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ABSTRACT 

Improvement of public service delivery has been continuous effort of every state 

institution so as they can be able to maintain the legitimacy to the citizens. Tanzanian 

government see the need to strengthen delivery of service by introducing service 

charter applicable in both public and private organisations. This study therefore 

attempts to assess the impact of service charter on service delivery in higher learning 

institutions: A comparative study of private and public universities in Tanzania 

namely; the University of Dodoma (UDOM) and St John‟s University of Tanzania 

(SJUT). The study therefore aimed to assess awareness of actors about the nature of 

service charter and its operational mechanisms, to find out the influence of service 

charter in the improved service delivery, and to explore challenges that hinder 

smooth implementation of service charter. The study adopted descriptive cross 

sectional survey study design with self-designed questionnaires. Data were collected 

by means of questionnaires and interview questions. A purposive sampling employed 

three sampling techniques; stratified random sampling, purpose sampling and pure 

random sampling were used in the study to represent the characteristics of 

respondents. Data were analysed by SPSS version 20.0 and presented in percentages, 

and frequencies. Research findings indicated that, majority of the respondents from 

both Universities have information on service charter, but they don‟t know the 

content of it. Majority of the respondents were satisfied with services delivered at 

SJUT compared to UDOM. It was further found that clients from SJUT enjoyed 

service provided when compared to UDOM. Low number of professional personnel 

in the provision of the service was mentioned to be the major challenge.  Other 

challenges were lack of materials for performance of work or delivery of services, 

low incentives to the staff such as salaries, and presence of corruption. 
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The study concluded that, in both institutions service charter enabled service 

provider to provide good services to the clients.  The study recommended that the 

higher learning institutions should motivate their staff because they are the key actors 

of the Service Charter implementation. 
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CHAPTER ONE 

  INTRODUCTION AND BACKGROUND TO THE STUDY 

 

1.1 Background of the Study 

The Service Charter is a guiding and basic document that addresses the issues of 

ethics and professionalism in any institution. The Service Charter is the worldwide 

need, despite of the difference that may exist. Due to its importance, most of the 

developing countries in post-colonial era have retained the Public Client Service 

Charter that was inherited from colonial states (Ngowi, 2013). Furthermore, many 

countries developed initiatives to improve and provide effective and efficient service 

delivery to the public. For instance, in Canada Public Service (2000) was formulated, 

The national institutional renewal of Ghana, Financial Management and 

Administrative Management Project in Australia (OECD, 1993). Alternative 

servicing approaches were developed, for example, Open Performance Review and 

Appraisal System (OPRAS), Citizen Charters (CC), Client Service Charter (CSC), 

Modernization of Public Administration and Results Oriented Management (OECD, 

1993).  

In the United Kingdom, for example, there were six major principles of service 

charter namely; the setting, monitoring and publication of explicit standards; 

information for the user, and openness in the availability of that information; choice 

wherever practicable, plus regular and systematic consultation with users; courtesy 

and helpfulness; well-publicized and easy-to-use complaints procedures; and value 

for money (Parrado, 2006). The former UK‟s Prime Minister, John Major in early 
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1990‟s made a speech to the Economist Conference on the Streamlining of the Public 

Sector on 27
th

 January 1992 divulges the reasons to launch Client Charter initiative: 

“The Citizen‟s Charter came about because I was consistently receiving 

the same strong message. That it was high time to raise standards of 

performance in our public services. That was the demand of the 

consumer. And it was also the wish of those who work in the public 

sector themselves. They had the skills, the dedication, and the 

enthusiasm to do it. All they needed was the freedom and the 

encouragement to try out new ideas. The Citizen‟s Charter gives them 

the chance”.  

As a success, the UK Parliament (2008) stated that the Charter Mark was an integral 

part of the Citizen‟s Charter programme. It was launched in 1992 as an award for 

organizations that had achieved excellent customer service in the public sector. To 

win a Charter Mark under the Department of Administrative Reforms and Public 

Grievance (DARPG, 2013) the organization has to demonstrate excellence against 

the following nine Charter Mark criteria which correspond to the principles of public 

service delivery, namely; performance standards; information and openness; choice 

and consultation; courtesy and helpfulness; putting things right; Value for money; 

use satisfaction; improvements in service quality; and planned improvements and 

innovations. 

Despite the success there were failures of Service Charter for the UK. Herdan 2006 

made a reviewed and revealed that Charter Mark holders were generally very 

positive about the scheme and its effectiveness in raising service standards. 

Nevertheless, the review concluded that its impact in raising standards across the 

board had been blunted by low take-up and low public recognition of the scheme. 

The review also noted a perception, among those that were aware of it, that the 

Charter Mark was out of date and old-fashioned‟s report. 
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India implemented Citizen Charter in 1994 consumer rights activists for the first time 

drafted a charter for health service providers at a meeting of the Central Consumer 

Protection Council in Delhi. Two years later in 1996, the Prime Minister initiated the 

Citizen Charter program on a national level. The Citizen‟s Charter initiative in India 

saw fruition on the state level at a conference of Chief Ministers held in May 1997 

where the “Action Plan for Effective and Responsive Government at the Centre and 

the State Levels” was adopted, paving the way for the formulation of charters among 

ministries, departments and agencies that have significant public interaction. As of 

June 2007, the DARPG updated their website to list 829 Citizen‟s Charters, with 

Central ministries having 118 charters and State & Union Territories having 711. 

Indian government‟s Right of Citizens for time bound delivery of goods and services 

and rederessal of their grievance bill of 2011, chapter III article 4(1) stipulates that 

every public authority shall publish Client Charter. 

However, an initial evaluation in 2003 of citizen‟s charter development indicated to 

have lack of stakeholder consultation, which could have resulted to lack of 

improvement in client satisfaction and quality of services provided.  In 2007 after ten 

years of implementation, the Public Affairs Centre carried out a comprehensive 

national review of charters in India mainly to evaluate the quality of the charters and 

its impact in increasing transparency in the public service. The review showed that 

no charter in India contained the essential components of an internationally accepted 

charter. Generally, end-users and civil society organizations were not consulted in 

the development of the charters (Public Affairs Centre, 2007). 

An assessment commissioned by the government reveals similar results. Charter 

contains outdated and poor quality service standards (Indian Institute of Public 
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Administration, 2008). Department of Administrative Reforms and Public Grievance 

(DARPG) identified the major obstacles of Client Charter implementation were lack 

of focus attributes to top down approach of the initiative, inadequate training and 

sensitization of employees and citizens, concerned officers transfers and reshuffle 

during early formulation and implementation of the charters that hampered the 

progress, unrealistic standards and conceptual challenges related with Client Charter.  

In the recent past years, many African countries including Tanzania faced political 

and economic crisis in leadership, in many public institutions. The crisis reduced 

both quality and quantity of service delivery (Lufonyo, 2013). Serving citizen in 

legitimacy became an agenda in the late 1980‟s (Lufonyo, 2013). Studies have 

demonstrated that serving citizens in public institutions in developed and developing 

countries became a pre-occupation in 1980 (Njunwa, 2011). To provide better 

service to citizens, public institutions urged to change the notion of providing service 

to the public. Institutions were required to influence policymaking, be recognizable 

and respectable actor and making public institutions more responsible to public needs 

(Lufonyo, 2013).  

In South Africa prior to 1994, the apartheid-led government suppressed access to 

information in an effort to stifle opposition to its racial supremacy. With the advent 

of democracy, government emphasized the importance of transparency and sharing 

of public information. This is reflected in the South African Constitution which 

stipulates that, “transparency must be fostered by providing the public with timely, 

accessible, and accurate information” (Public Service Commission, 2008). 

Supporting this constitutional value, in October 1997 the White Paper on 

Transforming Public Service Delivery (the Batho Pele, “People first”, White Paper) 
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was introduced to put into effect the commitment of the government to extend 

services to all citizens, not merely a privileged few. The overall purpose of Batho 

Pele was to transform the Public Service into a people centred institution. The 

intention was that with the implementation of the principles of the Batho Pele, 

service delivery and accountability by the government departments would improve 

(Mokrongo, 2003; Public Service Commission, 2008). The Batho Pele principles are 

consultation, setting service standards, increasing access, and ensuring courtesy, 

providing information, openness and transparency, redress and value for money 

(Republic of South Africa, 1997). However, there are many failures that the 2008 

PSC report on openness and transparency implementation of Batho Pele principle 

indicated that the self-rated status of the principle is good. But, the study has also 

shown that the assessed departments lack clear standards, targets and procedure 

manuals in their implementation of openness and transparency (Public Service 

Commission, 2008). 

Tanzania, like any other developed countries developed reform programs to increase 

legitimacy of service in public institutions. The reforms were made to address the 

political, social and economic crisis in leadership (Lufonyo, 2013). Such reforms 

were not the first starting point (URT, 2000). In 1990 and 2000, Tanzania made 

reforms to ensure that the populace in all public institutions are getting the required 

service, furthermore, the reforms aimed to promote effective and efficient service 

delivery to provide legitimacy service (Mushi, 2000). To achieve the goal, various 

donors and taxpayers‟ money funded the reform to install instrument which could 

enable implementation of the reforms. The instruments reformed were human capital 

management, creation of institution accountability for promotions of ethics and 

professionalism in public institutions, procurement of properties and assets and 
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installation of information communication and technology (ICT) systems instituting 

PMS (URT, 2007; Lufonyo, 2013).  

In 2000 the Tanzanian government introduced broader reforms in the public service 

under the Public Service Reform Programme (PSRP) with an objective of improving 

performance and service delivery of the government to the public with stronger 

emphasis on client-focus. The principle of client-focus defined in the Public Service 

Management and Employment Policy (PSMEP) as the goals and operations of public 

service organizations that focus on meeting the needs of the beneficiaries of its 

services (clients). However, despite that many reforms were introduced and installed, 

still services provision from public institutions and private sectors is below their own 

set standards. It is from this background that this study has been conducted in order 

to examine further regarding potential role of service charter towards improved 

service delivery from the selected public and private higher learning institutions in 

Tanzania.    

1.2 Statement of the Problem 

Service Charter is a written commitment by an institution with its client which 

describes all the services the institutions offers, set standards, time for processing 

such service, duties and responsibilities for both client and institutions. Service 

Charter in other literature has been referred to as Citizen Charter (Njunwa, 2011). 

