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ABSTRACT

The study investigated the effects of organizational conflict on service delivery in selected Urban Town Councils of Wakiso District using three objectives namely to establish the effects of political conflict on service delivery; to examine how administrative conflicts affect service delivery, and to establish the effect of financial conflict on service delivery. Literature was reviewed about organization conflicts and service delivery using secondary sources. cross sectional survey design was adopted supported by two approaches namely qualitative and quantitative. From the three Town Councils, a population of 81 was identified and a sample of 62 respondents drawn. Data was elicited using interviews, documentary review and questionnaires. The response rate of over 70% was obtained. The study established that political conflicts (-.072*) negatively affected service delivery while administrative (.018**) and financial conflicts (.319**) positively affected service delivery in selected town councils of Wakiso District. The study concluded that political fighting among multiparty systems prolonged debates and caused delays in the delivery of service delivery while mechanisms in place to deter political conflicts were less effective while failure to accomplish assigned responsibilities, laxity in supervision and communication breakdown caused administrative conflicts and service delivery gaps.  Low revenue mobilization, allocation of resources to less priority areas and delays in accounting for funds advanced derailed timely service delivery in selected town councils of Wakiso District. The study recommended that reconciliation committees be established, use more trainings, adherence to the prevailing finance regulations was important while use of vote book by councillors was emphasized. Adoption of electronic technologies for instance E-banking, use mobile money would be welcome within the Town Councils.

CHAPTER ONE

INTRODUCTION

1.1 Introduction

Urban Local Governments were created to ensure infrastructural growth, good sanitation and health, and bring other services like education closer to the people (Pate, 2010). The Urban Councils in Wakiso District are trying their best to deliver services as provided for in the Local Government Act (1997). In Wakiso District Urban Town Councils, services delivered include health facilities support services, water, electricity, sanitation infrastructure, land, housing and many other projects and services (Kalumba, 2010). However, because the complexity of stakeholders and conglomerations of people in Urban Local Governments like those of Wakiso, overtime conflicts develop within and amongst the actors. This study examined the effects of organizational conflicts (IV) onservice delivery (DV) in urban authoritiesin Wakiso District, Uganda. This chapter presents the background of the study, the problem statement, the purpose of the study, objectives of the study, research questions, and conceptual framework. The chapter also presents significance of the study, scope of study and definitions to key concepts and terms.

1.2 Background to the study

The background of the study is presented in four perspectives namely, the historical, theoretical, conceptual and contextual. 

1.2.1 Historical background

During the early 20th Century, service delivery as a process and concept was used to explain 
the dispersion of vital resources citizens relay on like land, water, sanitation, electricity, infrastructure, and shelter (Pato, 2010). Services were looked at as systems formed of scientific applications and organizational networks done to give services that meet the needs of end users (Saunders, 2016). However, some service systems were to perform coercive service activities.
Services were controlled based on set principles and regulations to offer guidance in the make- up, development, operation and withdraw of services with an aim of giving an uninterrupted service to the community (Ssewaya, 2013). Services were offered by government to its citizens   directly via public sector or by Government financing delivery of such services in Europe (Raimo, 2011). 

Although conflict is as old as society itself, organizational conflicts can be traced in the 18th century at the time of the industrial revolution (Ostroff, 2012). Around that time, conflicts mostly manifested in form of struggles both for contrary ideas and physical engagements. In this context, therefore, conflicts were either within individual employees or they involved several people or groups. In whichever form, conflicts in the industrial setting arose because there were needs, values or ideas that were seen to be different in the industry, and there was no means to reconcile the dispute (Ostroff, 2012).

Around 1850 in the United States of America (USA), most institutional conflicts were leading to physical fights or even degenerate into wars (in the case where conflicts were resolved with weapons). In most cases however, conflicts between ideas were usually fought with propaganda. Pate (2010) notes that there were instances where a conflict was limited to one individual who would conflict with his own ideas (the intrapersonal conflict); Conflict was looked at as an escalation of disagreement that comprised of existing conflict behaviour, arising out of interpersonal disagreements. Ostroff (2012) noted that in 1978 there were lists and acts of conflicting behaviour beginning with disagreement then verbal abuse and finally interference. Conflict at the time was hardly seen as constructive though in a few contexts (for instance; in games), mild levels of conflict was seen as being beneficial (Raimo, 2011). Relationship conflicts after World War II in industries stemmed from interpersonal incompatibilities and task conflicts. Although relationship conflicts and process conflicts were harmful in industries, task conflicts were found to be beneficial since they encouraged diversity of opinions (Pate, 2010).

 In Africa, conflicts are also inevitable part of an organisational life since literally, the goals of different stakeholders such as managers and staff may not be compatible (Raimo, 2011). Service delivery has created many questions in many African countries since independence.  Indeed, citizens will always have to compete for resources to ensure effective service delivery and if misused will lead to conflict (Raimo, 2011).

In the context of Uganda, conflicts are part and parcel of many institutions and a number of factors explain the prevalence and magnitude of conflicts in organizations and places of work (Kalumba, 2014). Generally, however, organizational conflicts come into play when a person is not sure of what to do due to lack of clarity and direction from the supervisor. More still, if team work is not well defined by management, conflict is likely to arise. Role conflict on the other hand may arise from poor goal setting (Saunders, 2016; Ostroff, 2012).   In addition, organizational conflict may include but not limited to: resource allocation especially financial and physical resources amongst departments. 

In the context of Local Governments, the Local Government Act (1997) provides for various players including the political leaders, technical officials, civil society and others non state actors. Although the Act specifies the mandates, duties, functions and distributes powers and authority among all of them, conflicts in decision making and interaction have overtime been happening in the process of service delivery of all these players and authorities. Incompatible personalities, which are psychological, might affect service delivery hence creating a good ground for conflict, which may result from formal interactions with other employees (Lunch, 2011).

1.2.2 Theoretical background

The study was underpinned by the Public Choice Theory by Buchanan and Tullock in 1998. The theory explains collective decision making in public organizations and how such decision making can result in conflicts among the major players. Particularly, the theory explains and predicts the behaviours of political and technical officials in public decision making as self-centered (Malik & Muzaffer, 2009). 
Accordingly, all other players in decision making including the voters who use self-interest to determine how they make election decisions intended to maximize personal gains but not public interests. In a Local Government by implication, the service delivery decisions that are made depend on the cost and benefit of each group and conflicts erupts as each group attempts to maximize its benefits. Benefits can be monetary, power, recognition, information, authority, ideology, votes or cultural values. The Public Choice Theory guided this study to analyze how conflicts in political, financial and administrative decision making affects service delivery in the selected Town Councils.  The institution administrators are there for institutional development and its stake holders. Challenges can be sorted together with the populace which calls for a lot of sensitivity (Buchanan, 2011). 

In relation to this study, conflict is lessened when there is maximum participation of all parties involved, which gives a lot of satisfaction. Society members are very care full in their communication given the sensitivity of their messages; receivers on the other hand give messages meaning based on their past experiences (Armstrong, 2016). The fact that verbal and non - verbal communication is very damaging if improperly done, effective managers take great care in the way they communicate and deliver their messages and the way they present themselves. Conflicts commonly arise when there is poor service delivery in organisations (Raimo, 2011). Conflicts have both negative and positive outcomes on service delivery. Conflict is inherent in all organizations however if minimized better service delivery can be achieved (Hanneli, 2016).  

1.2.3 Conceptual background

The key concepts in this study are organizational conflicts and service delivery. Conflict can refer to a progression of communal interface concerning a scuffle involving resources, authority, positions, principles and other desires (Saunders, 2016). The scholar further adds that it is in stark contrast with the widely held belief that conflict is always and for all purposes negative and dysfunctional and concludes by arguing that conflict is inherent in all organizations (Saunders, 2016).  On the other hand, Raimo (2011) defines organizational conflict as a process where on group feels oppressed by another.  Hanneli (2016) asserts that conflict in organisations can be functional or dysfunctional.  Functional conflict supports an organisation in achieving its goals.  Dysfunctional conflict deters an agency from realizing its objectives. Hanneli (2016) asserts that conflict in an institution can be constructive of destructive.  Constructive conflict aids an organization to realise its objective and the contrary is true for destructive conflict.
The nature and manifestations of conflict will have positive impact on the developing of policies, it will also enhance the development of tactics and techniques, which will result into development of competences to manage conflict (Armstrong, 2016). For purposes of this study, organizational conflicts will refer to political conflict, administrative conflict and financial conflict in urban Local Governments. Political conflicts in urban authorities mostly happen in political processes where political leaders may have contrary positions on political decisions like budgets, priority setting, and allocation of projects and finances. 
Administrative conflicts happen more from disagreement or unfairness in decision making among technical officials on who, how and when to implement policies developed in the political processes. On the other hand, financial conflicts in urban authorities of Wakiso District relates to decisions concerning the administration of public funds.
Service delivery refers to the expectation of service with actual service delivered with effectiveness and efficiency. It is viewed as the responsiveness of service as the willingness of service providers to promptly provide service that match accurately with consumer expectations.  It is the ability to deliver service as desired by customers and to deal effectively with any consumer complement (Pate, 2010). Examples of service delivery in Wakiso District include: access to quality basic education, increased road motor ability access in Wakiso District, increased  safe water coverage, increased  proportion of local revenue funding in the district budget, improved access to quality health care services and  improved farmer output and productivity by having farmers equipped and adopt new technologies, increased level of community participation in planning, implementation and monitoring of development projects at the District level, improved and sustainable use of the environment and natural resources in the District. For purposes of this study, service delivery was measured in terms of quality of work delivered, timely accomplishment of tasks, effective and efficient delivery of resources.

