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ABSTRACT
The study assessed the effect of Human Resource Information System (HRIS) on quality of service delivery in Uganda while using Ministry of Defence and Veteran Affairs. Specifically, the study examined: the effect of recruitment system, payroll access system and pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs. The study used a cross-sectional survey design while using both quantitative and qualitative approaches. The study population consisted of 58 participants. A sample size of 54 respondents was selected using simple and purposive sampling techniques. Quantitative data analysis mainly consisted of descriptive statistics (percentages, mean and standard deviation) and inferential statistics (Spearman correlation, coefficient of determination and regression). Content analysis was used to analyze qualitative data. Findings revealed that there is a positive effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs (
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 = .503). Secondly, it was established that there is a positive effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs ( = .528)  and lastly, pension management system positively affected the quality of service delivery in Ministry of Defence and Veteran Affairs (
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= .633). It was concluded that HRIS is positively related with the quality of service delivery in Ministry of Defence and Veteran Affairs. It was therefore recommended that the Ministries in Uganda deserve to have full powers of verifying pensioners since the process of verification seems to delay in Ministry of Public Service and this affects pensioner satisfaction. Further, all Human Resource Officials in ministries who are continually paying ghost pensioners need to be sanctioned and for purposes of reducing delays and corruption, Ministries should train very well their auditors, accountants, finance officers and designated staff in the HRIS modules to be able to spearhead the HRIS usage in Public Service. 
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CHAPTER ONE

INTRODUCTION 

1.1
Introduction
This study assessed the effect of Human Resource Information Systems (HRIS) on quality of service delivery in Ministry of Defense and Veteran Affairs. In this study, Human Resource Information System was treated as the independent variable, whilst quality of service delivery was treated as the dependent variable. This chapter then consists of study background, the problem statement that rendered the undertaking of the study, the purpose of the study, the study objectives which this study was based, objectives helped in deriving the questions and the hypotheses. The objectives were presented as derived from the conceptual framework, study significances, study justification, research scope as well as the key terms.

1.2
The Background of the Study
The background to the study is presented in four themes including historical, theoretical, conceptual, and contextual background.

1.2.1
The Historical Background
The problem of quality of service delivery in government departments has been with man from time immemorial (Ohai et al., 2013).  Ohai et al. (2013) thus argued that the public has been losing hope in the services provided by the government right from health, education, financial and tax management, administrative, and many others. Particularly, the extent of poor quality of services in ministries has highly been reported in form of corruption as reflected in increasing number of ghost workers and salary/pension arrears inaccessibility to services, lack of service credibility and reliability. Globally, the introduction of information systems was meant to reverse the problem of poor quality of service delivery and particularly, the HRIS was introduced to ensure that ghost staff, management of pensioners and salary arrears is easily solved.     
The human resource information system was introduced majorly in 1987 as among the primary calls of World Bank to ensure that the structural adjustment programme that had been scheduled to start in 1992 can commence very smoothly (Andrew, 2003a). HRIS majorly came about due to consistent complaints that were being reported in a number of platforms regarding abuse of the payroll and pension system that was being marred with a number of ghost workers and pensioners (Peterside, 2007). Further, it was found out since payments and pensions were centrally managed, people in rural based areas found it hard to have access to ministries to loge any complaint. This brought about the issue of HRIS as a way of decentralizing salaries, payments and pensions (Ajakaiye &  Fakiyesi, 2009).  In developed countries USA, in 1911, a very big strike was done by workers over their delayed salaries and pensions. This forced the government to make reviews in the best ways of how each and every employees can be accessible for their gratuity and pensions. By 1912, a number of resolutions were reached and one of them was to accept retirees and some government workers to start accessing their salaries and pensions at their provincial headquarters. This kind of demonstration was an eye-opener for a number of countries in Europe and Asia to introduce the HRIS and decentralize the pension and gratuity in their MDAs and Local governments (OECD, 2007).  
For the African case, the situation a bit differed because a number of reforms in accessing salaries, gratuity and pensions emerged in 1980s since majority of pensioners seemed to push for this kind of change. The major claim was that the existing arrangements had a number of delays, consisted of corruption tendencies and ever increasing number of ghost employees and retirees. This forced governments to transfer the system of payments and pensions from central base to local government levels, provincial levels and ministry level. This started in Nigeria, where employees and retirees gave the Human Resource Information System a lot of applauds in 2008 since they had tired of the old systems which had facilitated ineffectiveness, inaccessibility, corruption, deleting of pensioners on pension list and had a number of inconsistencies in recordkeeping (Ohai et al, 2013). 

In Ugandan case, the HRIS came after the institution of the Review and Reorganization Commission (PSRRC) in 1988 by the Government of Uganda. by 1989, the review made a report which indicated a number of inconsistencies in the then prevailing arrangements while offering a number of solutions including decentralization. The issue of decentralization was adopted by the government of Uganda and by mid 1990s, it had entrenched the information systems depicted in the civil service reform programme (CSRP) (Andrews 2003b). In 1996, a number of initiatives regarding formalization of the public financial management system, as well as public administration started. By 1999, new reforms were adopted as a way of improving the performance of employees in government departments (Andrews, 2005).

Part of the reforms was adopted in 2000s which were financed through financial management and accountability programme (FINMAP). In this case, a number of strategies were introduced in form of IT-based systems (Bashaasha, et al, 2011). By 2003, pilot studies were done and systems like the integrated financial management information system (IFMS) was as adopted in   2003/04. Later, after five years, in 2008, integrated personnel and payroll system (HRIS) was introduced (Karakire, 2012). The HRIS went ‘live’ in 2012 as the basis for recruitment, paying all salaries and pension management mechanism. Therefore, it should be noted that before the introduction of Human Resource Information System, the problem of ghost workers, access to salaries, embezzling of employee salaries and pension access was a big challenge (Mulondo, 2013). Thus, this study was conducted to find out the impact the HRIS on quality of service delivery in the using MODVA as a case study.

1.2.2
Theoretical Background
The Public Choice Theory underpined this study. This theory was theorized by two great thinkers in 1980s namely James Buchanan and Gordon Tullock. They aimed at explaining how public decisions are made. The Public Choice Theory  indicates that there must be an interaction of four different stakeholders of different interests and these should include; the interests of the voters, the interests of politicians themselves, the bureaucratic arena and work action committees. This theory is based on the main assumption that the conduct of any public servant relies on individual interests. For public officials who are unethical, they will always work to ensure that their interests are fulfilled and to those public officials who are ethical, they always work to ensure that they are generous and put the interests of others first. They do not work to maximize their utilities compared to unethical officials. 

The Public Choice Theory views an individual as a rational being meaning, he or she calculates before making a decisions. They calculate the gains and losses. If the loses overweighs the gains, they do not undertake the choice and if the gains are more than the losses, they will always undertake the deal. Corrupt officials are a rational being who calculates that even if they are caught in such unethical behavior, they can still pay up and retain some money for their own interests. So they always calculate the penalty against the gain. If the penalty overweighs, they do not undertake the act and vice versa. The strength of this theory lies in the potential to disclose what is the mind of public officials and understanding the factors that propel public officials to cause the downfall of some institutions (Schinkel, 2004).

This theory thus was adopted on the basis that the usage of HRIS can be an ethical and calculated move that can be undertaken by public officials to either improve the quality or destroy the performance of public organizations (Baron, 2000). The adoption of HRIS is thought to have improved the quality of service delivery in terms of improving quality in services offered and operational efficiency. The theory guided the study in understanding whether use of HRIS in terms of recruitment management, payroll access and pension management has led to improved quality of service in terms of timely payment, elimination of ghost pensioners and clearing of arrears.

1.2.3
Conceptual Background
This study was based on two main concepts, that is; Human Resource Information System and Service Quality. Human Resource Information System was used to mean any system which can capture, store, manage or transmit human resource related information of individuals or organizational activities which work within the human resource setting (Bailey &Pang, 2004). Bailey &Pang (2004) further depict HRIS as a comprehensive information system which can be integrated or designed in managing any human resource operations ranging from recruitment, payroll services and pension related services. According to Igbe (1999), the Human Resource Information System uses modern information and communication technologies that can help the government manage the more efficiently and effectively. In this study therefore, HRIS was conceptualized to mean recruitment management, payroll access and pension management. 

On the other hand, service quality, this referred to service performance done in a form of arrangement of supplying goods in recommended time and cost. Service quality is highly defined by accessibility, reliability, tangibility, competence, and responsiveness (Carr & Pearson (2002). Helmsing (1995) further defined service quality as an obligation that is deliberate to ensure that elected staffs can fairly service the public in defined time and cost. In this study thus, quality of service delivery was measured using, timely service delivery, value for money and client satisfaction. In this study therefore, timeliness referred to the level of promptness in completing tasks, value for money referred to the level at which the service providers are able to provide services that are relative to the funds given to them and client satisfaction referred to the extent to which customers of service providers are contented with supplies and deliveries made. In this study therefore, quality of service delivery was measured using accessibility, credibility and reliability. 

1.2.4
Contextual Background
The Ministry of Defense and Veteran Affairs (MODVA) is located within the Ministry of Public Service. This ministry is selected since it has the duty to ensure that there is defence and security national wide (Government of Uganda, 2010). The ministry is mandated with preserving, defending and protecting every person, all properties, national sovereignty and Uganda’s territorial integrity as well as making a contribution on regional stability while engaging in peacekeeping missions internationally. The Ministry is also mandated to play an oversight work on Uganda People's Defense Forces (UPDF). This means that it makes sure that UPDF performs its duties in line with the needs of people in Uganda by practicing professionalism. 

The Ministry of Defence and Veteran Affairs was among the first nine ministries that were chosen to implement HRIS in managing UPDF (MODVA Annual Report, 2011). The Human Resource Information System was introduced with a core aim of providing up-to-date accurate information to HR managers to acquit them when undertaking decisions related to IT resource, improve implementation, automate and integrate the process for personnel establishment and payroll management to integrate the HRIS with the pension management functions of Ministry of Public Service, support and maintain the integrity of the personnel records and payroll management processes across the government of Uganda and in this case the Ministry of Defense and Veteran Affairs, provides HR, payroll and pension information that can be integrated with other government information systems and provide computer access to HR information for employees and managers (MOP, 2010) and this was all done in the name of improving human resource management in terms of easy recruitment of employees, easy access to payroll, reduce ghost employees and in management of pensions for employees. 

However, in reality despite the objectives of the HRIS, the human resource management within the MODVA towards public services in Uganda remains a big problem (MODVA annual report, 2016). For instance, according to New Vision (27th /April/2014), it indicated that the government still loses Shs.28billions in ghost workers in the country. Additionally, according to Daily monitor (28th/3/2014), it was discovered that about 178 UPDF retirees who are indicated on payroll were ghosts. The OAG reports of delayed processing of pensions that resulted in the unnecessary accumulation of pension arrears and by March 24, 2016, 2,428 out of 31,497 Pensioners had not accessed the monthly pension payroll yet it took on average 8 to 9 months for traditional civil servants to access the pension’s payroll way above the recommended 3months. The existing dismay however, was that the HRIS had not translated into significant improvement in quality of service delivery. It appeared that HRIS as used in Ministry of Defense and Veteran Affairs in Uganda was still being queried.

1.3
Statement of the Problem

The Human Resource Information System was introduced with a major aim of improving the quality of service provision that was detoriating due to inefficiency and ineffectiveness in allocation of resources (Bailey &Pang, 2004). However, much evidence existence in relation to lack of quality services at the Ministry of Defense and Veteran Affairs in Uganda, for instance, there has been cases of paying pensions to those applicants who have just applied and leave out those who retired long time ago. Secondly, a number of would-be-retirees were deleted, underpaid or retrenched which is an issue of unreliability (BMAU Briefing Paper, 2016). The OAG reports indicate there are still a lot of issues concerning delays in pension processing which leads to unnecessary accumulation of pension arrears which affects the credibility of the system. For instance by March 24, 2016, 2,428 out of 31,497 employees had not accessed the monthly pension payroll, it took on average 8 to 9 months for traditional civil servants to access the pension’s payroll way above the recommended 3months (New Vision, 2016). The HRIS for the human resource management within the MODVA towards public services in Uganda remains a big problem (MODVA Annual Report, 2016). For instance, according to New Vision (27th /April/2014), it indicated that the government still loses Shs.28billions in ghost workers in the country. Additionally, according to Daily monitor (28th/3/2014), it was discovered that about 178 UPDF retirees who are indicated on payroll were ghosts. The BMAU Briefing Paper (2016) attributed this problem to the abuse of the HRIS (Human Resource Information System). If this is not attended too, there is a likelihood of increased poor quality of service in Uganda People Defense Forces. This formed the basis for picking interest for investigating whether the Human Resource Information System has an effect on quality of service delivery in while using a specific reference of the Ministry of Defense and Veteran Affairs.