The Service Charter sets out feedback mechanisms including a system of handling 

public complaints. The charter is developed in consultation with its clients, staff and 

stakeholders that continually grow with an institution (URT, 2012). However, several 

governmental organs like Ministries, Local Government Authorities, Executive 

Agencies, Independent Departments of Government and Regional Secretariats in 
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Tanzania have developed, launched, and adopted Service Charters for their 

institutions to be used as one amongst tools that are in place to improve service 

delivery to their esteemed clients (Public Service Report of June, 2005). Though 

many public and private organizations offices have placed the board of Service 

Charter to provide prompt and smooth public services to the citizens, but does not 

follow its spirit (Gautam, 2008). This has led to unreliable service delivery by the 

government in many places hence a number of “service delivery protests,” 

demanding better service delivery.  Therefore, this has cultivated the main thrust of 

this study that focused on assessing the impact of Service Charter in public and 

private institutions and its resultant effect on service delivery. 

1.3 Research Objectives 

1.3.1 General Objective 

In view of the background and statement of the problem, the main purpose of this 

study is to assess the impact of Service Charter towards improved service delivery 

from the selected public and private universities in Tanzania, namely; the University 

of Dodoma and St John‟s University of Tanzania. 

1.3.2 Specific Objectives 

The specific objectives of this study are; 

(i)  To determine awareness of actors about the nature of Service Charter and its 

operational mechanisms. 

(ii) To find out the influence of Service Charter in the improved delivery of the 

service. 

(iii) To explore Challenges that hinder smooth implementation of Service Charter 

towards improved service delivery. 
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1.3.3 Research Questions 

The following research questions guide this study. 

(i) To what extent are actors aware of the nature of service charter and its 

operational mechanisms? 

(ii) What is the influence of service Charter in the improved service delivery? 

(iii) What are the challenges that hinder smooth implementation of service charter 

towards improved service delivery? 

1.4 Significance of the Study 

In light of the objectives, the findings from this study revealed the impact of Service 

Charter towards service delivery that exists in Public and Private Universities. 

Furthermore, this study has established the means to facilitate effective 

implementation of the Service Charter hence improving service delivery in various 

institutions.  

Since the purpose of the Service Charter is to inform users of the level and timeliness 

of services they can expect to receive, therefore, this study influences and 

recommends for the Public and Private Partnership Policy (PPP) as the service users 

to exploit the potential of Service Charters in improvement of service delivery. 

Furthermore, the study provides guidance to policy makers and management in 

revising the existing Service Charter to make them relevant so as to provide good 

services. Besides, the findings from this study add value to the existing literature on 

service delivery in Tanzanian universities and other organizations which might need 

to accommodate such Service Charter.   
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CHAPTER TWO  

LITERATURE REVIEW 

2.1 Introduction 

This chapter gives a review of related literatures in-line with Service Charter 

delivery. Among the sections covered herein include; definitions of terms, 

Implementation theory, Theoretical Concept on Services Quality (SERVQUAL), 

Total Quality Management (TQM), and Empirical review on the impact of the 

Service Charter towards service delivery. 

2.2 Definition of Key Terms 

2.2.1 Service Charter 

Service Charter (SC) can be defined as written commitments of an institution (public 

or private) to its clients. The statement commits what the institution can do (or 

cannot do) to its clients. Typical SCs stipulate among other things, the kind of 

services offered by the institution; services standards to be adhered to; time for 

processing and delivering services; duties, responsibilities and rights of both clients 

and the institution; feedback mechanisms to clients including but not limited to a 

system of handling complaints; and contact information about the institution that 

clients can use for various kinds of communication (Ngowi, 2013).  

In addition, the Service Charter can be defined as a short publication that describes 

the service experience a client expects from an agency. It allows for an open and 

transparent approach that all parties understand and can work within. It covers key 

information about an agency„s service delivery approach and the relationship the 

client will have with the agency including: what the agency does; how to contact and 

communicate with the agency; the standard of service clients can expect; client„s 
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basic rights and responsibilities and how to provide feedback or make a complaint 

(Hague, 2002). 

Generally, the Service Charter is the guidance on how a particular institution or 

organization intends to provide services to its customers in relation to the quality of 

services they are providing. To make the Charter an effective tool, it should be 

formally reviewed time-to-time to determine its effectiveness in responding to the 

changing environment and circumstances. 

2.2.2 Public Service Delivery 

The terms public service and public service-delivery are interdependent in that the 

public services are those services provided by the government (local, provincial or 

central) to the public. The need for services that no individual can or will pay for, but 

that benefit all by their presence, is the justification for taxation. Whereas Public 

service-delivery is the implementation of those services and making sure they reach 

those people and places they intended to.
1
 It is obvious that there might be prescribed 

public services but becomes very difficult or irrational provided to the intended 

group/community in the course of its implementation. Therefore, in this study it is 

essential to assess the impact of Service Charter as a mechanistic way towards good 

services delivery through its outlined guidelines. 

2.3 The Implementation Theory  

Implementation as far as public sector management is concerned, is the process of 

turning policy into practice. However, it is common to observe a gap between what 

                                                           
1
 www.unescap.org/../governance.htm, 2011  
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was planned and what actually occurred as a result of a policy (Buse et al., 2005). 

Pressman and Wildavsky (1973) defined the Implementation theory as the ability to 

forge subsequent links in the causal chain so as to obtain the desired result. Their 

definition embodies assumptions most commonly held about implementation. One of 

their assumptions is that, there are series of logical steps as a progression from 

intention through decision to action, and clearly see implementation starting where 

policy stops. This study use this theory so that we can question where is the missing 

link if there is a logical step in implementation of policy and Service Charter; as 

written document it has its own steps to follow as it rely on each policy statement on 

effectiveness and efficiency of delivery of services.  

Van Meter and Van Horn (1975) describe policy implementation as encompassing 

“those actions by public or private individuals (or groups) that are directed at the 

achievement of objectives set forth in prior policy decisions.” At the end of this study 

it is expected to see the impact of Service Charter towards service delivery. The 

purpose of these key issues in the implementation theory is to see achievement of the 

implemented objective been carried out by variety of actors and agencies, and 

substantial coordinating activity to ensure that resources are available and that things 

happen as intended. 

Implementation theory has been used in this study so as to assess the impact of 

Service Charter towards service delivery. To assess the impact of certain action 

needs first to understand how it was implemented. The theory used has three 

components top-down, bottom-up approach and principal-agent theory. However, 
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analysis has only focused on top-down approach with no discussions on the bottom-

up approach and principal-agent theory. 

2.3.1 The Top-Down Approach 

The Top-down approach is the approach sees policy formation and policy execution 

as distinct activities. Policies are set at higher levels in a political process and 

communicated to subordinate levels that charged with the technical, managerial, and 

administrative tasks of putting policy into practice. Most Service Charter are 

constructed through Top-down approach in the sense that, management or 

organization set its own target on how clients should be treated and provide the 

document to the implementers to follow rules and regulation listed in the Charter to 

their day to day  activities when they attend their customers in providing services. 

The top-down approach under implementation theory has some critics since the 

receivers of the services (clients) are not part of the constructed document (the 

Service Charter) during its formulation. For example, the service provider might 

focus on time of the service delivery whereas the clients‟ need might be the quantity 

out of the expected services. Thus, the issue addressed in the charter in this case it is 

not the main need of the clients, as a result the main importance of the Service 

Charter becomes misinterpreted. The traditional bureaucratic culture is characterized 

by a gap between people and administration, emphasis on rules rather than services 

to the people (Rauf, 2007). 

2.3.2 The Bottom-up Approach 

The Bottom-up approach recognizes that individuals at subordinate levels are likely 

to play an active part in implementation and may have some discretion to reshape 



 
 

13 
 

objectives of the policy and change the way it is implemented. The bottom-up 

theories emerged in the late 1970s and early 1980s, as a critical response to the top-

down approach.  

The bottom-up approach involve; awareness raising, training, participation and 

mobilisation of the actors and clients population to identify the strengths and 

weakness of policy. However, participation is limited to the initial phase but extend 

throughout the implementation process and contributing to the strategy. 

Transparency in bottom up approach is another important issue that is addressed in 

the mobilisation and consultation procedures in order to reach consensus through 

dialogue and negotiation among participating actors. 

The bottom-up approach offers a useful tool to describe the implementation 

structures within which policy execution takes place (Hjern & Porter 1981). 

Therefore, the bottom up approach is considered in some circumstances that allow 

actors participation in developing the service charter document.   

2.3.3 The Principal-Agent  

The Principal-agent approach, is the approach in which each situation there will be a 

relationship between principals (those who define policy) and agents (those who 

implement policy), which may include contracts or agreements that enable the 

principal to specify what is provided and check that this has been accomplished. 

Elmore (1985), Sabatier (1986a), and Goggin et al. (1990) blended top-down and 

bottom-up approaches and came up with the new models to combined elements of 

both sides in order to avoid the conceptual weaknesses. Thus, Principal-agent 

approach theories brought important innovations to implementation theory, to 
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overcome the conceptual weaknesses of the polarized debate between bottom-up and 

top-down scholars.  

2.4 Theoretical Concept on Services Quality (SERVQUAL) 

Quality has become an increasingly predominant part of our lives. People are 

constantly looking for quality products and services. The existence of this desire for 

quality has caused different organizations (public or private) throughout the world to 

consider it as an essential component of any service and production process. Quality 

is a strategic differential tool for sustaining competitive advantage. Perceived service 

quality can be referred to as “global judgment, or attitude, relating to the superiority 

of the service (Parasuraman et al., 1988). 

In higher education perspective the Total Quality Management (TQM) is defined as  

a particularly influential comprehensive approach to quality management that put 

emphasis on factor such as continuous improvement, customers focus, strategic 

management, need for explicit system to assure quality of higher education and a 

view of leadership and supervision that stresses employee empowerment and 

delegation (Aipanda et al., 2011). Therefore, it is very important to define measure 

and improve quality of services delivery. A good number of literatures consider the 

concept of quality being centred on the perceived service quality (Hishamuddin et 

al., 2008).  

2.5 Empirical Review  

This section reviews various issues from the previous studies that have been done on 

the implementation of Service Charter in several organizations.  
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2.5.1 The Roles of the Users and the Service Providers 

Despite fundamental importance of the role of users in service charter, experience 

from Malawi suggested that, there is lack of clear understanding of the roles of the 

users and the service providers (Ntelela, 2012). The Ministry Officials believe that 

the more the engagement with the end users the better is the understanding. 

However, there is always a problem in accepting a new thing or a change in the 

world and it‟s not only in Malawi (Ntelela, 2012).  In this regard, there are a lot of 

misconceptions and fears that the end users may have and you cannot rule them out. 

What is needed is close contact, interaction and training to bring the understanding in 

the end users.  

