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ABSTRACT

The term good governance is defined as the powercised for effective conduct of a country’s
economy and social resources. Governance is goea vhs able to attain this objective. The
civil service is an essential sector for the fummitng of government and has long been regarded

as the frame of administration, seen as beingatito the growth and development of a nation.

The objective of this study was to assess goodrgawnee in Ethiopian Ministry of Civil Service.
Various good governance literatures were combinedterms of civil service delivery.
Quantitative method is employed to find out the pmsed objectives. Both primary and

secondary sources of data were used to get commigkeicture of the reality.

The paper investigates the employees conceptuarsiachding about good governance; the
perception of institutional good governance pragtibe status of institutional service delivery;
the practice of the characteristics of good gowuacea organizational information access;
feelings on organizational shared values; feelmgsnstitutional ethical based behaviors; views
about the existence of well established structam@Engements and working procedures; and the

introduction of citizen charter in the Ministry Givil Service.

The study argues that, equality and accountalsliiguld exist in the good governance. Good
governance requires fair legal frame works that endorced impartially. The rules and

regulations should be clear and friendly enougth®ogeneral public and should also motivate
the civil servants to follow. In rapidly changingrtext where efficiency, effectiveness and
competence of government institutions are beingstipeed, it is imperative for the public

service to strive for improvement in performaneeptoving citizens’ access to information and
their participation in the governance process wdedtl to greater accountability, transparency

and improved service delivery mechanisms.

Therefore, the study concludes that, good govemgmactice in Ethiopian Civil Service
Ministry is in the infant stage, because effectwel efficient mobilization of the human resource

is not done significantly.
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CHAPTER ONE

1. Introduction

1.1 Background of the Study

United Nation Development Program (UNDP) 1998 defigovernance as the process whereby
the organizations or resources are managed withngweance of participation, transparency,
accountability and the rule of the law, which detiere the path for sustainable change. It means
ruling system consists of delegation of authonitgyer decentralization, people's participation,

and group/stakeholder dynamism in level of paréitgm, idea sharing and decision-making.

Good Governance is a key element in developmentimrehsuring that globalization of all

benefits in society. The state, in partnership withl society and private sector, has a major role
to play in the quest for peace, greater freedoriabequity and sustainable development. It also
includes awareness at operational level, inclugigsntransparency and accountability. These
elements are mutually reinforcing and cannot st@onde. Good governance also promotes the
rule of law (Shrestha, 2000). Here, governanceescidbed "the process of decision making and
the process by which decisions are implemented atrimplemented and it can apply to

corporate, international, national, local goverreacto the interactions between other sectors of

society”.

These days, it is generally accepted that, goocergawice is an essential precondition for
sustainable development. Various countries that cquige similar in terms of their natural
resources and social structure have shown strikidgferent performance in improving the

welfare of their people. Much of this is attribuabo standards of governance.

Poor governance stifles and impedes developmergremtere is corruption, poor control of
public funds, lack of accountability, abuses of lamnrights and excessive military influence.
(Downer, 2000).

A landmark study by the World Bank, (1998), demoatsd the crucial role that good
governance plays in enhancing the effectivenessesdurce utilization. The study found that

where there is sound country management, an additmne percent of GDP translated into a
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one percent decline in poverty whereas, in a wedicypand management environment, it has

much less impact.

Findings like this clearly indicate that, the retsifrom development assistance are generally
greater in developing countries to enhance gooctmg@ance. One element of good governance
that is needed for sustained development is anoaeprihat operates in an ethical, accountable
and appropriately regulated environment, which litates competition in the marketplace.
Without this, there will be no driver for econongmowth and sustainable development will not
be possible. A dynamic private sector, operating@ iproperly functioning competitive market
system, creates jobs and income, generates weadthhelps ensure that resources are used

efficiently.

In public service provision, the coordination ofieas actors is very crucial. Three institutions
can be reformed to promote good governance: the,dtae private sector and civil society.
However, among various organizational cultures twedneed for reform can vary depending on
the priorities of that country's society. As a tesa variety of country level initiatives and

international movements put emphasis on variousstyyy governance reform (Downer, 2000).

1.2 Statement of the Problem

Governance can be seen as the exercise of ecorotttal, and socio-administrative authority
to manage a countries affairs at all levels. It poses the mechanisms, processes and
institutions, through which citizens and groupscatate their legal rights, meet their obligations
and mediate their differences (IGNOU, 2009).

The public sector has an enormous impact. How aatell whether it is doing too much or too
little, whether or not it is doing the job efficiyn and effectively, whether or not it serves the
public? According to a traditional model of admtrasgion, it served the public through a set of

hierarchical structures responsive to politicians.

A system of public institutions is an asset to tiama If properly used, public institutions for the

making of policy, implementation and administratiam® as important to national development
as economic resources. However, good governanpglioability poses a serious development
challenge. In the political realm, it underminesnderacy and social security by subverting

formal functional processes. In Ethiopia, it israwgng issue but its limitation undermines social
10
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security, state welfare, democracy building andettgyment (African institute of management

development and governance, 2008).

Here, more generally, the study provides a briehceptual assessment of the basic
characteristics, significance of good governancks of public institutions as well as piloting a

practical survey on the practice of good governandgthiopian Ministry of Civil Service.
1.3 Objective of the Study

1.3.1 General Objective

The overall objective of the research is to asgessl governance in Ethiopian Ministry of Civil

Service.
1.3.2 Specific Objectives

The study has the following six specific objectivaghin the umbrella of the general objective.

» To assess the basic awareness and acts of puldiersfand civil servants on the issue of

good governance;
» To investigate the practice of existing governandéthiopian Ministry of Civil Service;
» To analyze the real practice of the characteristiggod governance in MCS;

» To address the interests of public servants intjgiag and implementing good governance

in terms of service delivery;

» To promote and present the practice and understgnidivel of good governance in

Ethiopian Civil Service;

» To indicate possible recommendations that coul@ lgelvernment institutions in curbing

the problems of public governance inefficiencies;

11
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1.4 Significance of the Study
The study may have the following three major sigaifices:

= Since the principles, concepts and recommendatatisied in this study can reflect good
governance practice, it may be relevant to the M@& other public institutions to take

some customized adjustments of their own governaysiem.

» The study could also be used as a reference fatests, professionals and other

organizations in investigating further researchualgmod governance.

» The research would also help for the policy forrtars, the decisions of political leaders,
government stakeholders and some other directraticect participants who are interested

in the enhancement of good governance.

Furthermore, it shows the real manifestation ofdggovernance in Ethiopian Ministry of Civil
service. This suggests some implications for mamage at the organizational level. As a result
of all the above issues, the public administragorg civil servants particularly and the public in
general will benefit from the study.

1.5 Scope and Limitation of the Study

Good governance is a very wide concept. The statdgractice of good governance is varied in
many institutions, but for this study the assessm&rmade in Ethiopian Ministry of Civil
Service. The study also focuses on the views,uddg and perceptions of MCS permanent
employees’ about the practice of good governancthéir institution. However, there was a
difficulty of colleting some of those data due e hegligence of the participants, unwillingness
to fill the questionnaire and some other factofse dther main problem is financial limitation to
carry out the assessment.

Since the study is not based on complete enumarationay or may not represent the views,
attitudes and perceptions of the remaining emplkayee

12
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1.6 Methodology

The methodology contains research design, thestataces and methods of data collection, the

sampling design and the method of data analysis.
1.6.1 Research Design

To achieve the purpose of the study, quantitatie¢hodology has been adopted. Survey method
is applied to assess good governance in Ethiopiamistvly of Civil Service through its

permanent employees who served the public directly.

The questionnaire was prepared in Amharic and Ehdginguages. The Amharic version is used
for collecting the opinions from permanent empl®syée get better and clear data while, the

results and discussions are done in English.
1.6.2 Sources and Methods of Data Collection

This study is conducted by using two data collectinethods. The primary data collection
method of structured open and closed ended questisndistributed for randomly selected

respondents in MCS. The target respondents arenggtrators and employees of the Ministry.
1.6.3 Sampling Design

The assessment is made by using simple random isgmplethod. The target sample
respondents are including only 30% of permanent leyeps from the total number of

organizational manpower of the Ethiopian MinistfyGivil Service.

The number of organizational manpower used for peecentage calculation of sample
respondents is taken from the 2012/13 Ethiopiargbugear annual statistical data of MCS. As a
result of this, a total of 81 participants or penmiat employees of the Ministry has been

expected to fill the questionnaire.
1.6.4 Data Analysis Method

The data analysis of the study will be done aftethee relevant data are collectedorFeach

statement in the survey presented; tabbescentages and rang@ehere applicablepre used for

13
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the generation of descriptive statistics on theess®sent of good governance in Ethiopian civil

service.

The research outcome including the results, disoasand conclusion parts of the last two

chapters of this thesis is finally presented usjngntitative statistical techniques.
1.7 Outline of the Study

The thesis has four chapters. The first chaptesgmts plan of the whole study. It contains the
objectives, relevance, significance, scope andditoin, design and methodology of conducting

an assessment on good governance in Ethiopian tiimECivil Service.

In the second chapter, various concepts about gowdrnance are discussed from secondary
data sources. It is taken as a building block efstudy.

Chapter three, the chapter of results and discossis also considered as the crucial area of

discussion. Accordingly, the real output of thedstassessed is presented here.

Finally, the conclusion and recommendation partshef thesis are presented in the fourth
chapter.

14



An Assessment of Good Governance in Ethiopian Mjro$ Civil Service

CHAPTER TWO

2. Literature Review

2.1 Introduction

The major objective of this research is to assessl ggovernance in MCS. As a result, this
chapter discusses the concept, public sector sempilic sector management, and significance
of good governance. The study also attempts tooexiow the meaning and mechanisms of the

notion of good governance are perceived and uratetsh the organizational governance.
2.2 The Concept of GoodGovernance

Good governance is a concept that has recently astmeegular use in political science, public

administration and more particularly developmentnagement. It appears alongside such
concepts and terms as democracy and civil socppular participation, human rights and

social and sustainable development. For the fins¢, the concept of good governance was
formulated by the World Bank in 1992. It was defiras “Manner in which power is exercised
in the management of a country’s economic and baesources for development”. Good

governance was considered central to creating asthiging an environment which fosters

strong and equitable development and is an esb@&otiaponent of sound economic policies
(IGNOU, 2009).