1.2.4 Contextual background

Government of Uganda enhanced a very ambitious and extreme form of decentralization in which a lot of political, financial and administrative powers and authority were ceded by Central Government to Local Governments (Uganda, 1997; Kiwanuka, 2012). Although the Local Government Act specifies the roles and responsibility of all players, Wakiso District just like other Local Governments in the country has experienced instances where not only political and administrative officials overlap their mandates but has had conflicts even internally among each of them at the expense of service delivery. These conflicts manifest in considerable tensions between the key actors in planning, priority-setting, staffing, resource allocation, among others. The most common sources of conflict in Wakiso District include, but not limited to: Public procurement (contract award) where individuals pick parallel interests for winning or determining the award of a tender; increased demand for resources over and above what is budgeted; rewards/penalties for loyalty/disloyalty; location of projects/programs; timeliness /information flow especially where technical officials may hide vital information; mismatch in choices; among others (Kiwanuka, 2012)
As a result of such tensions, a number of projects have been undertaken but not completed and the failure to complete such projects has been attributed to the existing conflicts in the town councils. A case in point is the labour based road construction of Nakusaza-Kiwande Gombe 4.6 kilometers, the upgrading of Kira-Kiwologoma Road bitumen standard (8.6km) in Kira Town Council, the fencing of Kitala Health Centre II under Busiro County and construction of two (2) classroom blocks at Nakwero Church of Uganda Secondary School worth UGX 49,430,500 (Auditor General’s Report, 2015). Whether the existing projects have not been completed because of the existing conflicts in the Wakiso Urban Town Council was the question subject to debate in this study. 
In addition, the existing conflicts may be slowing down the work on the projects hence affecting service delivery in the District. Indeed, the existing conflicts in the town council may have affected service delivery in terms of quality of work done, timeliness in accomplishing tasks, efficiency, effectiveness and number of tasks undertaken. It is against this background that the researcher examined the effect of organization conflict practices on service delivery in selected Town Councils of Wakiso District Urban.

1.3 Statement of the problem

World Over, since there is no conflict free society, organization conflict has become a constraint to effective service delivery both in public and business organizations. Over the years, Wakiso District through its administrative powers has kept a blind eye on its political, administrative and financial conflicts and embarked on delivering effective, efficient, timely and quality services to its locals. The services have included improving its road network, maintaining its health centres, improving its water system and managing solid wastage among others (Wakiso District Annual Performance Reports, 2015/2016). The efforts have seen the local community and other road users drive through the bad roads, seek health support, consume safe water and dump waste in plastic materials and designated areas for easy management. 
Despite the awareness about the potential and threat posed by organizational conflicts if not properly managed, service delivered in urban Local Governments of Wakiso District still remains elusive. During the financial year 2014/2015 for example, less than 75% of the number of roads for instance Nakusaza-Kiwande Gombe, Kiwologoma Road bitumen standard expected to be worked on were actually maintained or constructed in Kyengera, Makindye and Kajjansi Town councils (Wakiso District Annual Performance Report, 2015). In addition, lack of a damping site in the district has seen residents and the business community resort to wetlands and road sides for garbage and disposal of human waste. In addition, drug stock outs, under staffing and below standard health processes at Nsangi health centreIII, Buwambo, and Wakiso Health Centres IV have contributed to the death of many patients (Auditor General Report, 2017). This kind of miss match in service delivery has casted doubt over the district ability to provide better services like road projects, health facilities, schools, markets in the allocated cost budget and taking. It is against this background that the study examined the effect of organizational conflict on service delivery in selected Town Councils of Wakiso District.

1.4 Purpose of the study

The study investigated the effects of organizational conflict on service delivery in selected Town Councils of Wakiso District. 

1.5 Objectives of the study

The study was premised on the following research objectives

i. To establish the effect of political conflicts on service delivery in selected Town Councils of Wakiso District. 

ii. To examine how administrative conflicts, affect service delivery in selected Town Councils of Wakiso District.

iii. To establish the effect of financial conflicts on service delivery in selected Town Councils in Wakiso District.

1.6 
Research questions

The study answered the following research questions

i. What is the effect of political conflicts on service delivery in selected Town Councils of Wakiso District? 
ii. What is the effect of administrative conflicts on service delivery in selected Town Councils of Wakiso District?

iii. How do financial conflicts affect service delivery in selected Town Councils in Wakiso District?

1.7 Research hypotheses

The study tested the following research hypotheses

i. Political conflicts have a significant positive effect on service delivery in Urban Local Governments in Uganda 

ii. Administrative conflicts significantly affect service delivery in Urban Local Governments of Uganda

iii. There is a significant effect between financial conflicts and service delivery in Urban Local Governments in Uganda

1.8 Conceptual framework

This section of the study provides the diagrammatic representation of the problem that was investigated. The independent variable is organizational conflicts and the dependent variable is service delivery.
 INDEPENDENT VARIABLE
DEPENDENT VARIABLE

Figure 1.1: A conceptual framework illustrating the relationship between organizational conflicts (IV) and service delivery (DV)
Source: Adopted from Martino (2009) and modified by the researcher

Organisational conflict refers to political conflict, administrative conflict and financial conflict.  Political conflict was measured using political party affiliation, power differentials and priority setting. Administrative conflict was measured by conflicts in responsibility assignment, supervision and communication amongst the technical officials. Financial conflict refers to conflicts in revenue mobilization, budget allocation and accountability patterns. The dependent variable is service delivery which was measured in terms of efficient and effective delivery of services, quality of work done, and timely accomplishment of tasks.
Martino (2009) pointed out that society members sends out and receives messages with a lot of sensitivity as they know that the interpretation may not be passed on; receivers on the other hand, receivers send messages based on their past experience, knowledge, observations and values. Armstrong (2016), argues that verbal and nonverbal communication can damage the with the communication process and as such effective leaders should manage the process to ensure that it does not arise into conflict. Conflicts commonly arise when there is poor service delivery in organisations (Raimo, 2011). Conflicts have both negative and positive outcomes on service delivery. Conflict is inherent in all organizations however if minimized better service delivery can be achieved (Hanneli, 2016).  
1.9 Justification of the study

In Wakiso District Urban Town Councils, services delivered include health facilities support services, water, electricity, sanitation, infrastructure, land, housing and many other projects and services (Kalumba, 2010). During the financial year 2014/2015 less than 75% of the number of roads expected to be worked on were actually maintained or constructed in Wakiso District (Wakiso District Annual Performance Report, 2015). The labour based road construction of Nakusaza-Kiwande Gombe 4.6 kilometre and the upgrading of Kira-Kiwologoma Road bitumen standard (8.6km) in Kira Town Council that were not worked as planned in the budget (Wakiso District Annual Performance Report, 2015). It has become difficult to complete building projects like road projects, health facilities, schools, markets in the allocated cost budget and time. The proposition surrounding service delivery in Wakiso Urban Town Council given the poor state of services has created a knowledge gap hence making this study urgent.

1.10   Significance of the study

The research findings may be of importance to a number of stakeholders. It is hoped that:

The results of the study may be used by policy makers and decision makers in policy formulation and implementation in Town Councils in Uganda

This study may act as a reference point and add knowledge to the pool for future researchers and academicians in the area of organizational conflicts. 
Through the resultant interaction between the researcher and the respondents, the researcher’s knowledge, skills and understanding of research may improve.

The study may be the basis for the award of Master’s degree in Public Administration of Uganda Management Institute to the researcher. 

1.11 Scope of the study

The sub section presents the scope of the study in three different perspectives

1.11.1 Geographical scope
 The study was carried out in Wakiso District located in Central Uganda which is located in the Eastern Part of Africa. Wakiso District is bordered by Mukono District, Mpigi District and Kampala Capital City. Wakiso District is one of the Districts that make up Uganda located in East Africa. The study was specifically conducted out in three Town Councils out of eight urban councils that make up Wakiso District namely, Kyengera, Makindye and Kajjansi.  

1.11.2 Content scope

The study investigated the effect of organizational conflict on service delivery in selected Town Councils of Wakiso District. Organisational conflict was operationalized by political conflict, administrative conflict and financial conflicts.  Whereas political conflicts was measured by political party affiliation, power differentials and priority setting, administrative conflicts was measured by conflicts in responsibility assignment, supervision and communication amongst the technical officials. On the other hand, financial conflicts were measured by conflicts in revenue mobilization, budget allocation and accountability pattern. Service delivery was measured in terms of quality of work done, timely accomplishment of tasks, effective and efficient delivery of resources.

1.11.3 Time scope

The study focused on a period of four years that is 2012- 2016. This is the period when Wakiso District experienced difficult to complete its building projects like road projects, health facilities, schools, markets in the allocated cost budget hence constraints in the delivery of services (Ssewaya, 2013).

1.12 Operational definitions to key concepts and terms
The sub section presents the definitions to Key Concepts and Terms

Urban Town Councils: The concept refers to councils that are established under the Uganda decentralization programme to deliver services to the people as per the provisions of the Local Government Act, 1997.
Conflict: The term referred to a process of social interaction involving the struggle over claims to resources, power and status, beliefs and other desires.

Organisational Conflict: The concept referred to political conflicts, administrative conflicts and financial conflicts in Wakiso Urban Town Councils. 

Political Conflict: Based on this study refers to a positional difference regarding values relevant to a society between two or more decisive and directly involved actors. For this study, it entailed party affiliation, power differential and priority setting.

Administrative Conflict: The term referred to indifferences occurring regarding administrative values relevant to an organization. In this study administrative conflict entailed responsibilities, supervision and communication. 

Financial Conflict: The term referred to as difference regarding resources/funds that relevant to a society/entity intended for growth and development. The financial conflict entailed revenue, budget allocation and accountability patterns.

Service Delivery: This was term was defined as expectation of service with actual service delivered with effective and efficiency (Pate, 2010). Service delivery in this study comprised of efficient and effective utilization of services, quality of work done, and timely accomplishment of tasks.

CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

The study investigated how organizational conflicts affect service delivery in selected urban Local Councils in Wakiso District.  This chapter presents the review of literature aimed at showing the gaps in the existing studies and how the researcher bridged these gaps. The chapter is arranged into three sections; the introduction, review of related literature according to the study objectives and summary of the reviewed literature. The literature has been reviewed from both published and unpublished documents which are both in electronic and non-electronic form.