1.4
The Purpose of the Study. 
This study aimed at examining the effect of Human Resource Information Systems on quality of service delivery in Ministry of Defence and Veteran Affairs.

1.5
Specific Objectives.
i) To examine the effect of the recruitment system on quality of service delivery in Ministry of Defense and Veteran Affairs.
ii) To examine the effect of the payroll access system on quality of service delivery in Ministry of Defense and Veteran Affairs
iii) To examine the effect of the pension management system on quality of service delivery in Ministry of Defense and Veteran Affairs.
1.6
Research Questions.
i) What is the effect of the recruitment system on quality of service delivery in Ministry of Defense and Veteran Affairs in Uganda?

ii) What is the effect of the payroll access system on quality of service delivery in Ministry of Defense and Veteran Affairs in Uganda?

iii) What is the effect of the pension management system on quality of service delivery in Ministry of Defense and Veteran Affairs in Uganda?

1.7
Hypotheses for the Study.
i) Recruitment system has positive effect on the quality of service delivery in Ministry of Defense and Veteran Affairs.
ii) Payroll access system has positive effect on the quality of service delivery in Ministry of Defense and Veteran Affairs.
iii) Pension management system has positive effect on quality of service delivery in Ministry of Defense and Veteran Affairs.
1.8
Conceptual Framework
A conceptual framework is depicted in Figure 1.1 in which it is hypothesized that there is a relationship between Human Resource Information System and quality of service delivery. It is conceptualized that Human Resource Information System can be operationally defined as recruitment, payroll access and pension management. The framework succinctly postulates that Human Resource Information System has a relationship with accessibility, credibility and reliability. These are moderated by government policy and political interferences.
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Source: adapted and modified from Okoduwa (2007)

Figure 1: Conceptual Framework on the effect of Human Resource Information System on quality of service delivery

From the conceptual framework above, it was conceptualized that Human Resource Information System has a direct effect on quality of service delivery. This therefore, hypothesizes that if there is an efficient and effective Human Resource Information System in the organization; it is likely to help in promoting recruitment of staffs which are of much competence, skilled and knowledge and at any time required. Additionally, Human Resource Information System can enable an organization in payroll access that in reducing on ghost employees that have been rampant in Uganda’s education system given the fact that employees take the highest toll of employees in Uganda. On the same note, it can help in distribution of salaries to employees everywhere and reduce on corruption that happens to succumb the education system especially among Head employees. Lastly, as indicated in the conceptual framework, the Human Resource Information System can have an impact on quality of service delivery that is in enhancing accessibility to timely payment, credibility in eliminating ghost pensioners and reliability in clearing of arrears. The conceptual framework above depicts what the Public Choice Theory explains. The public choice theory explains ethical conduct of public servants is primarily a rational decision that tries to maximize his or her utility.  For instance, despite the presence of the Human Resource Information System, the public servants can still decide or choose not to obey its operation and this can equally affect service quality and vice versa. 

1.9
Significance of the Study
It is anticipated that the proposed study was significant in the following ways, 

The Ministries and Government Departments in Uganda (e.g. MODVA): the study was of much significance in guiding the implementing of this Human Resource Information System in Uganda 

Researcher: the study may also be of an importance as it may add on academic field of public administration. The research work is also intended to widen the horizon of the effect of Human Resource Information System and quality of service delivery using MODVA and develop a sound practical experience in the field of pension. 

Employees: The findings of this study may be of great importance to Ugandan employees, especially those that are ignorant in the administration of pension Scheme. In addition, this study may also address the challenges and opportunities in the Human Resource Information System and quality of public services. The research may also important for researchers who wish to know and gather information and knowledge about the Human Resource Information System and service delivery. This study is useful to students who wish to carry out further research.

Academic world:  The study may also be of an importance as it may add on academic field of public administration. The study findings may further expand the understanding or scope of the effect of Human Resource Information System and quality of service delivery using MODVA and help in developing practical experiences especially in HRIS. The research is also important for researchers who wish to know and gather information and knowledge about the Human Resource Information System and service delivery. This study is useful to students who wish to carry out further research.

Employees: This study will serve an important role in educating employees and other government servants about the administration of Pension Scheme. In addition, this study may be help in addressing the challenges and opportunities in the Human Resource Information System and quality of public services.

Policy makers in Government: This study will be significant especially in informing policy makers in Government and any other concerned stakeholders on how the management of payment and pensions can be improved through decentralization while using HRIS. 

1.10
Justification of the Study
Prior to conducting this study, a several studies had been conducted in relation to integrated performance management and integrated financial management towards human resource management however no specific study had been done on the effect of the HRIS on the Ministry of Defense and Veteran Affairs. The researcher in this case got interested to investigate whether HRIS had an effect on quality of service delivery. The findings and recommendations from this study might very important to policy makers and government human resource management practitioners. 

1.11
The scope of the Study
1.11.1
The Content Scope
The study was limited on the effect of Human Resource Information System on quality of service delivery. Human Resource Information System in this study was limited on automated personnel management, timely and accurate information for HRM, payroll computerization and integrated pension management. On the other hand, quality of service delivery was limited to timely payment, elimination of ghost pensioners and clearing of arrears. 

1.11.2
Time Scope
The period under review was 2011 to 2017. This was because this is when the Human Resource Information System was launched in Uganda (Ministry of Public Service, 2010). 

1.11.3
Geographical Scope
The study was carried out in Ministry of Defense and Veteran Affairs. This is found in Mbuya Military Barracks which is located on Chwa II Road in Nakawa Division, Kampala District. This ministry was chosen because it is behind the management of UPDF employees in Uganda. 

1.12
Operational Definitions of Terms
A number of concepts have been depicted in the study and these are operational used as below;

HRIS: This was used to mean the systems employed in managing human resource which is propagated on free balance technology to allow recruitment, payment and pension management in public sector organizations. 

Recruitment: in this study, this referred to the process of attracting and selecting right staffs in the ministry of Defence and Veteran Affairs.

Payroll access: this meant the easiness in acquisition of salaries by employees in Uganda. 

Pension management: this referred to easiness in retirement planning and accessibility of pension after employee retirement.

CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

In this chapter, despite the fact that there few previous literature on the study variables, the researcher reviewed existing literature on impact of Human Resource Information System on quality of services; and also presented the theory that was guide the study. It is hoped that a greater insight about Human Resource Information System and quality of services would be achieved to help identifying how Human Resource Information System affecting quality of service delivery.

2.2 The Theoretical Review

As earlier mentioned in chapter 1, the study was guided by the Public Choice Theory. The theory was proposed in 1980s by James Buchanan and Gordon Tullock. They sought to explain how public decisions are made. The Public Choice Theory indicates that there must be an interaction of four different stakeholders of different interests and these should include; the interests of the voters, the interests of politicians themselves, the bureaucratic arena and work action committees. This theory is based on the main assumption that the conduct of any public servant relies on individual interests. For public officials who are unethical, they will always work to ensure that their interests are fulfilled and to those public officials who are ethical, they always work to ensure that they are generous and put the interests of others first. They do not work to maximize their utilities compared to unethical officials.

The Public Choice Theory views an individual as a rational being meaning, he or she calculates before making a decisions. They calculate the gains and losses. If the loses overweighs the gains, they do not undertake the choice and if the gains are more than the losses, they will always undertake the deal. Corrupt officials are a rational being who calculates that even if they are caught in such unethical behavior, they can still pay up and retain some money for their own interests. So they always calculate the penalty against the gain. If the penalty overweighs, they do not undertake the act and vice versa. The strength of this theory lies in the potential to disclose what is the mind of public officials and understanding the factors that propel public officials to cause the downfall of some institutions (Schinkel, 2004). This theory thus was adopted on the basis that the usage of HRIS can be an ethical and calculated move that can be undertaken by public officials to either improve the quality or destroy the performance of public organizations (Baron, 2000). The adoption of HRIS is thought to have improved the quality of service delivery in terms of improving quality in services offered and operational efficiency. The theory guided the study in understanding whether use of HRIS of in terms of recruitment management, payroll access and pension management has led to improved quality of service in terms of timely payment, elimination of ghost pensioners and clearing of arrears.

The strength of this theory lied in the capacity to explain the willingness to work or not to work because a big number of public servants if they are willing to work, the quality of services will always improve and if they are not willing to work, this can affect the quality of services. The principal or agents in either way may not be willing to work or willing to work and this can have an effect on service delivery. However, the weaknesses of the theory lie in its assumption that the agents and principals differ on preference. In a number of occasions, the principals may have preferences which are not wanted by the agents and this causes delays in service delivery. The last assumption where agents differ from the principal is on stake. When the agents have a stake in any undertaking, they will use all their efforts than when they do not have stake or when stake belongs to the principal. These forms of divergent minds can end up giving rise to problems relating to planning, methods of doing things, monitoring, incentives, coordination, and strategy (Michael et al, 2005).

The hallmark of Human Resource Information System was verify and validate its influence on organizational performance by among others determining its success through the system quality, information quality, user satisfaction and net benefits and service quality whose major components are tangibility, reliability, responsiveness, assurance and empathy.  Therefore, below is the analysis of different dimension of Human Resource Information System and their effect on service quality in government departments. 

The weakness of this theory is in assuming un reliable relationships between agents and principles. According to Eisenhardt (2009), the public will always have something to complain about and the blame will always go to the administrators. The second weakness of the theory is to describe the relationship between the civil servants and the citizens using the metaphor of a contract (Jeffrey, 2011). This is not always the case because social contracts tend to lack formal considerations and any incentive can subvert the interest of any group. 

Despite the weakness in this study, the strengths were maximized to explain and derive constructs to be used. It was therefore found very essential to choose this theory to guide this study in understanding the problem of quality of service delivery in relation to HRIS.

2.3 The Literature review
This was based on the hypothesis of the study thus:

2.3.1 The Recruitment System and Quality of Service delivery
It has been established from a number of studies that recruitment systems improved on the quality of service delivery in an organization (Okoduwa, 2007). Kovach et al (2005), Ball (2004), Fletcher (2005), Ngai and Wat (2006) in their study on effects of e-recruitment on performance of public universities establish and are in agreement as to the timely access of information and saving administrative costs by recruiting online. Averbrook (2012) claims that recruitment procedure is one of the primary activities which many organizations need to give much attention if service quality is to improve. E-recruitment provides clear profile of all people contesting on certain positions and the best ones are always selected without being interrupted. So the pool of choice is always widened. E-recruitment also would allow Kenyan public universities to profile candidate information on their qualifications and only be able to select the most qualified candidate and have access to this information in a timely span of time. 

Dineen and Noe (2010) in their study on applicant pool characteristics in a web-based recruitment, whereby results lead to more accurate assessment of applicant fit and this in effect reduces the number of poor fit applicants. They argue that when organizations properly utilize such a process in their recruitments, they stand to achieve their goals at reduced costs.  According to Boone (2013), HRIS has the potential to management recruitment and this call for having specialized knowledge that can move technology in developing, managing and improving human resource information procedures and performance. With technical knowhow, it helps to design, collect data using data collection forms as well as having the potential to prepare procedural manuals. The utilization of human resource information requires prevalence of a team that can technically utilize human resource information at the disposal. Therefore, it is important that users of human resource information system have the knowledge need to effective utilize and sustain the knowledge (Rhoda, 2010).  

Sauerborn (2000) in his findings, he realized that some human resource facilities have a complex system used in designing the system used in entering and recording data. This is one of the technical part of the arrangements that tend to limit the utilization of human resource information by human resource workers because some of them tend to have no knowledge on this operates. Sauerborn (2000) gave an example, that some human resource organizations hire consultants outside and these are the only people who have knowledge on how the system was designed and how it operates, the human resource workers only have knowledge of entering data and can never go beyond that level. This affects the utilization of data into important policies and programmes used by human resource facilities. It is only when the medical personnel are involved in the designing of the system and understand how it works, this helps them to have easy usage and help in transforming data obtained into polices. This study wanted to establish the experience in Ministry of Defence and Veteran Affairs.

According to Rangriz, Mehrabi and Azadegan (2011) in their study titled the impact of HRIS on strategic decisions in Iran, in which they concluded that this is the period when technological advances should be integrated into operations especially e-recruitment in form e-job adverts, e-CV displays etc. This response can further be corroborated by early advocates of the use of human resource information systems in the recruitment process. Johan (2014) proposes that use of e-recruitment saves on time and reduces the cost of recruitment process. 