Within the public management discipline, it hasrbesgarded as an aspect of new paradigm in
public administration which emphasizes the rolgoblic managers in providing high quality
services that citizens value; advocates increasiagagerial autonomy, particularly by reducing
central agency controls; demands, measures andrdgvieth organizational and individual
performance; recognizes the importance of providieghuman and technological resources that
managers require to meet their performance targeis;its receptive to competition and open
minded about which public purposes should be peraor by public servants as opposed to the

private sector (Agere, 2000).

Depending on the context and the overriding objectiought; he added, good governance has

been said at various times to encompass: full stsgfehuman rights, the rule of law, effective

15
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participation, multi-actor partnerships, politigduralism, transparent and accountable processes
and institutions, an efficient and effective pub8ector, legitimacy, access to knowledge,
information and education, political empowermenpebple, equity, sustainability, and attitudes

and values that foster responsibility, solidaritg dolerance.

According to Agere, a number of important perspestiemerge from this new paradigm, which
has been the focus of debate in the political assavell as in academic institutions with the

following relationships.

The relationship between governments and the market

The relationship between governments and citizens;

» The relationship between governments and volurdgadyprivate sector;

» The relationship between the elected (politiciaarg) appointed (civil servants);

* The relationship between local government instgiand urban and rural dwellers;
* The relationship between legislature and executive;

* The relationship between nation states and intermaltinstitutions.

In analyzing these perspectives, many public mamage practitioners and theoreticians from
academic institutions and institutions of publicmawistrations have formulated various
procedures and processes through which genuine goeeirnance can be achieved and have

identified the principles and assumptions that gpidlegood governance.

From the late 1980s, the debate on good governandeits requirements has provided an
impetus for new approaches to public sector managemeforms. Improvement in opaque
government system i.e. making it transparent; obntf corruption with emphasis on
accountability; responsiveness to customer needs bhaen seen as the major aspects of good
governance (Hari, 2010).

According to the World Bank (1989), good governaasehe use of power in the management
of country’s economic and social resources for tgraent consists of efficient public service,

reliable judicial system, and accountable admiaigin to the public. Good governance is an
16
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indeterminate term used in development literatoreléscribe how public institutions conduct

public affairs and manage public resources in ctalguarantee the realization of human rights.
2.3 The Public Sector Service

Different kinds of goods and services are indispbles for maintaining, promoting and
improving the quality of lives of people. Those de@nd services are provided by either public

or private sectors.

Public service is defined as all activities delagby the government to fulfill those needs that
society needs to go through life (Anwaruddin, 20@&)blic Service delivery is defined as a set
of institutional arrangements adopted by the gawemt to provide public goods and services to

its citizens.

Public services delivery has been one of the kegtfans of the public sector which uses civil
service bureaucracies as the instrument for thegedglof services (World Development Report,
2004).

According to Anwaruddin (2005), public service ¢andivided into three types:

1) Administrative services which includes various landf formal documents such as

citizenship certificate, land certificate, drivelisense, marriage or birth certificates etc;

i) Goods services that facilitate various needs lilgridution of food and meeting daily

needs or installation of telephone, water, or elgty networks; and

iii) Facilitating services that consists of various kird public facilities like education, health

care, post transportation etc.

Unlike the private sector where customer is mudied public service is generally driven by
inputs and compliance with rules. Public servickvdey in most of the developing countries is
characterized of being ineffective, cumbersome,teh procedural, costly, red taped and not
transparent. Public services should be concerndd what the customer want rather than with

what providers are prepared to give.

17
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2.4 Improving Public Sector Management

Improving the delivery of public services is esgdnto develop an effective channel of
accountability between public service providers #rar clients. Options for implementing this
include the decentralization of the provision oblpt services as well as encouraging greater
choice and competition through various means oforjporating the private sector and
nongovernmental organizations into the field of lpulservice provision. Good regulatory
oversight is essential to insure adequate levelguaflity and service provisio(Economic

Commission for Africa, 2005).

The report also clearly states the increased cgpatiproved incentives and better functioning
of public institutions are critical elements of gogovernance and vehicles for economic and

social developments.

Within the civil service, reforms and good goveroagan be achieved through the strengthening
of personnel management and the effectivenesslicpagencies. Poor fiscal management and
inadequate government personnel policies (in asaal as such as recruitment promotion and

remuneration) result in a decline in the efficieéypublic sector (Agere, 2000).

Public organizations are often assigned with a lhmegponsibility of providing basic services to
the various level members of the public or communih other words these public delivery
agencies are on the supplying end. Towards that,gthvernments are undertaking various
institutional reforms and capacity enhancementrwetetions on important service delivery
agencies through public sector capacity buildinggpaem in an overall attempt to strengthen the
supply side to deliver efficient and effective paldervices. But in most observations, public
servants have not acted as servants of peopleerrath masters without any sense of

accountability and transparency.

Agere emphasized that, when the capacity of thdigpuslector to manage the economy and
deliver public service is weak, the prospect fovedepment is poor. The public sector in many
developing countries has been characterized by amegvenue collection, poor expenditure
control, and management of bloated civil servicéarge parastatal sector that provides poor
returns on the scarce public funds invested inaitg weaknesses in the capacity of core

economic agencies to design and implement poltbigswould address problems.

18
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Improving delivery of public services means redirggshe imbalances of services to all levels of
society; enhancing welfare, equity and efficienetg. It also means a complete change in the
way that services are delivered. A shift away framvard-looking, bureaucratic systems,
processes and attitudes, towards new ways of wgrkimch put the needs of the public first, is
better, faster and more responsive to meet thosgsne

In improving the public sector management; in m@lican countries, the capacity of public
sector institutions and the delivery of public seeg deteriorated as economies stagnated or
went into decline from the early 1970’s. The stuuat adjustment programs of the 1980’s and
1990’s were accompanied by attempts to improve ipubdctor performance, but there is
widespread consensus that these attempts leaviteg Jovernment capacity after the drastic

downsizing during the early years of adjustmenbfieenic Commission for Africa, 2005).

In Ethiopia, several initiatives have been impletadrto improve relationships between citizens
and administration as well as the quality of servitelivery mechanism. The reform in
developed countries known as public/civil servieborm has become a global wide trend with
many public sector organizations. As a result, ¢t also has introduced some reform ideas
related to the CSR model for making the public @eontore effective and result oriented. The
Balanced Scored Card (BSC) is one of such toolk Wié primary purpose of improving the
guality of service being offered to the citizen aodensure better citizen satisfaction. It was
introduced officially with the then ministry of cagity building in May/2010 by ordering all the
ministries to develop their BSC tools and to try darry out their activities accordingly
(Ethiopian Management Institute, 2012).

To this effect, the BSC training manual designedhgyEthiopian Ministry of Capacity Building,
has been the following purposes.

I) Providing organizational mission and vision cerddrgegration between the employees;
i) Connecting the annual plan and strategic plan ligibg strategic conceptualization
iii) Helps to increase mission driven leaders

Iv) Realizes organizational learning by integrating E@ale with result and result with

performance behavior;

19
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V) Helps to create best performer group and instiutio

vi) Creates transparency, ownership and accountaadigysystem.
2.5 Characteristics of Good Governance

Good Governance relates to enhancing the qualitygafernance through empowerment
participation, accountability and justice. Researshpolicy makers and international institutions
have attempted to conceptualize the concept ofrganee and identify its basic characteristics
(IGNOU, 2009).

The international fund for agricultural developméh®99), states that the UNDP has classified
eight major characteristics of good governance.aAgsult, good governance is Participatory,
Follows the rule of low, Transparent, Responsivensensus Oriented, Equitable and Inclusive,

Effective and Efficient, Accountable.
A. Participation

Participation by both men and women is a key catoee of good governance. It could be either
direct or through legitimate intermediate instibmi$ or representatives. It is important to point
out that representative democracy does not nedgssagan that the concerns of the most

vulnerable in society would be taken into consitlerain decision making (Upadhyay, 2006).

Governments aiming to insure the requisite freedrhe citizens in order to participate in the
decision making processes articulate and reprekeimtinterests, which get reflected in policies
and programs (IGNOU, 2009).

Participation has a wide range of definitions. @& one side, some researchers take participation
to mean simply engaging with any particular acyifivaheduzzaman, 2010); on the other side,
researchers define participation as a process ghrathich people influence and share control

over development initiatives (World Bank, 1996).
B. Rule of Law

Good governance requires fair legal frameworks #ratenforced impartially, i.e. it does not

imply arbitrary use of authority. It also requirfedl protection of human rights, particularly those

20
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of minorities. This should be supported by appaterienforcement machinery of laws requires
an independent judiciary and an impartial and ingatible police force which instills confidence
in the people (IGNOU, 2009).

A pro governance and pro development legal anctigldsystem is one in which the laws are
clear and are uniformly applied through an objectwnd independent judiciary. It is also one in
which the legal system provides the necessary isaiscto penalize breach. It promotes respect

for human rights and private capital flows (Africdevelopment Bank, 2000).
C. Transparency

Transparency means that decisions taken and thércement are done in a manner that
follows rules and regulations. It also means tmdbrimation is freely available and directly
accessible to those who will be affected by suclisttens (IGNOU, 2009) and their
enforcement. It also means that enough informasqgurovided and that it is provided in easily

understandable forms and media.

Transparency is broadly defined as public knowleddethe policies of government and
confidence in its intentions. This requires makingdplic accounts verifiable, providing for public
participation in government policy making and immpkntation, and allowing contestation over
choices impacting on the lives of citizens. It alscudes making available for public scrutiny

accurate and timely information on economic andketaconditions (Agere, 2000).

Transparency requires that governments not onlpatampede the flow of information to the
public, but also an active involvement on theirtgarmake the necessary provisions to ensure
that public information can have a feedback effmctgovernmental performance. It can thus
strengthen the legitimacy of government (UN Departmof Economic and Social Affairs,
2007).

D. Responsiveness

Responsibility refers to the public servant’s respeeness to the public, by methods and
procedures to enforce the public will. Good govao®arequires that institutions and processes

try to serve all stakeholders within a reasonabteframe (Obaidullah, 2001).
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Responsiveness as the capacity to satisfy therprefes of citizen’s especially those who are
dependent upon the institution. In simple languabareaucratic responsiveness means
responding to public community needs and demandsgBresponsive to citizen’s need and
concerns is the key to effective and efficient smndelivery. Traditionally officials were less
responsive to citizens and there were more diserétari, 2010).