2.2 Theoretical review

The study was anchored on Public Choice Theory compounded by Buchanan and Tulloch (1998) to explain how public decisions are made. In particular, the Public Choice Theory describes how decision-making in Governments at all levels can impact on outcomes that conflict with desires of the general public. The theory was mainly designed in the context of democratic political systems wishing to analyze collective decision-making based on rules and institutions which are characteristic of 3rd world countries like Uganda (Malik & Muzaffer, 2009). 
The Public Choice Theory seeks to understand and foresee the characteristics of politicians and civil servants in decision making, as commonly self-catered agents. The theory considers the interaction of the general population, politicians, the state and its actors. This theory explains that good state policies in a democratic Government are not provided for as expected because of voter’s ignorance (Tulloch, 1989). Accordingly, voters normally make irrational decisions and others do not exercise their voting rights. Likewise, in Urban Governments of Wakiso, voters, political parties, technical officials, and politicians are each assumed to seek their own self-interests as it would happen in a market place. They make decisions depending on the costs and benefits of an action and they often conflict as each individual or group attempt to maximize their own net benefits including monetary, votes, power, recognition and cultural values. Conflicts also arise between the ordinary citizens and local officials when there is poor service delivery in organizations (Raimo, 2011). Conflicts have both negative and positive outcomes on service delivery. Conflict is inherent in all organizations however if minimized better service delivery can be achieved (Hanneli, 2016).

2.3 Organizational conflict and Service delivery

This subsection presents the literature reviewed on the basis of the study objectives which are political, administrative and financial conflict.

2.3.1 Political conflicts and Service delivery

Political conflicts happen in the urban town councils. A council is the law making body of the town authority charged with; exercising and implementing of all political and executive powers and decisions respectively; provision of social services with the exception of those entrusted to the Central Government, and ensuring the implementation and compliance of all stakeholders with Government policy (Local Government Act, 1997). Conflicts in deliberative councils happen between two or more individuals or groups during the political making processes. Such conflicts normally arise out of personality differences in dealing with issues that affect our work and lives.

More often than note conflict is part of the growing process, it helps in strengthening our decision making processes and existing interpersonal relationships. However, it is important that mediation is done when conflict goes out of hand (Pate, 2010). If conflict in the workplace like an urban council goes unchecked, councils’ performance slows down.  It is therefore important to address the various types of political conflicts to deter disagreements or misconceptions that affect the operations of an entity.(Ostroff, 2012).
According to Hanneli (2016), conflict occurs within an individual. It takes the form of psychological effect involving the individual’s thoughts, values, principles and emotions. Interpersonal conflict may come in different scales, from the simpler decisions to complicated ones such as deciding on a marriage partner. Hanneli adds that such conflict can be complicated and if not handled well can lead to depression, and other unpleasant behaviours, this type of conflict can be quite difficult to handle if one finds it hard to control inner political struggles among others. It leads to anxiety and discomfort, and can even cause depression. 
Hanneli further advises that it is important to share such challenges with others or else to seek professional help. In such circumstances, the culprit normally comes out more empowered than before which is good for personal growth. Employees always complain about interpersonal conflicts. It is therefore imperative that management optimally uses scarce resources for the benefit of all stake holders to minimize on the chances of organizational conflict (Hanneli, 2016). The conflict situation made employees know their strengths and weaknesses in relation to expected service delivery in urban Town councils in Wakiso District.

Mullins (2015) noted that legislation has steadily imposed more obligations on the scheme administrators and limited freedom of choice about the design of the scheme rules and procedures. In developed countries the procedure levels are limited because of the management by a small team of trustees. The author seemed to have not provided a detailed insight into what conflicts were and their implication on effective and efficient utilization of services in Urban Town councils in Wakiso District however; in the preceding chapters the facts were established and are presented.
2.3.2 Administrative conflict and Service delivery

Administrative conflicts in Town Councils are an intra-group conflict which happens when the bureaucracy as the implementing team fails to agree or appreciate the task and funds assignments as well as the methods and processes to follow in service delivery. Administrative officials in urban authorities are responsible for: implementing legitimate council rulings; assist councils in policy design; forward to council plans for handling emerging problems; make certain that systems in Local Governments run well and to ensure good stewardship and service provision councils (Local GovernmentAct,1997).
According to Kalumba (2014), administrative conflict is a type of conflict that transpires between individuals within work place because of incompatibilities and misunderstandings on which responsibilities should be done among these individuals which lead to failure to execute assigned tasks. However, if the level of conflict upsets coherency among the members, then major supervision from a different party will be needed for it to be resolved so that they do not affect efficiency and quality of work produced. Misunderstandings might occur between team members, which create conflict. However, some conflict is constructive. For instance, inter group conflict can result into long lasting decisions. Whereas misconceptions can breed negative feelings between the members resulting in poor service delivery of Urban Councils including Kyengera, Makindye and Kajjansi in Wakiso District.

Pate (2010) pointed out conflict including administrative may be a problem to a few, but this is not how conflict should be seen. Pate asserts that it can be an opening for dialogue and decision making. However, if it begins to impact negatively on productivity, then conflict resolution strategies must be put at play to manage the situation. For this reason, this study investigated and established the effect of organizational conflict on service delivery in selected urban Town councils of Kyengera, Makindye and Kajjansi in Wakiso District.

Ostroff (2012) noted that conflict including administrative can be a real pain in the neck; to deal with a person with divergent views can be a challenge. This explained an administrative situation in many institutions and departments in Wakiso Urban Town Councils including Kyengera, administrative conflict related issues have raised concern on issues that have appeared unclear and hence having a tremendous impact on the attitude, morale and service delivery in the town councils.

Thus, it may be extremely difficult for teams to effectively embrace one type of conﬂict while simultaneously resisting the other. Raimo (2011) pointed out that cognitive criticism might easily be interpreted as a personal disapproval or a strategy to enhance one’s own position at the expense of someone else’s. This in an administrative content tends to compromise the expected delivery of services and is a common issue between couples, work peers and political governments. Raimo’s argument on the basic types of conflicts that may occur in daily environment can help many urban councils to avoid disagreements or learn the best way to deal with them and may positively affect on service delivery of selected urban Town councils of Kyengera, Makindye and Kajjansi in Wakiso District.

Kalumba (2014) noted that conflicts including administrative are often caused by miscommunication, disagreements on behavior or negative emotions. Accepting, conflict is not the same as agreeing to such disputes, but it may help prevent them from becoming disruptive and destructive. Conflicts of interest are described as a disagreement or type of competition where the needs of one are ignored over the needs of the other. Many studies have found out that task conﬂict positively affects service delivery while others have found that negative effects of task conﬂict exist on service delivery. The study established that administrative conflicts were evident in selected urban Town councils of Kyengera, Makindye and Kajjansi in Wakiso District compromised service delivery.

2.3.3 Financial conflict and Service delivery
The issues of finance conflicts cut across political and administrative group responsibilities in Local Governments. Such conflicts happen between political and administrative officials or between both local officials (political and administrative) and the citizens concerning the administration of public funds. In recent years, financial conflict has received a large amount of attention in conflict and group dynamics. Osroff (2012) noted that there are a number of antecedents of conflict that may affect timely accomplishment of tasks (service delivery) in Wakiso Urban Town Councils which are mainly fund related and linked to departments. These according to Osroff have negatively affected the timely delivery of services.
Lunch (2011) noted that work relations between two or more groups and their respective members are often necessary to complete the work required to operate a business using available resources. Many times, groups inter-relate to accomplish the organization's goals and objectives based on available resources and conflict can occur. The scholar adds that functional conflict is regarded as constructive since it enhances performance and helps in identifying weak areas whereas Destructive conflict is that which hinders growth and attainment of organizational goals. Most conflicts are as a result of the weaknesses of the managers. Most intergroup conflicts arise as a result of weak leadership hence affecting service delivery (Lunch, 2011). The researcher is cognizant of the fact that any planned intervention should take into consideration the nature and type of conflict to come up with appropriate intervention and strategies. It is also important to take into consideration the level of the existing conflict. To avoid misappropriation of resources. Thus, in spite of the generally beneﬁcial effects associated with task conﬂict, dysfunctional conflict can cripple service delivery by urban Town councils in Wakiso District.

Mullins (2015) noted the nature and type of group as one of the most common causes of group conflict, citing differences in work approach, goal settings, and perceptions. Also, individual members of a group often play a role that triggers conflict. Armstrong adds interpersonal relationships within the group, and differences in peoples’ perceptions and opinions (Armstrong, 2016). When groups share common interests and views they will hold each other in high esteem and will be at par minimizing the occurrence of conflict. However, the contrary is true if group members hold each other with disrespect and differences in opinion. Thus, in spite of these benefits associated with task related conﬂict, if it goes dysfunctional, service delivery will negatively be affected hence for Uganda’s case this was found to negatively affect service delivery by urban Town councils in Wakiso District

Armstrong (2016) posits that scarce resources and associated rewards can escalate existing conflict.  The scholar adds that differences in perceptions coupled with differences in goal setting can create conflict. Such differences may result in individuals becoming inefficient and producing substandard work or services in towns or urban councils like Wakiso Urban Councils

Buchanan (2011) asserts that members working in groups can become more efficient and effective at what they do, and become more loyal, closely following group norms. Problems can occur, however, when the group loses focus of the resources that are available to help accomplish organization's goals and becomes closed off from other groups. Several studies have investigated the relationships between these types of conﬂict and several outcomes such as satisfaction, tension or service delivery in terms of quality of work produced and efficiency by Urban Town Councils like Kyengera and Kajjansi in Wakiso District. In urban Local Governments, financial conflicts can be manifested in local revenue mobilization, competition for funds between the political and administrative officials and compliance to financial laws and regulations 
2.4 Summary of the reviewed literature
The literature reviewed suggests that although some organizational conflicts can be mutually beneficial in all organizations including Local Government, in many instances organizational conflicts have been a source of disharmony in institutions and local governments are not any different. In the Local Government context, the conflicts between key actors are happening at the expense of the intended service delivery. There is evidence to believe that conflicts can negatively affect planning, priority setting, disrupt programs, suffocate accountability, cause financial losses, undermine popular public interest and consequently disorient the citizens thereby eroding public trust. However, most of the literature reviewed is not only from developed nations that may not appropriately suit Uganda’s case but also generated from business and public organizations other than from Town councils. This study therefore, bridged the knowledge gap by interrogating organizational conflicts from the context of Urban Local Government of Uganda
CHAPTER THREE

METHODOLOGY

3.1 Introduction

The study investigated the effect of organizational conflict on service delivery in selected Town Councils of Wakiso District. This chapter presents the approaches and techniques the researcher used to collect data and investigate the research problem. The arrangement of the chapter is as follows: research design, study population, sample size, data collection methods, data collection instruments, data quality control, data analysis and measurement of variables.