The Malawi Public Service Charter (2009) stipulates that in enhancing 

communication with the service users in relation to that standards should be 

communicated to all staff within each ministry, department agency or local 

government, as they ultimately affect the final institutional products. Moreover, with 

the exception of the administrative department such as the police and judiciary who 

may be authorised by law, no files kept by the Public Service shall contain 

information that would violet personal privacy, individual freedoms or human rights 

without the express authorisation of the individual concerned services (Ntelela, 

2012). 

Namibian Public Service Charter (NPSC) consists of nine General Principles which 

most are under review that include the effort for being translated in Braille to make it 

accessible to the visual impaired persons. NPSC review was to ensure alignment with 

draft of African Charter on the Values & Principles of Public Service (Simataa, 

2004).  
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The Republic of Botswana has set eight principles of her Public Service Charter 

namely; regard for the public interest, neutrality, accountability and transparency, 

freedom from corruption, continuity, the duty to be informed and due diligence. This 

PSC provides the guiding principles of the public service. In interpreting, and 

abiding by the General Orders, Public officers must have due regard to them at all 

times. But, they are not immutable laws, nor should they be misused or 

misinterpreted to justify anything which sound common sense dictates as being 

unfair, improper, or contrary to the public interest (Public Service Charter-Republic 

of Botswana). 

2.5.2 The African Public Services  

The African Public Services Charter was adopted in 2001 in Windhoek an effort to 

rules for professional work ethics. The adoption of this charter was a response to the 

myriad of problems and challenges confronting the public service in most African 

countries since independence. The Charter on Public Service in Africa intended to 

make the public service competitive so as to compete with other non-governmental 

sectors like banks, education, and health. Similarly, transparency demands that where 

possible full information on matters of public interests should be made available by 

the public officers authorised including the right for the worker to be paid the right 

remuneration and proper procedures for promotion and upgrading. 

Kanyane (2010:79) said that public service must be delivered where the communities 

need them most and delivery must be underpinned by a social agenda. Public 

institutions need to be transformed to deliver public services within a framework of 

loftier vision of restoring human dignity and promoting emancipation of human mind 

and soul. Citizens and users also need to be empowered to take a full part in the cycle 
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of quality, through processes of informed democracy and communication, and 

through accurate, honest, and user-friendly information, and through continued 

dialogue with service providers as concluded by Gaster and Squires (2003:258). The 

citizens need to learn about public services and the organizations that are delivered 

by them. They need to be supported to challenge and ask questions, and not to fear 

that services will be taken away from them if they do so. All stakeholders also need 

to take responsibility for developing the vision and culture, for learning to solve 

problems, to activate change, to plan and take action, and to learn from each other, 

continuously and mutually. 

Most of the Service Charter addresses the cultural diverse society that focuses on 

principles like; accessibility, equity, communication, responsiveness, effectiveness, 

efficiency and accountability (UNDP, 1997; ESCAP, 2009). Accessibility refers to 

the institutional services that should be available to everyone who is entitled to them, 

regardless of where they live; should be free of any form of discrimination on the 

basis of birthplace, language, culture, race or religion. Equity is another aspect that 

the institution services should be delivered on the basis of fair treatment of clients 

who are eligible to receive them. Communication Principle is concerned with the 

institution service providers of which they should use strategies to inform eligible 

clients of services and their entitlements, and how they can obtain them. Providers 

should also consult with the community regularly about the adequacy, design and 

standard of services. In responsiveness the institution services should be sensitive to 

the needs and requirements of different communities, and responsive to the particular 

circumstances of individuals. 
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Similarly, to ensure the effectiveness of the government service providers must be 

results oriented, focused on meeting the needs of clients from all backgrounds. 

Likewise efficiency is another principle government service providers should 

optimise the use of available public resources through a user-responsive approach to 

service delivery which meets the needs of clients. And the last principle but not least 

is the accountability for which the government service providers should have a 

reporting mechanism in place which ensures they are accountable for implementing 

Charter objectives for clients. 

2.6 Conceptual Framework 

A conceptual framework below as defined by Miles and Huberman (1994:440), 

represents the main thing to be studied, the key factors, concepts and variables and 

presumed relationship among them. 

 

 

Figure 2.1: A Conceptual Frame-work of the Impact of Service Charter 

(Researcher’s Own Source, 2016) 

 

 

 
Independent 

Variables 

 

 

Service Charter 

Good policy 

Scheme of Service 

Materials & 

Facilities 

 

Intermediate 

Variables 

Dependent  

Variables 

Improved 

service 

delivery 

Poor service 

delivery 

 

Awareness 

Influence 

Challenges 

 

 

Negative Variables 

Positive Variables 

 



 
 

19 
 

The conceptual framework shows the relationship between the independent variables 

(Service Charter) and the dependent variables which is service delivery. The 

dependent variables which are improved service delivery and poor service delivery 

are assessed in each subject, as they are influenced by the independent variables. The 

independent variables in this conceptual framework are good policy, scheme of 

service, materials & facilities of which they influence the outcomes through the 

intermediate variables. The improved service delivery is a result of positive 

intermediate variable which are; awareness, influence, and challenges. Contrary, the 

negative intermediate variables result to poor service delivery. 

2.6.1. Good Policy  

Policy is a plan of action to guide the decisions. Policy implementation is found at 

the intersection of public administration, organization theory, public management 

research and political science studies (Schofield and Sausman 2004). Implementation 

has been defined as “the carrying out of a basic policy decision, usually in corporate 

in a statute but can be in form of important executive orders or court decisions 

(Mazmanian and Sabatier 1983). The policy denotes, among other elements, 

guidance for action. It may take the form of a declaration of goals, course of action, 

general purpose, and an authoritative decision.  

The way the service charter implementers exercise their discretion depends, to a 

large extent, on their disposition towards the policy that guide that the service 

charter. Therefore, the level of success will depend on how the implementers see the 

policies as affecting their organizational and personal interests. A good policy in 

higher learning institutions enhances the service charter implementation towards 

improved service delivery.  If the policy is not good, the actors may sabotage its 
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implementation because the policy would deprive them in favour of their own 

interest and not the institution‟s interests (Makinde, 2005).  

In Tanzania there are several policies that guide provision of services in higher 

learning institutions. For example, Tanzania Commission for Universities (TCU), 

Quality Assurance (QA), Higher Education Students Loans Board (HESLB) and the 

like, all these policies are intended to facilitate the improved service delivery. Since 

the purpose of the Service Charter is to inform users of the level and timeliness of 

services they can expect to receive, thus, service charter goes hand-in-hand and has 

been  supported by the government‟s Public and Private Partnership Policy (PPP) to 

foster exploitation of the potentials of Service Charters in improvement of service 

delivery. 

2.6.2. Scheme of Service 

Since higher learning institution employed a number of workers to implement its 

mission, vision and objectives, there is a need for scheme of service that will guide 

career prospects and career paths up the ladder. It is for this reason that scheme of 

service is considered as crucial independent variable in this conceptual framework 

since when it is applied effectively will lead to improved service delivery, and the 

opposite is true that will lead to poor service delivery. The scheme of service in 

higher learning institutions cut across different cadres and categories of Academic, 

Administrative and Technical staff to be employed by the University.  

 The objective of these schemes of service is to; 

(i) Enable every employee of the University to understand clearly one's career 

prospects, the path one has to take in order to reach the top-most position in 

one's respective cadre. 
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(ii) Establish standards for recruitment, training, and advancement within the 

career structure on the basis of qualification, competencies, merit and ability 

as reflected in work performance and results (outputs, outcome and impact). 

(iii)  Provide for well-defined job descriptions and specifications (the job and 

required persons) with clear delineation of duties and responsibilities at all 

levels with the career structure so as to enable the employees understand the 

requirements and demands of their jobs.   

(iv)  Ensure appropriate career planning and succession management; and 

(v) Harmonize the grading structure in consonance to the outputs of the job 

evaluate, which is performance appraisal. 

Therefore, Scheme of Service enhances impact of the Service Charter  towards 

improved service delivery or poor service delivery as it cover a large part of staff 

welfare who are considered as the main service charter implementers. 

2.6.3.Materials and Facilities 

Materials and facilities as one of the independent variables mentioned in the service 

charter conceptual framework can lead to either positive or negative outcome. If 

proper materials and facilities are in place it helps to smoothening service Charter 

implementation, hence it will improve service delivery. If both actors and clients are 

aware of the service charter and each plays the stipulated role the service delivery 

will be improved. However, in implementation of service charter various challenges 

may arise, if they are not promptly addressed for quick solution will lead to poor 

service delivery. These challenges are required to be handled positively in order to 

have improved service delivery. Actors must be aware on how to handle hurdles 

emanating from challenges in materials and facilities in implementing the service 

charter towards improved service delivery.  
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2.7 Research Gap 

Tanzania‟s Public Service Reform Programme (PSRP) which was introduced in 

November 2002 aimed at improving service provision under which the Client 

Service Charter was launched as one of the tools to enhance transparency, 

accountability and responsiveness of the service providers. Though this initiative of 

Client Service Charter being widely adopted by many ministries and government 

institutions, there are no legal and social mechanism put in place to monitor and give 

information on the implementation of the Client Service Charter. This study sought 

to find out the impact of Service Charter in Public and Private Universities in 

Tanzania and come up with the information that leads to enhanced and better 

utilization of this vital tool of good governance. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1 Introduction  

Research methodology is a way to solve the research problem systematically. It may 

be understood as a science of studying how research is done systematically. In it we 

study various steps that are generally adopted by the researcher in studying his/her 

research problem with logic behind them. It is necessary for the researcher to know 

not only the research methods or techniques but also the methodology (Kothari, 

2004). The following is the research methodology that was used in this study. 

3.2 Description of the Area of Study 

Area of the study is a geographical location in which data were collected and 

analyzed in a research report, which is also known as site. This study was carried out 

in Dodoma region. Two universities were involved, The University of Dodoma and 

St. John‟s University of Tanzania. This choice considered that the two universities 

were established at the same period.  Therefore, this helped to carry out a 

comparative study because they are in the same region and therefore it was 

conveniently easy to access data. 

3.3 Research Design 

Research design is the plan and structure of investigation conceived so as to obtain 

answers to research questions. It includes an outlines of what the researcher will do 

from writing research questions and their operation implication to final analysis of 

the data (Fred 1986). Therefore, the research design employed in this study was cross 

sectional survey in which descriptive study is considered consisting asking questions 
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to representative sample of the population at a single point in time. This design is 

appropriate for descriptive purpose and helpful in the determination of relationship 

between variables. 

3.4 Study Population 

Study population refers to a large group of people that have one or more 

characteristics in common in which a research study focuses on (Vans, 1990). 