Gurol, Wolf and Ertemsir (2010) applicant tracking is intended to identify the most qualified candidates, reducing on papers, make the system well automated, workflow management and effectively tap into a number of talents that may find it hard to reach physically to the place of application. Applicant-tracking systems may also include many features and capabilities, such as CV scanning and grading capabilities, profiles of job candidates schedule of duty, letter generation tools, interview-scheduling tools, cost-analysis reports, applicant demographic and equal employment opportunity information. In Kenya a handful of evaluation studies carried out reveal that the need for e-recruitment is vital to an organization efficiency and competitiveness in the growing global economy. Kananu (2013) in a comparative assessment survey on the utilization of human resource information systems in Kenyan universities premises her observations on similar grounds and acknowledges that human resource information systems is used mostly in recruiting staff.  Therefore, from the above literature reviewed, it is indicates a clear impact of IPPS on recruitment of staffs in an organization, however, much of the interests for this study has not been screened out. For instance, most of the literature has been centered on human resource planning other than the competences of staffs recruited. This is among the gaps this study will vow to fill. Secondly, the literature is reviewed from general cases and particularly on company level. This is not the underlying objective of this study, thus, this will be filled by undertaking and proving the above literature in a public entity like Ministry of Defence and Veteran Affairs.  

Therefore, from the above literature reviewed, it is indicates a clear impact of HRIS on recruitment of staffs in an organization, however, much of the interests for this study has not been screened out. For instance, most of the literature has been centered on human resource planning other than the competences of staffs recruited. This is among the gaps this study vowed to fill. Secondly, the literature was reviewed from general cases and particularly on company level. This was not the underlying objective of this study, thus, this was filled by undertaking and proving the above literature in a public entity like Ministry of Defence and Veteran Affairs.

2.3.2 The Payroll Access System and Quality of Service delivery 
Pay rolling means the criteria used in listing all staffs which ultimately belong to a certain organization and in this case alongside the amount of money they receive or salary scales (Hornby, 2001: 857). This system further ensures that it makes clear records who has been paid and when. With a comprehensive payroll pay card, an organization can offer its employees 24/7 access to funds and on-time pay no matter what, for instance employees on vacation or sick leave and the like), elimination of time-consuming trips to the bank, and more (Hagel,  2012).  

A survey by Blair et al (2009) on addressing problems of Human Resource Information System in Swaziland, Uganda and Rwandan government departments revealed that because of poor keeping of payroll lists, this has led to delays in the system in ensuring that all people who are paid on the list are listed. This caused undue suffering to patients. Equally, it was realized that there were numerous ghost workers in the Ministry of Health payroll; those who had exited due to natural attrition – death, retirement or those whose services had been terminated or resigned were still in the payroll due to lack of effective automation and integration of HR activities.

In line with the same argument, Rhoda (2010) explains that in so many cases, the systems used in processing data and computing it, are always scare and sometimes too expensive. This kind of complexity makes the users look at the system as complex and hard to use. This demotivated human resource workers to use the system and affect the overall goal of utilizing the prevailing human resource information into tangible programs and policies. Putting in place HMIS and maintaining it calls for investing in it good money and at the same time invest in training human resource workers to use this system. This turns the whole process a bit complex and expansive to be afforded. This case, the argument of Jutand (2000) remains true that technical factors stands in the way of fair utilization of human resource information and its influence remains inevitable. This study would like to establish the relevance of such argument in Ministry of Defence and Veteran Affairsand Sports.

Gopalan (2013) in supplementing to the above submissions, indicated that the usage of IT and their applications remains a new concept in many modern organizations including human resource facilities in Africa and in Uganda in particular. Many human resource facilities were used to using of papers to undertake records and using cupboards for keeping record. The new reign that called for use of digital systems away from manual system called for firing the existing employees and employs a new team that can potentially use IT. This in itself is expensive and takes good time. The retaining of the old guards in the hospital settings to use new IT systems means that their level of utilization becomes very low and it can affect the utilization of data. In many organizations, they choose to leave the existing teams but this meant that they have to train them further, but since they are engrained to follow old rules and cultures, they take long to adapt and this affects routine utilization of human resource information as it occurs (Aqil et al., 2009). In Kenya an evaluation survey at the Ministry of Health in 2009, sponsored by World Bank and USAID revealed that nurses posted to especially the rural areas delayed in reporting but still withdrew their salaries since there was no proper transfer and payroll posting procedures. This caused undue suffering to patients. Equally, it was realized that there were numerous ghost workers in the Ministry of Health payroll; those who had exited due to natural attrition – death, retirement or those whose services had been terminated or resigned were still in the payroll due to lack of effective automation and integration of HR activities.

Therefore, the literature reviewed indicate that HRIS is a cornerstone in strategic planning and management of human resources especially when it comes to pay access, decision making and so many others. What the literature was missing was lack of required information as per the pay access like in the instance of Ministry of Defence and Veteran Affairs in Uganda. The literature had been dressed so much on international scope and lacks specificity. These and other gaps were what this study endeavored to fill.  

2.3.3 The Pension Management System and Quality of service delivery 
IPPS has been reported by several authors as among those mechanisms that simplifies pension management. For instance, the underlying reason for decentralizing the pensions and gratuity scheme was to solve the problems and inconsistencies that had been depicted in the old scheme. This meant that the new approach must lead to payment of pensioners and this would be an indicator of pensioners getting satisfied (MoFPED, 2015). However, a number of retirees are still grappling non-payment and late payment of their pension and gratuity benefits. One of the main reasons for demolishing the old pensions and gratuity scheme was absence of funds and increased corruption in verification and payments. This led to a number of pensioners to refer to that old scheme as pauperized dead wood (Peterside, 2007). Therefore, many pensioners were very much happy and hopeful by the introduction of a decentralized system.

However, their rekindled hopes did not last for long as many complaints started to be raised on delayed payments and votes not being enough to meet the outstanding billions of arrears. In Nigeria, strikes were sparked off in Ogun State by Pensioners who were protesting for delayed payment that had reached to over 10-12months and those who had been paid, had only received 20% of their arrears.  FRCN, News (2015) further indicated that in Nigeria, the old schemes of centralized pension management had performed better than the decentralized form since most of the pensioners under the old scheme had received 80% of their money and but under the new scheme, most of them had only received around 20-25% in the last 10months. This was quite a poor performance (Kajusola, 2015).  

Further still, many pensioners were complaining about late payments in the old pension scheme but the new scheme seemed to be highly characterized by late payments. Kajusola (2015) indicated that may retirees are not receiving their entitlements up to now and as it had been indicated in Nigeria, in Ogun state, many are still owed for about 10-12months because of a number of bottlenecks in administration among the accounting officers and verification departments. Derowoju, (2012) noted that the delay in the new pension scheme management is basically rooted from accounting authorities and verification authorities. In most cases, the relevant agencies submit the files in time but delays are always witnessed in verification and validation by the permanent secretaries in those bodies. These have championed late clearance right from employers as well non-complete documentation.  

Another effect that was sought to come along with decentralization of Pension and Gratuity was to improve the period of notification which was affecting the centralized system. However, Adedeji (2013) indicated that this has been worsened in the new Pension and Gratuity scheme since a number of Accounting Officers and Human Resource Officials over sits on Pensioner files and this creates rots in the system. The process of notification and verification has been the highly much cried about by the Pensioners. 

Furthermore, the old system was demolished because of corruptions and ghost employees that had been full of the Pension lists in Public Service. However, this seems to have come along with the decentralized system. Peterside (2008) argue that the new Pension Management System is still very much hunted by the corruption and fraud that led to the demotion of the old order and many retirees are fearful of this. The fears which were thought to reduce under the new order are still paramount among pensioners (Ohai et al, 2013). Therefore, it was reached that despite some literature that indicates the impact of pension management system on quality of service delivery, however, it lacked current information specifically looking at Uganda and particularly in MODVA. This was a big gap that this study endeavored to fill. 

2.4 Summary of Literature Review

The literature reviewed clearly indicates that there are a number of studies in place that had viably looked at the relationship between HRIS and quality of service delivery world over. But it lacked one that was specific to Uganda or the public sector in developing countries, and particularly the Ministry of Defense and Veteran Affairs is not available. Specifically from the first objective, the literature concluded that it is not always the case as explained by theories that recruitment system will lead to improvement in quality of quality of service delivery, however, it can only spark cases of ghost workers and pensioners enrolled in public entities. This study endeavored to assess whether recruitment system is related on the quality of services delivered in MODVA.

On the second objective, despite the fact that a lot of previous studies had been done on the relationship between payroll access system and quality of service delivery, such studies fell short on explaining on what is happening in public sector organizations in developing countries like Uganda and MODVA in particular. This study endeavored to assess whether payroll access system can have an effect on quality of service delivery while using MODVA. On the third and last objective, literature covered did not cover all factors employed by this study in operationalising pension management system and quality of service delivery. Further, such studies fell short on explaining on what is happening in public sector organizations in developing countries like Uganda and MODVA in particular. This study endeavored to assess whether pension management system can have an effect on quality of service delivery while using MODVA.

CHAPTER THREE:

METHODOLOGY

3.1 Introduction

This chapter presents the study design, population of study, sample size and selection, sampling technique and procedure, data collection methods and instruments, reliability and validity of the study instruments, data collection procedure and analysis. 

. 

3.2 Research Design

The study employed a cross sectional research design. This was considered basing on the fact the study was done within a section of respondents within a specified period of time (Sekaran, 2003). Additionally, cross sectional design gathers information from relatively a large number of respondents. The study basically integrated two approaches of research and these included both Qualitative and Quantitative research approaches. The Qualitative approach enabled the researcher to acquire in depth knowledge and analysis of HRIS and quality of service delivery in the MODVA, while the Quantitative approach was used to generate frequencies, percentages, graphs, and summary tables that was used to present the data numerically. Triangulation was important for accuracy and reduction of the inherent biases that would accrue if only one approach was relied upon (Amin 2005).

3.3 Study Population

This study was conducted in MODVA with a study population consisted of 58 respondents as extracted from HR records in the Ministry (MODVA Human Resource Records, 2018). The 58 respondents consisted of 4 top management, 3 HR Managers, 6 MODVA IT officials and 45 MODVA formal employees. Top management was considered for this study due to their leadership responsibilities of ensuring that quality of services improved while overseeing HRIS. MODVA IT officials were considered due to their duty of managing HRIS in MODVA. MODVA Junior staffs were considered due to their involvement services delivery and provision.

3.4 Determination of Sample Size

Morgan and Krejcie (1970) was adopted a formula to determine the sample size to be considered in the study and that is in selecting MODVA junior officials. This therefore means that the sample included 40 officials. Non-probability samples were determined using purposive sampling.  Table 1 has more details. 

3.4.1 Sample  Size

Table.1 Sample Size determination 

	Category of Population
	Population Size
	Sample Size
	Sample selection Technique

	Top management
	5
	5
	Purposive sampling  

	IT officials 
	6
	6
	Purposive Sampling

	HR managers 
	3
	3
	Purposive Sampling

	MODVAJunior/operational staff 
	45
	40
	Simple Random sampling

	Total
	58
	54
	


Source: Population adopted from MODVA Human Resource Records, 2017

3.4.2 Sampling Techniques and Procedure

The study used a probability sampling technique of simple random sampling to select the MODVA Junior/operational staff since they were many and listed. In using simple random sampling, the study used the lottery approach where names were written on a tag and put in a basket of which one tag is picked until the required number was reached (Denscombe, 2003). The study used a non-probability sampling technique of purposive sampling to select top management, MODVA IT officials and HR managers who had managerial roles which involved enforcement of their HRIS in their areas of jurisdiction. 

3.5 Data Collection Methods

3.5.1 Interviewing Method

In this method the researcher interviewed the top management, MODVA IT officials and HR managers as key informants face to face to obtain in depth information on HRIS and quality of service delivery in the MODVA. The researcher recorded the responses of the interviewee that was later transcribed for reporting in a narrative form. The study specifically interviewed the top management, MODVA IT officials and HR managers. 

3.5.2 Questionnaire Survey

The questionnaire was used basing on the fact that the variables could not be observed such as views, opinions, perceptions and feelings of the respondents on HRIs and quality of service delivery.  The questionnaire was also used because it could collect vast amounts of data less expensively at a low cost (Sekaran, 2003). The questionnaire was administered by dropping it at the respondents’ offices and picked after one week with the help of research assistants. The questionnaire was administered to only the MODVA Junior/operational staff.

3.5.3 Documents Review

The document review was chosen to review a number of sources that existed for secondary data collection. In here, review was done on existing working documents, MODVA work files, MODVA data sheets and artifacts. These were reviewed with an aim of collecting data and information that would verify what had been reported through questionnaires and interviews. Further, public records which were obtained outside MODVA was used in ascertaining the problem of quality of service delivery.