E. Consensus Oriented

There are several actors and as many view poirgsgiven society. Good governance requires
mediation of the different interests in societyéach a broad consensus in society on what is in
the best interest of the whole community and how ¢hn be achieved. It also requires a broad
and long-term perspective on what is needed foraswable human development and how to
achieve the goals of such development. This cay cgult from an understanding of the

historical, cultural and social contexts of a giwaeiety or community (Upadhyay, 2006).
F. Equity and Inclusiveness

Since governance structures and mechanisms aimrttipation, they have to promote equity.
A society’s well being depends on ensuring thattalmembers feel that they have a stake in it
and do not feel excluded from the mainstream ofiespc This requires all groups, but
particularly the most vulnerable, have opportusitte improve or maintain their well being
(IGNOU, 2009).

G. Effectiveness and Efficiency

The International fund for Agricultural Developmdd©99), states efficiency and effectiveness
as the process and institutions produce resultsntieat the needs of society, while making the

best use of resources at their disposal.

On the other hand, UN (2007) has expressed eftigi@is “the extent to which government is
fostering an economically efficient system of proiilon and distribution, reducing uncertainty.
It is the allocation of public spending managing #tonomy and implement its’ policies in a

stable and predictable manner.”
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H. Accountability

Accountability is a key requirement of good goverre An organization or an institution is
accountable to those who will be affected by itsislens or actions. Accountability cannot be

enforced without transparency and the rule of law.

The concept of accountability refers to the legaltl aeporting framework, organizational
structure, strategy, procedures and actions (Thernational Standards of Supreme Audit
Institutions n.d).

The concept of accountability has meant differéirigs to different people at deferent times. In
the perspective of traditional definitions, it meaa faithful compliance to written rules,
procedures and established conventions. Underrdditibnal concept of accountability, the
members of bureaucracy are accountable to the diaiommand rather than to the people or
beneficiaries of the program. Accountability todawg, the real sense, should be for the
implementation of the policies and the attainmdrthe assigned task. It is needless to mention
here that the goals must be spelt out targets alestones must be fixed, functions must be
assigned, the needed decision making power musiebegated, and performance must be
periodically monitored. The strength of accouniapih a program or system is expressed by its
efficiency and effectiveness, which in turn maynbeasured by the extent and quality accrued by
the target beneficiaries. The term accountabilihbowsd not be confused with the term
responsibility (Obaidullah, 2001).

Accountability is defined as holding responsibleecttd or appointed individuals and
organizations charged with a public mandate to aacdor specific actions, activities or
decisions to the public from whom they drive themithority. In a narrow sense, accountability
focuses on the ability to account for the allocatirse and control, i.e. budgeting, accounting and
auditing. In a broader sense, it is also concemiddthe establishment and enforcement of rules

and regulations of corporate governance (AgereQR00
Principles of Organizational Governance

The Chartered Institute of Public Finance and Aotancy (2004)jdentifies six principles of

good governance. Each principle contributes thet walsiable ideas to build the organizational
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governance system. All has a direct link to the agiegnent of stakeholders in making

accountability real.

A. Focusing on the Organization’s Purpose and on Outeoes for Citizens and

Service Users

The function of governance is to ensure that ammegtion or partnershijplfill to its overall
purpose, achieves its intended outcomes for cizand service users, and operates in an
effective, efficient and ethical manner. This piphe should guide all governance activity. Each
organization has its own purpose. There are alseesgeneral purposes that are fundamental to

all public governance, including providing good lifysservices and achieving value for money.

Having a clear organizational purpose and set @ablbes is a hallmark of good governance. If
this purpose is communicated effectively, it caidgypeople’s actions and decisions at all levels
in an organization. For many organizations, otl{ersparticular, central governments) play a
major role in determining policy and resources andetting or agreeing objectives. In these
circumstances, it is critically important that theis a common view of the organization’s

purposes and its intended outcomes.

All public service organizations provide a servioeother people and/or organizations, although
not all provide services directly to members of plublic. The quality of service is an important
measure of how effective an organization is, andt £ particularly important in governance.
Users of public services, unlike consumers in theafe sector, usually have little or no option
to go elsewhere for services or to withdraw paymenoviders of public services have fewer
direct financial incentives than private companigs improve consumer satisfaction.
Organizations that provide public services themfoeed to take additional steps to ensure that

services are of a high quality.

All organizations that spend public money eitheccammissioning services or providing them
directly have a duty to strive for economy, effictg and effectiveness in their work. Citizens
and taxpayers have an important and legitimaterastein the value for money provided by

organizations that use public money.
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B. Performing Effectively in Clearly Defined Functionsand Roles

Good governance requires all concerned to be eleaunt the functions of governance and their
own roles and responsibilities and those of othand, to behave in ways that are consistent with
those roles. Being clear about one’s own role, laod it relates to that of others, increases the
chance of performing the role well. Clarity abooles also helps all stakeholders to understand
how the governance system works and who is accblenfar what.

Governors and governing bodies need to be cleartdhe nature of their relationship with the
public. The governing body’s role is to direct arahtrol the organization in the public interest
and to ensure accountability to the public. Beihgpic about this increases the chances that
governors and others will understand governorgaasibilities to the public and be aware of

the limitations of what they can be expected to do.

C. Promoting Values for the Whole Organization and Deronstrating the Values of

Good Governance through Behavior

Good governance flows from a shared ethos or @jlas well as from systems and structures. It
cannot be reduced to a set of rules, or achievigdbiy compliance with a set of requirements.
This spirit or ethos of good governance can beesgad as values and demonstrated in behavior.
It builds on the seven principles for the condugb@ople in public life as: selflessness, integrity
objectivity, accountability, openness, honesty kadiership. A hallmark of good governance is
the development of shared values, which becomeopéne organization’s culture, underpinning
policy and behavior throughout the organizatioanfithe governing body to all staff.

Individual behavior is a major factor in the efigeness of the governing body, and also has an
influence on the reputation of the organizatior tlonfidence and trust members of the public
have in it and the working relationships and moraitnin it. Conflicts, real or perceived, can
arise between the organization’s interests ancetbbsdividual governors. Public trust can then

be damaged unless the organization implements pgieaedures to deal with these conflicts.

D. Taking Informed, Transparent Decisions and ManagingRisk

Decision making in governance is complex and chgllgg. It must further the organization’s
purpose and strategic direction and be robust énniedium and longer terms. To make such
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decisions, governors must be well informed. Goveymoaking decisions need the support of
appropriate systems, to help to ensure that dessice implemented and that resources are used
legally and efficiently. A governing body may, fexample, adopt the discipline of formally
reviewing implementation of a new policy after aided initial period, to see whether it is
working as intended.

Different types of organization have different staty requirements for the publication of their
decisions. Over and above these requirements,paegrst decisions that are clearly explained
are more likely to be understood by staff, the juland other stakeholders and to be
implemented effectively. It is also easier to easduthe impact of decisions that are transparent,

and therefore to have evidence on which to dramaking future decisions.

A hallmark of good governance is a clearly defitecel of delegation by the governing body to
the executive for decision making. The governingybsets policies as parameters within which
the executive works on behalf of the governing bdety this to work well, it is important that
governors do not concern themselves with leveldeatéil that are inappropriate for their role,
while ensuring that they are not too far removediovide effective oversight and scrutiny.
Conflicts can arise between the personal interelsiadividuals involved in making decisions
and decisions that the governing body needs to nimatkes public interest. To ensure probity and
to avoid public concern or loss of confidence, gowey bodies have to take steps to avoid any

such conflicts of interest, whether real or perediv

Good quality information and clear objective advaan significantly reduce the risk of taking
decisions that fail to achieve their objectives lmve serious unintended consequences.
Governors need to receive rigorous analyses of celmepmsive background information and
evidence, and of the options for action. As goveceadecisions are complex and can have

significant consequences, governors also needgwiofeal advice.

Public service organizations face a wide rangerateyyic, operational and financial risks, from
both internal and external factors, which may préwkem from achieving their objectives. Risk
management is a planned and systematic approadertofying, evaluating and responding to

risks and providing assurance that responses faetieé.

A risk management system also supports the annatdnsent on internal control that many

public service organizations now have to producgpr@priate responses to risk will include
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implementing internal controls, insuring againgt tisk, terminating the activity that is causing

the risk, modifying the risk or, in some circumstes, accepting the risk.

E. Developing the Capacity and Capability of the Govering Body to be Effective

Public service organizations need people with tightrskills to direct and control them
effectively. Governing bodies should consider tlkdlss that they need for their particular
situation. To increase their chances of findingséhepeople and to enrich governance
deliberations by bringing together a group of peoplith different backgrounds, governing
bodies need to recruit governors from differenttgaf society. Public trust and confidence in
governance will increase if governance is not atdype well, but is done by a diverse group of

people who reflect the community.

Governance is also likely to be more effective dgdamic if new people with new ideas are
appointed regularly, but this needs to be balamaddthe need for stability to provide continuity
of knowledge and relationships.

Governance roles and responsibilities are chalfgngnd demanding, and governors need the
right skills for their roles. In addition, goverr@mnis strengthened by the participation of people
with many different types of knowledge and expeserGood governance means drawing on the
largest possible pool of potential governors torugcpeople with the necessary skills.
Encouraging a wide range of people to apply foroaped positions or to stand for election will
develop a membership that has a greater rangepefiexce and knowledge. It will also help to
increase the diversity of governors in terms of, ag@nic background, social class and life
experiences, gender and disability. Paying goverfor their time may make participation in
governance a practical option for more people amb@rage a wider range of people to take

part; it can also be a way of publicly recognizihg seriousness of governance responsibilities.

Governors need both skills and knowledge to dor tjodds well. Skills need to be developed
continually to improve performance in the functiamighe governing body. The necessary skills
include the ability to scrutinize and challengeomfation received from the executive, including
skills in financial management and the ability éocagnize when outside expert advice is needed.
Knowledge also needs to be updated regularly tepegovernors for changing circumstances.

An appraisal and performance review of individualgrnors demonstrates that their role and
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contribution is important and valued and providesopportunity for them to take stock of their
own development needs. The governing body can wepits collective performance by taking

the time to step back and consider its own effecidss.