Hussey and Hussey (1997:55) defined a population as “any precisely defined set of 

people or collection of items which is under study”. The population consists both 

males and females as the primary sources of information. The target populations for 

this study were staff and students of the University of Dodoma and St. John‟s 

University of Tanzania. Therefore, these universities were selected because of 

constituting these two populations as they are convenient for the selected objectives 

in this comparative study.  

The targeted entire population for this study constituted 28,648 people; 1,926 staff 

and 26,722 students. In this study staffs were included to provide information on how 

Service Charter is implemented as they are accountable for every day service 

delivery in their corresponding institutions. Similarly, students‟ population was used 

to provide information on client side as they are the main receiver of the service 

provided as they are taking part on the impact of service charter implantation in their 

respective institutions. These two populations are considered important since they 

have essential information on the extent and how the Service Charter is implemented. 
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3.5 Sampling and Sample Size 

3.5.1 Sampling Procedure 

The purposive sampling method was employed in this study which is defined as a 

deliberate selection of particular units of the universe to constitute the sample that 

represents selection that represents the universe (Kothari, 2004). To obtain a 

representative sample, three sampling techniques was used in this study, stratified 

random sampling, purposive sampling and pure random sampling. The stratified 

random sampling was used to sample staff and students from UDOM and SJUT. The 

respondents from each selected university are proportionally represented in the 

sample. The technique was chosen to enable the researcher to study the 

characteristics of students based on their institutions (Ary, Jaccobs & Sorensen, 

2010:172). 

3.5.2 Sampling Frame and Sampling Unit 

Sampling frame is a complete list of all units or elements from which the sample is 

drawn (Kothari, 2004). The elements from which the data were drawn include; 

students, administrators, academic staff, and supporting staff. This sampling frame 

has been selected because those elements are the main stakeholders of the Service 

Charter, thus helping to reflect the knowledge or ideas of the entire population about 

the Service Charter. The sampling unit is either a single member or a collection of 

members subject to analysis in the sample (Rwegoshora, 2006). In this study the 

sampling unit were selected from the University of Dodoma and St Jon‟s University 

of Tanzania. 

The frame for sampling or population of the research is the entirety of the students of 

both institutions and the entirety of the staff of the university. This implies the 
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research has two sampling units which are students and staff, students were drawn 

from university‟s registration system and staff were drawn from the human resource 

records. 

3.5.3 Sampling Techniques 

The researcher used a stratified purposive sampling technique. The best group of the 

respondents was chosen to provide the maximum understanding of the subject in 

question. 

3.5.4 Sample Size 

The sample was acquired by strata identification and choosing purposely a number of 

students that are able to represent a strata, which is 10 by the researcher‟s choice. For 

the study the strata were each college in the University for the Public University (the 

University of Dodoma) and the private university (St John‟s University of Tanzania) 

was treated as one large strata. 

Table 3. 1: Sample Frame and Sample Size 

Strata Sample 

College of Earth Sciences  10 

College of Natural and Mathematical Sciences 10 

College of Informatics and Virtue Education 10 

College of Education 10 

College of Humanities and Social Sciences 10 

College of Health and Applied Sciences 10 

St. John‟s University of Tanzania 60 

Total 120 

 Source: Field Data, 2016 

Furthermore, an equal number of academic staff was chosen from each university to 

balance the results and perception of the study. The choice of the academic staff was 
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30 from each university, a method adopted from Stutely (2003) which argued that 

regardless of the population size, a sample of 30 is the bare minimum for data 

collection and for analysis. Saunders et al., 2007 emphasize that sampling intensity 

of 30 respondents was regarded to be reasonable in social sciences study and 

statistical analysis and larger enough for scientific conclusion. 

3.6 Unit of Analysis 

A unit of analysis is the most basic element of a scientific research project. That is, it 

is the subject (who or what) of the study about which an analyst may generalize 

(Long, 2013). The unit of analysis in this study was the academic staff, supporting 

staff, administrators and students because the assessment is based on impact of 

Service Charter in public and private universities. 

3.7 Parameters of Interest 

In determining the sample design, one must consider the question of the specific 

population parameters which are of interest. For instance, we may be interested in 

estimating the proportion of persons with some characteristic in the population, or we 

may be interested in knowing some average or the other measures concerning the 

population (Kothari, 2004). Parameters of interest in this study was Awareness, 

knowledge and skills on Service Charter, and if the structure of the organization 

favour the implementation by supporting those workers so as to make them easy to 

implement the charter by providing good services to clients (students) on time and 

meeting those standards which are stated in the charter. 

3.8 Data Collection Methods 

Data collection begins after a research problem has been defined and research 

design/ plan chalked out. While deciding about the method of data collection to be 
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used for the study, the researcher should keep in mind two types of data (Primary and 

Secondary). Therefore in this study, survey and interviews were used as data 

collection methods. 

3.8.1 Survey 

Survey research is a specific type of field study that involves the collection of data 

from a sample of elements through the use of a questionnaire (Kothari, 2004). This 

study used the survey method of which questionnaires as a tool was prepared and 

sorted to respondents both male and female to gather information from the area of 

the study. The method is selected because it helped to collect data from many 

respondents within a short period of time, and also it helped to get different types of 

data per questionnaire since questionnaire contains a number of questions which are 

systematically arranged (formally and informally) and it is technical in nature which 

enable the researcher to have the information required.  

3.8.2 Interview  

Is a method of collecting data which involves presentation of oral-verbal stimuli and 

reply in terms of oral-verbal responses. This method can be used through personal 

interviews and, if possible, through telephone interviews (Kothari, 2004). This study 

used interview method by using interview guide/ protocol, because the respondents 

were of different educational levels and different professionals. Moreover, the 

method helped the researcher to read the facial expression of the respondents which 

gave the researcher the feedback between what is said by the respondents and their 

emotions. 
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3.9 Data Collection Techniques  

The study used the following techniques, interview guide as a tool for interview 

method, questionnaire for survey method. 

3.9.1 Questionnaire  

Hand (2001) defines questionnaire as a form containing a set of questions. 

Questionnaires was prepared and sorted to respondents both male and female to 

gather information from the area of the study. This study used questionnaire as a tool 

for collecting data due to its strength in capturing empirical data, these are open- 

ended and close- ended questionnaire in both formal and informal settings (see 

appendix I questionnaire for students and appendix II for staff). Open-ended 

questionnaire was used when there is the need for some explanations and close-

ended questionnaire provides the respondents with only two response choices, it is 

known as a dichotomous question, this helps a researcher to focus on the findings 

and mostly a researcher was advised to use a large percentage of closed-ended 

questions than open-ended questions. 

3.9.2 Interview Guide 

An interview guide is a list of topics, themes, or areas to be covered in a semi 

structured. This is normally created in advance of the interview by the researcher and 

is constructed in such a way as to allow flexibility and fluidity in the topics and areas 

that are to be covered, the way they are to be approached with each interviewee, and 

their sequence (Mason, 2002). The interview guide for this study was linked to the 

research questions and guided the researcher during interview and also was used in 

order to get direct information from the respondents in a systematic way rather than 

haphazard. 
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3.9.3 Data Analysis 

Data analysis is a process which implies editing, coding, classification as well as 

tabulation of collected data (Bryman, 2012; Cohen et al., 2007). All the primary data 

obtained from the study was analysed using Computer Programme called Statistical 

Package for Social Science (SPSS) version 20.0, representations of data were 

included in form of figures, tables, and graphs. The quantitative data from the 

questionnaires was coded, summarized and analysed. Descriptive statistics were used 

to obtain frequency counts of various coded responses and to compare means of 

qualitative responses of variables. Cross tabulation was used to get joint frequency 

distribution of cases on categorical variables. These methods (percentage, ratios, 

table and charts) are usefully in drawing conclusion, also Extraction Method was 

used. 

3.10 Reliability and Validity 

The aspects of validity and reliability were also considered in this study. Yin (2003) 

suggests that reliability and validity are the two important quality control objects in 

research design. Hence, the crucial need for the researcher‟s findings to be valid and 

reliable. That is validity and reliability are two factors, which any quality researcher 

should consider while designing a study, analyzing and presenting the results. The 

definition of the two is as follows; 

3.10.1 Reliability 

Reliability concerns the issues of consistency of measurement over time; if the same 

results can be reproduced under a similar methodology, the research instruments are 

considered to be reliable (Bryman, 2001). In this research, the issue of reliability was 

ensured by the use of different methods and tools during data collection, including 

interviews, questionnaires, interview guides and review of secondary data. 
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3.10.2 Validity 

Validity refers to issues, whether a set of indicators devised to measure a concept 

really measures what is supposed to measure (Kothari, 2004). In this study, validity 

was achieved in various ways. First by careful formulation of questions and pre-

testing questionnaires made the questions clear and by ensuring that the research 

assistants are aware of the research requirements, possible problems and how to 

easily overcome them. Second, the selection of the research assistants and training of 

the research assistants helped to match interviewer characteristics with those of the 

sample being interviewed which helped to minimize biases; hence fostered validity. 

Furthermore, edited study data helped in identifying and eliminating errors and 

omission done by either interviewer or respondents hence helped to attain 

completeness, accuracy and uniformity.  

3.11 Ethical Issues 

According to Cohen et al., (2000) when people talk of ethics they think of rules for 

distinguishing between right and wrong. They pointed out that ethical observation 

during research is critical to ensure research norms and considerations are followed 

in order to keep truth and knowledge to avoid errors. In the course of conducting the 

research the researcher had to clearly inform the participants of the purpose and use 

of the study at the beginning, besides the researcher had also put into consideration 

issues like informed consent that the participants should have the right to participate 

voluntary in the study and right to withdraw at any time so that they are not coerced 

into participation. It was also important for the researcher to put into consideration 

vulnerable groups if any and made sure that the language and approach that was used 

did not harm any of the participants. Moreover, the researcher assured the 

respondents confidentiality of the information as well as the privacy.  
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CHAPTER FOUR 

DATA PRESENTATION, ANALYSIS AND DISCUSSION 

4.1 Introduction 

This chapter serves the purpose of data presentation, analysis and discussions of the 

research findings.  The data obtained from this study was largely analysed 

qualitatively. Tables and simple descriptive statistics such as percentages were 

employed. Data presentation and analysis was guided by the research objectives and 

questions. Discussion of the research findings was informed by the theoretical 

framework that has already been discussed in chapter two. The chapter is divided 

into two major parts. The first of which is this introduction.  The second part is data 

presentation and analysis where research findings of the study are discussed. 