3.6 Data Collection Instruments

3.6.1 Self-Administered Questionnaire

This tool allowed the collection of quantified data from a large number of respondents. The researcher prepared a set of questions pertaining to the field of enquiry. The designed questionnaire included mostly closed ended and although there were also some open ended questions. The Questionnaire was used because it was cheap to administer to the respondents that are scattered over a large area or organization within a short period of time. A questionnaire also allowed respondents to feel free to give information and respondents answer the questions at their own time sometimes without the influence of the researcher (Amin, 2005). The study questionnaire was scored on 5-point Likert scale ranging from 5= strongly agree, 4= agree, 3 = not sure, 2= disagree and 1= strongly disagree. 

3.6.2 Interview Schedule
The study used two sets of open-ended semi-structured interview questions with the first one focusing on control environment, activities, monitoring from which the research sought to gain qualitative data to complement the questionnaire data on HRIS and service quality. The second interview schedule was for top management, MODVA IT officials and HR managers and focused on quality of service delivery the dependent variable. 

3.6.3 Documents Checklist

This explains the documents that were reviewed when studying HRIS and service quality in Ministry of Defence and Veteran Affairs which were directly relevant. A list of documents reviewed included, BMAU Briefing Papers, HRIS Operational Manual, Pension policy, Budget plan and Audit reports. These were chosen to supplement on the questionnaires and interview guide.  Other documents that were reviewed included; MODVA Annual Reports, Audit Reports, Transparency international report and World Bank Reports. 

3.7 Quality Control.

Quality control is done for purposes of meeting the standards of replicability and consistency in the tools to be used. Therefore, this was accomplished using validity and reliability as indicated below;  

3.7.1 Validity of the study Instruments
The validity of study instruments was established using expert judgments (Oso & Onen, 2008). Experts included academic supervisors, academic experts in information system management. Three to five experts were contacted to assess and evaluate the validity of the instruments. The experts were requested to rate questions depending on their relevance. The Content Validity Index (C.V.I) was determined by dividing the number of items rated relevant and total number of items. CVI was at least 0.7 to consider tools valid. Below are the CVIs for all variables employed in the study. 

Table.2 Content Validity Indices 

	Variable 
	Description 
	No. of Items
	Content validity index

	Independent 
	Recruitment system 
	10
	0.888

	
	Payroll access system 
	9
	0.884

	
	Pension management system
	8
	0.788

	Dependent 
	Quality of Service delivery
	11
	0.745


Source: Primary data

According to Content validity Index, the questionnaire was considered valid since all the coefficients in Table 2 were above 0.7 which is the least recommended CVI in survey studies (Amin, 2005).

3.7.2 Reliability 

Mugenda & Mugenda (2003) defined reliability as the degree of consistency that the instrument demonstrates. After pilot testing in the field, reliability of the instrument, on multi-item variables (i.e. HRIS and quality of service delivery) was tested via the Cronbach Alpha Method provided by Statistical Package for the Social Scientists (Foster, 1998). The researcher used this method because it was expected that some items or questions would have several possible answers. The researcher established reliability of the questionnaires by computing the alpha coefficient of the items (questions) that constituted the dependent variable and that of the items that constituted the independent variable. The results are as on Table 4:

Table 3
Reliability indices for the respective sections of the questionnaire

	Variable 
	Description 
	No. of Items
	Cronbach alpha

	Independent 
	Recruitment system 
	10
	0.852

	
	Payroll access system 
	9
	0.796

	
	Pension management system
	8
	0.876

	Dependent 
	Quality of Service delivery
	11
	0.867


Source: primary data

According to Cronbach Alpha Coefficient Test (Cronbach, 1971), the questionnaire was considered reliable since all the coefficients in Table 4 were above 0.7 which is the least recommended CVI in survey studies (Amin, 2005).
3.8 Data Collection Procedures

The researcher obtained an introduction letter from Uganda Management institute after successful proposal defense and presented it to MODVA to obtain approval and conduct the research. The researcher pilot tested the questionnaire on a sample of ten respondents and the interview guide on two respondents. The researcher then used the comments from these respondents to improve the questionnaire and interview guide. At this point, research assistants were recruited, trained on the ethical considerations. The researcher then made contact with the human resource office and directors to come up with agreeable schedule so that work was not affected. The researcher ensured that during the data collection questions were discussed in the presence of the respondents so that he was well understood; and where necessary made adjustments to reduce the chances of non-compliance and non-reliability of the tool. The data collection was carried out for a period of one week .In the event of any incompleteness of the data collecting exercise; the researcher rescheduled the appointments on consultation with the respondents. After data collection, data analysis was done a report was made, which marked the final activity of the research process.

3.9 Data Management and Analysis
Data analysis involved quantitative and qualitative data analysis techniques as detailed below.

3.9.1 Qualitative Analysis

Qualitative data was analyzed using the content analysis technique that involved identification and transcription of the qualitative findings into themes. Implication and conclusions from the narratives were deduced. Qualitative data was compared with the quantitative data to establish the points of agreement and disagreement.

3.9.2 Quantitative Data Analysis 

Quantitative data analysis involved use of both descriptive and inferential statistics. Descriptive statistics entailed determination of the mean as a measure of central tendency and percentages as a measure of dispersion. Inferential statistics included determining correlation coefficients and testing hypothesis using SPSS in order to answer the research questions and research hypotheses. Correlational analysis was carried out to establish relationship between variables based on the Pearson Product Moment Correlation Coefficient given by;
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Through the Pearson Product Moment Correlation, the researcher was able to establish a pattern which indicated the relationship between elements of the academic staff workload and research output. The hypotheses tested at a 5% upper level of statistical significance from which the research hypothesis for the three research objectives were tested against the null hypothesis and the statistical significance of the relationships determined.

.
3.10 Measurement of Variables

Study variables were measured using three major ways. For instance, the age and time taken by respondents when serving MODVA were measured using ordinal scales which use numbers. Nominal scales were used to measure the variables using names and in this case gender and education of the respondents were measured using this tool. Whilst, the variables of HRIS and quality of service delivery were measured using Likert type rating scales (strongly disagree (1), disagree, (2) not sure (3), agree (4) and Strongly agree (5).

3.11 Ethical Considerations

Privacy was one of the serious ethic guarded against in this study by informing the participants in advance that their names were not required and therefore the information they gave remained anonymous, and if the participants felt uncomfortable to answer certain questions, they had a right to leave them out and were not coerced (Mugenda & Mugenda, 2003). To guard against plagiarism, all scholarly articles and journals used were referenced. The researcher also went ahead to ensure that originality was ensured while using other people’s work by testing this work using Turnitin Software from UMI website (Kothari, 2004). Further, voluntary participation was observed where by respondents were not forced to participate in the study without their will. They were persuaded through rapport. To ensure that the study avoid bias. The researcher decided to be objective and ensuring the views of each and every respondent were appreciated without being encroached. In cases of non responses, the researcher built rapport with respondents to ensure that non-response was minimized. Given that the researcher is an employee of MODVA in which the study was conducted; one research assistant was employed to collect data in order to mitigate researcher bias. 

CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTERPRETATION OF THE STUDY FINDINGS

4.1 Introduction.

This chapter presents findings of the study which was conducted about the effect of Human Resource Information System (HRIS) on quality of service delivery in the Ministry of Defence and Veteran Affairs. The findings were presented according to the objectives of the study. In the first section, the social background of the respondents was given, in the second section, the empirical analysis of the study findings was analyzed (that is; findings on recruitment system, payroll access system and pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs) and the last section handled the testing of hypothesis that were set for this study. Table 4 below, shows the response rate in the study.

4.2 Response Rate.

Table 4: Showing the response rate

	Respondents 
	Sample size
	Frequency
	Percentage

	Top management
	5
	4
	80%

	IT officials 
	6
	6
	100%

	HR managers 
	3
	3
	100%

	MODVAJunior/operational staff 
	40
	39
	39.5%

	Total
	54
	52
	96.3%


Table 4 above indicated that out of the 54 respondents that were set for the study for investigation, 52 were able to respond to the study. The remaining 2 of the respondents could not be reached because some of them were out of the country, others couldn’t attend to the researcher in the specified time and some of them had been transferred to work to undertake certain projects away from specified areas. However, according to Amin (2005), 70% of the respondents are enough to represent to the sample size set for the study; therefore this means that 96.3% was enough for this study. 

4.3 Background Information of respondents.

This theme handles the background of the respondents, that were used in the study. This involved the use of variables such as; age, level of education and the period respondents had worked with Ministry of Defence and Veteran Affairs. 

4.3.1 Gender of the Respondents.

The researcher recorded the gender of respondents and below is the results that were recorded as shown in figure 1.

Figure 2: Gender of the respondents
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From figure 1, it is indicated that the study was conducted mainly from the male respondents who constituted 64%. Females on the other hand, were represented by 36% of the respondents.  On the other hand, from the interviews conducted, the male respondents took the highest toll, they constituted 70% of the respondents and female took the smaller portion of 30%. This directly indicated that, despite the fact that males took the highest percentage, but the study managed to cover all genders which makes the study gender sensitive. 

4.3.2 Age of the Respondents.

To establish the age of the respondents, respondents were asked to state their ages and below are the results that were recorded in figure 2.

Figure 3: Showing age of the respondents 
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From figure 2, it was found out that most of the respondents had 40-49years and these took the highest toll of 46.2%. Those who were in the category of 30-39 constituted 28.2%, 20-29years were represented by 10.3% and the last category of 50&above was represented 15.4%. Therefore the above statistics tell us that the study was conducted mostly with people who were 30years and above, these categories of years were associated to have enough experience of what exactly happens as far as the study was concerned.  

4.3.3 Level of Education of the Respondents.

Respondents were also asked to state their level of education and according to the study most of them had a bachelor’s degree as shown below in figure 3. 

Figure 4: Showing the level of education of the respondents 
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From figure 3 it was indicated that most of the respondents had attained a post-graduate diploma and these constituted 38.5%. Those who had attained bachelor’s degree came second with 35.9% of the respondents. 23.1% of the respondents had a Master’s degree and those who had attained a Doctorate were represented by 2.6%. On the other hand, from the interviews conducted, most of the respondents had a master’s degree and these constituted 70% of the respondents, the remaining portion of 30% had a post-graduate diploma. Basing on the above findings, most of the respondents had a bachelor’s degree and above, this means that the findings of the study were based on the people who had enough cognitive capacity to tell what was required for the study. 

4.3.4 Time Spent working with Ministry of Defence and Veteran Affairs
Respondents were also asked to state the time they had spent while working with Ministry of Defence and Veteran Affairs and their responses are what figure 4 indicates below. 

 Figure 5: Showing the Time spent working with Ministry of Defence and Veteran Affairs
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Figure 4 above indicates that most of the respondents had worked in the service for over 10years and these took 43.6%, 41% had spent in service for 6-10years. Those who had spent 1-5years were represented by 15.4%. On the other hand, among the interviewees, it was reported that most of the respondents constituted 80% who had spent in service for over 5years, those who had spent 3-4years constituted 20%. This therefore, means that the study was based on the people who had enough experience as far as HRIS on quality of service delivery was concerned because most of them had spent served beyond 2years in Ministry of Defence and Veteran Affairs.   
4.4 Descriptive Analysis

In this section, the research findings were presented as per the objectives adopted in the study, these findings were thus obtained on recruitment system, payroll access system and pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs. In this case therefore, to understand whether there was adherence to human resource information system and quality of service delivery in Ministry of Defence and Veteran Affairs, respondents were introduced to different pre-conceived statements as per each variable to listen to their views and below are the findings that were identified on each dimension. 

4.4.1 Findings on.quality of service delivery in Ministry of Defence and Veteran Affairs
To understand whether service delivery in MODVA had the required quality, the respondents were introduced different items to have their say.  Their responses were computed by making an aggregate of responses given by respondents to the 11-items and 5point Likert scale (1=Strongly Disagree, 2=Disagree, 3=Not sure, 4=Agree and 5=Strongly Agree), which sought to measure service quality  in MODVA and the findings were categorized according to their percentages and means and standard deviation as follows:

Table 5: Descriptive Statistics on quality of service delivery in Ministry of Defence and Veteran Affairs  
	Items 
	1
	2
	3
	4
	5
	Mean
	SD

	My salary/pension is paid in time
	47.3%
	50%
	2.6%
	0%
	0%
	2.43
	1.992

	Complaints of deletions from the payroll are still evident
	42.2%
	50%
	7.8%
	00%
	1.08%
	1.41
	1.113

	Our complaints addressed in time
	3.9%
	39.4%
	44.7%
	9.4%
	7.8%
	2.39
	1.082

	I receive my salary as planned
	2.6%
	3.9%
	59%
	7.8%
	26.3%
	3.21
	1.127

	Our pensions are now accessible
	3.9%
	2.6%
	6.5%
	53.9%
	34.2%
	4.11
	0.749

	There is still delayed payment of pensions/salaries
	5.2%
	5.2%
	11.8%
	42%
	35.5%
	3.56
	0.930

	There is still a lot of arrears in this ministry
	1.3%
	1.3%
	3.9%
	61.8%
	31.5%
	4.25
	0.745

	Non-payment of new applicants is reported
	0%
	0%
	0%
	36.8%
	63.1%
	4.47
	0.843

	I am satisfied with the new arrangement
	1.3%
	2.6%
	9.2%
	43.4%
	44.7%
	4.63
	0.970

	Many people have been reinstated on the payroll
	7.8%
	14.4%
	9.2%
	28.9%
	36.8%
	4.68
	0.909

	The payroll still has ghost pensioners
	3.9%
	5.2%
	0%
	40.7%
	50%
	4.78
	0.834


The study findings in Table 5 above indicate that out of the 11-items that were introduced to respondents to understand the quality of service delivery at Ministry of Defence and Veteran Affairs, it was found that 4-item was strongly agreed by most of the respondents and this had the highest mean, 3-items were agreed on by most of the respondents and these had higher means, 2-items were not decided and 2-items were disagreed with and these had lower means.  