3.2 Research design

A cross sectional survey design was adopted for this study in order to enable gathering information at a single point in time (Ezeani, 2002). The study also applied both quantitative and qualitative approaches. The triangulation approach was applied in sample selection, and data collection because multiple methods help to research a problem from all sides; usage of different approaches also helps to focus on a single process and confirms the data accuracy (Amin, 2003). Qualitative research enables us to explore new areas, deal with value laden-questions, build theories, and to do in-depth examination of phenomena. Quantitative research allows the researcher to measure and analyze data. It also makes the research findings more objective (Amin, 2005).    

3.3 Study population

The study population was 81 respondents generated from the Town councils of Kajjansi, Makindye and Kyengera. The study was informed by the following population categories from each of the three Town councils: Council executive committees who comprised of council chairperson, speaker and the secretaries; top management composed of town clerks and deputies; technical planning committees made up of head of departments; civil society organizations (CSOs) leaders partnering the Town Councils; and private sector represented by pre-qualified service providers in the Town Councils. 
3.4 Sample size and sampling techniques
The study was drawn based on a sample size of 62 respondents drawn from a population of 81 determined using statistical tables Krejcie and Morgan (1970) cited from Amin (2005). See Appendix (iv). The sampling procedures are indicated in the table below. 

Table 3.1: The target population and the sample size and selection techniques
	Category 
	Target population
	Sample size
	Sampling techniques

	Technical Planning Committee (TPM)
	24
	18
	Simple Random

	Top Management Team (TMT)
	6
	6
	Purposive 

	Executive Committee
	21
	18
	Purposive

	CSOs
	9
	5
	Purposive

	Private sector
	21
	15
	Simple Random

	Total
	81
	62
	


Source: Department of Human Resource Management Wakiso District Council Data Abstract (2018)
3.4.1 Sampling procedures and techniques

This sub section presents the sampling procedures and techniques used in drawing the study sample. Both random (simple random) and non-randomized (purposive) sampling techniques were used in the study. Purposive sampling was applied when selecting council executive committee, top management team and leaders of CSOs. Since these population categories are expected to have varying levels of information, the technique was preferred to enable the researcher select respondents based on his/her own judgment on those individual who were deemed to have information required for the study (Kothari, 2004).

Simple random sampling on the other hand was applied in selecting the private sector and technical committee members categories in order to avoid bias by ensuring that all the elements in the population have equal and independent chances of being selected (Sekaran, 2003). A sample frame was constructed from which strata was drawn.

3.5 Data collection methods

Both primary and secondary data were obtained. Primary data was got through a self-administered questionnaire and interview guides administered to the respondents following systematic and established academic procedures as proposed by (Babbie, 2013). Secondary data was obtained through the use of historical analysis of already existing literature on organisational conflict.

3.5.1 Questionnaire survey method
A questionnaire is a research tool, composed of a set of questions designed to solicit for information from respondents (Amin, 2005). Although they are often designed for statistical analysis of the responses, this is not always the case. The researcher opted to use the questionnaire survey because of its practicability, ease and ability to generate large amounts of information from a big number of people in a minimum number of days possible.

In addition, the tool was used because it allows in-depth research, to gain first-hand information and more experience over a short period of time (Sekaran, 2003). Further to note, it increases the degree of reliability due to the many items in it and it as well enhances the chances of getting valid data (Amin, 2005). The close ended questionnaire captured questions on the independent and dependent variables, the researcher ensured that the private sector and technical committee members received the questionnaire in time. 

3.5.2 Interview method

The method was used based on person to person verbal communication between the researcher and interviewee. This method facilitated the gathering of non-numeric information and gave an opportunity to the researcher to revisit some of the issues that had been an over-sight in other instruments and yet they are deemed vital for the study (Creswell, 2003). The interviews captured in depth information on the independent and dependent variable and facilitated more interviewing, probing to elicit a good response rate. The interviews were carried out with the CSO members, executive committee and top management team who were purposively selected in a period of a week.
3.5.3 Documentary review

Review of documents was done to aid the researcher compliment, compare and confirm information obtained from primary data. Documents reviewed included; Various publications like Wakiso Urban Town Council manuals, Wakiso District HR Manual, Wakiso District Annual Performance Reports, Wakiso District Annual Reports and Quarterly Reports, Minutes of Management Meetings were reviewed by the researcher for secondary information as supported by Amin (2005).
3.6 Data collection instruments

The study used the questionnaire, interview guide and documentary review checklist as the key data collection instruments and these are explained below:

3.6.1 Questionnaire

In this study, a self-administered questionnaire was used to draw information regarding the study. The questionnaire consisted of closed ended questions purely structured in nature whose variables were measured on a 5 point Likert scale (5 Strongly Agree, 4 Agree, 3 Not sure, 2 Disagree and 1 Strongly Disagree). The 5 point Likert scale is the most appropriate way to formulate the different questions for measuring different items from different variables. The close ended questionnaire captured questions on the independent and dependent variable, the researcher also ensured that the private sector and technical committee members receive the questionnaire in time. The questionnaire is appended in the list of appendices marked. See Appendix (I).

3.6.2 Interview guide

An interview guide was used to interview the respondents and seek their views on the study problem. The interview guide was unstructured containing questions on all variables of the study. The interview guide contains items on each variable. The interviews were carried out with the CSO members, executive committee and top management team in a period of a week. The interview guide is appended in the list of appendices marked. See Appendix (II).

3.6.3 Documentary review checklist
The document review checklist consisted of a list of documents particularly concerning the topic of interest. The document review checklist was structured in such a way that it captured all the relevant attributes to the study. The instrument allowed the researcher to review number of documents related to organizational conflicts and service delivery in the Urban Town councils of Wakiso District. In particular, the documents included Wakiso District HR Manual, Wakiso District Annual Performance Reports were reviewed, Wakiso District Annual Reports and Quarterly Reports, Minutes of Management Meetings were reviewed by the researcher. The documentary review checklist is appended in the list of appendices marked. See Appendix (III).

3.7 Quality control of data
Data quality control techniques ensure that data collected is valid and reliable. To ensure validity, the instruments were first tested and after the results were analysed.

3.7.1 Validity

Validity can be defined as the trustworthiness of results or the magnitude to which the instrument is applicable in computing what it is supposed to (Earl-Babbie, 2013). To determine this quantitatively, the researcher applied Content Validity Index (CVI). Qualitatively the tool was shared with experts in the field, who scored the same against on a scale to determine the relevance of every question to the objectives of the study. The formula CVI = number of relevant items divided by total number of items was applied and results are presented in Table 3.2 below;
Table 3. 1: Validity results for the Instruments
	Supervisor
	Rating
	Final score

	Supervisor one
	33 / 36
	0.92

	Supervisor  two
	31  / 36
	0.86


Field Data (2018)

Based on the above supervisor rating, it is observable that all the final scores were over 0.7 on the scale of 1. Therefore, the instruments were within the accepted ranges of >= 0.5 index as recommended by Amin (2005)
3.7.2 Reliability

The researcher conducted a pre-test of 5 questionnaires to determine how qualitatively, the authenticity of the tool. To ensure stability and constancy and its proficiency to tap data that answered the study questions. The findings were put to a reliability analysis using SPSS as recommended by Creswell (2003). In addition, the researcher applied Cronbach’s Alpha Reliability coefficient test was used to determine the dependability of qualitative data. The formula of Cronbach’s Alpha Coefficient (K)  is



              K                          ∑ SD2i

                         K -1
                   SD2t

       α       = Alpha coefficient

         K      = Number of items in the instrument

         ∑      = Sum

        SD²i = Individual item variance

        SD²t = Variance of total score

Table 3.3: Reliability results for the instruments
	Variables (IV & DV)
	Questions posed
	Final score

	Political Conflict
	8
	0.73

	Administrative Conflict
	7
	0.87

	Finance Conflict
	7
	0.89

	Service Delivery
	8
	0.77


Field Data (2018)

Upon performing of the reliability test, the values of 0.7 and above were obtained as shown in the Table 3.3 above. Therefore, the instrument was regarded reliable.  This is supported by Bill (2011) who asserts that a range above 70% is sufficient for psychometric tests.
3.8 Data collection procedure
The researcher received a letter of introduction from Uganda Management Institute for introductory purposes to the participants in the study. Data was collected using questionnaires, interviews, documentary review and later analysed. The questionnaire was self-administered, interviews were face to face and relevant documents were requested from the relevant authorities during the data collection exercise. Data collection was done in September, 2018. The researcher applied a drop and pick technique to collect the questionnaires.
3.9 Data analysis techniques
The researcher used qualitative as well as quantitative approaches to data analysis. Amin posits data analysis as a statistical technique of generating meaning full conclusions from raw data (Amin, 2005).  The approaches are explained below.
3.9.1 Quantitative data analysis
Data was sorted, and entered into the Statistical Package for Social Sciences (SPSS) package. The researcher then employed descriptive statistics where the mean, frequency and percentages were obtained and presented. In addition, inferential statistics including the Pearson correlation coefficient test (to test the degree of relationship) between the study variables was used to help measure the degree of correlation among the study variables. The researcher also analysed the raw data using regression analysis to determine the variance that organisational conflict had on service delivery. 