4.2 Data Presentation and Analysis 

The present study was set out to achieve three specific research objectives. The first 

one was to assess the level of awareness of actors about the nature of Service Charter 

and its operational mechanisms. The second objective was to assess the influence of 

Service Charter in the improved delivery of the service, and the third objective was 

to assess challenges that hinder smooth implementation of Service Charter towards 

improved service delivery. To achieve the above research objectives, three research 

questions were devised to gather data. The first question was; “to what extent are 

actors aware of the nature of service charter and its operational mechanisms?” The 

second question was “what is the influence of service Charter in the improved 

service delivery?” The third question was “what are the challenges that hinder 

smooth implementation of service charter towards improved service delivery?” 

Therefore, the data for this study were collected through questionnaires and 
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interviews. The data were summarized in tables and bar charts for clear presentation 

and interpretation. 

4.3 Demographic Information 

Three categories of demographic information were presented in this part which 

helped to describe profile of respondents involved in this study. These were mainly 

biological data of respondents. These categories were sex distribution, age 

distribution and education pattern of the respondents. Demographic information were 

seen important because they helped to get clear understanding regarding the 

characteristics of the respondents.  

4.3.1 Sex Distribution of the Respondents 

Sex of the respondent was needed in order to ensure that both males and females take 

part in the presented study. The data showed that 66.7% of the respondents were 

females whereas 33.3% of the respondents were males as illustrated in Table 4.1a 

below. This finding implies that females are currently highly considered when it 

comes to education and employment matters as per government and other 

stakeholder‟s goal to have more females obtain education and get employed. These 

findings relates to the study done by Doepke, et al., (2011) who argued that, the 

growth and technological change can endogenously trigger further female education 

and empowerment which in turn feeds back into economic development. 

Nevertheless, this did not harm the kind of responses obtained from the study area 

because there were no gender specific issue that needed special attention. Thus, the 

information provided during this study had a good participation and representation 

from both sexes and that the study avoided a bias related to sex.  
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Table 4. 1a: Sex Distribution of the Respondents 

Sex of the Respondents Frequency Percent (%) 

Male 50 33.3 

Female 70 66.7 

Total 120 100.0 

Source: Field Data, 2016 

4.3.2 Age Distribution of the Respondents 

It was very important to know the age status of the respondents in this study in order 

to seek opinion and views from people of different ages in relation to working 

experience, usually the age of a person is the factor which determines the level of 

control and voice for decision as pointed out by Adams & Ferreira, (2009).  Data 

from the study area indicated that 43% of the respondents were aged between 18 and 

28 years, 21.7% of the respondents were aged between 29 and 35 years, 24.2% of the 

respondents were aged between 36 and 45 years whereas 10.8% of the respondents 

were aged 46 years and above (Table 4.1b). This implies that the respondents met the 

study target whereby the study had targeted respondents aged 18 years and above in 

that anyone within this age range was able to participate in the study. Respondents 

aged between 29 and 35 years were more than the rest. This was not surprising 

because these institutions had more recruitment for younger age at both levels of 

academic and administrative staff. 
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Table4. 1b: Age Distribution of the Respondents 

Age of the respondents                      Frequency Percent (%) 

 18- 28                                  52 43.3 

29-35                                  26 21.7 

36- 45                                  29 24.2 

46 and above                                  13 10.8 

Total                                  120 100.0 

     Source: Field Data, 2016 

4.3.3 Education Pattern of the Respondents 

Data regarding education pattern of the respondents were collected in order to help in 

assessing their responses in relation to impact of service charter towards improved 

service delivery. As presented in Table 4.2a, the findings on the respondents‟ level of 

education were presented. The data showed that 20.0% of the respondents had a 

certificate level of education, 23.3% diploma level of education, and 56.7% had a 

degree level of education. The data presented above showed that the study reached 

respondents with different levels of education within these institutions which was an 

important variable for the researcher to consider awareness of the respondents 

regarding the topic.  

Table 4. 2a: Level of Education of the Respondents 

Level of Education Frequency Percentage (%) 

Certificate 24 20.0 

Diploma 28 23.3 

Degree 68 56.7 

Total 120 100.0 

  Source: Field Data, 2016 
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4.3.4 Working Experience of the Respondents 

The respondents‟ working experience at current institution was as follows, 20.0% of 

the respondents had one year or less, 30.8% of the respondents had two to three 

years, 25.8% of the respondents had four to five years whereas 23.3% of the 

respondents had six years and above.  

Table 4.2b: Working Experience at Current Institution 

Years spent at the institution Frequency Percent (%) 

0 to 1 year 24 20.0 

2 to 3 years 37 30.8 

4 to 5 years 31 25.8 

6 and above 28 23.3 

Total 120 100.0 

Source: Field Data, 2016 

This therefore implies that the study captured all levels of respondents‟ experiences 

within the institutions as an area of study.  The time stayed at current institution 

helped the researcher to assess if time frame of the respondent can have an impact on 

understanding of the Service Charter. 

4.4 Awareness of the Service Charter 

A good number of literatures consider the concept of quality is centred on the 

perceived service quality (Hishamuddin, et al., 2008). Where perceived service 

quality can be referred to as “global judgment, or attitude, relating to the superiority 

of the service‟ (Parasuraman, et al., 1988). This study aimed at assessing the impact 

of service charter towards improved service delivery. It was the first objective of this 
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study to assess awareness of the service charter and the purpose was to get clear 

understanding on how actors and clients are aware of the service charter and its 

operational mechanisms. The objectives were answered by a series of questions to 

both the staff and the students whereby the study began by seeking on the 

respondents‟ understanding on the service charter. The results are presented in the 

following sub-themes.  

4.4.1 The Understanding of the Term Service Charter 

It was important to establish the staff respondents understanding of the term Service 

Charter so as to know how clear they perceive this term and if there is any 

misconception. Data from the study were obtained through open-ended question of 

which the respondents had the same general understanding of the term Service 

Charter regardless of the phrasing. Generally, the Service Charter is defined as a list 

of standards and qualities of services to be provided by a respective institution to its 

clients or customers. Below is the sampled respondents‟ response from the 

questionnaires which shows the definition or understanding of the term Service 

Charter. 

“Is the sheet of document that guides both public and private works to 

accomplish service delivery to the key persons.” (Respondent from 

SJUT) 

“Service Charter is the guideline and document agreed on how services 

should be provided between an employee and customers.” (Respondent 

from UDOM) 

“I think it is a short document outlining an organization‟s/institution‟s to 

customer services.” (Respondent from SJUT) 

“This is the guiding book or document on how to provide the service 

within the institution or company.” (Respondent from UDOM) 
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Therefore, the finding of Service Charter understanding in this study is comparable 

with what was argued by Ngowi (2013) that, the Service Charter is a guiding basic 

document that addresses the issues of ethics and professionalism in any institution. 

In other cases the respondents also termed the charter “as a sort of code of conduct” 

for their provision of services like the do and don‟ts of the education service 

provision. This view of definition shows that respondents are knowledgeable of 

existence of a document although they could not figure out the difference between 

documents that guide managerial activities and service charter document. 

4.4.2 The Extent in Which Student Respondents are Informed about the 

Service Charters Document in their Institution 

Service charter document is an important tool in an institution which informs the 

client the type and timeline of the service delivery. Therefore, it was important to 

know the extent in which students are informed about the Service Charter document 

in their respective institutions. From the two institutions the data showed 29 (24.2%) 

of all respondents were properly informed about the service charter, that is, 6 (5.0%) 

respondents were from the public institution and 23 (19.2%) respondents were from 

the private institution (Table 4.3). The data also showed 34 (28.3%) of respondents 

were just informed about the service charter, that is, 14 (11.7%) of respondents were 

from the public institution and 20 (16.7%) respondents from the private institution. 

Also, the study showed that 43.3% of the respondents were partly informed of the 

service charter, that is, 37 (30.8%) respondents were from the public institution and 

15 (12.5%) of the respondents were from the private institution.  

Similarly, 3 (2.5%) of the all respondents were found not well informed of the 

service charter, that is, 2 (1.7%) respondents were from the public institution whereas 
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1 (0.8%) respondent was from the private institution. However, data showed that, 2 

(1.7%) of all respondents were not informed about the service charter of which 

1(0.8%) of the respondents were from public and private higher learning institution 

each.  

Table 4.3: Informed about the Service Charters Document in their Institution 

(Student Respondents) 

 Respondents from the two 

institutions 

  

 UDOM SJUT Total Percentage (%) 

Properly informed 6 23 29 24.2 

Informed 14 20 34 28.3 

Partly informed 37 15 52 43.3 

Not well informed 2 1 3 2.5 

Not informed 1 1 2 1.7 

Total 60 60 120 100.0 

   Source: Field Data, 2016 

Reflecting on the responses above, it is convincing to believe that in overall 

(percentage wise) students were partially informed about the service charter. This 

can be associated to limited information sharing to the students. When compared, the 

data shows that majority of students from the public institution were partially 

informed compared to private institution whom majority were properly informed. 

Complying with this observation one of the respondents when asked had the 

following to say: 

“... private institutions are more competitive in attracting more attention 

from its customers as well as ensuring the quality of the service 

provided. This means therefore that they will try all they can to make 
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sure that whoever becomes part of their institution obtains and adheres to 

the service charter stipulations” 

(Response from one of the respondents at St. Johns‟ University of 

Tanzania) 

This can be argued that, the private institutions publicises their service delivery 

strategies for marketability.  In the same way, the private institution due to its low 

complexity favour flow of information to be easily manageable compared to public 

institution. This can be the reason why majority of students at UDOM were partially 

informed.  

4.4.3 Ways in Which Students Get to Know about the Service Charter 

This question intended to point out ways in which students get to know about the 

service charter. It was important to do so in order to know the source of information 

which is normally common for them to acquire information as this has an effect on 

how properly will be aware of the service charter. This help to suggest improvement 

or otherwise to ensure majority of students are properly informed. Data from the area 

of the study Table 4.4 shows that 11 (9.2%) of the student respondents obtained 

information from social groups, that is, 3 (2.5%) respondents were from the public 

institution whereas 8 (6.7%) respondents were from the private institutions. It was 

also found out that 83 (69.2%) respondents obtained information about service 

charter through orientation programs; 48 (40%) respondents were from the public 

institutions and 35 (29.2%) respondents were from the private institution.  