The items which were strongly agreed and agreed by most of the respondents included: The payroll still has ghost pensioners (4.78); many people have been reinstated on the payroll (4.68); I am satisfied with the new arrangement (4.63); Non-payment of new applicants is reported (4.47); There is still delayed payment of pensions/salaries (4.18); Our pensions are now accessible (4.11). The above responses suggest that quality of service delivery in Ministry of Defence and Veteran Affairs is to high extent still poor. This is reflected in the fact that there are still ghost staffs, some retired staffs have not received their pension as it must be, there are still issues of non-payment of applicants and so on. However, the few successes that implied improvement in quality included; responses on satisfaction of some respondents with the new system to have partly improved on service delivery, accessibility to pension and a big number of people who have been reinstated on the payroll system who had been deleted.   
On the side of respondents who seemed supportive included: I receive my salary as planned (3.21); our complaints addressed in time (2.39); Complaints of deletions from the payroll are still evident (1.41); and my salary/pension is paid in time (1.33). These mean that salaries are at least received in time and addressing complaints of staffs on deletion and timely payments are done. All these majorly point a figure on improving quality of service delivery in Ministry of Defence and Veteran Affairs despite the fact that the Human Resource Information System is in place. 

From the interviews conducted, they revealed a similar stand like those who attended to questionnaires. Most of them indicated that quality of service delivery has been improving since the introduction of Human Resource Information System. For instance, a big number of key informants indicated that Human Resource Information System had improved on the timely payment of salaries and pensions. One of the key informants among top management was quoted saying: 

“The fact is that many of the pensioners are happy and really satisfied with the new arrangement because this has reduced on the time it takes to receive their pension compared to how the centralized system worked…however, as you know, this is still a new arrangement which has just been launched that is why may still have some inconsistencies here and there but I am very convinced that it will work better than the previous system…” (Key Informant 2, Top management Official)
On the issue of ghost staffs you have asked…I think these are very much solved though we may still have a few…but as far as I know, we have fought ghost workers because they used to delay payment and government was losing a lot of money in these…but since this year began, we have been cleaning our lists and reregistering staffs in many parts of Uganda.” One of the key informants added. (Key Informant 4, HR management official)
The above responses implied that service delivery in MODVA is improving since the a big number of people are getting satisfied with this new arrangement of Human Resource Information System and the HRIS has been able to partly deal with ghost payment and late payment. However, some of the key informants seemed to tally with the respondents in the questionnaire who seemed to point a figure in the poor quality of service delivery that is still embedded with HRIS in Ministry of Defence and Veteran Affairs and line ministries and one of the key informant from HR management was quoted saying, 

 “As any new process, what you have to know is that the decentralization of Pension and Gratuity is still a new thing and this means that it has to face fresh challenges before it becomes efficient that is why you will hear issues to do with corruption, increased complaints of pensioners who are deleted from the list and their names taken to ministries they never belonged…you will hear issues to do with outstanding arrears…record management, for your information we know about all these challenges and we are doing everything we can to overcome…otherwise such challenges should not tell you that HRIS is not a proper system…every year we register progress.”  (Key Informant 7, HR management official)
The above quotation suggests that the quality of service delivery in MODVA is still threatened by a number of factors including; increasing arrears, increased complaints from different stakeholders that are not addressed and poor record management. This position was supported by the documents reviewed. For instance, according to Ministry of Public Service Annual Report (2015), it indicates that ghost staffs are still prevalent on payroll system, the deletion of some staffs is still highly reported and more complaints are registered on delayed payments of some staff despite the existence of HRIS.

4.4.2 Findings on recruitment system and quality of service delivery in Ministry of Defence and Veteran Affairs 
To understand whether Ministry of Defence and Veteran Affairs adhered to the process of recruitment as prescribed by the IPPS system, respondents were introduced to different items to have their say.  Their responses were computed by making an aggregate of responses given by respondents to the 10-items and 5point Likert scale (1=Strongly Disagree, 2=Disagree, 3=Not sure, 4=Agree and 5=Strongly Agree), which sought to understand the extent by which recruitment is adhered too in MODVA which were categorized according to their percentages and means as follows:

Table 6: Descriptive Statistics on recruitment system in Ministry of Defence and Veteran Affairs.
	Items 
	1
	2
	3
	4
	5
	Mean
	SD

	The system selects the best candidates for the job
	4.5%
	6%
	24%
	34.5%
	30%
	2.50
	1.728

	The system shortlists the most required employees
	4.5%
	27%
	33%
	30%
	4.5%
	2.75
	1.800

	We are able to receive all kind of applications from a number of staff all over the country
	3%
	3%
	22.5%
	40.5%
	30%
	3.22
	1.023

	The system automatically shortlists employees according to the weight of their curriculum vitas 
	9%
	36%
	33%
	16.5%
	4.5%
	3.50
	0.922

	The system has reduced on the time of screening best candidates 
	1.5%
	7.5%
	15%
	28.5%
	46.5%
	3.65
	0.911

	Staff recruited in our ministry match to their work requirement  
	0%
	10.5%
	25.5%
	36%
	27%
	4.00
	0.526

	The process of advertising is now easy with HRIS
	1.5%
	22.5%
	27%
	24%
	24%
	4.07
	0.575

	All staff here are competent for their job tasks
	1.5%
	15%
	18%
	42%
	22.5%
	4.10
	0.750

	The system clearly displays the job requirements to potential applicants 
	9%
	6%
	10.5%
	45%
	28.5%
	4.25
	0.603

	The adverts can be accessed by every potential applicant  
	9%
	6%
	10.5%
	18.5%
	55%
	4.55
	0.427


The results in table 6 above revealed that the means for most of the items were above 3.5. It was found out that out of the 10-items that were introduced to respondents, 6-items were indicated with a data mean above 3.5 and 5-items had data means below 3.5. Based on the scale of 1-strongly disagree to 5-strongly agree, any data mean of above 3.5 indicates existence of the variables understudy. This thus, statistically means that Ministry of Defence and Veteran Affairs adhered to the process of recruiting staffs as expressed by the IPPS. Among the items that had means above 3.5 included; The adverts can be accessed by every potential applicant (4.55); The system clearly displays the job requirements to potential applicants (4.25); All staff here are competent for their job tasks (4.10); The process of advertising is now easy with HRIS (4.07); Staff recruited in our ministry match to their work requirement (4.00); The system has reduced on the time of screening best candidates (3.65); The system automatically shortlists employees according to the weight of their curriculum vitas (3.50). All these imply that IPPS recruitment system has reduced on the time taken to recruit staffs, role matching of employees has also be achieved because of this system, a big pool of staffs can now be accessed and job descriptions are well displayed before applications are submitted. These suggests that recruitment system has been highly improved which is presumed to have improved on quality of service delivery.  

However, on the other hand, some of the respondents indicated that Ministry of Defence and Veteran Affairs to some extent did not fully integrated recruitment system which might have an effect on the quality of service delivery in MODVA. For instance, some of the items that confirm such a claim included; We are able to receive all kind of applications from a number of staff all over the country (3.22); The system shortlists the most required employees (2.75); The system shortlists the most required employees (2.50). These imply that despite the fact that the IPPS is in place, not all potential employees across the country are beneficiary, there is still a failure in recruiting most required employees. These are inconsistencies in the IPPS that may be affecting the quality of service delivery. 

The views from the key informants continually supported the above position, where most of the interviewees admitted that HRIS has been very much improved on recruitment of staffs in Ministry of Defence and Veteran Affairs. Most of the key informants reported that it is now easy to screen staffs and best candidates selected by use of HRIS. Secondly, they reported that HRIS has helped Ministry of Defence and Veteran Affairs to receive applications from all kind of staffs in the whole country which was difficult before the integration of HRIS. Further, some of the key informants ascertained that HRIS has improved on the quality of staffs recruited since the best can easily be shortlisted. It was quoted from one of the key informants from top management saying:  

“The integration of HRIS has made it easy to recruit staffs we want because the specifications are well spelt out and those who have specifications are not entitled to apply and this has made the process very easy quick and timely as possible than it was before. I think we have a lot of reasons to celebrate the inauguration of HRIS in this ministry…”(Key Informant 1, Top management Official)
From the quotation above, it is confirmed that HRIS has improved on the process of recruiting staffs in Ministry of Defence and Veteran Affairs which is presumed to improve the quality of service delivery. This findings correlates with the documents reviewed. For instance, BMAU Briefing Paper (2016) indicated that since the HRIS was integrated in public service, it has become easy to have best candidates selected and recruited jobs because they are accessible. Further, this paper indicated that the missing gaps in human resource management have been easily attended too due to existence of HRIS. 

4.4.2.1 Correlation results for recruitment system and quality of service delivery in Ministry of Defence and Veteran Affairs.

The first hypothesis stated, “Recruitment system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs.” Spearman correlation coefficient (r) was used to test the hypothesis. Table 7 presents the test results.

Table 7: Correlation results
	
	
	
	Recruitment system
	Quality of Service delivery

	Spearman's rho
	Recruitment system  
	Correlation Coefficient
	1.000
	0.508**

	
	
	Sig. (2-tailed)
	0.000
	0.043

	
	
	N
	39
	39

	
	Quality of Service delivery  


	Correlation Coefficient
	0.508**
	1.000

	
	
	Sig. (2-tailed)
	0.043
	0.000

	
	
	N
	39
	39

	**. Correlation is significant at the 0.05 level (2-tailed).
	


Findings show that there was a significant positive correlation (
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 = .503) between recruitment system and the quality of service delivery in Ministry of Defence and Veteran Affairs. This findings was subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .043) is less than the recommended critical significance at 0.05. Thus, the relationship was significant. Thus, the relationship was significant. Because of this, the hypothesis “Recruitment system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs” was accepted. 

Thus, the implication of the findings was that HRIS recruitment system has had a significant effect on quality of service delivery in Ministry of Defence and Veteran Affairs. The positive effect implies that a change in HRIS recruitment system relates to a significant change in the quality of service delivery in Ministry of Defence and Veteran Affairs. The positive nature of the correlation implied that HRIS recruitment system must be adhered to if the quality of service delivery is to be enhanced in Ministry of Defence and Veteran Affairs.

4.4.2.2 Regression for recruitment system and quality of service delivery in Ministry of Defence and Veteran Affairs.
A further analysis was conducted using a regression to determine the extent to which recruitment system predicted quality of service delivery in Ministry of Defence and Veteran Affairs. Findings are presented in Table 8, accompanied by analysis and interpretation.
Table 8: Model summary 

	Regression Statistics

	Multiple R
	0.508

	R Square
	0.258

	Adjusted R Square
	0.230

	Standard Error
	0.034


Findings in Table 8 show a strong linear relationship (Multiple R = .508) between recruitment system and quality of service delivery in Ministry of Defence and Veteran Affairs. The adjusted R Square shows that recruitment system account for 23% change in the quality of service delivery in Ministry of Defence and Veteran Affairs. Interview findings supported the findings obtained from questionnaires. This was synonymous with what the key informants indicated. This can interpreted to mean that recruitment system to high extent has improved on the quality of service delivery in MODVA. 