3.9.2 Qualitative data analysis
The researcher employed content analysis to generate meaningful information from qualitative data, collected during the interviews with key stake holders and from the questionnaires. This information was used to further explain, compliment and confirm information collected from closed ended questions. Data presentation was done based on the study objectives (Earl-Babbie, 2013). The researcher adopted a summative content analysis to analyse qualitative data. The case content analysis was informed by deducing the inference of content textual data holding on to naturalistic patterns. These are; direct content analysis, conventional and summative content analysis (Earl-Babbie, 2013). 
3.10 Measurement of variables
The independent variable and the dependent variable were measured guided by the works of Creswell (2003) that focus on the planning, controlling, decision making. The items in the domain was scored on the 5 point Likert scale ranging from Strongly Agree (5), Agree (4), Not Sure (3), Disagree (2) to Strongly Disagree (1). 

3.11 Ethical considerations

Informed consent was adhered to by using a letter specifying clearly the details of consent. The respondents’ names were withheld to ensure anonymity and confidentiality in terms of any future prospects. The researcher avoided or minimized bias or self-deception. To avoid plagiarism, works of different authors was acknowledged whenever they were cited and the work was subjected to the anti-plagiarism software test by Uganda Management Institute before defence.

CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTEPRETATION OF RESULTS

4.1 Introduction

This chapter presents, analyses and interprets the results from the field. It entails the response rate, respondents’ bio-data, empirical findings based on objectives of the study.  To start with, descriptive statistics, qualitative data (interviews and documentary review) and inferential statistics including correlations and regression analysis are presented. 
4.2 Response rate

The study established the response rate. The findings are presented in the Table below
Table 4.1: Response rate
	Category of respondents
	Planned
	Actual 
	Computed %
	Tool used

	Top Management Team
	6
	4
	67%
	Interview guide

	Executive Committee
	18
	15
	77.7%
	

	CSOs
	5
	5
	100%
	

	
	
	
	
	

	Technical Planning Committee
	18
	18
	100%
	Questionnaire

	Private Sector
	15
	12
	80%
	

	Summation (∑)
	62
	54
	
	


Field Data (2018)

The study found out that response rates obtained were above 70%,a score above 70% as supported by Amin (2005) who indicates that the researcher was able to obtain adequate data to complete the study.  

4.3 Bio-data information

This section provides background information on respondents’ age, sex, and highest education level. This is presented below. 

4.3.1 Age of the respondents

Participants of the study were asked to indicate their age. The table below presents the results.

Table 4.2: Age of the respondents
	Age of the respondents
	Counts (n)
	Percentage (%)

	20-29years
	5
	16.7

	30-39years
	16
	53.3

	40-49years
	5
	16.7

	50 years above
	4
	13.3

	Total
	30
	100


Source: Field Data (2018)

The study established that (5) 16.7% of the respondents fell between 20-29 years; (16) 53.3% of the respondents were between 30-39 years, (5) 16.7% of the respondents fell between 40-49 years and (4) 13.3% of the respondents fell above 50 years. The results suggest age of the participants who engaged in the study hence their eligibility. This is due, to their maturity and thus, eases of articulation of the study.
4.3.2 Sex of the respondents

Respondents were asked to indicate their sex. The graph below presents the results.
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Figure 4.1: Sex of the respondents
The study statistics obtained revealed that (19) 63% of the respondents were male and (11) 37% of the respondents were female which suggested the sex representativeness of the town council staff working under Wakiso District who participated in the study.

4.3.3 Highest education level of the respondents

Participants were asked to indicate their highest education level. The findings are presented in the Table 4.3.
Table 4.3: Highest level of education
	Highest level of Education
	Counts (n)
	Percentage (%)

	Masters
	1
	3.3

	Bachelors
	15
	50.0

	Diploma
	11
	36.7

	Certificate
	1
	3.3

	Others Specify
	2
	6.7

	Total
	30
	100


Source: Field Data (2018)
The study established that (1) 3.3% of the respondents had Master’s degree; majority (15) 50% of the respondents had degrees; diploma holders were (11) 36.7%; while (1)3.3% of the respondents were certificate holders and (2) 6.7% of the respondents had other qualifications. The findings suggested the literacy level of the respondents who participated in the study were able to read and write hence they provided their outlook about the study.

4.4 Organizational conflict and service delivery in selected Town Councils of Wakiso District

This section provides both quantified and qualitative findings about organization politics and service delivery in selected Town Councils of Wakiso District.  The findings are guided by three objectives namely to establish the effects of political conflicts on service delivery in selected Town Councils of Wakiso District; to examine how administrative conflicts affect service delivery in selected Town Councils of Wakiso District and to establish the effect of financial conflict on service delivery in selected Town Councils in Wakiso District. Please note that scores are grouped where SD&D= disagree while NS scores are not grouped and SA&A= agree. In addition, interview responses were obtained and are presented using codes for Top Management Team (TMT), Executive Committee (EC) and CSO

4.4.1 Political conflicts and service delivery

The first objective of the study was to establish the effect of political conflicts on service delivery in selected Town Councils of Wakiso District.  Political conflict was measured using party affiliation, power differential and priority setting from which 8 questions were set and responses obtained are presented in Table 4.4 below;
Table 4.4: Opinions obtained about Political Conflict
	Statements on Political Conflicts


	SD

(1)
	D

(2)
	NS

(3)
	A

(4)
	SA

(5)
	Mean

	Political conflicts in this Town Council are mostly caused by:


	

	Party affiliation/difference
	7%

(2)
	7%

(2)
	0%

(0)
	70%

(21)
	16%

(5)
	3.83

	Power differences
	0%

(0)
	13%

(4)
	13%

(4)
	57%

(17)
	17%

(5)
	3.77

	Available information
	10%

(3)
	23%

(7)
	23%

(7)
	31%

(9)
	13%

(4)
	3.13

	Methods and procedures
	0%

(0)
	7%

(2)
	33%

(10)
	40%

(12)
	20%

(6)
	3.73

	Conflicts are common in the political decision making process of this Town Council
	7%

(2)
	7%

(2)
	39%

(12)
	30%

(9)
	17%

(5)
	3.43

	There are mechanisms in place to address those conflicts
	7%

(2)
	13%

(4)
	30%

(9)
	40%

(12)
	10%

(3)
	3.33

	The Town Councils’ service delivery goals have not been achieved because of political conflicts
	7%

(2)
	23%

(7)
	27%

(8)
	36%

(11)
	7%

(2)
	3.13


Field Data (2018)

Political conflict as an independent variable dimension registered several responses after questions were asked about whether political conflicts in the council was mostly caused by party affiliation/difference with 26 (86%) of the respondents agree; 0 (0%) of the respondents were not sure and 2 (14%) of the respondents disagreed. To add, many respondents 22 (74%) agreed that political conflicts in the council were mostly caused by power differences, while 4 (13%) of the respondents disagreed and 4 (13%) of the respondents were not sure which suggested that the local leaders in the town councils belonged to varying parties for instance FDC, NRM and DP among others with different party values. Therefore, the varying party values triggered friction and delay in executing decisions hence leading to late service delivery. In a related interview with a TMT member she observed that: “On the side of party affiliations. Some politicians tend to disregard non-party member ideas/opinion even if they are beneficial to the locals just because of their party affiliation”.

Another TMT member provided his view about how political conflict affected service delivery in their town council by arguing that, “Power indifferences have created instability which is one of the political conflicts that entertains delay in executing work hence has contributed to poor service delivery given the opposing issues”

Opinions collected revealed that political conflicts in the council were mostly caused by available information represented by a mean score of 3.13 which meant that the politicians took decision on inadequate information which compromised quality service delivery. One responding TC official observed that: “Available information on political conflicts affect service delivery in a way that if politicians are denied or lack proper information they cannot be in position to come up with clear and lawful decisions and when decisions are based on inadequate information. The resolutions that may be passed may not be proper and will affect service delivery”

The study established that 18(60%) of the respondents agreed that political conflicts in the council were caused by methods and procedures however, 10(33%) of the respondents were not sure and 2(7%) of the respondents disagreed.  Furthermore, findings revealed that 14 (47%) of the respondents agreed that political conflicts in the council were common in the political decision making process of this Town Council However, 10(33%) of the respondents were not sure and 2(7%) of the respondents disagreed respectively. The findings suggested political failure by local politicians to perform roles based on existing methods and procedures which compromised service delivery. Results obtained from an interview that was held with a TMT revealed that, “Political conflicts affect service delivery in a way that everything whether good or bad is criticized hence demoralizing implementers to move forward or plan more”

While another EC member voiced out that: “Political conflicts negatively affect service delivery in such a way that locals await social services but these are delayed. In addition, causes of such conflict affect the economic status and narrow the tax base coupled with loopholes in collecting taxes”

Majority of the respondents represented by a mean score of 3.33 indicated that there were mechanisms in place to address those conflicts which suggested that means of the TCs had ways of mitigating political conflict that hampered the delivery of services. “The town councils have avenues through which they should neutralize political conflicts. These have existed before, are present and will stay for the future. They are inevitable” said a town council official.
The study represented by a mean score of 3.13 found out that Town Councils’ service delivery goals had not been achieved because of political conflicts with many of the respondents agreeing and a few disagreeing respectively.  The findings meant that the TCs were constrained by political indifferences of their local leaders and as a result, service delivery would not be realized. Another CSO member said: “Most of the strong ideas put on the Table that would benefit the town councils are abandoned or prolonged due to lack of adequate information that can be used for decision making”. On the issue of service delivery goals not being achieved was a voice recorded which stressed that: “There is no win-win situation in these systems so the local people are the ones to suffer because service delivery will be very poor because of political conflict”

4.4.2 Administrative conflicts and service delivery

The second objective of the study was to examine how administrative conflicts affect service delivery in selected Town Councils of Wakiso District. Administrative conflict was categorized into responsibility assignment, supervision and communication. From these, seven questions were asked and responses are presented in the Table 4.5 below;
Table 4.5: Opinions obtained about Administrative Conflict
	Statements on Administrative Conflicts


	SD

(1)
	D

(2)
	NS

(3)
	A

(4)
	SA

(5)
	Mean

	The major cause of clashes within the technical members include:



	Responsibility assignments
	20%

(6)
	3%

(1)
	0%

(0)
	57%

(17)
	20%

(6)
	3.53

	Supervisory skills
	3%

(1)
	18%

(5)
	3%

(1)
	63%

(19)
	13%

(4)
	3.67

	Communication 
	0%

(0)
	14%

(4)
	6%

(2)
	57%

(17)
	23%

(7)
	3.90

	Adequate mechanisms exist to address the administrative conflicts in the TC
	0%

(0)
	10%

(3)
	10%

(3)
	60%

(18)
	20%

(6)
	3.90

	Conflicts between technical officials are affecting service delivery in this TC
	0%

(0)
	20%

(6)
	3%

(1)
	50%

(15)
	27%

(8)
	3.83

	Administrative conflicts by technical officials are common in this TC
	0%

(0)
	10%

(3)
	0%

(0)
	53%

(16)
	37%

(11)
	4.17


Field Data (2018)
The study found out that 23 (77%) of the respondents agreed that responsibility assignment was one of the major causes of clashes within the technical members at the town councils and 7(23%) of the respondents disagreed which meant that each of the local politicians were assigned tasks to execute on behalf of the TC that would contribute to improved service delivery. The findings are supported by an interviewee who observed about administrative conflict affecting service delivery that: “Low productivity, since there is no efficiency and effectiveness in doing work due to poor relationship within the workers”

Other findings 23(76%) revealed that supervisory skills are another major cause of clashes within technical members at the Town Councils, however, 6(21%) of the respondents disagreed and 1(3%) of the respondents were not sure which meant that superiors were tasked to oversee the duties and responsibilities of subordinates however, lapses in supervision were common which negatively affected service delivery. To support the findings was a CSO official interviewed who observed that: “Administrative conflict makes affected departments to plan poorly which disorganizes coordination among other departments as well as hamper the delivery of services”

On the issue of communication, 24 (80%) of the respondents found out that communication is a major cause of clashes amongst technical members, much as 4 (14%) of the respondents disagreed and 2(6%) of the respondents were not sure which suggested gaps in information flow cycle however, information stalled and did not reach key beneficiaries thus distorting service delivery. In an interview, an EC member observed that: 
“Political conflicts tend to delay the Implementation of council programs that is when the political leadership had divergent views about that might affect the delivery of services. They are usually focusing on who is benefiting politically”

Majority of the respondents represented by a mean score of 3.90 agreed that adequate mechanisms to address the administrative conflicts existed in the Town Councils which meant that TCs had measures to deter administrative conflicts from hampering service delivery in TCs. “Administrative conflicts exist and can be side-lined to support the delivery of services to the local communities”
From the study, it was established that 23(77%) of the respondents agreed that conflicts between technical officials are affecting service delivery in this town council nonetheless 6(20%) of the respondents disagreed and 1(3%) of the respondents were not sure. Many of the respondents 27(90%) agreed that administrative conflicts by technical officials were common in their Town Councils and 3(10%) of the respondents disagreed which suggested that bureaucracy at TC hampered the implementation of tasks, funds, methods and processes to support service delivery. To support the findings was an interviewee who observed that: 
“Political conflicts are caused due to the fact that technical wings are professional people and skilled while the political wing are not technical and less skilled yet the overall supervision and making of policies are technical so they end up disagreeing on who to put the policies into considerations so service delivery is affected”

4.4.3 Financial conflict and service delivery

The third objective of the study was to establish the effect of financial conflicts on service delivery in selected Town Councils in Wakiso District. Financial conflicts were measured using revenue mobilization, budget allocation and accountability patterns as its indicators. To obtain responses these indicators were used in form of questions. The responses are provided in Table 4.6 below;
Table 4.6: Opinions obtained about Financial Conflict
	Statements on Financial Conflict

	SD

(1)
	D

(2)
	NS

(3)
	A

(4)
	SA

(5)
	Mean

	The most common causes of money clashes within and among groups in the Town Council are:

	Local revenue mobilization
	0%

(0)
	0%

(0)
	10%

(3)
	50%

(15)
	40%

(12)
	4.30

	Budget assignment and funds allocation
	0%

(0)
	10%

(3)
	7%

(2)
	60%

(18)
	23%

(7)
	3.97

	Compliance to financial policy and regulation
	3%

(1)
	17%

(5)
	13%

(4)
	34%

(10)
	33%

(10)
	3.77

	The financial conflicts within and amongst groups is affecting service delivery in this Town Council 
	0%

(0)
	0%

(0)
	17%

(5)
	50%

(15)
	33%

(10)
	4.17

	The available mechanisms are sufficient to address the money conflicts in the TC
	0%

(0)
	6%

(2)
	3%

(1)
	57%

(17)
	33%

(10)
	4.17

	Conflicts concerning money are common among all groups in the TC
	3%

(1)
	13%

(4)
	37%

(11)
	37%

(11)
	10%

(3)
	3.37


  Field Data (2018)
The study revealed that 27(90%) of the respondents agreed that local revenue mobilization was one of common causes of money clashes within and among groups in the Town Councils. However, 3(10%) of the respondents were not sure and 0(0%) none of the respondents were not sure. To supplement the findings, another interviewee said, “Finance conflicts deter collection of funds and hence delay service delivery. The local revenue is lost as conflict tend to annoy others”

Key findings revealed that 25(83%) of the respondents agreed that budget assignment and funds allocation caused financial conflicts compared with 3(10%) of the respondents who disagreed and 2(7%) of the respondents were not sure. One of the respondents said: “Financial conflicts affect service delivery in a sense that what is budgeted for in the work plan does not match the actual funds mobilized”. While another TPC member observed that: “Budget allocations bring about conflicts and service leading to divisions hence low implementation of government projects”

The study found out that compliance to financial policy and regulation was a source of conflict represented by 20 (77%) of the respondents agreed while 6 (6%) of the respondents disagreed and 4(13%) of the respondents were not sure. The TCs were guided by the LGFAR among others to manage resources for service delivery.“ Proper accountability should be put in place to all funded activities to address the expenses” argued an interviewee

The study represented by a mean score of 4.17 found out that financial conflicts within and amongst groups were affecting service delivery in the town councils which meant that political cliques with varying political views exist within the Town councils. The cliques would block the delivery of services. In a related interview was a statement made that: “Delayed execution of activities within the planned budget. Delayed allocation and distribution of funds to the planned activities hence delayed and compromised service delivery” said a TPC member

Majority 27(90%) of the respondents agreed that there were available mechanisms that were sufficient to address the money conflicts in the Town Councils however, 1(3%) of the respondents disagreed and 2(6%) of the respondents were not sure which meant that the town councils had ways of mitigating financial conflict hence the reason to the delivery of some services. Another interviewee observed about how financial conflict affected service delivery in their Town Council by voicing that: “By not following priority programs as designed for the TC to ensure service delivery, there is no value for money”.
Further to note, 24 (47%) of the respondents agreed that conflicts concerning money were common among all groups in the town council, 5 (16%) of the respondents disagreed and 11 (37%) of the respondents were not sure. The findings suggested funds allocated for specific activities under supervision of designated officials within the TC. In a related interview, one TMT member said: “The politicians are expected to deliver a lot as they promised yet the technical persons also have divergent views, only thinking about personal allowances”.
4.5 Correlation results for organisational politics and service delivery

The Pearson correlation product moment technique was used to determine the relationship between organisational politics (including political, administrative and financial) and service delivery in selected urban councils in Wakiso District. The findings are provided in Table 4.7 below;
Table 4.7: Correlation results for Organization Conflicts and Service Delivery
	
	Service delivery

	Political conflict 
	Pearson Correlation
	-.072**

	
	Sig. (2-tailed)
	.705

	
	N
	30

	Administrative conflict
	Pearson Correlation
	.018**

	
	Sig. (2-tailed)
	.933

	
	N
	30

	Finance conflict
	Pearson Correlation
	.319**

	
	Sig. (2-tailed)
	.000

	
	N
	30


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

Source: Field Data (2018)
The study established that an insignificant negative relationship existed between political conflict (-.072**) and service delivery of selected urban town councils in Wakiso District which implies that even when political conflicts increase, service delivery in terms of effectiveness, efficiency, accomplishment of tasks will not be negatively affected.
The study established a significant positive relationship between administrative conflict (.018**) and service delivery in selected urban town councils in Wakiso District, which implied that as conflict in responsibility assignment, supervision and communication increases, there is a mild negative effect on service delivery in terms of effective, efficiency, accomplishment of tasks.
The study established a significant positive relationship between financial conflict (.319**) and service delivery in selected town councils in Wakiso District, which implied that as conflicts in fund mobilization, budget allocation and accountability increase, service delivery in terms of effectiveness, efficiency, accomplishment of tasks is greatly affected.
4.6 Regression analysis

The regression analysis was used to determine the effect of political, administrative and finance conflicts on service delivery. Furthermore, based on the regression results, the study hypotheses were answered. The results are presented in Table 4.8 below;
Table 4.8: Regression results for organization conflicts and service delivery
	Variable
	R
	R2
	Std. Error of estimate 
	Sig. (P- value)

	Political conflict
	-.072 **
	.005
	.59705
	0.705

	Administrative conflict
	.018 **
	0.000
	.73279
	0.933

	Finance conflict
	.319**
	0.101
	.69473
	0.000


** Significant at 0.05 (5%) level sig 95% 
Source: Field Data (2018)
Table 4.8 presents regression results for political conflicts on service delivery with results revealing that political conflicts explained a 5% variance on service delivery of selected TCs in Wakiso District with 95% suggesting evidence of other factors other than political conflicts.

In addition, regression results as presented above reveal suggest that administrative conflicts explained no (0%) variance on service delivery of selected TCs in Wakiso District with 100% suggesting evidence of other factors other than political conflicts.

Furthermore, regression results shown above reveal that finance conflicts explained a 10.1% variance on service delivery of selected TCs in Wakiso District with 89.1% suggesting evidence of other factors other than finance conflicts.

