value of friendly relationship among 

themselves; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……………… 
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f) The organization‟s understanding on the value of cardinal relationship with its 

sister organizations; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……………… 

g) The organization‟s understanding on the consequences of implementing issues 

bureaucratically; 

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

…………………………………………………………………………………

……………………………………… 

2. In your opinion, what challenges do you face in implementing issues which are 

related to internal service quality (reliability of services provision)? Please mention 

at least four challenges and then provide short descriptions why you fill are 

challenges. 

a)……………………………………………………………………………………

………………………………………………………………………………………

………………………………………………………………………………………

………………………………………………………………………………………

…………… 

b)……………………………………………………………………………………

………………………………………………………………………………………
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………………………………………………………………………………………

………… 

c)……………………………………………………………………………………

………………………………………………………………………………………

………………………………………………………………………………………

………… 

d)……………………………………………………………………………………

………………………………………………………………………………………

………………………………………………………………………………………

………… 

e)……………………………………………………………………………………

………………………………………………………………………………………

………………………………………………………………………………………

………… 

3. In your opinion, what needs to be done in order to overcome the challenges you 

mentioned in Question 2 above? 

a)…………………………………………………….............................................................

................................................................................................................................................

............ 

b)……………………………………………………………………………………………

………………………………………………………………………………………………

…… 
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c)……………………………………………………………………………………………

……………………………………………………………………………………………… 

d)……………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………… 

e)……………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………… 

 

Thank you very much for your participation. 

 

 

 

 

        

 