In the same way the analysis was done about students who obtained the information 

about the Service Charter from the staff of the respective institution and the finding 

were as follow; 3 (2.5%) respondents were from the public institution and 6 (5%) 

respondents were from the  private  higher learning institutions (Table 4.4).  Along 



 
 

41 
 

the same analysis, 12.5% of the respondents obtained information about service 

charter from the university documents. Once distributed along the academic 

institutions under study, 5 (4.2%) respondents who obtained information about 

service charter from the university documents were from the public institution 

whereas 6 (5%) respondents were from the private institution. However, 2 (1.7%) of 

the respondents had nothing to say about the information source this complies with 

responses from Table 4.3 of which the same percentage of the respondents were not 

informed about the service charter.  

Table 4.4: Ways in Which Students Get to Know About the Service Charter 

 Student respondents from the 

two  institutions 

  

 UDOM SJUT Total Percentage (%) 

Social groups 3 8 11 9.2 

Orientation program 48 35 83 69.2 

Staff information 3 6 9 7.5 

University documents 5 10 15 12.5 

Missing 1 1 2 1.7 

Total 60 60 120 100.0 

   Source: Field Data, 2016 

This information above was crucial for the researcher to report herein because it 

assesses the awareness of the Service Charter by looking on how the information was 

obtained. The data shows that 69.2% of the student respondents obtained information 

about the Service Charter from the orientation program, followed by the means of 

university documents which was 12.5% of the respondents. In this regard public 

institution was better in informing about Service Charter through orientation 

program; however, private institution was better in using university document to 
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inform about the service charter. Nevertheless, the use of social groups and staff 

information are also mechanisms to spread information to clients as some of them 

used this means, therefore, clear information need to be communicated as suggested 

by Hague (2002). 

4.4.4 Clients’ Proper Information about the Contents of Institution’s Service 

Charter  

Institution that desires to satisfy the needs for her clients prepares and set clear 

content in their service charter document. For client to benefit from service charter 

document it is important for them to be aware of its content. The question aimed at 

assessing if students have proper information about the contents of institution‟s 

service charter provided that they have seen or informed about it; since there were 

various ways in which students were informed about the service charter. In Table 4.5 

the data shows 50% of the respondents were absolutely aware of the contents 

contained in their institution‟s Service Charter, of which 18 (15%)  respondents were 

from the public university and 42 (35%) of respondents were from private university. 

Student respondents who had partial knowledge on the contents on the service 

charter were 57 (47.5%) of all student respondents, thus, 41 (34.2%) respondents 

were from the public institution and 16 (13.3%) respondents were from the private 

institution. However, 3 (2.5%) of the respondents confirmed that they were not aware 

of the contents contained in the service charter, of which 1 (0.8%) respondents were 

from the public institution and 2 (1.7%) respondents were from the private 

institution.  
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Table 4.5: Respondents’ Proper Information on the Contents in the Service 

Charter 

 Respondents from the two  

institutions 

  

UDOM SJUT Total Percentage (%) 

Absolutely 18 42 60 50.0 

Partially 41 16 57 47.5 

Not at all 1 2 3 2.5 

Total 60 60 120 100.0 

Source: Field Data, 2016 

From these findings it was observed that student respondents from the private 

institutions were absolutely aware of the service charter as opposed to public 

institution of which most were partially informed. These data correlated to previous 

findings in Table 4.4 which showed that private institution had information about the 

service charter in the university documents. However, the setting of the public 

institution being decentralized in the flow of information becomes a hindrance for 

student to access information easily since some of them depend on the central 

government decision and directives. Following this expression therefore, awareness 

on the contents contained in the service charter in the private academic institution is 

higher than in the public institution and this implies that clients in private institution 

have more concern on the service charter and its usage than in public higher learning 

institutions. 

4.4.5  Clients’ Comments on the Service Charter Information for the Services 

Provided 

Since students respondents in previous question may have claimed to have proper 

information at a certain level about the content of the service charter; then it was the 
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focus of this study to assess how useful the information contained in the service 

charter towards delivery of service. Data showed that, 91.6% of the respondents 

found that the information contained in the service charter is very useful (Table 4.6), 

that is, 52 (43.3%) respondents who find the service charter information very useful 

were from the public institution whereas 58 (48.3%) respondents were from the 

private institution. Also, 8.4% of the respondents found the service charted contained 

information somewhat useful, that, 8 (6.7%) respondents from the public academic 

institution and 2 (1.7%) respondents from the private institution.  

Table 4.6: Clients’ Comments on the Service Charter Information for the 

Services Provided 

  Student respondents 

from the two institutions 

    

UDOM SJUT Total Percentage (%) 

Very useful 52 58 110 91.6 

Somewhat useful 8 2 10 8.4 

Total 60 60 120 100.0 

Source: Field Data, 2016 

The major comment that can be raised out of the data presented above is that larger 

percentage of clients (students) from public and private institutions finds the service 

charter information very useful despite some factors that make other clients to find it 

somewhat useful. This is in consistency with the data provided in Table 4.5 which 

shows majority of clients had proper information about service charter contents. 

4.4.6 The Language Used in the Service Charter 

Since the Service Charter is the written document the researcher wants to investigate 

if clients who have seen this document for their institution were able to understand it 
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and interpret based on the language used. Data from the area of the study Table 4.7 

shows that 25 (20.8%) of the student respondents' rated that, the language was very 

difficult to understand. In distribution, 10 (8.3%) respondents were from public 

institution and 15 (12.5%) respondents were from the private institution. However, 

53 (44.2%) of the respondents found the level of language difficulty was moderate 

32 (26.7%) from public institution and 21 (17.5%) from private institution. Also, 15 

(12.5%) of the respondents rated the language difficulty as been neutral, that is, 5 

(4.2%) were from public institution and 10 (8.3%) were from the private institution. 

Along the same analysis, the data shows that 27 (22.5%) of the respondents rated the 

language used in the service charter as not difficult; 13 (10.8%) respondents from the 

public institution and 14 (11.7%) respondents from the private institution.  

Table 4.7: The Language Used in the Service Charter 

  Respondents from the 

two institutions 

  

  

UDOM SJUT Total Percentage (%) 

Very difficult 10 15 25 20.8 

Difficult 32 21 53 44.2 

Neutral 5 10 15 12.5 

Not difficult 13 14 27 22.5 

Total 60 60 120 100.0 

Source: Field Data, 2016 

 

This implies that the service charters need to be written in a more clear language that 

can be easily understood by everyone. The study findings therefore, shows that 

20.8% respondents in both institutions found the language used in the service charter 

to be difficulty with 22.5% claimed to be not difficulty 
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4.5 Influence of Service Charter on Service Delivery 

As part of the second objective, the study investigated on how the service charter 

influences the quality of the services delivered by the public and private higher 

learning institutions. 

4.5.1 Easiness of Receiving Services from the Institutions 

The study enquired on how easy it is to receive services in the academic institution 

(Table 4.8). It was found out that, 70% of the respondents said that the services are 

more easily delivered, distributing to the two academic institutions, 40 (33.3%) from 

public institution and 44 (36.7%) from private institution. However, 25% of the 

respondents responded that the services were less easily delivered; 16 (13.3%) 

respondents from public institution and 14 (11.7%) respondents from the private 

institution. Contrary, 5% of the respondents responded that they received the service 

with difficult, that is, 4 (3.3%) respondents from the public institution and 2 (1.7%) 

respondents from the private institution.  

Table 4.8: Easiness of Receiving Services from the Institutions 

 Respondents from the two 

institutions 

  

 UDOM SJUT Total Percentage (%) 

More easily 40 44 84 70.0 

Less easily 16 14 30 25.0 

Difficult 4 2 6 5.0 

Total 60 60 120 100.0 

     Source: Field Data, 2016 

4.5.2 Ways in Which Service Charter Improves Service Delivery  

The study also investigated on how Service Charter influences the service delivery in 

higher learning institutions (Table 4.9). It was found out that, 103 (85.8%) of the 
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staff respondents responded that the service delivery in higher learning institutions is 

influenced by the Service Charter. That is, 52 (43.3%) respondents were from the 

public institution and 51 (42.5%) respondents were from the private institution. Also, 

12 (10%) of the respondents pointed out that the service delivery is influenced by the 

computer usage. Distributed in two types of academic institution, 6 (5%) respondents 

from the public institution responded that the service delivery is influenced by the 

computer usage; similarly, 6 (5%) respondents from the private institution responded 

the same. 

Also, in this survey 5 (4.2%) respondents responded that the service delivery is 

highly influenced by the working experience of the workers (table 4.9). When this 

data was analysed in institutional wise the distribution was 2 (1.7%) respondents 

from the public institution and 3 (2.5%) respondents said that service delivery is 

highly influenced by the working experience of the workers.  

Table 4.9: Ways in Which Service Charter Improves Service Delivery  

 Staff  respondents from 

the two institution 

  

 UDOM SJUT Total Percentage (%) 

Service charter 52 51 103 85.8 

Computer usage 6 6 12 10.0 

Working experience 2 3 5 4.2 

Total 60 60 120 100.0 

Source: Field Data, 2016 

This finding therefore implies that the service delivery in higher learning institutions 

is highly influenced by the Service Charter although there are other factors such as 
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computer usage following the technology dynamics as well as workers‟ working 

experience. This was complemented by one of the respondents who reported that: 

“Because the service charter is like the university directory, whatever 

decision and service that is delivered falls under the directives stipulated 

in the service charter and that is why I find services highly influenced by 

the service charter” 

(Interview from one of the respondents from the public higher learning 

institution) 

4.5.3 The Extent in Which Service Charter has Influenced Service Delivery 

Further investigation conducted on the extent to which the Service Charter influences 

service delivery in public and private higher learning institutions (Table 4.10). It was 

found out that 113 (70%) staff respondents said that the Service Charter has 

influence to a larger extent on service delivery. When looked at the two institutions 

the distribution from the institutions however, 55 (45.7%) respondents from the 

public institution and 58 (48.3%) respondents from the private institution responded 

that there is a larger extent that the Service Charter influences the service delivery. 

Also, it was found out that 7 (25%) respondents responded that the influence of the 

service charter on service delivery was at smaller extent, that is, 5 (4.2%) 

respondents from the public institution and 2 (1.7%) respondents were from the 

private institution. 
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Table 4.10: The Extent in Which Service Charter has Influenced Service 

Delivery 

 Staff respondents from 

the two institutions 

  

 UDOM SJUT Total Percentage (%) 

To a larger extent 55 58 113 70.0 

To a smaller extent 5 2 7 25.0 

Total 60 60 120 100.0 

Source: Field Data, 2016 

This implies therefore that the service delivery in higher learning institution are 

influenced by the service charter at different levels, though some respondents have it 

that other factors play a great role in as far as service delivery is concerned as per 

from one of the staff respondents: 

“Service delivery in academic institution depends on the workers and students 

attitudes towards the service charter, it might be available and still the services 

delivery continue to get poor and poor” 

(From one of the respondents from the private academic institution) 

The researcher therefore concludes that once the service charter is given a priority, it 

can improve service delivery in academic institutions hence leading to academic 

excellence. 