4.7 Hypothesis statements

For the presented hypothesis one that, political conflicts have a significant positive effect on service delivery in Urban Local Governments in Uganda; findings indicate that it is rejected in favour of political conflicts have an insignificant negative effect on service delivery in Urban Local Governments in Uganda.

Findings indicated that administrative conflict insignificantly affected service delivery in Urban Local Governments in Uganda. Therefore, the hypothesis two that administrative conflicts significantly affect service delivery in Urban Local Governments of Uganda conflicts was rejected and the null hypothesis that administrative conflicts insignificantly affects service delivery in Urban Local Governments in Uganda accepted. 
Lastly, financial conflicts were found to have a significant positive effect on service delivery. Therefore, hypothesis three that, there is a significant effect of financial conflicts on service delivery in Urban Local Governments of Uganda was accepted and the null hypothesis that financial conflicts do not have a significant positive effect on service delivery rejected.
CHAPTER FIVE

SUMMARY, DISCUSSION, RECOMMENDATIONS AND CONCLUSIONS

5.1 Introduction

This chapter summaries, discusses and recommends based on the study findings. In addition, it further presents conclusions and recommendations objective by objective.  

5.2 Summary of the findings

This section presents the findings as summarized in accordance with the study objectives as indicated below;
5.2.1 Political conflict and service delivery

The study found out that political conflict has a negative but insignificant effect on service delivery (-.072**, p>0.05, 0.705) in selected Urban Local Governments of Wakiso District. This implied that, despite the prevalent political conflicts within the selected town councils. For instance, party affiliation and power indifferences among others, on its own, would not curtail service delivery in the selected Town Councils. It was further established that political conflicts had 0% variance on the delivery of services.
5.2.2 Administrative conflicts and service delivery

The study findings revealed that administrative conflicts positively but insignificantly (.018**, p>0.05, 0.933) affected service delivery in Urban Local Governments of Uganda. However, the study found out that administrative conflicts predicted no variance on the delivery of services in the selected Town Councils of Wakiso District.

5.2.3 Financial conflict and service delivery

Key findings obtained about the study revealed that financial conflict and service delivery were positively related (.319**, p<0.05, .000) with one another. In finance, conflict was found to have a 10.1% variance on the delivery of services in selected Town Councils of Wakiso District. 

5.3 Discussion of the findings

This section of the study provides an in depth discussion of key findings and linking the findings to the literature reviewed and identifying the gaps in line with the study objective. These are presented thematically below.

5.3.1 Political conflict and service delivery

The study revealed a negative but insignificant effect of political conflicts on service delivery in selected urban town councils in Wakiso district. The LG Act of 1997 provides administrative powers to district leaders to execute tasks for the local communities on behalf of the Government. Such powers are evident among councillors and other political elites in town councils. However, excessive powers of such leaders have led to political conflicts. Conflicts in deliberative councils happen between two or more individuals or groups during the political making processes. This occurs typically due to how people are different from one another. Conflicts in deliberative councils happen between two or more individuals or groups during the political making processes. Their varied personalities result into incompatible choices and opinions. 
Findings revealed that party affiliation/differences were common among political officials in the selected Town councils of Wakiso District. The indifferences are a mirror to findings by Ostroff (2012) who lamented that if conflict in the workplace like an urban council goes unchecked, councillors’ performance slows down.  It is therefore important to address the various types of political conflicts to deter disagreements or misconceptions that affect the operations of an entity that affect service delivery (Ostroff, 2012). The issue of exerting political pressure by some local politicians was found to affect service delivery at the sub counties which has left the locals wonder why they pay taxes to that magnitude.
In an attempt to ensure service delivery, existing methods and procedures need to be adhered to. The adherence to these tools explains the level of powers that are vested in the local political elites that also affect service delivery. In addition, at the Town Councils, it’s the responsibility of the management of TC to ensure that the available scarce resources are utilized properly for the benefit of the organization and other stakeholders (Hanneli, 2016). The level of awareness makes employees to know their strengths and weaknesses in relation to service delivery in urban Town councils including Wakiso District hence an approach to a certain degree that tends to minimize chances of conflicts arising within. In addition, Mullins (2015) noted that legislation has steadily imposed more obligations on the scheme administrators and limited freedom of choice about the design of the scheme rules and procedures. However, some of the respondents clearly indicated that local politicians abandoned adhering to the methods and procedures which only widened political conflicts and compromised service delivery.
5.3.2 Administrative conflicts and service delivery

The study established an insignificant but positive effect of administrative conflict on service delivery in selected urban town councils in Wakiso district. Issues of supervisory skills and communication among others are too important administrative tools that are needed in any attempt to improve public service delivery to the local communities within a Town Council.  The tools if mismanaged can culminate into conflict. Kalumba (2014) calls the conflict administrative conflict which is a type of conflict that happens among individuals within work place because of incompatibilities and misunderstandings on which responsibilities should be done among these individuals which lead to failure to execute assigned tasks. 
The statement was found to be true as many respondents agreed that supervisory skills were lacking an as a result caused a gap that could not be closed to improve services within the Town Council. Administrative conflict, if not well managed can erupt into a degree of conflict disrupts harmony among the members, including politicians and a long battle towards harmonization and delivery of services for that matter. 
The disagreements and misconceptions might occur between team members, which create conflict. However, it was found out that laxity was common in supervision was evident where councillors failed in an attempt to oversee the successful progression of public service delivery. In addition, facilitation including allowances and transport were limited which widened the scope of supervision. 
Further to note, in politics it is important that communication is successfully realized failed to ensure communication widens awareness gaps among key stakeholder and at times compromises decisions that are undertaken to ensure timely service delivery. The revelations are supported by Raimo (2011) who pointed out that cognitive criticism might easily be interpreted as a personal disapproval or a strategy to enhance one’s own position at the expense of someone else’s which is administrative content that compromises the expected delivery of services and is a common issue between political Governments. 
The scholar further adds that administrative conflicts occur in daily environment and negatively affect the flow of work which can help many departments including urban councils to avoid disagreements or learn the best way to deal with them and this may positively impact on service delivery including Wakiso Urban Town Councils. This explains the situation in many institutions and departments in Wakiso Urban Town Councils like Kyengera, administrative conflict related issues have raised concern on issues that have appeared unclear and hence having a tremendous impact on the attitude, morale and service delivery in the town councils. The study established that the communication channels were ineffective for instance memos were used yet some councillor were illiterate, documents were misplaced and communications were ignored.
5.3.3 Financial conflict and service delivery

The study established a significant positive effect of financial conflicts on service delivery in selected urban town councils in Wakiso district. The availability of local revenue bases for instance parking fees, trading licenses and ground rates among others in Town Councils act as revenue bases upon which budgets can be drawn and public services availed. This said, it can be argued that local revenue mobilization is very a critical finance aspect that Town Councils including Kyengera, Makindye and Kajjansi need to boast their local revenue base. The availability of such local revenue has promoted conflict than harmony as it involves advancing funds for development and later accountability. 
According to Osroff (2012) Wakiso Urban Town Councils were tangled in several antecedents of conflict and as a result this has negatively affected the timely accomplishment of tasks (service delivery). Of these antecedents were fund related and linked to departments. These according to Osroff have negatively affected the timely delivery of services. Armstrong (2016) further adds that inadequate resources and remuneration can result into conflict. The scholar further that differences in opinions between groups in relation to timing and ranking of priorities, coupled with differences in team goals, can also result into conflict. However, it was found out that tax registers were not accurate and corruption tendencies for instance bribes, fraud, embezzlement and unfair assessment of local taxes among others were many.
The issue of compliance to financial policy and regulation was important to the study. Key findings revealed that designated officials were responsible for actions and were accountable for resources that had been advanced to them. This is a true reflection of Buchanan (2011) who pointed out that members working in groups can gain proficiency in their work and become more devoted. Buchanan further adds that challenges occur, when the team loses direction in terms of the resources that are available to help accomplish institutional goals. Many studies have examined these interactions within the different types of conﬂicts to include the following; gratification, tension or service delivery in terms of quality of work produced and efficiency in Urban Town Councils like Kyengera and Kajjansi in Wakiso District (Buchanan, 2011). 
In Urban Local Governments, financial conflicts can be manifested in local revenue mobilization, competition for funds between the political and administrative officials and compliance to financial laws and regulations. However, the study found out that TC officials ignored advice, misused tax payers’ money, influenced tenders and abused office among others hence gaps that needed attention to ensure timely service delivery.
5.4 Conclusion of the study

The conclusions are provided based on objective by objective

5.4.1 Political conflict and service delivery

From the findings, it was established that political conflicts negatively but insignificantly affected service delivery. Issues of political fighting subjected decisions to prolonged debates causing delays in the delivery of service delivery within these town councils and mechanisms were in place but were less effective. In conclusion therefore, even where political conflicts escalate, service delivery will not be affected negatively
5.4.2 Administrative conflicts and service delivery

The study revealed that administrative conflicts insignificantly but positively affect service delivery in selected urban town councils in Wakiso district. Failed accomplishments of assigned responsibilities, laxity in supervision and communication breakdown were signs of conflict in administration that negatively affected service delivery in selected Town Councils of Wakiso District. The study concludes that, if there is an increase in administrative conflict, there may be just a mild negative effect on service delivery.
5.4.3 Financial conflict and service delivery

The study further revealed that financial conflicts have a significant positive effect on service delivery in selected urban town councils in Wakiso district. Issues linked to low revenue mobilization among locals, allocation of resources to less priority areas and delays in accounting for funds advanced were signs of financial conflicts that derailed timely service delivery in selected sub counties of Wakiso District. In conclusion if financial conflicts escalate, service delivery will be tremendously affected.
5.5 Recommendations
The section of the study provides recommendations based on the specific objectives

5.5.1 Political conflicts and service delivery

Political conflict recommendations included:

· The study recommends that Town Councils leadership and Chairperson devise means of establishing reconciliation committees. These will be intended for mediation between political indifferences and foster a way towards better service delivery.

