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ABSTRACT 

This study examined the effect of human resource management on service delivery. The study 

was guided by the following objectives notably, to examine the effect of capacity building on 

service delivery, to assess the effect of employee motivation on service delivery, and to 

examine the effect of performance management on service delivery. The study used a cross 

sectional research design, and a quantitative approach. Data were collected from 60 employees 

from different departments as a target population with the sample size of 52 employees from 

different departments such as administration, finance, health, education, production and 

marketing and lastly works. Data were collected with the aid of closed ended questionnaire and 

statistical package for social sciences was employed for analyzing data from which frequency 

tables, descriptive statistics (mean and standard deviation), reliability, validity, correlation, and 

regression results were obtained. The study findings revealed that there is a positive and a 

significant effect of capacity building on service delivery; employee motivation on service 

delivery; and performance management on service delivery. Finally, the study concludes that 

there is a strong predictive power that the dimensions of human resource management 

contribute towards enhancing service delivery in PDLG. 

 

 

 

 

 

 



1 
 

CHAPTER ONE 

INTRODUCTION 

1.0 Introduction  

This chapter presents the introduction, background of the study, the statement of the problem, 

purpose of the study, research objectives, research questions, scope of the study, the 

significance of the study and the conceptual framework. 

1.1 Background of the Study 

Service delivery is at the center of economic and social progress everywhere  (Group et al., 

2023). Around the world, governments are expected to deliver better, fast and more affordable 

public services (Uraguchi, 2020). However, countries around the world are striving to improve 

service delivery and no blueprint solutions are (Singh, 2022). For instance, globally, in Canada, 

(Institute, 2024) reveals that every provincial government is performing poorly in service 

delivery more especially on health care as Premiers and Health Ministers struggle to address 

the myriad problems facing Canada’s health systems. But health care is not the only issue 

provincial governments have struggled with for a half decade. Tenured governments in B.C., 

Ontario and Quebec have seen increased criticism over handling of key issues such as housing 

affordability and education while the new government in Manitoba deals with lingering 

concerns about public safety. Majority in Saskatchewan say the government is doing a poor 

job on health care (66%), inflation (61%), and education (62%), residents’ top three concerns. 

In Brazil, (Flamini & Soto, 2021) reveal that service delivery is still low in the country. They 

state that the quality of educational outcomes is disappointing. Average PISA (Program for 

International Student Assessment) scores are lower than peers and substantially below OECD 

economies. Though the health outcomes have improved substantially, still lag below the peers. 

Brazil infrastructure stock and its adequacy rank low compared to peer and regional countries. 

Qualitative indicators of infrastructure adequacy are also inferior to those in peer countries. 

Although access to safe drinking water is widespread, the water sanitation gap remains large.  

(ADB, 2020) reports that in Indonesia access to essential health services for all ages remains 

difficult, especially in rural areas, because of deficiencies in human resources, health 
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