4.5.4 Time Taken to Receive Requested Services 

The study went further investigating on the extent in which the student respondents 

were satisfied with the services delivered by the public and private academic 

institutions (Table 4.11). The extent in which the service charter influences service 

delivery in public and private higher learning institution, respondents‟ satisfaction 

from the service delivered by private and public academic institutions (Table 4.10).  
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It was found out that 111 (92.5%) respondents are very satisfied with the services 

provided. Distributed in two types of institutions, 54 (45%) respondents satisfied 

with the services provided are from the public higher learning institution whereas 57 

(47.5%) respondents were from the private higher learning institution. It was also 

found out that 6 (5%) respondents had it that they are less satisfied with the services 

provided. Distributed in the two higher learning institutions, 5 (4.2%) respondents 

were from the public higher learning institution and 1 (0.8%) respondent was from 

the private higher learning institution.  

Also, 3 (2.5%) respondents reported that they are dissatisfied with the services 

delivered by the institutions, that is, 1 (0.8%) respondent was from the public higher 

learning institution whereas 2 (1.7) respondents were from the private institution.  

Table 4.11: Time Taken to Receive Requested Services 

 Student respondents from the 

two institutions 

  

 UDOM SJUT Total Percentage (%) 

Very satisfied 54 57 111 92.5 

Less satisfied 5 1 6 5.0 

Dissatisfied 1 2 3 2.5 

Total 60 60 120 100.0 

Source: Field Data, 2016 

This implies that majority of the respondents from both public and private higher 

learning institutions are very satisfied with the services delivered to them by the 

respective institutions. The study learnt that the services delivered in both private and 

public higher learning institutions are favourable to the clients and this confers to the 

prior respondents who said that  good service delivery does not necessarily depend 
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on the service charter but rather from workers‟ working spirit too. These results are 

supported by the study reported by Kanyane (2010:79) who argued that, public 

service must be delivered where the communities need them most and delivery must 

be underpinned by a social agenda. Public institutions need to be transformed to 

deliver public services within a framework of loftier vision of restoring human 

dignity and promoting emancipation of human mind and soul. 

4.6 Challenges in Implementation of the Service Charter 

It was the concern of the present study to identify and examine challenges that 

hindered the implementation of service charter. Closer examination in this study 

revealed five categories of challenges namely; top-down approach, corruption, 

limited numbers of workers, low incentives to workers, and limited working 

materials.  Data from the area of the study in Fig. 4.1 showed that 23(19.2%) 

respondents pointed out that limited working materials was a challenge in 

implementing the service charter. These working materials were mentioned as 

computers, teaching facilities, infrastructures and the like. Also, 27 (22.5%) 

respondents pointed out that low incentive to workers was a challenge to implement 

the service charter as one of the staff respondents responded that: 

“The workers who would be making a follow up and implementing 

the service charter usage are under paid. You don‟t expect to have 

this person get motivated to evaluate on the service charter 

implementation.” 

(From one of the respondents at the Private higher learning institution) 

Along the same analysis also, it was found out that 43 (35.8%)  of staff respondents 

stated that limited number of workers to implement the service charter was a big 

challenge. It was elaborated that the number of clients is bigger than the workers who 

are meant to be implementing and making a follow up for its implementation. 
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Corruption was also mentioned as a challenge to the implementation of the service 

charter by 15 (12.5%) of the respondents. It was said that there is corruption during 

the implementation of the service charter whereby clients who are found to be 

violating the service charters principles normally provide bribes so as to keep 

working or studying. Top- down approach in formulating the service charter was 

mentioned too by 12 (10%) of the respondents as a challenge faced during the 

implementation of the service charter.  

 

Fig. 4.1: Challenges in Implementation of the Service Charter  

Source: Field Data, 2016 

Therefore, this finding implies that the challenges facing the implementation of the 

service charter are relatively the same across the public and private academic 

institutions. It can be argued that, following the importance of the service charter as a 

directory to the institutions on what must be done and what must not be done, there is 

a need to work on the identified challenges from the study so as to make progress. 
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CHAPTER FIVE 

SUMMARY, CONCLUSION AND RECOMMENDATIONS 

 

5.1 Introduction 

This chapter presents the summary of the study, conclusion and recommendations 

springs from the findings guided by the research objectives and questions. The 

chapter is divided into five sections: introduction, summary of the study, summary of 

the findings, conclusion and recommendations. 

5.2 Summary of the Study 

The present study was designed to assess on the impact of the Service Charter on 

service delivery in higher learning institutions: a comparative study of public and 

private universities in Tanzania. It is necessary to assess the impact of service charter 

towards service delivery as one of the aspects of good governance. 

There were three specific objectives of the study which were set to address the 

overall objective stated as follows. Firstly, to assess awareness of the nature of 

service charter and its operational mechanisms.  Secondly, to assess the impact of 

service charter in improving service delivery. Thirdly, was to explore the challenges 

that hinder implementation of service charter towards improved service delivery in 

higher learning institution.  

In addressing the above objectives, three research questions were devised as follow; 

first question was “to what extent are actors aware of the nature of service charter 

and its operational mechanisms?” The second question was “what is the influence of 

service Charter in the improved service delivery?” The third was “what are the 

challenges that hinder smooth implementation of service charter towards improved 
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service delivery?” Since the study was a comparative-study on the impact of service 

charter on service delivery, two higher learning institutions were selected from 

Dodoma region; the University of Dodoma representing public institutions and St 

John‟s University of Tanzania representing private institutions. The study employed 

cross sectional survey in which descriptive study was considered. This design was 

chosen for descriptive purpose because it is helpful in the determination of 

relationship between variables. Also questionnaire survey and interview were used as 

the methods of collecting data from the sampled respondents. 

5.3 Summary of the Findings 

The study came up with a number of major findings following research tasks as far 

as research questions are concerned. It may be recalled here that the main objective 

of this study was to assess the impact of service charter on service delivery. In order 

to achieve this broader objective the study through the researched questions revealed 

how the service delivery were influenced by the service charter. The findings were 

grouped based on the research questions that assess awareness, influence and 

challenges. 

Awareness as the first objective was assessed by research question that looked to 

what extent actors aware of the nature of service charter and its operational 

mechanisms.  The findings showed that all respondents from both the public and 

private higher learning institutions defined the service charter in similar way. 

Likewise, the respondents‟ knowledge on the service charter was more the same 

across the public and private higher learning institutions as the data showed that 59 

(49.2%) respondents from both institutions had knowledge on the service charter. 

Although respondents who are properly knowledgeable about the service charter 
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document in the institution were 23 (19.2%) respondents from private institutions 

versus 6 (5%) respondents from the public institution. The findings therefore showed 

that the clients in private higher learning institutions are more knowledgeable of the 

existence of service charter compared to public higher learning institution. 

When enquiring on the source of information about the presence of the service 

charter in the institution, it was found out that clients from both the private and 

public higher learning institution received information through the orientation 

programs (Table 4.4). 83 (69.2%) of the respondents who received the information 

through orientation program, 48 (40%) respondents from the public institution and 

35 (29.2%) respondents were from the private institution. The study revealed that, 

most of the students are informed about the service charter through the orientation 

program. 

The study investigated on respondents‟ awareness on the service charter contents 

whereby it was found out that awareness on the contents contained in the service 

charter is higher in the private higher learning institution than in the public institution 

whereby, out of 60 (50%) respondents who absolutely understood of the service 

charter contents, only 18 (15%) respondents were from the public institution and 42 

(35%) respondents were from the private institution (Table 4.5).  

The respondents‟ opinion on how useful the service charter contents is another issue 

which was investigated. It was found out that, clients from both public and private 

higher learning institutions find the service charter very useful as justified by 110 

(91.7%) student respondents of which 52 (43.3%) respondents were from the public 

higher learning institution and 58 (48.3%) respondents were from the private higher 
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learning institution (Table 4.6). The study revealed that the service charter in higher 

learning institution is more useful in private compared to public institution. 

The researcher investigated on the respondents opinion on the language used in the 

service charter (Table 4.9). It was found out that only 27 (22.5%) of the respondents 

find the language clear to them. The findings therefore revealed that the service 

charters documents need to be written in a simple language to be easy understood by 

the intended group.  

The second objective from this study was to examine the influence of service charter 

on service delivery in public and private higher learning institutions (Table 4.10). 

Enquiring on the extent to which the service charter influences the services delivered, 

the data showed that, the service charter seen to be influential on the service delivery 

in both public and private higher learning institutions. This was confirmed by 113 

(94.2%) respondents out of 120 respondents whereby 55 (45.8%) respondents were 

from the public institution whereas 58 (48.3%) respondents were from the private 

institution, however, other respondents responded that good service delivery does not 

necessary depend on the service charter but rather might be influenced by other 

factors such as workers‟ working experience (Table 4.9).  

Along the same analysis, the researcher enquired on the extent to which the 

respondents were satisfied with the services delivered by the institution. The findings 

showed that the satisfaction was almost equal from both the public and private higher 

learning institutions, that is, 54 (45%) respondents were from the public higher 

learning institution and 57 (47.5%) respondents were from the private higher 

learning institution. The findings showed that the service charter has much influence 

on service delivery. 
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The third study objective was to investigate on the challenges faced the 

implementation of service charter. Thus, 43 (35.8%) of the respondents mentioned a 

limited number of workers as the biggest challenge which hinder smooth 

implementation of service charter (Fig.4.1).  

5.4 Conclusion 

From the discussed context of this study, it can be claimed that the research 

objectives have been attained successfully. The conclusion can be drawing therefore 

that there is similar awareness of the service charter in both the University of 

Dodoma (UDOM) and St John‟s University of Tanzania (SJUT).  Where there is 

awareness of the service charter, the study revealed the impact of service charter on 

service delivery. The findings showed service charter implementation had various 

challenges such as corruption, shortage working materials, top-down approach and 

limited number of workers which was the greatest challenge. Also the findings 

showed that the service charter has much influence on service delivery although 

there were other factors which help in service delivery such as workers working 

experience, availability of facilities like computer use and other infrastructures. 

Nevertheless complexity of an institution is observed to hinder service delivery.  The 

private institution due to its low complexity favour flow of information to be easily 

manageable compared to public institution. This can be the reason why majority of 

students in public university were partially informed about the service charter. About 

flow of information, the private institutions publicises their service delivery 

strategies for marketability hence it reaches audience more quickly unlike the public 

instituions where it is more bureaucratic. Therefore, from the findings of this study, 
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there is a need to put more emphasis in making the service charter contents to be 

understood by clients in all higher learning institutions. 