F. Engaging Stakeholders and Making Accountability Reb

Governing bodies of public services have multiptecauntabilities: to the public and to those
who have the authority, and responsibility, to hibldm to account on the public’s behalf. These
include: commissioners of services, Parliament, istens, government departments and

regulators.

Real accountability requires a relationship andaodue. The Public Services accountability
involves an agreed process for both giving an aacofiyour actions and being held to account;
a systematic approach to put that process intoatipar and a focus on explicit results or
outcomes. Real accountability is concerned not avith reporting on or discussing actions
already completed, but also with engaging with eta@kders to understand and respond to their

views as the organization plans and carries ouicitisities.

Staff is accountable to the governing body, but tmverning body also has serious
responsibilities, as an employer, to the staff.rRiéiog, motivating and keeping staff are vital
issues if public services are to be effective. gibeerning body needs to provide an environment
in which staff can perform well and deliver effeeti services, by creating a culture that
welcomes ideas and suggestions, responds to saff\and explains decisions. The governing
body is itself the last point of appeal for stafittwcomplaints or concerns that they have not

been able to deal with through the organizatioréagement structures.

Institutional stakeholders are other organizatiaith which the organization needs to work for

formal accountability or to improve services andcomes. Public services have a complex
network of governance relationships involving laterelationships between partners and
hierarchical relationships between Parliament,re¢égovernment and local organizations. Some
of these are accountability relationships, whileeos are to do with working together to achieve

better outcomes.

2.6 Role of the Civil Service Institutions
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As in all developing countries, development remainespriority of priorities in state policy, and
the work of all government ministries is to supptité country’s development efforts. The
human capital capacity building strategy suppoet®rm in those institutions that promotes
capacity building in areas such as human geograptycation, health, housing, equality,
personal satisfaction, etc. There is a direct cotme between capacity building (human

development) in a structural context and humantabgevelopment (Davis, 2011).

Since these are to be undertaken and carried putivil servants, it is the civil service
institutions that bear the heavy burden of making shat these individuals have what it takes to
accomplish their assigned tasks. Are they commiibedevelopment? Do they have the values
needed to reinforce this commitment and the workicetecessary for this important
undertaking? Do they have the appropriate knowledged skills required for satisfactory

performance in their functions (Ntalaja, 2011)?

Ntalaja added, these and related questions arsp@asable for understanding the position and
role of the civil service institutions in the imptentation of best governance practices for
development. While the civil service ministry ithey agency for the training and discipline
needed to achieve this goal, the role of otheegdtagtitutions is indispensable in the context of

the fight against both poverty and corruption.
2.6.1 Citizen Charter Statements

Public institutions have to identify their way ofltvering the expected services to the public in

general in an efficient and effective manner.

In a rapidly changing context where efficiencygetiveness and competence of state institutions
are being questioned, it is imperative for the estagencies to strive for improvement in
performance. With the globalization of new techmigwof administrative reforms, NPM and
good governance agendas have been spread alheveotld. CC is one of such techniques with
the primary purpose of improving the qualitysafrvice being offered to the citizen and to ensure

better citizen satisfaction (Tamrakar, 2010).

These citizen charters are statements that praaidemation to the general public about the

nature of services being provided by an organimatpyocedures, costs involved, mechanisms
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for lodging complaints in case the citizens are saitsfied, time taken for their redress, and so
on (IGNOU, 2009).

A. Principles of Citizen Charter

The objective of charter exercise is to build besldgpetween citizens and administration and to
streamline administration in tune with the needgitfzens. Tamrakar, (2010) has listed down

the following major principles of CC.

» Standards Setting, monitoring and publication of explictasdards for the services that

individual users can reasonably expect.
» Information and openness Full, accurate information, readily availableplain language.

»= Choice and consultation The public sector should provide choice whergwacticable.

There should be regular and systematic consultatiinthose who use services.

= Courtesy and helpfulness Services available equally to all who are erditle them and

run to suit their convenience.

= Putting things right (Correction of errors): If things go wrong, an apology, a full
explanation, and a swift and effective remedy totiered.

» Value for money (Financial value) Efficient and economical delivery of public se®$
within the resources, the nation can afford ancepashdent validation of performance

against standards.
2.6.2 Civil Service Reform

Civil service refers to the body of government @éls who are employed in civil occupations

that are neither political nor judicial (Satish 020.

As the administrative arm of the state, the ciatvice is extremely important for both its

functioning and its image. Both the image and thecfioning of the state have suffered

tremendously due to the declining capacity of ttag¢esto perform its traditional functions in an

effective way. Although state decline, collapsdailure is a function of factors other than the

behavior of civil servants, they are the most Vesitepresentatives of the state and easy targets
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for popular anger and blame. Some of this blamanger has been earned by civil servants for
the arrogant, selfish and inconsiderate mannericwthey dealt with the public for purposes of
making ends meet (Ntalaja, 2011)

With respect to the development tasks of the stiagereform of the civil service is necessary not
only to rid public administration of its deadwodte incompetent and the corrupt, but also to
train those retained in the service so they camiezqew skills and new approaches in their
respective areas of work. A major part of thisrirag must deal with inculcating democratic
values, including the respect due to citizens akesiolders with rights and privileges, and not
people to be subjected to humiliation, harassmexigrtion, and any kind of brutal treatment.
For it is only when such values become part ofrttaily working equipment that civil servants

can play a major role in the development process

A well-functioning civil service helps to foster g policymaking, effective service delivery,
accountability and responsibility in utilizing publresources which are the characteristics of
good governance. Good Governance is being usea adl-enclusive framework not only for
administrative and civil service reform, but asrk Ibetween Civil Service Reform and an all-
embracing framework for making policy decisions eefive within viable systems of
accountability and citizen participation. Adminaive reform focuses on rationalizing structures
of government. Governance reform tends to refeth® improvement of legal and policy
frameworks to create proper decision making enviremt; participatory systems for elements of
civil society to become actively involved in policgnd program formulation and their
implementation; and an effective and transparerdtesy and process for control and
accountability in government activities. Civil Sexes reform cannot be seen in isolation and it

has to be undertaken along with administrativerrefofor effective results (Ntalgjao1?.

As the administrative arm of the state, the cidtvice is extremely important for both its
functioning and its image. Both the image and thecfioning of the state have suffered
tremendously due to the declining capacity of tiaesto perform its traditional functions in an
effective way. Although state decline, collapsdailure is a function of factors other than the
behavior of civil servants, they are the most \Vesitepresentatives of the state and easy targets
for popular anger and blame. Some of this blamanger has been earned by civil servants for

the arrogant, selfish and inconsiderate mannericwthey dealt with the public for purposes of
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making ends meet. Poorly and in some cases irndgulaid, civil servants have invented a

multitude of ways in which they can rip off the figbn order to maximize their income.

Public sector reforms was initiated against thekfemund that the government required a
departure from its old traditional method of rurmiadministration and the urgent need for a
renewed public sector to propel government in itesfj for sustainable socio- economic,
political, and technological developments. So,ehsra need for structural re-engineering of the
public sector with the infusion of new spirits, wa$, professionalism, accountability,

responsiveness, and focused sense of the missiomdgimum efficiency of the economy

(Omoyefa, 2008).

2.6.3 Promoting a Culture of Good Governance through Vales and Outcome
Based Ethics

The concept of ethics has been a late comer inethlen of public administration. For too long,
doing one’s duty well was considered to an equiviatd bureaucratic ethics. Ethics refers to an
idealistic dimension in the normative system wha&hphasizes the quality of life. It further
refers to the normative standards of behavior dilipuwofficials and that emanates from the
philosophical and religious traditions of a partzucommunity. Often, it is interpreted as the

correct moral behavior which implies that the présd rules are followed.

A public agency’s traditional ideals, norms anduesl must change if it is to inculcate a
performance oriented organizational culture thgbpsuts managerial values and attitudes;
encourages behaviors that are performance relaeghasizes quality service, adaptability,
creativity, initiative, cohesion, and team workyeg employees leeway to make mistakes, but
requires that they learn from them; recognizeddikiersity of commitments and affiliations that
civil servants have; acknowledges that individuahdwiors will differ according to individual
beliefs about public service, risk performancetwade to change and tolerance of ambiguity and

indeterminacy (Agere, 2000).

Those people could be permanent staff casuals lanters in their status but they are at the
heart of the organization that joins the entityhwibeir own capacities, ambitions and drives.
Thus, in the public organization with such varyimackgrounds come to share an organization

culture often founded on the way they look at tleeldy the way they solve internal and external
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problems, the way they handle internal and extechallenges and the way they serve their
customers or deliver services. Furthermore theye havhave shared values on issues like time,
leadership, formality and intimacy while undertakiheir duties.

Most of the focus on administrative morality istbie aspect of probity within the administrative
system, there is a need to consider the issueeofesponsibility of the governance system (of
which administrative system is an integral partgteate and sustain an ethical ambiance in the

socio-economic system that would nurture and ptakecbasic moral values (IGNOU, 2009).
A. Leadership

Members of governing bodies of public sector egditneed to exercise leadership by conducting
themselves in accordance with high standards cd\weh as a role model for others within the
entity. Governing bodies of public sector entitsee usually responsible for determining those
values and standards that will serve to definecthieire of the entity and govern the behavior of
everyone within it. High standards of behavior cdhée be demanded of all public servants.
Governing body members have a special respongiltditexemplify the standards that they
expect others within the organization to meet. Tkisforces the need for appropriate human
resource policies, including recruitment procedurédlowed by induction and ongoing
awareness training to ensure governing body memi@ve a proper understanding of their
responsibilities and the standards of behavior etepgeof them (International Federation of
Accountants, 2001).

Support for leadership development and managinghgdhecuts across governance efforts.
Effective leadership, essential for good governapomgram is particularly important when
countries are undergoing complex or systemic chamgsving civil society and private sectors.
Effective leadership entails developing the capexiof everyone who can increase political and

administrative commitment to sustainable human ldgveent (Agere, 2000).

At the same time Sam Agere mentions some requiresméor successful leadership
implementation of managerial reform as redefinimganizational primary purpose and core
beliefs; creating a vision of how the post reformtufe will look in terms of organizational

structure, culture and performance standard; dejithe required strategic objectives with in a
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medium to long term perspective; planning and resng adequately the necessary structural

and procedural changes; and empowering those egtrassume group leadership positions.
B. Codes of Conduct

Governing bodies of public sector entities neeadopt a formal code of conduct defining the
standards of behavior to which individual governtmgdy members and all employees of the

entity are required to subscribe.