4.4.3 Findings on payroll access system and quality of service delivery in Ministry of Defence and Veteran Affairs in Uganda
To understand whether HRIS allows access to the payroll system in MODVA, respondents were introduced to different items to have their say.  Their responses were computed by making an aggregate of responses given by respondents to the 9-items and 5point Likert scale (1=Strongly Disagree, 2=Disagree, 3=Not sure, 4=Agree and 5=Strongly Agree), which sought to establish the extent of payroll access which were categorized according to their percentages and means as follows:

Table 9: Descriptive Statistics on payroll access system in Ministry of Defence and Veteran Affairs.
	Items 
	1
	2
	3
	4
	5
	Mean

	The system displays clearly employees left
	24%
	34.5%
	24%
	10.5%
	4.5%
	2.39

	Jobs canceled are clearly indicated on the system 
	25.5%
	24%
	33%
	16.5%
	0%
	3.25

	All data required on jobs are availed on the system
	25.5%
	10.5%
	39%
	13.5%
	10.5%
	3.25

	The system updates employees regularly  
	3%
	25.5%
	30%
	19.5%
	21%
	4.00

	The list of payroll is updated regularly   
	4.5%
	15%
	28.5%
	31.5%
	19.5%
	4.12

	All data concerning employees is well stored in the system
	6%
	16.5%
	21%
	24%
	31.5%
	4.25

	The system provides salary reports of those paid and not paid 
	3%
	9%
	24%
	28.5%
	34.5%
	4.55

	New jobs created in ministries are screened on the system
	0%
	0%
	0%
	45%
	55%
	4.58


The results in table 9 above revealed that the means for most of the items were above 3.5. It was found out that out of the 8-items that were introduced to respondents, 5-items were indicated with a data mean above 3.5 and 4-items had data means below 3.5. Based on the scale of 1-strongly disagree to 5-strongly agree, any data mean of above 3.5 indicates existence of the variables understudy. This thus, statistically means that HRIS has enabled on the payroll access in Ministry of Defence and Veteran Affairs which is important in meeting the quality of service delivery. Among the items that had means above 3.5 included; New jobs created in ministries are screened on the system (4.58); The system provides salary reports of those paid and not paid (4.55); All data concerning employees is well stored in the system (4.25); The list of payroll is updated regularly (4.12); The system updates employees regularly  (4.00). This implied that IPPS has enabled on improvement in payroll access in MODVA to high extent. This is because it was discovered that issues of losing salaries has reduced, costs that were involved in the process of seeking salaries have been reduced and misappropriating staff salaries has also reduced under this new arrangement however, cases of ghost staffs in schools is still reported. 

On the other hand, IPPS is still registered with some encumbrances as far as payroll access in Ministry of Defence and Veteran Affairs is concerned. All data required on jobs are availed on the system (3.25); Jobs canceled are clearly indicated on the system (3.25); The system displays clearly employees left (2.39). This implied that despite the fact that IPPS is in place, the distribution of sallies among staffs is still doubted to be even; issues of receiving salaries late is still reported and errors are still impending the system of IPPS in Ministry of Defence and Veteran Affairs.

The findings from the interviewees seemed to contrary to what most of the respondents in the questionnaire had indicated. The interviewees agreed with the view that HRIS had contributed to improvement in the payroll access in Ministry of Defence and Veteran Affairs. This indicated that this is reflected in the reduced complaints in accessing salaries by staffs in schools and the reducing number of ghost staffs in the schools and in the whole ministry. Late payments have also reduced in the Ministry. This new arrangement has reduced on the costs that were used to be incurred when demanding our salaries. One of the IT officials was quoted saying: 

 “IPPS has enhanced on payroll access by our staffs all over Uganda….this system has improved the whole procedure of accessing salaries and it has eased the process…before, staffs used to get stranded on ATMs and keep bouncing but they can now get to know when sitted in offices...the payment system has really improved and I believe it is still improving this whole process.…..”(Key Informant 8, IT official)
He added, 

“…for purpose of improving quality of service delivery in Ministry of Defence and Veteran Affairs, IPPS makes sure that all people we pay salaries are in existence and it is easy to confirm than how it was before…”(Key Informant 3, HR management official)
The above quotations mean that the introduction of HRIS has been instrumental in improving payroll access on the side of staffs and management. This can have a significant effect on the quality of service delivery. This is in line with what MODVA Annual Report (2015) indicates that complaints about salary delay, loss or ghost staffs have reduced in most part of Uganda because inauguration of the system. This is further supported by BMAU Briefing Paper (2016). This also confirms that HRIS has been good in keeping records that are good in making follow up automatically. 

4.4.3.1 Correlation results on payroll access system and quality of service delivery in Ministry of Defence and Veteran Affairs in Uganda
To test if payroll access system affects the quality of service delivery in Ministry of Defence and Veteran Affairs, a spearman rho correlation coefficient was done by the study and the results are shown in Table 10 below. To verify this hypothesis, a null hypothesis was derived that "Payroll access system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs”

Table 10: Correlation results. 
	
	
	
	Payroll access system
	Quality of Service delivery

	Spearman's rho
	Payroll access system 


	Correlation Coefficient
	1.000
	0.528**

	
	
	Sig. (2-tailed)
	.
	0.038

	
	
	N
	39
	39

	
	Quality of Service delivery 
	Correlation Coefficient
	0.528**
	1.000

	
	
	Sig. (2-tailed)
	0.038
	0.000

	
	
	N
	39
	39

	**. Correlation is significant at the 0.05 level (2-tailed).
	


Findings show that there was a significant positive correlation (
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 = .528) between payroll access system and the quality of service delivery in Ministry of Defence and Veteran Affairs. These findings were subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .038) is less than the recommended critical significance at 0.05. Thus, the relationship was significant. Because of this, the hypothesis "Payroll access system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs” was accepted. 
The implication of these findings is that payroll access system as used in Ministry of Defence and Veteran Affairs had significantly improved on quality of service delivery. The significant relationship implied that a change in payroll access system contributed to a significant change in the quality of service delivery in Ministry of Defence and Veteran Affairs. The positive nature of the influence implied that the change in payroll access system was in the opposite direction with quality of service delivery in Ministry of Defence and Veteran Affairs whereby addressing payroll access system can contribute to improvement in the quality of service delivery and vice versa.

4.4.3.2 Regression results for payroll access system and quality of service delivery in Ministry of Defence and Veteran Affairs in Uganda 
Further analysis was conducted using a regression to determine the extent to which payroll access predicted on the quality of service delivery in Ministry of Defence and Veteran Affairs. Findings are presented in Table 11, accompanied with an analysis and interpretation.

Table 11: Model Summary.

	Regression Statistics

	Multiple R
	0.528

	R Square
	0.279

	Adjusted R Square
	0.264

	Standard Error
	0.0754


Findings in Table 11 shows a strong linear relationship (Multiple R = .528) between payroll access and the quality of service delivery in Ministry of Defence and Veteran Affairs. Going by the adjusted R Square, it is shown that payroll access system account for 26.4% change in service delivery in Ministry of Defence and Veteran Affairs. These findings were subjected to an ANOVA test, which showed that the significance (Sig F = .000) of the Fishers ratio (F = 224.567) was greater than the critical significance at .05. Hence, the findings were accepted. This was synonymous with what the key informants indicated. This can interpreted to mean that payroll access system to high extent has improved on the quality of service delivery in MODVA. 

4.4.4 Findings on pension management system and quality of service delivery in Ministry of Defence and Veteran Affairs
To investigate the extent to which HRIS has improved on pension management in Ministry of Defence and Veteran Affairs, respondents were introduced to different items to have their say.  Their responses were computed by making an aggregate of responses given by respondents to the 7-items and 5point Likert scale (1=Strongly Disagree, 2=Disagree, 3=Not sure, 4=Agree and 5=Strongly Agree), which sought to establish the extent to which HRIS has improved on pension management in Ministry of Defence and Veteran Affairs which were categorized according to their percentages and means as follows:
Table 12: Descriptive Statistics on pension management system in Ministry of Defence and Veteran Affairs
	Items 
	1
	2
	3
	4
	5
	Mean
	SD

	The system has no ghost pensioners
	0%
	4.5%
	30%
	31.5%
	18%
	3.62
	0.992

	All pensioners paid and not paid are showed by the system 
	6%
	9%
	19%
	48%
	27%
	3.75
	0.913

	Pay slips are printed, distributed, signed off by all its pensioners and copies filed on the personal files as evidence of receipt of pension 
	0%
	18%
	9%
	46.5%
	25.5%
	4.00
	0.882

	All payroll/pension transactions are indicated on the system
	6%
	7.5%
	16.5%
	40.5%
	28.5%
	4.12
	0.727

	The system automatically monitors whether pensioners are paid annually
	7.5%
	22.5%
	21%
	28.5%
	19.5%
	4.13
	0.749

	The system automatically shortlists all pensioners in the payroll system list   
	10.5%
	7.5%
	5.5%
	32.5%
	43%
	4.66
	0.930


The results in table 12 above revealed that all items were agreed on by the respondents. Based on the scale of 1-strongly disagree to 5-strongly agree, any data mean of below 3.5 indicates existence of the variables understudy and any data mean above 3.5 indicates the existence of the variable understudy. This thus, statistically means that pension management in Ministry of Defence and Veteran Affairs has been improving and this is attributed to HRIS. Among the items that had means above 3.5 included; The system automatically shortlists all pensioners in the payroll system list (4.66); The system automatically monitors whether pensioners are paid annually (4.13); All payroll/pension transactions are indicated on the system (4.12); Pay slips are printed, distributed, signed off by all its pensioners and copies filed on the personal files as evidence of receipt of pension (4.00); All pensioners paid and not paid are showed by the system (3.75); and The system has no ghost pensioners (3.62). This implies that Ministry of Defence and Veteran Affairs has had improvement in pension management due to HRIS system. This is reflected in the capacity of the ministry to knows and posses shortlists of all its pensioners in its payroll system, continued cleaning up of the payroll, paying of all pensioners, decentralizing of payment of pensions and gratuity in the Ministry; dedicating the Office of the Accounting Officer with clear responsibility for all payroll and salary/pension transactions and dealing with most of pension arrears in the ministry. 

The above position was congruent with what most of the key informants indicated in an interview. For instance, the biggest portion of the key informants indicated that the Ministry of Defence and Veteran Affairs has been improving its pension management systems and the whole system is cleaned up and many pensioners have been paid. Ghost pensioners are non-existent and accounting officers at the Ministry have been given full responsibility of paying pensioners. All pensioners have been shortlisted in the Ministry and they are paid their pensions every month. One of the IT officials in the Ministry of Defence and Veteran Affairs in an interview said, 

“I think HRIS has made it easy to clearly have list of pensioners…we can now easily clean the system and pay up those who are mandated to be paid…last year, we wanted over 27billions Uganda Shillings to pay arrears for a number of pensioners…currently this has reduced to only 12billions we need…the issue was not lack of money to pay these pensioners…the issue was to know the exact people we had to pay because the system had had been mixed up with a number of ghost pensioners…now we are paying the people we know and this is because our pension management system has been cleaned and can easily be followed up...”(Key Informant 7, IT official)
He added

“One of the things I know that had caused a lot of problem to service delivery in the ministry was increasing complains from pensioners who did not even exist…we lost good amount of money under the previous system of paying. This system has shifted this and I see significant difference especially in timely payments and reducing on arrears we had…” (Key Informant 5, Top management Official)
This position implies that HRIS has improved on pension management in Ministry of Defence and Veteran Affairs. This appeared to have been reflected in reduced arrears, timely payment and reduced number of ghost pensioners and staffs.  

4.4.4.1 Correlation results for pension management system and quality of service delivery in Ministry of Defence and Veteran Affairs
To test if there was a relationship between pension management systems and quality of service delivery in Ministry of Defence and Veteran Affairs, a spearman rho correlation coefficient was done by the study and the results are shown in Table 13 below. To verify this hypothesis, a null hypothesis was derived that; "Pension management system has positive effect on quality of service delivery in Ministry of Defence and Veteran Affairs”

Table 13: Correlation Results 

	
	
	
	Pension  management systems
	Quality of Service delivery

	Spearman's rho
	Pension  management systems 
	Correlation Coefficient
	1.000
	0.633**

	
	
	Sig. (2-tailed)
	0.000
	0.016

	
	
	N
	39
	39

	
	Quality of Service delivery 
	Correlation Coefficient
	.633**
	1.000

	
	
	Sig. (2-tailed)
	.016
	0.000

	
	
	N
	39
	39

	**. Correlation is significant at the 0.05 level (2-Tailed).


Findings show that there was a positive correlation (
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= .633) between pension management systems and quality of service delivery in Ministry of Defence and Veteran Affairs. These findings were subjected to a test of significance (p) and it is shown that the significance of the correlation (p = .016) is less than the recommended critical significance at 0.05. Thus, the relationship was not significant. Because of this, the hypothesis "Pension management system has positive effect on quality of service delivery in Ministry of Defence and Veteran Affairs” was accepted. 

The implication of these findings is that pension management has significant contribution to improved quality of service delivery in Ministry of Defence and Veteran Affairs. The positive effect implied that a change in pension management contributed to a positive change in quality of service delivery in Ministry of Defence and Veteran Affairs. The negative nature of the influence implied that the change in pension management was in the opposite direction whereby improvement in quality of service delivery in Ministry of Defence and Veteran Affairs called for improvement in pension management and vice versa.