5.5 Recommendations  

On the basis of the findings of this study and the conclusion drawn, the researcher 

would like to make the following recommendations: 

(i) The study recommends that, there is a need for both private and public higher 

learning institutions to make sure that its clients access the service charter and 

understand its contents. 

(ii) The study recommends the concerned personnel in formulating the Service 

Charter to involve all the clients‟ inputs and avoid a top-down approach that 

omits the clients‟ needs and considers the institution needs only. 

(iii) The study recommends to the higher learning institutions to evaluate mechanisms 

of service delivery and make the Service Charter accessible. 

(iv) The study recommends to the higher learning institutions to enhance the 

orientation program as it has more impact on students‟ information. Also to 

strengthen on other means like social groups, students association, media, and the 

like.  

(v) The study recommends to the higher learning institutions to recruit more staff by 

considering student to staff ratio to increase efficiency and meet clients needs, 

hence improved service delivery. 

(vi) It is recommended that the higher learning institutions should motivate staff 

because are the key actors of the Service Charter implementation, since salary is 

one of the challenges that hinder smooth service charter implementation. 
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5.6 Areas for Further Research 

The following are the recommendations for further studies: 

(i) There is a need to examine on the stakeholders participation during the service 

charter formulation process. 

(ii) There is also a need to enquire on the service charter‟s contribution on quality 

assurance in higher learning institutions. 
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APPENDICES 

Appendix I: 

Questionnaire for Students 

The purpose of this survey is to map the use of service charter by the Public and 

Private Higher learning institutions. Information gathered from this survey will be 

strictly confidential and will exclusively be used for study. All responses are valid no 

correct or wrong response in this regard.  

Date of interview……………………................        Questionnaire number: S……….  

Institution………………………........................ 

Part A: General information (Please tick as appropriate) 

1. Gender: 

(a) Male    {   } 

(b) Female   {   } 

2. Education:  

(a) Certificate    {   } 

(b) Diploma  {   } 

(c) Undergraduate {   } 

(d) Postgraduate {   } 

3. Occupational Status: 

(a) Unemployed  {   } 

(b) Self-employed {   } 

(c) Employed {   } 



 
 

71 
 

Part B: Specific Information (Please tick as appropriate) 

The Service Charter is a guiding basic document that addresses the issues of ethics and 

professionalism in any institution. It is a written commitment by an institution with its 

clients which describes all the services the institutions offers, set standards, time for 

processing such as service, duties and responsibilities for both clients and institutions. 

4. Following the above statement, have you been informed about a Service charters 

document in your institution?  

(a) Properly informed       {   } 

(b) Informed      {   } 

(c) Partly informed          {   } 

(d) Not well informed  {   } 

(e) Not informed        {   } 

5. If you are aware about Service Charter how did you know about this?  

(a) Social gathering  {   } 

(b) Orientation program  {   } 

(c) Staff information  {   } 

(d) University documents  {   } 

(e) Not aware   {   } 

6. Do you have proper information about the contents of the service charter of your 

institution?  

(a) Absolutely   {  } 

(b) Partially    {  } 

(c) Not at all  {  } 
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7. What can you comment on the information given in the service charter with regard 

to the service that you were looking for?  

(a) Very useful  {  } 

(b) Somewhat useful {  } 

(c) Not useful  {  } 

8. How would you rate the language used in the service charter? Is it easy to read and 

understand?  

(a) Very difficult   {  } 

(b) Difficult   {  } 

(c) Neutral  {  }  

(d) Not difficult  {  } 

(e) Don‟t know   {  } 

9. In your experience, how long does it take to get services from the Institution?  

(a) 1 to 3 days     {  } 

(b) 1 week     {  } 

(c) Over one week but less than a month {  } 

(d) Other (specify)………………………………………………………………… 

10. If the service was delivered within reasonable short time, what facilitated it?  

(a) By due process  {  } 

(b) By personnel access `  {  } 

(c) By bribing    {  } 

(d) By using a middle-man  {  } 
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11. If the service was not delivered within reasonable time, what do you think is the 

cause? 

(a) Incomplete documents      {  } 

(b) The officials said my documents were not valid   {  } 

(c)  I did not approach the relevant department/official  {  } 

(d) Lack of accurate information     {  } 

(e) Due to bribe         {  } 

12. How satisfied were you with the time they took in giving the service requested? 

(a) Very Satisfied  {   } 

(b) Satisfied  {   } 

(c) Neutral                 {   } 

(d) Dissatisfied   {   } 

(e) Very dissatisfied {   } 

13. What was your level of satisfaction in accessing information you needed?  

(a) Very satisfied  {   } 

(b) Satisfied  {   } 

(c) Neutral                {   } 

(d) Dissatisfied   {   } 

(e) Very dissatisfied  {   } 
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14. What was your experience in getting access to the concerned staff responsible for 

Service delivery? (Circle one appropriate choice in each case (a &b)) 

 Item  Easily 

Accessible 

Accessible 

with persuasion 

Somewhat 

accessible 

Not at 

all 

Don‟t 

know 

a. To the responsible 

staff 

1 2 3 4 5 

b. To the designated  

staff in case 

responsible staff 

was not accessible 

1 2 3 4 5 

 

15. How did officials treat you?  

(a) Very friendly          {  } 

(b) Friendly            {  } 

(c) As a patron-client  {  } 

(d) unfriendly  {  } 

16. Does your institution Service Charter explain non-delivery of services?  

(a) Always  {  } 

(b) Rarely    {  } 

(c) Neutral   {  } 

(d) Not at all  {  } 

(e) Don‟t know  {  } 
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17. Which way does your institution have to receive students‟ complaints? (Please tick 

all that apply) 

(a) Suggestion box   {  } 

(b) Online questionnaire   {  } 

(c) Through representative leaders {  } 

(d) Other (specify)………………………………………………………………… 

18. How is your institution handle students‟ complaint?  

(a) Very good  {  } 

(b) Good   {  } 

(c) Neutral  {  } 

(d) Poor   {  } 

(e) Very poor {  } 

19. List things you like about your institutional services 

............................................................................................................................................

............................................................................................................................................ 

............................................................................................................................................

............................................................................................................................................ 

20. List things you didn‟t like about institutional services 

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 

THANK YOU VERY MUCH FOR YOUR PARTICIPATION 



 
 

76 
 

Appendix II: 

Questionnaire for Staff 

PART A: INTRODUCTION 

I am a researcher from the University of Dodoma doing research in Dodoma urban.  

The major objective of this research is to assess the impact of Service Charter in 

service delivery in Public and Private Universities in Tanzania. You are among the key 

persons to provide information for this research. Therefore you are kindly requested to 

participate in this study by providing information requested in the following questions. 

Please be assured that the information you provide and report will only be for the 

purpose of this study.  

Date of interview…………………….............. Questionnaire number: STF…...…….  

Institution………………………...................... 

SECTION B: RESPONDENTS CHARACTERISTICS 

Please tick √ where appropriately on the following  

1. Sex :            male    (    )           Female  (   ) 

 

2. What is your age range? 

 

(a) 18-28        (      ) 

 

(b) 29-35       (      ) 

 

(c) 36-45        (      ) 

 

(d) 46-and Above    (      ) 

 

3. Level of education:  

 

(a) Secondary education       (     ) 

 

(b)  Collage /university          (     )  
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(c) Adult education              (     )  

 

(d) Others (specify)………………..........…………………………………………. 

 

4. How many years have you been employed in this institution? 

(a) Less than 1 year (     )  

(b) 2 to 3 years  (     )  

(c) 4 to  5 years  (     ) 

(d) 6 years to 8 years (     ) 

 

5. What position do you hold in this Institution? 

 

............................................................................................................................................ 

 

6. How many years do you have in the current position in your institution?  

(a) Less than 1 year (     )  

(b) 2 to 3 years  (     )  

(c) 4 to  5 years  (     ) 

(d) 6 years to 8 years (     ) 

 

SECTION C: AWARENESS ON THE NATURE OF SERVICE CHARTER AND 

OPERATIONAL MECHANISMS 

7. What do you understand by the term Service Charter?  

…………………………………………………................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................……………………………… 

8. Have you seen the service charter document for your Institution?    

a)  Yes  (   )   b) No (   ) 

 

 

 

 

 



 
 

78 
 

9. If  yes, comment on how you think it suffice the needs? 

…………………………………………………................................................................

............................................................................................................................................

If not, what are the reasons? 

…………………………………………………................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 

10. To what extent do you agree with the following perceptions on Service Charter? 

(Please tick appropriate answer in appropriate box) 

 

 Perception on Service Charter Strongly 

agree 

1 

Agree 

 

2 

Neutral 

 

3 

Disagree 

 

4 

Strongly 

disagree 

5 

i Service Charter is the document 

that guide service delivery 

     

ii Service Charter is for both 

workers and customers of the 

institution 

     

iii Service charter  ensure quality 

service provision 

     

iv Service charter improve the  

accessibility of institution services 

     

v Service charter strengthen 

communication between 

institution and costumers 

     

vi Service charter  ensure 

accountability of institution in 

service provision 

     

vii Service charter set standard for 

service provision  

     

viii Service Charter is for the service 

providers only 

     

ix Clients are not part of service 

charter actors 

     

x Service Charter is only necessary 

in public institution  

     

xi Employers of the institution 

should know the service charter of 

their institution 

     

xii Clients  should know the service 

charter of  the service provided 
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SECTION D: INFLUENCE OF SERVICE CHARTER IN IMPROVING 

SERVICE DELIVERY 

 

11. Is the service charter improving service delivery in your institution?   

a)  Yes (   )    b) No (   ) 

 

12. In what ways in which Service Charter improve service delivery of the institution? 

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

........................................................................................................................................... 

 

SECTION E: CHALLENGES FACING SMOOTH IMPLEMENTATION OF 

SERVICE CHARTER 

 

13. What are the challenges facing you in the current position in implementing 

Service Charter? 

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 

14. What are the options to deal with the challenges mentioned in question 14 above? 

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 
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15. What are the challenges caused by an Institution that reduce the influence of 

service charter in service delivery improvement?  

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 

16. What should be done by an institution to overcome the challenges mentioned in 

question 16 above? 

 

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................

............................................................................................................................................ 

 

 

THANK YOU VERY MUCH FOR YOUR PARTICIPATION 

 

 

 

 

 

 

 

 

 

 

 