An ethical code reflects the ideals of sinceritgjtffulness, promise keeping, quest for
excellence, fairness, empathy, decency, accouityalihd consideration for others. In other
words, a code of ethics depicts a standard of iityegnd competence beyond that required by
low. According to Hanecom and Thornhill (1987), eaaf ethics in an organization would have

the following four main objectives (Ararso, 2007):

 The encouragement and preservation of responsielavior by public servants and
officials;

» The promotion of confidence in the honesty of pribrvants and officials;

* The provision of direction to public servants arficals, supervisors and the public; as

well as,

* The provision of direction to public officials inegard to the exercising of their

discretionary powers.

As major contributory actors, the public in genaad its institutions are expected to promote
those ethical practices and values. In its impeegdir public servants and officials to adhere to
the stipulations of an ethical code otherwise gestwill deteriorate, personal interest will
displace local interest, indecision and aversiolhincrease, the foundation for faithfulness will

dwindle, and the disorder will degenerate into ehgr
C. Organizational Structures and Processes

Most public sector entities are established forcBmepurposes and have limited authority to

incur expenditure only for identified purposes. Maimnstitutions also have statutory
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responsibilities to deliver, either directly or irettly, services to citizens. The purpose, autiori
and responsibilities of many public sector entiteee usually set out in enabling or other
legislation. Public sector entities therefore, nee@stablish appropriate mechanisms to ensure
that they do not exceed their powers or functi@m] that they comply with any obligations
imposed upon them, whether defined in statute loeretise.

Governing bodies of public sector entities neeestablish effective organizational structures

and processes to ensure:

* Their statutory accountability is properly dischedgto the individual(s) or entity
responsible for electing or appointing the govegns@dy and appraising its performance,

and for providing the entity with assets and resesy
* Proper accountability for public money;

» Clear communication with stakeholders; and Claaitput roles and responsibilities of top
management and in particular the relative roles segponsibilities of non-executive
members of the governing body and executive manage(the International Federation
of Accountants, 2001).

Accordingly, governing bodies of public sector @efi need to give a senior executive specific
responsibility for ensuring that appropriate advggiven to the governing body on compliance
with applicable statutes and regulations, and otleégvant statements of best practice. In
addition, governing bodies of public sector engitieeed to set in place mechanisms to take
anticipatory action as well as post-event actiomprevent the occurrence of possible breaches of
the law.

Public sector entities need to establish effecawengements to ensure compliance with all
applicable statutes, regulations and other releggatements of best practice. Public servants
need to uphold the reputation of the entity byttngathe general public and people from other

organizations:
* In a helpful, honest and courteous manner;

* On atimely, reliable and, where appropriate, aatitial basis;
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* In an open, fair and efficient way;
» With due consideration for others’ health, safetg personal welfare; and
* By avoiding harassment, discrimination or abusergf kind.

For their part, governing body members have a mespity towards their staff. The governing
body needs to seek to establish an open climatewhde in which staff can have confidence in
the fairness and impartiality of procedures foristging and dealing with their interests and
concerns. Similarly, it is the responsibility of vioning body members and senior executive
management to ensure equality of opportunity anédablish open and fair procedures for
making appointments and for determining terms amadditions of service (The International

Federation of Accountants, 2001).
2.6.4 Implementation of Performance Measures

The public sector is under intense pressure toawgits operations and deliver its products and
services more efficiently and at the least costht taxpayer. Performance measurement is a
useful tool in this regard, since it formalizes fitecess of tracking progress toward established
goals and provides objective justifications for amigational and management decisions. Thus,
performance measurement can help improve the gwadd reduce cost of government activities

(Ibid).

To improve performance, it is also necessary tosom@aperformance in non-monetary terms.
Without information about what is being delivereditputs), what it is costing (inputs), and what
is achieved (outcomes) it is impossible to makecieffit resource allocations within the public
sector. The objectives of performance measuresudeclresponding to accountability
requirements, improving service delivery, and réagiccosts while maximizing output and

increasing productivity in the entity.

Performance measures are therefore useful manageanénaccountability tools. They are
needed by both internal and external users. Intarears need information on the entity’s
effectiveness to make efficiency and quality imgnoents. Government entities may require
performance information to decide how much to spemdi where within the sector the spending

should be allocated. In particular they will beergsted to know what results may be achieved as
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a consequence of a particular level of fundingtoodecide whether or not a service could be
delivered more efficiently and effectively by thevate sector (The International Federation of
Accountants, 2001).

2.7 Significance of Good Governancen the Public Sector

Good governance comes with establishing a sustainabteingstrative structure, which can
effectively achieve excellence by employing minim@administrative heads supported by a

strong human resource capital.

Good governance aims at achieving much more théciesft management of economic and
financial resources or public services. It is aalroeform strategy to make government more
open responsive accountable democratic as wellrasgshens institutions of civil society and
regulate private sector. It is a combination ofcgghcy concerns of public management and

accountability concerns of governance (IGNOU, 2009)

As Sam Agere states in his book of promoting goayeghance, weaknesses in public
administration result in a decline in the probitiypublic servants and inadequate legislative
oversight of the government. Further, corruptioades the authority and effectiveness public
institutions. Improvements, therefore, in the dffemess and transparency of economic policies
and administrative reform can contribute powerfully fight against corruption. Good

governance, hence, relates to the quality of garera through attributes such as participation,

empowerment, accountability, equity and justice.

Based on the UN Public Governance Indicators (20udality of governance related to Per
capita income is strongly and positively correladedoss countries. According to this document,
three complementary possibilities work their wagoitthis correlation. One possibility is that

better governance exerts a powerful effect on ireosecond possibility is that improvements
in governance are the result of a higher income, &ehird possibility is that there are other

factors that interplay to make countries richer batler governed.

Good governance is an essential precondition feeldpment. Various countries those are quite
similar in terms of their natural resources andaastructures have shown strikingly different
performance in improving the welfare of their peoguch of this is attributable to standards of

governance. Poor governance stifles and impedeslajgnent. In those countries where there
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are corruptions, poor control of public funds, lafkaccountability, abuses of human rights and
excessive military influence development inevitalsyffers (The Australian Government's
Overseas Aid Program, 2000).

Good governance is used as both as a means anddaim étself. It becomes an end if it
addresses all its major elements satisfactorilys rhplies that society is generally satisfied with
the procedures and processes of arriving at sakitio problems, even they may not necessarily
agree on the methods and conclusions. It is theretioe highest state of development and
management of a nation’s affairs. It is good thdemocratic form of government is in place that
people participate in decision-making processeat Hervices are delivered efficiently, that
human rights are respected, and that the governimérgnsparent, accountable and productive
(Agere, 2000).

The concept can also be regarded as a means todam éhat, in general, it contributes to
economic growth, human development and socialgestéood governance as a concept will be
used in this context of the public service refommew public management paradigm. With in
administrative reform it is used as a means of egking other contemporary issues such as
institutional development, capacity building, decelization of power and authority, relations
between politicians and appointed officials, cooadiion and the roles that the heads of

government play in promoting good governance (Aga080).

With good governance in public institutions, acdaiility is insured, citizens’ quality of life

can be improved, effectiveness and efficiency ohiadstration can be enhanced, legitimacy and
credibility of institutions could be establishededdom of information and expression can be
secured, the provision of citizen friendly and z8ta caring administration is maximized and

promotion of organizational pluralism can be gutzad.
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CHAPTER THREE

3. Results and Discussions

This chapter deals with the results and discussodribe findings. As a result, the first part of
this chapter presents the organizations profilesrehs the second and third parts deal with the
general characteristics of the population and thelyasis and interpretation of the data

respectively.

In order to assess the views of employees towaed ghod governance practice of the
organization, questionnaires were distributed tgp&inanent staff employees who are currently
working in the MCS.

3.1 Organizational Profile

The Ministry of Civil Service is an autonomous argaf the federal government. The law
establishing the institution assigned multiple oegpbilities to it and requires it to play a piviota
role in promoting good governance by insuring teealglishment of competent and effective
civil service; insuring merit based recruitment aselection of the federal civil servants;
adopting strategies for the sustainable developraedt use of human resources in the civil
service and follow up the implementation; insuritige establishment of competence and
performance related pay and reward system and stimee duties and responsibilities that the
low has provided the most important provisions tihafine its structure, autonomy, powers and
duties.

Modern public administration in Ethiopia was stdrie turn of the first decade of the 20th
century during the time of Emperior Minilik II. THemperor appointed nine Ministers marking
the beginning of modern administration in the Epio history. But the state functions were not
fulfiled due to the absence of practical rules aredulations pertinent to government

bureaucracies.

Towards improving the state of affairs in statections and public services a government
institution known as Central Personnel Agency /CRias established with duties and rights by
order no. 23 of 1961 to promote centralization apgly rules and regulations in providing

public services.
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During the military regime its name was changedPtblic Service Commission /PSC/ with a
new organizational structure. After the downfall tae Military regime in 1991, the Federal
Democratic Republic of Ethiopia (FDRE) re-estal#idtthe Federal Civil Service Commission
/[FCSC/ by proclamation no. 8/1995. Meanwhile it wiasind essential to redefine the
organization, powers and duties of the executiyas of the FDRE; hence the merger of the
ministry of Capacity Building and the Federal Cid@ervice Agency (now Ministry of Civil
Service) was decreed by proclamation no. 691/2Mi0igtry of Civil Service Bulletin, n.d).

3.2 Data Presentation and Analysis

In order to assess the views, attitudes and peocepof employees towards good governance
practice of their organization; questionnaire wdeveloped and distributed to 81 permanent
service providers who are currently working in M@t the returned questionnaires were only
76 (94%).