4.4.4.2 Regression results for pension management system and quality of service delivery in Ministry of Defence and Veteran Affairs
Further analysis was conducted using a regression to determine the extent to which pension management system predicted the quality of service delivery in Ministry of Defence and Veteran Affairs. Findings are presented in Table 14, accompanied with an analysis and interpretation.

Table 14: Model Summary

	 Regression Statistics

	Multiple R
	0.633

	R Square
	0.400

	Adjusted R Square
	0.381

	Standard Error
	0.0592


 Source: Primary data

Findings in Table 14 show a linear relationship (Multiple R = .633) between pension management system and quality of service delivery in Ministry of Defence and Veteran Affairs. Going by the adjusted R Square, it is shown that pension management account for 38.1% change in quality of service delivery in Ministry of Defence and Veteran Affairs. These findings were subjected to an ANOVA test, which showed that the significance (Sig F = .000) of the Fishers ratio (F = 242.200) was greater than the critical significance at .05. Hence, the findings were accepted. This was synonymous with what the key informants indicated. This can interpreted to mean that pension management system to high extent has improved on the quality of service delivery in MODVA. 

4.5 Overall Prediction Model

Regression analysis was carried out to examine the extent to which facet variables (recruitment system, payroll access system and pension management) predict quality of service delivery.

Table 15: Prediction Model for Factor Components
	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.106
	0.682
	
	1.623
	0.114

	
	Recruitment system
	0.444
	0.054
	0.500
	5.693
	0.000

	
	Payroll access system
	0.472
	0.255
	0.507
	2.638
	0.010

	
	Pension management
	0.569
	0.086
	0.515
	3.263
	0.002

	Dependent Variable: Quality of service delivery 

	R = 0.800a

	R Square = 0.717

	Adjusted R Square = 0.700

	Sig = 0.000


Source: Primary Data 

According to table 15, recruitment system, payroll access system and pension management predict 70% of service delivery (Adjusted R Square = .700). The regression model was significant and thus reliable for making conclusions and recommendations (Sig. <.05). The most significant predictors of quality of service delivery in Ministry of Defence and Veteran Affairs were pension management (Beta= .515), payroll access system (Beta=.315) and recruitment system (Beta= .515). The results revealed that most determining factor was pension management. Therefore, much emphasis needs to be vested in improving recruitment system, payroll access system, if the quality of service delivery is to be achieved further. This can be interpreted to mean that much effort needs to be put improving the recruitment system since it seemed much more lacking compared to other systems on HRIS. 

CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSION AND RECOMMENDATIONS

5.1 Introduction

This chapter presents the summaries of the findings, discussions of objectives set for the study, conclusions derived from the findings, and the recommendations that will help in improving the quality of service delivery in Ministry of Defence and Veteran Affairs based on the findings of the study. The limitations of the study, contributions of the study and areas of further study were also suggested.

5.2 Summary 

5.2.1 The effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs
The hypothesis that recruitment system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs was tested and accepted. This was because of the favorable results from Pearson correlations which indicated that the Pearson Correlation Coefficient value was 0.508, in respect to the hypothesis and statistically significant at 0.043 which was less than 0.05 (level of significance). This implied that, there was a statistically significant relationship among the means.

5.2.2 The effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs
The hypothesis that payroll access system has positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs was tested and accepted. This was because of the favorable results from Pearson correlations which indicated that the Pearson Correlation Coefficient value was 0.528, in respect to the hypothesis and statistically significant at .038 which was less than 0.05 (level of significance). This implied that, there was a statistically significant relationship among the means.

5.2.3 The effect of pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs
Lastly, the hypothesis that there is a positive effect of pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs was tested and rejected. This was because of the favorable results from Pearson correlations which indicated that the Pearson Correlation Coefficient value was 0.633, in respect to the hypothesis and statistically insignificant at .016 which was greater than 0.05 (level of significance). This implied that, there was statistically significant relationship among the means.

5.3 Discussion of the Study Findings

The discussion of the study findings was made as per the study objectives below: 

5.3.1 The effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs 
On this objective, it was established that there was a positive effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs. The above position was supported by the key informants who consistently agreed that recruitment systems had had a positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs. Okoduwa (2007) supports the above finding that there IPPS eases the process of recruiting staffs in an organization and this is where the quality of service delivery comes from. He adds that integrated Payroll and Human Resources Management system which fully meets the requirements and responsibilities of Payroll and Personnel Departments in public organizations and private enterprises. Lack of management information of recruitment costs and human resource planning are disadvantages. The company utilizes a basic system to keep track of employee details, contact numbers, holiday and sickness, pension and other benefits, but this does not extend to people planning for the future, hiring requirements, application tracking, and it does not have the capability for tracking or analysis of total hiring costs.

Congruent to study findings, Torrington et al (2008) further argue that there are sound arguments that can be made in favor of a certain amount of staff turnover. Some organizations need to be rejuvenated by the introduction of fresh blood from time to time if they are to avoid becoming stale. This is particularly true at senior levels, where new leadership is often required periodically to drive change forward. Also it is possible to argue that a degree of turnover helps managers to keep firmer control over labor costs then would otherwise be the case; this is particularly true of organizations which are subject to regular and unpredictable changes in business levels. The costs of replacing people who have left range from the cost of placing recruitment adverts, through time spent administering and conducting the selection process, to expenses required in inducting and training new employees. On top of these are less easily measureable losses sustained as a result of poorer performance on the part of less experienced employees.

5.3.2 The effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs
On this objective, it was established that there was a positive effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs. The above position was supported by the key informants who consistently agreed that payroll access system had had a positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs. Hornby (2001) supports the above finding payrolling is an exercise that is done in every establishment that has some employees, which in all intent, are paid by the employers. In this respect, payrolling becomes an exercise that is carried out both in the private and public organizations. Therefore, it may not be out of place if payrolling, with respect to local government system, is defined as the listing of all the people who are employed by the local government council, showing the actual amount to be paid to each worker at the end of every month. In other words, before any person is pay rolled in the local government, he or she must be a bonafide worker of the council.

Lengnick-Hall and Moritz (2003) further supports the above findings while postulating that HRIS will be implemented at three different levels: the publishing of information; the automation of transactions; and, finally, a change in the way human resource management is conducted in the organization by transforming HR into a strategic partner with the line business. In their view, the evolution of HR as promoted by HRIS evolves from information to automation and from automation to transformation. They note that while HRIS has been widely deployed, a transformation of human resource management has occurred in relatively few organizations.

The evolution that Lengnick-Hall and Moritz propose, along with others (e.g., Walker, 2001), revolves around the perspective that HRIS will create informational efficiencies and cost savings such that HR departments can turn their attention to providing better analysis of current data and creative uses of the HRIS to provide better and more accurate data upon which to base strategic decisions. Similarly, Haines and Petit write, “Thus, relieved from many routine paper handling tasks, the human resource professional can hopefully develop a service orientation and participative more fully in strategic decision making” (1939, p. 261). This paper provides some initial answers to the question of whether HRIS has evolved into the higher forms that Lengnick-Hall and Moritz suggest.

5.3.3 The effect of pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs 
On this objective, it was established that there was a positive effect of pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs. The above position was supported by the key informants who consistently agreed that pension management systems had had a positive effect on the quality of service delivery in Ministry of Defence and Veteran Affairs. Mefor (2013) supports the above finding while indicating that 

IPPS has been reported by several authors as among those mechanisms that simplifies pension management. For instance, In the Nigerian public sector, payroll scams occur when agencies report ghost employees and collect salaries and pensions on behalf of them. The Economic and Financial Crimes Commission investigates crimes on payroll scams. This scam is not just done at the federal level, because some states are experiencing same problem of ghost employees on their payroll. Billions of naira are lost monthly to salary fraudsters and there are over 45,000 unaccountable workers on the federal payroll alone, and government is spending over N100bn annually (Mefor, 2013). In Nigeria, the public sector and the banks have a system that certifies that all employees are fully documented. The banks make sure that each government employee has his/her own passports, fingerprints and signature, reference letters, and is given a personal banker that handles matters involving the account. It is thus strange with all these security measures that fraudulent activities still happen (Mefor, 2013).

Contrary to study findings, Hamerman (2005) argued that although newly hired employees will need to work longer or save more to have the level of retirement benefit that employees previously earned, state human resource officials say that wage stagnation and the increased cost of benefits for employees is a more immediate concern.  To address the savings gap, many plan administrators are providing enhanced financial education and sponsoring and promoting supplemental savings opportunities. According to Aswathappa (2005), an IPPS provides a single accurate view of all the activities including recruiting, performance management, training, development, and compensation. This system reduces the workload of the department, while increasing the efficiency of the department by standardizing the process.

5.4 Conclusion 

The study conclusions are deduced from each study hypothesis thus: 

5.4.1 The effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs 
The findings of this study showed that recruitment system significantly and positively affect the quality of service delivery in Ministry of Defence and Veteran Affairs. Centered on the empirical results of this study, it is concluded that Ministry of Defence and Veteran Affairs needs to ensure that HRIS system is given a primary function to recruit staffs since it has been suggested it enables the recruitment of staffs who are competent and does it in time, if the quality of service delivery is to improve.

5.4.2  The effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs 
The findings of this study showed that payroll access system significantly and positively affect the quality of service delivery in Ministry of Defence and Veteran Affairs. Centered on the empirical results of this study, it is concluded that Ministry of Defence and Veteran Affairs needs to ensure that the payroll system needs to be updated continuously to ensure that ghost staffs are completely cleaned off the system. This will enable the ministry to appropriate the exact amount of money required to pay staff and reduce on arrears in the ministry. This will entirely improve the quality of service delivery in the ministry at large.

5.4.3 The effect of Pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs 
The findings of this study showed that pension management system significantly and positively affect the quality of service delivery in Ministry of Defence and Veteran Affairs. Centered on the empirical results of this study, it is concluded that Ministry of Defence and Veteran Affairs needs to ensure that all pensioners are shortlisted and ghost pensioners removed from the system. This will allow pensioners to be paid in time and within the pension scales planned. Pensioner audits will be undertaken to allow rightful pensioners to remain in the system. This will equally improve on the quality of service delivery is to improve.

5.5 Recommendations 
5.5.1 The effect of recruitment system on quality of service delivery in Ministry of Defence and Veteran Affairs 
Basing on the study findings, it is important that the recruitment system is entirely used by Ministry of Defence and Veteran Affairs in making sure staffs are available in schools, competent staffs need to be recruited and very much assed by enlarging a pool of candidate applying or vying for a job. Further the recruitment system needs to comply with the requirement of the HRIS since the end results tend to affect the quality of service delivery. The gaps in the recruitment system will directly affect timely payment, keep ghost staffs on the list and ever increase arrears. 

5.5.2 The Effect of payroll access system on quality of service delivery in Ministry of Defence and Veteran Affairs.
From the study findings, it was established that the payroll access system has a positive effect on the quality of service delivery. Thus, it is important that the payment of staffs is done according to the payroll lists generated; salaries are distributed equally according to competence, qualification and experience or years in service. This will enable to have Ministry of Defence and Veteran Affairs to have timely payment, reduce arrears and generally improve the quality of service delivery.  

5.5.3 The effect of pension management system on quality of service delivery in Ministry of Defence and Veteran Affairs
Basing on the study findings above, it was reached that there is a need to address issues to do with verification. The Ministries in Uganda deserve to have full powers of verifying pensioners since the process of verification seems to delay in Ministry of Public Service and this affects pensioner satisfaction. There is also a need to sanction all Human Resource Officials in ministries who are continually paying ghost pensioners. Under decentralization of pension and gratuity, human resource officers and accounting officers are entitled to know the pensioners they are paying. This is highlighted as the best way to reduce on corruption. For purposes of reducing delays and corruption, Ministries should train very well their auditors, accountants, finance officers and designated staff in the HRIS modules to be able to spearhead the decentralization of pension and gratuity. This is very important in enriching the process of approval; tracking pensioners paid and monitor how the whole process works. 

5.6 Limitation of the Study
The study registered a number of limitations and these majorly included;

i) Some respondents deliberately failed to answer the questionnaire, this gave the researcher hard time but she had to resource and replaced such people with the same people in the target population. 

ii) Secondly, some respondents wrongly filled the questionnaires; this came as a result of time constraints as some of them rushed to answer the question so as to attend to their work. But the researcher managed to recover most of the questionnaires well filled; those which were wrongly filled were ignored. 

iii) Time was one of the study’s major constraints as the researcher couldn’t meet some people as expected since they had travelled abroad, yet the study had a specified duration, the researcher replaced such people with their personal assistants. 