· There is need for the Office of the Town Clerks to liaise with their Councils and allocate funds for training. The trainings will entail use of workshops, conferences and policy dialogues as a way of sensitizing all political leaders on the challenges of political conflict on service delivery and how this affects the voters.
5.5.2 Administrative conflicts and service delivery

Administrative conflict recommendations are:

· The District Chief Accounting Officer should formally remind the Town Clerks and finance officers to adhere to the prevailing finance regulations. The move will improve compliance to financial regulations to avoid compromise

· The study also recommends that adherence to budget procedure and rules be considered as a good option that would reduce on administrative conflict.
5.5.3 Financial conflict and service delivery

Financial conflict recommendations are:

· On the issue of financial conflict, the study recommends that the CAO and Town Clerks, Councils finance officers emphasize the use of vote book as a budgeting tool to help control their budget expenditures effectively.
· The Town Councils through their finance departments should consider adopting and using modern electronic technologies for instance E-banking, use mobile money and others to effectively pay taxes. This will improve tax avoidance and realise more local revenues

· The study recommends that the Council should be given more administrative powers to oversee financial concerns of the Town Councils. This will support in the approval of funds at the earliest.
5.6 Limitations of the study

Some of the study limitations included:

It was hoped that a 100% response rate would be realised however, study response rate of 70% was obtained as recommended by Amin (2005) as being representative of a survey population. The study had a 30% short fall or deficit of responses missed therefore the study findings could be generalized that organisational conflicts affect service delivery.

Another interesting limitation was the access to information. The study was constrained as most of the information planned to gather was deemed confident and inaccessible to unauthorised persons however affect repeated requests, information was provided though at the last minute. The information mismatch affected the generalisation of the study findings.

In another context, the study focused on organisational conflicts (political, administrative and finance conflicts) as its indicators and service delivery (effective, efficient, timely accomplishment and quality services) as its indicators however, organisational conflicts and service delivery stretch beyond the indicators studied dimensions therefore it would have been unfair to generalise the study findings that organisational conflicts affect service delivery.

5.7 Areas for further study

The following area was identified for further study namely:

1) The effect of administrative powers on delivery of services in Town Councils of Uganda.
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APPENDICES

Appendix I: Questionnaire

QUESTIONNAIRE FOR STAFF MEMBERS OF WAKISO URBAN TOWN COUNCILS

My name is Muweera David a student of Masters in Public Administration of Uganda Management Institute. In partial fulfilment of the requirements for the degree, I am required to conduct a research in an area of my interest. My interest in this study is to evaluate the Organizational Conflict and Service Delivery in Wakiso District Urban Councils. You have been sampled to participate in this study and the information you give will be used strictly for academic purposes and will never be used against you or your office. The information got from you will be kept confidential. You are also requested not to write your name on this questionnaire. After filling out the questionnaire, put in the provided envelop and seal it and return to me. Your participation in this study is entirely voluntary. Your consent to participate is implied by your decision to complete this questionnaire. I greatly appreciate your assistance in this exercise.  

Thank you for your cooperation.

SECTION A            BIO-DATA
Please tick in the column below the specified variable.

	Age(Years)
	20-29
	30-39
	40-49
	50 Above
	

	
	
	
	
	
	

	Sex
	Male
	Female
	
	
	

	
	
	
	
	
	

	Marital status
	Married
	Single
	Widowed
	Divorced
	

	
	
	
	
	
	

	Highest Level of Education
	Masters
	Bachelors
	Diploma
	Certificate
	Others Specify

	
	
	
	
	
	


Instructions from question 1-46 tick the number that best indicates your opinion on the questions using the following scale.

	Scale
	1
	2
	3
	4
	5

	
	Strongly disagree
	Disagree
	Not sure
	agree
	Strongly agree


SECTION B  

POLITICAL CONFLICTS

(These are conflicts which happens in the political processes of deliberating and decision making in the council)

	
	
	1
	2
	3
	4
	5

	1.
	Conflicts are common in the political decision making process of this Town Council
	
	
	
	
	

	2.
	Political conflicts in this council are mostly caused by: 
	
	
	
	
	

	
	Party affiliation/difference
	
	
	
	
	

	
	Power differences
	
	
	
	
	

	
	Available information
	
	
	
	
	

	
	Methods and procedures
	
	
	
	
	

	
	Others (specify)
	
	
	
	
	

	3.
	There are mechanisms in place to address those conflicts
	
	
	
	
	

	4.
	The Town Councils’ service delivery goals have not been achieved because of political conflicts
	
	
	
	
	


5. In your view, how do political conflicts affect service delivery in your town council……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

6. suggest strategies of addressing the political conflicts above………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

ADMINISTRATIVE CONFLICTS

(These are conflicts that happen among technical officials in executing policies and programs)

	7
	 Administrative conflicts by technical officials are common in this Town council
	
	
	
	
	

	8
	The major cause of clashes within the technical members include:
	
	
	
	
	

	
	Responsibility assignments
	
	
	
	
	

	
	Supervisory skills
	
	
	
	
	

	
	Communication 
	
	
	
	
	

	
	Others (specify)
	
	
	
	
	

	9
	There are adequate mechanisms to address the administrative conflicts in this town council
	
	
	
	
	

	10
	Conflicts between technical officials are affecting service delivery in this town council
	
	
	
	
	


11. Explain how the administrative conflicts affect service delivery in this town council……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

12 suggest strategies of addressing the administrative conflicts above………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

FINANCIAL CONFLICTS

(These are conflicts concerning money that happen internally within political leaders and administrative officials, between the political and administrative officials and between those two groups and the citizens) 
	13
	Conflicts concerning money are common among all groups in the town council 
	
	
	
	
	

	14
	The most common causes of money clashes within and among groups in the town council are:
	
	
	
	
	

	
	Local revenue mobilization
	
	
	
	
	

	
	Budget assignment and funds allocation
	
	
	
	
	

	
	Compliance to financial policy and regulation
	
	
	
	
	

	
	Others (specify)
	
	
	
	
	

	15
	The financial conflicts within and amongst groups is affecting service delivery in this town council c
	
	
	
	
	

	16
	The available mechanisms are sufficient to address the money conflicts in the town council 
	
	
	
	
	

	
	
	
	
	
	
	


17. In your view, how do financial conflicts affect service delivery in your town council……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

18. suggest strategies of addressing the financial conflicts above…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………….
Appendix II: Interview guide for top Administrators and Opinion Leaders
Political Conflict

1. What is your view on existence of the political conflicts in this Town council?

2. Please explain the main causes of political conflicts in council?

3. How do these political conflicts affect service delivery in this town council?

4. Describe strategies of addressing the political conflicts to support service delivery

Administrative Conflict

5. Comment on the administrative conflicts that exist in this Town council

6. Please explain the main causes of administrative conflicts between departments?

7. What is the effect of these administrative conflicts on service delivery in this town council?

8. Describe strategies of addressing the administrative conflicts to support service delivery in this town council

Financial Conflict

9. Describe the prevalence of financial conflicts that exist within and among the different groups in this Town council?

10. Please explain the main causes of money conflicts between individuals in this town council?

11. How are these money conflicts affecting service delivery in this town council?

12. Describe strategies of addressing the financial conflicts to support service delivery

Appendix III: Documentary Review Checklist
The researcher will review the documents below

	Serial Number
	Documentation
	Purpose

	01
	HR Manual
	Get information on HR

	02
	Wakiso Annual Performance Reports
	Provision of information on sectoral performance

	03
	Wakiso District Annual Reports and Quarterly Reports
	Provision of information on sectoral performance

	04
	Articles
	Up to date information on services delivery


Appendix IV: Krejcie and Morgan population Table of 1970

Table for Determining Sample Size from a given Population
	N
	S
	N
	S
	N
	S
	N
	S
	N
	S

	10
	10
	100
	80
	280
	162
	800
	260
	2800
	338

	15
	14
	110
	86
	290
	165
	850
	265
	3000
	341

	20
	19
	120
	92
	300
	169
	900
	269
	3500
	246

	25
	24
	130
	97
	320
	175
	950
	274
	4000
	351

	30
	28
	140
	103
	340
	181
	1000
	278
	4500
	351

	35
	32
	150
	108
	360
	186
	1100
	285
	5000
	357

	40
	36
	160
	113
	380
	181
	1200
	291
	6000
	361

	45
	40
	180
	118
	400
	196
	1300
	297
	7000
	364

	50
	44
	190
	123
	420
	201
	1400
	302
	8000
	367

	55
	48
	200
	127
	440
	205
	1500
	306
	9000
	368

	60
	52
	210
	132
	460
	210
	1600
	310
	10000
	373

	65
	56
	220
	136
	480
	214
	1700
	313
	15000
	375

	70
	59
	230
	140
	500
	217
	1800
	317
	20000
	377

	75
	63
	240
	144
	550
	225
	1900
	320
	30000
	379

	80
	66
	250
	148
	600
	234
	2000
	322
	40000
	380

	85
	70
	260
	152
	650
	242
	2200
	327
	50000
	381

	90
	73
	270
	155
	700
	248
	2400
	331
	75000
	382

	95
	76
	270
	159
	750
	256
	2600
	335
	100000
	384


Note:
“N” is population size


“S” is sample size.

Krejcie, Robert V., Morgan, Daryle W., “Determining Sample Size for Research Activities”, Educational and Psychological Measurement, 1970.
Appendix V: Field Research Letter

Appendix VI: Introductory Letter

Appendix VII: Anti Plagiarism Report

ORGANISATIONAL CONFLICT 


Political Conflict


Party Affiliation


Power Differential


Priority Setting


Administrative Conflict


Responsibility Assignment 


Supervision


Communication


Financial Conflict


Revenue Mobilization


Budget Allocation


Accountability Patterns











SERVICE DELIVERY


Effective and Efficient delivery of resources


Timely accomplishment of tasks


Quality of services delivered
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freq	Male respondents, (19), 63%

Female respondents, (11), 37%

Male	Female	19	11	
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		Gender		freq

		Male		19

		Female		11
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Female respondents, (11), 37%
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