Tables and percentages are applied to presenssessment. For the purpose of simplicity, the
total numbers of filled and returned 76 (94%) questaires are taken as 100% respondents for
the real calculation of the data in each table. Peecentage values in each table are

approximated to the nearest approximate possilbtedecimal place.
3.2.1 Respondent by Gender and Work Position

Unintentionally, almost equal ratios of male anch&éée were randomly given the chance to fill

the questionnaire. This balance in sex ratio is 1:1

On the other hand, the table 3.1 below indicates ® (12%) respondents hold the work
position of departmental heads and the remainin{88&o) are experts and other workers in the

organization.
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Table 3.1 Bio data of MCS Respondents’

Work positior Service year iNo. of| Sampl
Data type| Malg Female in the Educational status | government|resporrespondents
organization organization|dents
Head| ExperfM.A|B.A| Dip | Other:| <1C|>11] >2C
and loma and
others <20
No of 38 38 10 66 | 2 | 44| 22 8 28| 14| 34| 76 81
respondenis
% 5C 50 13 87 | 3|58 29 11 | 37| 18| 45| 10C 10C

3.2.2 Respondents by Educational Status and Service Year

In the table 3.1 above, the educational status wategorized in to four parts as respondents
holding Master of Arts Degree, Bachelor of Arts gy Diploma and others having the
education and training at high school and certiidavel. As a result, from those employees
filling the questionnaire, only 2 (3%) are havingAvithe majority of the respondents i.e. 44
(58%) having B.A, 22 (29%) having Diploma and 8%d)lare holding lower level to certificate

educational status.

The service year is categorized in three main satgxfer the purpose of simplicity. Amazingly,
in the data above there are some employees semvedda33 years in government organizations.
According to the first category, there are 28 (38hp are served the public for about ten years.
Whereas, the remaining 48 (63%) respondents has $&®ed in the public sector for many

years.
3.2.3 MCS’s Employee Conceptual Assessment about Good Gawmance

Four statements about good governance have besenped for the MCS permanent employees.
The table 3.2 below shows distribution of opini@i®ut the conceptual assessment on good

governance in the Ministry.
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Table 3.2 MCS Employees’ Conceptual Assessment oro&@l Governance

Participants response

Description of statements Strongly | Partly | Disagreg Don't
Agree Agree know
Many employees know about Gopd24(32%)| 30(39%)10(13%) | 12(16%
Governance.
Language used in Good Governance is easy48(55%)| 24(32%) 6(8%) 4(5%)
read and understand.
The necessary trainings related to gopo2i0(26%)| 24(32%) 28(37%)| 4(5%)
governance are given for employees.
Good governance is important in publizg6(100%) 0(0%) 0(0%) 0(0%)

service delivery.

In the table 3.2 above about the conceptual assegssh good governance in Ministry of Civil

Service indicates that majority of the employeesvkmbout good governance. But 10 (13%) of
the respondents disagree on the statement exmgaimany employees know about good
governance and 12 (16%) from the total responddatsiot know about the knowledge that
many employees have about good governance. Onl{B82%) are strongly agreed that the

statement is acceptable.

Also, 42 (55%) respondents have agreed on the éaggused in good governance is easy to read
and understand. Few of them have responded thatithaot know whether the language is easy
to read and understand or not. Though, there &8} disagree, 24 (32%) respondents that give

their opinion as partially disagree on the idea.

It is pertinent that, good governance would com#hwle continuous trainings given starting
from the lower level workers to the higher offigalln this case, only 20 (26%) of the
respondents are strongly agreed and the otherZ24)(Bartly disagree on the statement related
to the training activities given about good govewe for the employees. The remaining 32

(42%) also disagree and even don’'t know whethes#énee trainings are given or not.

Surprisingly, though there is a deference of opision other statements, all respondents have

strongly agreed on the importance of good govemanpublic service delivery.
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3.2.4 Assessment of the Practice of Good Governance in NBC

To know the perception of those employees aboutettistence of good governance in the
ministry only one statement was given for thos@oesents. The table 3.3 below shows how

much the employees perceive the presence of gogatrgance in their organization.

Table 3.3 Employees’ Perception on the Practice @ood Governance

Participants response

Description of statements Strongly | Partly | Disagree| Don't
Agree Agree know
Many employees believing the existence 8{11%) | 20(26%)| 30(39%) 18(24%)
good governance in the organization.

There is a minimum existence of good governancéhe organization. l.e. only 8 (11%)
respondents strongly agree on the statement anda2é%artly agreed. On the other hand, the
majority (39%) and (24%) of the respondents haveopimion of many employees does not
believe and do not know the existence of good gare.

3.2.5 MCS'’s Service Delivery for the Public

Public service organizations provide a servicetheiopeople and organizations, although not all
provide services directly to members of the publibe quality of service is an important
measure of how effective an organization is, and soparticularly important in governance. As
a result of this, the table 3.4 below summarizes itteas of the MCS employees about the

service they are delivering for the public in th@ivn opinion.
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Table 3.4 MCS’s Service Delivery

Participants response

Description of statements Strongly | Partly Disagree | Don't
Agree Agree know
The institutions’ service delivery is24(32%) | 26(34%) 22(29%) 4(5%)
improved from time to time.
There is a good service delivery to citizer#1(32%) | 38(50%) 12(16%) 2(3%)
in the organization.

The time to give services is satisfactory. 16(21%)38(50%) | 14(18%)| 8(11%)

The table above indicates that, though there ar@9%) respondents disagreeing and 4 (5%)
unaware about the improvement of service deliveoynftime to time, 24 (32%) are strongly

agreed on the same statement and 26 (34%) of ttleptrticipants are partly agreed.

The assessment about the presence of a good sdgligery to citizens in the organization is
strongly supported by 24 (32%) and partially faebiey 38 (50%). The total participants
disagreed on the statement are 12 (16%) and asaime time only 2 (3%) respondents are

unaware of the quality of services the organizagive.

Time has a crucial value in satisfying or dissgiigj the service seekers. The opinion survey on
satisfaction that comes due to timely delivery efvices by MCS’s employee shows 16 (21%)
respondents has react strongly agree, and 38 (p@%iripants reply as they disagree partly.
Contrary to these opinions, 14 (18%) are totallpadreed on idea stating the time to give
services is satisfactory.

3.2.6 Participation, Consensus Oriented, Transparency andRule of Law

It is understood that, good governance is an ideatept, which is difficult to achieve in its
totality. Among its’ characteristics, the table ®&ow shows the views of respondents in terms

of participation, consensus oriented, transparamcyrule of law.
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Table 3.5 Status of Participation, Consensus Orieatl, Transparency and Rule of Law in
MCS

Participants response

Description of statements Strongly| Partly Disagre(| Don't

Agree | Agree know

Decisions that are made by the organization | @@®%) 32(42% R22(29% |18(24%)
participatory.
Discussion of already completed actions, plans [H0(d 3% [18(24% R6(34% [22(29%)

engagement of stakeholders to understand and r@spon

their views is part of work in the organization.
Public accounts are verifiable, provided for pul2@(26% B4(45% 16(21% | 6(8%)

participation in government policy making and

implementation, and allowing contestation over
choices impacting on the lives of citizens.
Several actors and as many viewpoints are partedg@8(50% P4(32% | 4(5%) [10(13%

in the mediation of the different interests in the

organization to reach a broad consensus.
The institution is autonomous to practice its givi8(21% 11(14% | 2(3%) | 9(12%)
mandate by the government.
The rules regulations and procedures of [1H€18% 30(39% P0(26% (12(16%)

organization applied well.

The result founded from the opinion survey abouti@patory decision making in MCS is
considered to be less. There are 22 (29%) partitsptotally disagreed on the existence of
participatory decision making and 32 (42%) respotsl¢oo disfavored the statement partially.
Even if there are strong supporters of the statérmemounted to 4 (5%), 18 (24%) participants
did not know the operation. On the same way, fewspondents strongly agree on the statement
of discussion on already completed actions, pladsemngagement of stakeholders to understand
and respond their views is part of work in the orgation. 26 (34%) participants totally disagree
on the same idea besides the 18 (24%) respondemis gave their opinion by partially
disfavoring it and 22 (29%) don’t know. But therthstatement about the public accounts are

verifiability, provision for public participatiomigovernment policy making and implementation,
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and allowing contestation over choices impactingtloa lives of citizens, has better strong
supporters compared to organizational participataigcision making and stakeholders
participation statements. There are 34 (45%) redpais partially support and 16 (21%)

disagreed in addition to 6 (8%) unaware participaitout the same idea.

Several actors and as many viewpoints are parteglpa the mediation of the different interests
in the organization to reach a broad consensusrdiogoto the strong view of 38 (50%)
participants and 24 (32%) respondents partial suppd&hereas, 4 (5%) and 10 (13%)

respondents to oppose and being unaware respgctivel

The rule of law that the organization has undem#date is also practically applied based on
the observation of strong agreement 16 (21%) antiapaupport of 11 (14%) respondents. But
very few of the remaining have disagreed and 9 (128 being unaware. Here also, the rules
regulations and procedures of the organizationiegpplell as 14 (18%) and 30 (39%) support
strongly and partially correspondingly, but 20 (26&e totally opposed and 12 (16%) others are

unaware.

3.2.7 Transparency, Equity and Inclusiveness, Accountahtly, Efficiency and

Effectiveness

The Transparency, Equity and Inclusiveness, Acahility, Efficiency and Effectiveness are
some of the remaining characteristics of good guaere. To have a full picture of MCS’s good
governance in the public service, as usual, th&etals below contains some statements and

views of sample respondents.
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Table 3.6 Status offransparency, Equity and Inclusiveness, Accountahbily, Efficiency and

Effectiveness in MCS

Description of statements Participants response

Strongly Partly |Disagree Don't
Agree | Agree know
Processes and the institution produce resultsniest|18(24%)42(55%) 6(8%) | 10(13%

the needs of society while making the best use of

resources at their disposal.
Holding responsible appointed individuals chargE?(16%)30(39%)24(32%)10(13%

with a public mandate to account for specific atdic

activities or decisions to the public from whom ythe
drive their authority is common practice.
Every member of the staff feel that they have kesta| 4(5%) | 32(42%)34(45%) 6(8%)

his organization and do not feel excluded from |the

opportunities to improve or maintain their well tgi
The human resource recruitment and selectib®(21%)40(53%)16(21%) 4(5%)

promotion, demotion, exit and firing policy of the

organization is fair and transparent.

In the practice of producing results that meetrtbeds of society while making the best use of
resources at their disposal in MCS, 18 (24%) redpots strongly agreed, 42 (55%) are partially
disagree. While the remaining 6 (8%) totally dissgand 10 (10%) respondents are unaware.