In spite of all these challenges, the researcher did everything she could to undertake it successfully.

5.7 Implication for Policy and Practice
This study enlightened on the fact that there is significant and positive effect of human resource information system on service delivery in public service. In practice, the findings of this study implied that human resource information system positively affect service delivery in public service. Centered on the empirical results of this study, this implied that MODVA has the required recruitment system, payroll access system and pension management services to support its service delivery. However, it was realized that Pride Microfinance lacks adequate adherence to HRIS despite the fact that its service delivery has remained very much convincing.

5.8 Areas recommended for further study
Wholesomely the study tried to meet and achieve the set objectives as shown in the write-up, however, in the process the researcher observed certain areas that require further researcher. 

These included:

i) The study was limited to two variables; HRIS and quality of service delivery. There is therefore a need for further  research studies  to take into consideration of more than one variable that may be affecting quality of service delivery in Ministry of Defence and Veteran Affairs because it may not only be HRIS but also others.

ii) The study was also limited to few dimensions and indicators of HRIS and quality of service delivery in Ministry of Defence and Veteran Affairs; there is need for future research to replicate the findings while employing multidisciplinary measures of HRIS and wider coverage of quality of service delivery in Ministry of Defence and Veteran Affairs because it is likely that service delivery in Ministry of Defence and Veteran Affairs was against such dimensions and indicators. 

iii) This study was limited to Ministry of Defence and Veteran Affairs, not any other ministry in Uganda; hence there is need for further research to be replicated in other government departments and ministries to ascertain the similarity and differences of the findings.
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APPENDICES

APPENDIX I: QUESTIONNAIRE 
INTRODUCTION

Dear Respondent, 

I am Musiime Jonas, a student of Masters of Public Administration (MPA) at Uganda Management Institute (UMI), Kampala, Uganda. I am undertaking a research to generate data and information on “Human Resource Information System and Quality of Service Delivery in Public Service: a Case Study of Ministry of Defence and Veteran Affairs.”  You have been selected to participate in this study because the contribution you make to your organization is central to the kind of information required. The information you provide is solely for academic purposes and will be treated with utmost confidentiality. Kindly spare some of your valuable time to answer these questions by giving your views where necessary or ticking one of the alternatives given. Indeed your name may not be required. Thank you for your time and cooperation.

INSTRUCTION: Please tick          inside chosen box.

SECTION A: BACKGROUND DATA
Please circle the numbers representing the most appropriate responses for you in respect of the following items

Qn 1. Gender
1) Male


2) Female

Qn 2. What is your age group? 

1) 20-29, 
2) 30-39, 
3) 40-49, 
4) Over 50

Qn 3. What is your highest level of education?

1) Post Grad Diploma

2) Bachelor’s degree          3) Masters
4)Doctorate


5) Others (specify) -------------------------------------------------------

Qn 4. How many years have you worked as a civil servant? 

1) Less than one year       
2) 1-5 years        
3) 6-10 years 

 4) Over 10 years

SECTION B: INDEPENDENT VARIABLE: HUMAN RESOURCE INFORMATION SYSTEM 

i) Recruitment System 

In this section please tick in the box that corresponds to your opinion/view according to a scale of 5 = Strongly Agree (SA), 4 = Agree (A), 3 = Not Sure (NS), 2 = Disagree (D), 1 = Strongly Disagree (SD)

	No
	Statement
	5
	4
	3
	2
	1

	1
	The process of advertising is now easy with HRIS 
	
	
	
	
	

	2
	The adverts can be accessed by every potential applicant  
	
	
	
	
	

	3
	We are able to receive all kind of applications from a number of staff all over the country
	
	
	
	
	

	4
	The system automatically shortlists employees according to the weight of their curriculum vitas 
	
	
	
	
	

	5
	The system shortlists the most required employees 
	
	
	
	
	

	6
	The system has reduced on the time of screening best candidates 
	
	
	
	
	

	7
	The system selects the best candidates for the job 
	
	
	
	
	

	8
	Staff recruited in our ministry match to their work requirement  
	
	
	
	
	

	9
	All staff here are competent for their job tasks
	
	
	
	
	

	10
	The system clearly displays the job requirements to potential applicants 
	
	
	
	
	


ii) Payroll access system  

In this section please tick in the box that corresponds to your opinion/view according to a scale of 5 = Strongly Agree (SA), 4 = Agree (A), 3 = Not Sure (NS), 2 = Disagree (D), 1 = Strongly Disagree (SD)

	No
	Statement
	5
	4
	3
	2
	1

	1
	All data required on jobs are availed on the system 
	
	
	
	
	

	2
	New jobs created in ministries are screened on the system 
	
	
	
	
	

	3
	Jobs canceled are clearly indicated on the system 
	
	
	
	
	

	4
	All data concerning employees is well stored in the system 
	
	
	
	
	

	5
	The system updates employees regularly  
	
	
	
	
	

	6
	The list of payroll is updated regularly   
	
	
	
	
	

	7
	The system displays clearly employees left 
	
	
	
	
	

	8
	The system provides salary reports of those paid and not paid 
	
	
	
	
	


iii) Pension Management system 

In this section please tick in the box that corresponds to your opinion/view according to a scale of 5 = Strongly Agree (SA), 4 = Agree (A), 3 = Not Sure (NS), 2 = Disagree (D), 1 = Strongly Disagree (SD)

	No
	Statement
	5
	4
	3
	2
	1

	1
	The system indicates all government pensioners 
	
	
	
	
	

	2
	The system automatically shortlists all pensioners in the payroll system list   
	
	
	
	
	

	3
	All pensioners paid and not paid are showed by the system 
	
	
	
	
	

	4
	All payroll/pension transactions are indicated on the system 
	
	
	
	
	

	5
	Pay slips are printed, distributed, signed off by all its pensioners and copies filed on the personal files as evidence of receipt of pension 
	
	
	
	
	

	6
	The system has no ghost pensioners 
	
	
	
	
	

	7
	The system automatically monitors whether pensioners are paid annually
	
	
	
	
	


SECTION C: DEPENDENT VARIABLE: QUALITY OF SERVICE DELIVERY 

In this section please tick in the box that corresponds to your opinion/view according to a scale of 5= Strongly Agree (SA), 4= Agree (A), 3 = Not Sure (NS), 2 = Disagree (D), 1 = Strongly Disagree (SD)

	No
	Statement
	5
	4
	3
	2
	1

	1
	I receive my salary as planned 
	
	
	
	
	

	2
	I receive my pension ever since I retired from work 
	
	
	
	
	

	3
	Our complaints addressed in time
	
	
	
	
	

	4
	There is still delayed payment of pensions/salaries 
	
	
	
	
	

	5
	Our pensions are now accessible
	
	
	
	
	

	6
	I am satisfied with the new arrangement
	
	
	
	
	

	7
	The payroll still has ghost staff/pensioners
	
	
	
	
	

	8
	There is still a lot of arrears in this ministry
	
	
	
	
	

	9
	My salary/pension is paid in time
	
	
	
	
	

	10
	Complaints of deletions from the payroll are still evident
	
	
	
	
	

	12
	Many people have been reinstated on the payroll
	
	
	
	
	

	13
	Non-payment of new applicants is reported
	
	
	
	
	


END
THANK YOU
APPENDIX II: INTERVIEW SCHEDULE FOR EXECUTIVE AND SENIOR MANAGEMENT
1. Position in the Ministry ………………………………………………………………. 

2. Department /section……………………………………………………………………. 

Recruitment System 

1a) How do you ensure online advertising of applications in the Ministry done?

b) How is short listing done on HRIS?

c) How is selection done using HRIS? 

2a) How has the HRIS reduced on the number of ghost staff involved in the process of recruitment and pension management? 

b) How has the recruitment system improved on the quality of service delivery in Ministry? 

Payroll Access System  

1a) How has the payroll access system improved on obtaining salary reports? 

b) How has the payroll access system improved on obtaining jobs data? 

c) How has the payroll access system improved on obtaining employee data? 

2a) How has the HRIS improved on the payroll access to staff on government payroll?

b) How has the payroll access system improved on the quality of service delivery in Ministry? 

Pension Management System 

1a) How has the pension management system improved on pensioner verification? 

b) How has the pension management system improved on pension access? 

c) How has the pension management system improved on pension audits? 

2a) How has the HRIS improved on the payroll access to staff on government payroll?

b) How has the pension management system improved on the quality of service delivery in Ministry? 

Quality of Service delivery 

1a) Comment on service accessibility in MODVA 

b) Comment on service reliability in MODVA
c) Comment on Service credibility 
2a) Explain how HRIS has improved or not improved on service access, reliability and credibility in MODVA?

APPENDIX III: DOCUMENTS REVIEW CHECKLIST
	Documents  reviewed

	Information to be gathered 

	MODVA IT policy 
	· Recruitment system  

· Payroll system 

· Pension management system 

	MODVA Strategic plans
	· Recruitment system  

·  Payroll system 

· Pension management system 

	MODVA Annual Reports
	· Service quality 

	MODVA Audit Reports and Accounts 
	· Service quality 

	MODVA HR policy 
	· Recruitment system  

·  Payroll system 

· Pension management system

	MODVA Annual work plans and budgets
	· HRIS

· Service quality 

	MODVA specific Activity plans
	· HRIS

· Service quality

	MODVA Asset Registers
	· HRIS

· Service quality

	MODVA staff performance appraisal forms
	· HRIS

· Service quality


APPENDIX IV: TABLE FOR DETERMINING SAMPLE POPULATION SIZE 
DETERMINING SAMPLE SIZE FROM A GIVEN POPULATION BYSMALL SAMPLE TECHNIQUE FOR SELECTION OF SAMPLE
	N
	S
	N
	S
	N
	S

	10
	10
	220
	140
	1200
	291

	15
	14
	230
	144
	1300
	297

	20
	19
	240
	148
	1400
	302

	25
	24
	250
	152
	1500
	306

	30
	28
	260
	155
	1600
	310

	35
	32
	270
	159
	1700
	313

	40
	36
	280
	162
	1800
	317

	45
	40
	290
	165
	1900
	320

	50
	44
	300
	169
	2000
	322

	55
	48
	320
	175
	2200
	327

	60
	52
	340
	181
	2400
	331

	65
	56
	360
	186
	2600
	335

	70
	59
	380
	191
	2800
	338

	75
	63
	400
	196
	3000
	341

	80
	66
	420
	201
	3500
	346

	85
	70
	440
	205
	4000
	351

	90
	73
	460
	210
	4500
	354

	95
	76
	480
	214
	5000
	357

	100
	80
	500
	217
	6000
	361

	110
	86
	550
	226
	7000
	364

	120
	92
	600
	234
	8000
	367

	130
	97
	650
	242
	9000
	368

	140
	103
	700
	248
	10000
	370

	150
	108
	750
	254
	15000
	375

	160
	113
	800
	260
	20000
	377

	170
	118
	850
	265
	30000
	379

	180
	123
	900
	269
	40000
	380

	190
	127
	950
	274
	50000
	381

	200
	132
	1000
	278
	75000
	382

	210
	136
	1100
	285
	1000000
	384


Note.—N is population size.

S is sample size.

Krejcie, Robert V., Morgan, Daryle W.(1970). Determining Sample Size for Research Activities, Educational and Psychological Measurement, 30, 607-610.
APPENDIX V: LETTER OF AUTHORITY FROM UMI – FIELD RESEARCH
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APPENDIX VI:  LETTER OF AUTHORITY FROM UMI – TO THE FIELD
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TO WHOM IT MAY CONCERN

MASTERS IN PUBLIC ADMINISTRATION DEGREE

Mr. Jonas Musiime is a student of Masters in Public Administration of Uganda management institute 7th Intake 2016/2017 Reg. Number 16/MPA/00/KLA/WKD/0015.

The purpose of this letter is to formally request you allow this participant access any information in your custody/ organization, which is relevant to his research.

 His research topic is: “Human Resource Information Systems and Quality of Service Delivery: A study at Ministry of Defense and Veteran Affairs”.

Yours Sincerely,
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APPENDIX VII:  LETTER OF AUTHORITY FROM MODVA
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APPENDIX VIII:   ANTI-PLAGARISM TEST REPORT SUMMARY SHEET

[image: image17.emf]
[image: image18.emf]
[image: image19.emf]






Moderating Variables 


Government policy 


Political Interference  








Quality of Service Delivery 


Accessibility 


Reliability 


Credibility 





Human Resource Information System (HRIS)


Recruitment system 


-Advertising 


-short listing 


-Selection 





Payroll Management system 


-Salary Reports 


-Jobs data  


-Employee data  





Pension management system   


-Verification of pensioners


-Pensioner Access 


-Pension audits 
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