Accountability, as a concept in good governancegdke lion share though, it is considered as a
single characteristic. In this case, 12 (16%) radpats strongly agreed on the common practice
of holding responsible appointed individuals chdrgeith a public mandate to account for
specific actions, activities or decisions to thélgufrom whom they drive their authority in the
organization. But, 30 (39%) participants partiadigd 24 (32%) respondents disagree on this

statement. Of all, still 10 (13%) sample respongl@né unaware on the same statement.

Equity and Inclusiveness in MCS seem to be givess lattention. Only 4 (5%) from all
respondents are agreed on the statement that waysreember of the staff feel that they have a
stake in his organization and do not feel excluidech the opportunities to improve or maintain
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their well being. Partially supporting the idea, (82%) of these employees put their opinion. 34

(45%) are opposing the statement and the remaé{B86) did not know the issue.

Fairness and transparency of the human resourcaiitreent and selection, promotion,
demotion, exit and firing policy of the organizaties said to be exist according to the views of
40 (53%) unfinished and 16 (21%) complete favoraothAer group amounting to 16 (21%)

prefer to disagree and very few other participanis$ being without a clue.
3.2.8 MCS Employees’ to Organizational Information Acess

Information is crucial for good governance as itie@s the activities and processes of the
organization. Every employee of the institution haght to access information. The main
objective of organization behind providing informoat to its citizens is to promote openness,

transparency and accountability in administration.

The information about the various kinds of servipesvided to the public is basic input for all
employees. The access to particular informatioteasit is strictly provided by the government
considered to be as a secret, is the right of ed@en as described in “Right to Information
Act” of the government of Ethiopia.

The table 3.7 below contains the statements deésgribe level of information access and the

opinions of respondents’ in the organization.
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Table 3.7 MCS'’s Information Access

Participants response

Description of statements StronglyPartly Disagree Don't
Agree  |Agree know
Proper information is given about the missiph0(66%) 22(29%) 2(3%) | 2(3%)
vision and values of the organization to employees.
There is an access of information needed by all 24€32%) 38(50%)| 12(16%)| 2(3%)
staffs.
Enough information provided to employees in|40(13%) 40(53%)| 18(23%)| 8(11%)

easy and understandable forms and media about the

organizations decisions.
The public has knowledge of the policies that |ai2(16%) 28(37%)| 18(23%)/18(23%

under the mandate of the institution and confidgnce

in its intentions.

Based on 50 (66%) respondents’ strong support thanezation is giving proper information
about the mission, vision and values of the orgdion for its employees, while 22 (29%)
participants have partial reservation, only 2 (3%¥&fer to disagree and the remaining 2 (3%) are

totally unaware on the statement.

The employees’ response about a statement qua@ifiie accesses of information needed by all
the staffs show that there are 24 (32%) particgpavito are strongly agree, where 38 (50%)
partially disagree. Even though, the distributigrinmn indicates a good status of information
accesses, 12 (16%) respondents also disagree dastethand 2 (3%) are totally unaware. In the
same way, respondents give their opinion on theersent that the information about the
organizations’ decisions is provided in easily antlerstandable forms and media. In this
statement, 10 (13%) participants are strongly afjréé (53%) partially disagree and 18 (23%)
disagreeing. But still, there are 8 (11%) respotglanaware about the issue.

On the statement of the public knowledge about ghkcies and having confidence in its
intentions, only 12 (16%) give their opinion in éavand 28 (37%) participants respond as
agreeing partially. On the other hand, the remagird6é (47%) respondents choose disagree and

unaware with an equal proportion of 18 (23%).
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3.2.9 Shared Values at MCS

A feature of good governance is the developmerghafed values, which become part of the
organization’s culture, supporting policy and bebavhroughout the organization, from the
governing body to all staff. The table below shathe distribution of different employees’
perception about the shared values existing in MCS.

Table 3.8 MCS Employees’ Perception of shared valse

Participants response

Description of statements Strongly |Partly | DisagreeDon’t
Agree  |Agree know
Shared values are part of the organization’s celfuir8(24%) 36(47%) 16(21%) 6(8%)

underpinning policy and behavior throughout the

organization, from the governing body to all staff.
A formal code of conduct defining the standards 20(26%) 22(29%) 26(34%) 8(11%
behavior to which individual governing body members

and all employees of the entity is in practice.

On the other hand, shared values are part of thenaration’s culture, underpinning policy and
behavior throughout the organization, from the goiey body to all staff as 18 (24%) of the
respondents strongly agree and 36 (47%) partialiyeea But still, there are considerable
numbers of respondents amounting to 16 (21%) jothdagreeing on the statement and 6 (8%)

others are unaware.

Though, 26 (34%) participants totally disagree lom last statement expressing the existence of
practical formal code of conduct defining standastilbehavior governing administrators and all
employees of the entity, 20 (26%) respondents @moagly agreed and the remaining 22 (29%)
and 8 (11%) participants confirmed partially agreed unaware respectively.
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3.2.10Ethical Based Behaviors in MCS

An ethical code reflects the ideals of sinceritgjtffulness, promise keeping, quest for
excellence, fairness, empathy, decency, accouityalihd consideration for others. In other
words, a code of ethics depicts a standard of iityegnd competence beyond that required by

law. The table 3.9 is presented below to show M@§gleyees’ ethical based behaviors.

Table 3.9 Employees Ethical based behaviors in MCS

Description of statements Participants response
Strongly| Partly |Disagre¢ Don't
Agree | Agree know

Employees Serve the interests of citizens instdadl®(16%) 50(66%) 8(11%)| 6(8%)

their own personal interests.

Bosses treating every employee in an impartial eyel0(13%) 24(32%) 32(42%) 10(13%

Employees are Helpful. 30(39%08(50%) 8(11%)| 0(0%)

Employees Friendly in dealing with citizens. 40(5328(37%) 4(5%) | 4(5%)

Employees treat all citizens equally irrespectiie 24(32%) 46(61%) 4(5%) | 2(3%)

people’ status, social rank, etc.

Employees are Reliable and trustworthy. 22(2P40)(53%) 0(0%) | 14(18%

Employees are Prompt and Efficient. 14(18%8(63%) 8(11%)| 6(8%)

The table above shows that 12 (16%) respondemsgiyragree and 50 (66%) partially disagree
in that employees of MCS serving citizens othentbarving the interests of their own. Whereas,
8 (11%) participants are opposing and the remai6i(@fo) don’t know about the service. Being
threatened equally arighpartially by bosses of an organization indicates there isesexistence

of leadership ethical behavior. The analysis frova above table on the issue shows that, there
are 34 (45%) supporters, of which 24 (32%) areiggrtand large numbers of others amounting

disagree.

About the employees helpfulness, friendly dealinghveitizens, equal treatment, reliability,
trustworthiness, promptness and efficiency in sgnthe public, participants strongly agree are
ranging 14 (18%) to 40 (53%) in each statementhasvs in the table 3.8 above, but large

numbers of respondents opinion who were partiabagtree fall under the range of 24 (32%) to
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48 (63%). Contrary to strongly supporting viewsspendents who disagree range 0 (%) to 8
(11%). Also, respondents who are unaware abouethkesvices, range between 0 (0%) and 14
(18%).

3.2.11 Structure and Formal Working Procedures of MCS

Establishing effective structural arrangements amaking procedures to ensure compliance
with all applicable statutes, regulations and otltedevant statements of best practice. Public
servants need to uphold the reputation of theyehtittreating the general public. It is to show
the opinions of sample respondents on some statenadout structures and formal working

procedures in the organization that the table BElOw presented.

Table 3.10 Views of Respondents on Structural Arragements and Working Procedures

Participants response

Description of statements Strongly Partly |Disagree¢ Don'’t
Agree | Agree know
Employees have job descriptions about their work. | 6(32%)36(47%)12(16%) 2(3%)

There is a proper performance measurement system to

formalize the process of tracking progress toward
established goals and provides objective justificest|24(32%)30(39%)12(16%)10(13%
for organizational and management decisions.
Many employees believe the existence of an effect8(11%)|24(32%)34(45%)10(13%
organizational structure and process.
All employees work by knowing their rights arni(18%)50(66%) 8(11%)| 4(5%)
obligations.
There is a proper complaint handling system |16(21%)24(32%)24(32%)12(16%
anybody.

For simplicity as well as creating effective admtration system a contract type of binding
agreement, effective performance measurement,tiefeorganizational structure, and strong
and formal problem solving mechanisms shall to bsighed. These are considered to be
employee job description stating all about do’s dadiot do’s, rewarding strategies and ways to

put in practice institutional mandates within threit of every ones’ job position.
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To assess this, a statement expressing the exa@stdnemployees’ job description about their
work was presented to these participants. As dtréXi (34%) of the sample respondents have
strongly agreed, 36 (47%) partially agreed, 12 (L@tally disagree and the remaining 2 (3%)
are interested to say don’t know. From the datis, clear that not all employees are given work

description on their position at any level.

For the practice of proper performance measuresyatém to formalize the process of tracking
progress toward established goals and provisiarbctive justifications for organizational and
management decisions, 24 (32%) and 12 (16%) resmbmdyave strong support and partial
agreement respectively. Oppositely, 12 (16%) and1B9%) participants are prefer to view the

statement by totally disagreeing and unaware.

Despite 34 (45%) and 10 (13%) disagreement and ameess level correspondingly, 8 (11%)
participants strongly agree on the statement safaig many employees believe the existence of
an effective organizational structure and procdast 24 (32%) of the remaining sample

respondents has a partial agreement.

A bout the rights and obligations, 14 (18%) papicits observe that all employees work by
knowing their rights and obligations, where, 50%g§6Gare partially agreeing and 8 (11%) of the
other group is disagreed but few other numbersheimt are unaware. Similarly, in cases of
disappointments created at any level, 16 (21%)oms$ents believe the existence of a proper
complaint handling system for anybody. On the otteerd, 24 (32%) partially and 24 (32%) of

the remaining are totally disproved the supporteedief about the issue.
3.2.12 Introduction of the Citizen Charter in MCS

Identifying only the way of delivering the expectsdrvices to the public in general in an
efficient and effective manner is not the only atyi of government institutions, but employees
too also be well trained, informed and positionedoadingly. Table 3.11 below is all about the

introduction of citizen charter.
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Table 3.11 Introduction of the Citizen Charter in MCS

Description of statements

Participants response

Strongly] Partly | Disagreg Don't
Agree | Agree know
Citizen charter is implemented in the institution.| 30(39%) 34(45%) 12(16%)| 0(0%)
Everybody is fully aware of the Citizen Charter|iB2(29%) 32(42%) 10(13%)| 12(16%)
the organization.

Here, 30 (39%) of the respondents are observeditizen charter in the organization, but 34
(45%) of the remaining sample subordinates denyigligrand 12 (16%) of others totally
disagree on its introduction. Also, 22 (29%) p#&oants have a positive idea about every body’s
full awareness of the citizen charter in the orgation though 32 (42%) view the statement with
partial support and 10 (13%) others disagreeingdbesl? (16%) respondents as shown in the

table above.
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CHAPTER FOUR

4. Conclusion and Recommendation

4.1 Conclusion

It is evident from the foregoing discussion that thain vehicle of the government is the public
service. Building of critical institutional capaei$ for good governance is a pre-requisite.
Nonetheless, any reform to this end should be gllydbrmulated and implemented, taking into

account the specific needs of the public.

Keeping some supporting views on all the 38 sursgtements, responses showing many
limitations were observed on the assessment. Thevsviof most respondents about
characteristics of good governance in their ingtity as presented in tables 3.5 and 3.6 indicates
that, the MCS has not done a lot on the issue ekhde table 3.2, there is an absolute agreement
on participants that good governance is importanptiblic service delivery, but the MCS never
seems to use this level of basic awareness onndealith employees in enhancing their
understanding about the concept of good governemtarms of continuous trainings and other
supportive mechanisms. In table 3.3 only 8 (10%jpoadents believe the existence of effective
organizational structure and process and 92% ofdimaining participants view the statement in

different scenarios too.

In terms of good service delivery at the MCS, resj@mts ranging only 16 to 24 choose strongly
agree where the remaining are viewing indiffererytable 3.4 shows. The public access of
information is also limited as table 3.7 showsha same way, but 66% of the respondents give
interesting support for dissemination of informat@&bout the organization’s mission, vision and

values.

It can also be concluded that, the characterisfigood governance are not fully implemented in
the institution. Shared values and Ethical valuesaso other complementary components of
good governance. The study also investigates tbégepce of some possible supports from the
views of the participants about those values. Tl implementation of the citizen charter,

but as usual, respondents give their opinion ifedBht ways. Some of them confirm its
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existence, some others disagree, and the remamiagprefer to say unaware about the

introduction and implementation of citizen charter.

Generally, this paper has argued that althoughetree attempts of implementing good
governance, a lot work has been not done on thié sevvants. As the MCS, holds more
responsibilities than any other public institutiarthe country about public governance, the need
to mobilize both the human and capital resourckEsfely and efficiently is very fundamental

activity.
4.2 Recommendation

Given all public institutions have been studied@me way; there might have been probabilities
of getting diverse results. Although each caseitsaswn specific challenge and solution, it is
important to mention the following recommendatioAs. a result, establishing a sustainable
administrative structure, which can effectively iavle excellence by employing minimum
administrative heads supported by a strong humaauree capital, can be taken primarily.
Secondly, though it is not expected to come uphatstme level of agreement in all matters of
institutional activities, there need to exist a hreeusm of bridging the gaps observed within the

employees on the status of institutional good goaece characteristics.
4.2.1 Enhancing Institutional Good Governance

Good governance here, shall involve agents of alapgocesses and mechanisms, value
systems, normative orders, technology and resourties will of the people in solving a

problems as well as leadership are critical comptmef the process. This helps the institutions
to implement and disseminate the importance anstenge of good governance within. In order

to learn from and adapt better solutions the folhgican be taken:
4.2.2 Enhancing the Structure and Formal Working Procedures

Public sector organizations should constantly nooriitizens’ needs and expectations in order
to respond to citizens’ priorities for service impement. They should adopt a citizen-centric
focus in reviewing and improving the quality of wee delivery. This approach is most likely
lead to innovations that ensure citizen satisfactiGonsulting with citizens and constantly

seeking their feedback will allow public serviceoyders to review successes and past
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performance, and set out effective improvementshen future. As a result of all the survey

analysis, the following recommendations are listed.

A.

Maintaining Organizational Culture Supportive of Innovation: It is a culture
conducive to risk taking, initiative, creativitygdrning and change. To build a culture
supportive of innovation, people’s involvement imetorganization’s business should be
optimized. Employees should not simply execute cams from the top, but share in the
organization’s vision, mission, values and strat&gsides, building institutional ethics and
behavioral values as major components of innovatiohe practiced in the best interest of
the majority public must be the leading motto & MCS.

Improving Delivery of Services considerable numbers of respondents in MCS vi@iv th
service delivery status as it is not good, nots$atiory and even not improved from time to
time. To this effect, as changes in access, coeeaad speed of service delivery often have
an immediate client oriented culture; investmenteampowering organization’s man power

must be given solid attention.

Reengineering Processes and Working Methodssimplification of procedures,

computerization, improvement of interoffice commaation and overhauls in performance
appraisal systems have immediate and long termtip®seffects on reducing budget
expenditures and the costs of running an organiza#is well as increasing the efficiency of

operations and performance.

Reviewing Institutional Structure: initiatives that introduce major reforms in the
structures of government by, for example, creatieqy governmental entities, eliminating

existing ones and/or shifting responsibilities havée implemented whenever possible.

Working on Employees’ Mindset, Behavior and Skills:based the assessment there is
also a recommendation about to practice changiegniimdset and behavior of public
servants. It is due to the fact that, changes mdset, behavior and skills require willingness
and commitment to continuous learning, and capacidapt to different circumstances.
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INDRA GANDHI NATIONAL OPEN UNIVERSITY (IGNOU)
MASTER OF ARTS IN PUBLIC ADMINISTRATION (MPA) PROGR AM

A Questionnaire designed for Public service provids (Employees) on the
Assessment of Good Governance in Ethiopian Ministrgf Civil Service

Dear Participants;

This questionnaire is designed to assess good gawvee in relation to the public service in your

organization.

| wish to remind you that its use is purely for @emic (research) purpose, and the information
gathered from this questionnaire is strictly coafital and no answer given by an individual can
be identified.

Part A: General Information

1. Gender; Male[ | Femald |

2. Educational Level | |

3. Your position in the Organization; Heal | expertandothers| ]

4. No of service years in government organization| |

62



An Assessment of Good Governance in Ethiopian Mjro$ Civil Service

Part B: Research Information;

Directions: Decide and put// on whether you choose strongly agree, partlyeggtisagree, don’t know.

Description of statements

Strongly

Agree

Partly
Agree

Disagre:

Don't
know

Many employees know about Good Governz

Language used in the Good Governance easy to neadnalerstan

The necessary trainings related to gcgovernance are given f

employees.

Many employees believing the existence of good gwuce in the

organization.

Good governance is important in public servicevae)i.

Proper information is given about the mission,arisand valus of the

organization.

The institutions’ service delivery is improved frdime to time

Decisions that are made by the organization arécjgatory

There is a good service delivery to citizens indhganizatior

1C

The timeto give services is satisfactc

11

There is an access of information needed by alsthifs

12

Enough information provided to employees in an easyd

understandable forms and media about the orgamiizatiecisions.

13

The public has nowledge of the policies that are under the manok

the institution and confidence in its intentions.

14

Every member of the staff feels that they have akestin his
organization and do not feel excluded from the oppdties to

improve or maintain their well being.

15

Processes and the institution produce results riestt the needs |
society while making the best use of resourceleit tlisposal.

16

Holding responsible appointed individuals chargedhwa public
mandate to account for specific actions, activitbeslecisions to th

public from whom they drive their authority is cormmpractice.

1%

17

The rules regulations and procedures of the orgtiniz applied wel

18

Shared values are part of the organization’s ce, underpinning polic
and behavior throughout the organization, fromgbeerning body to a|
staff.
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Description of statements

Strongly
Agree

Partly
Agree

Disagre:

Don'’t

know

19

Discussion of already completed actions, plans endagementof
stakeholders to understand and respond their viewart of work in the

organization.

2C

The institution is autonomous to practice its giverandate by th

government.

21

Bosses are treating every employee in impartialeapnal eye

22

A formal code of conduct defining the standardsbehavior to whict
individual governing body members and all employekthe entity is in

practice.

23

Many employees believe the existence of an effectivganizatione

structure and process.

24

There is a proper complaint handling system foibadly.

25

There is a proper performance measurement systefiormaalize the
process of tracking progress toward establishedsgaad provides

objective justifications for organizational and ragament decisions.

26

Several actors and as many viewpoints are partesipa the mediation ¢

the different interests in the organization to headroad consensus.

27

Citizen charter is implemented in the institut

28

Everybody is fuy aware of the Citizen Charter in the organiza

29

Public accounts are verifiable, provided for pubfearticipation ir
government policy making and implementation, arawahg contestation

over choices impacting on the lives of citizens.

30

The human resource recruitment and selection, piomademotion, exi

and firing policy of the organization is fair amdrisparent.

31

Employees are Prompt and Efficie

32

All employees work by knowing their rights and gjalions

33

Employees Serve the interests of citizens instdather own persone

interests.

34

Employees are Helpfu

35

Employees Friendly in dealing with citize

36

Employees treat all citizens equally irrespecti¥epeople’ status, socii

rank, etc.

37

Employees are Reliable and trustwor

38

Employees have job descriptions about their v
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INDRA GANDHI NATIONAL OPEN UNIVERSITY (IGNOU)
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1 00 00000 000000 000000 000000

2 00000 000000 0000 0000 0000 0000

3 000000 00000 000 00000 000000 000000 000000

4 00 00000 00000 00 000 0000 000000 00 000 000000
5 (XY1] [XT1] o000 oo0 oo

6 00 000 00000 0000 0000 00 000 000000

7 0000 000000 0000 000 00 00 000000 0000

8 0000 000 00000 00000 0000 00000000 0000 0000 00000
9 0000 000 00 0000000 0000 0000

10 (XYY 1] eee ooo o000 cooe
11 000 00000 0000 0000000 000 000000

12 00 000 000000 00000 00 000 00000 000 0000 0000
13 000 000 000000000 00000 00 00000 0000 000

14 000000 0000 0000 0000 00 00000 000 000000 0000
15 00000 000 0000 00000 0000 00000 00000000 0000
16 000000 00 00 00000 000000 00000 00 000000 0000000
17 CXTT I TY I YYTY) (XX 1) [IT1]

18

19

20

21

22

23

24

25

26

27

28
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29
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