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ABSTRACT

This study investigated the factors affecting quality service delivery in the Criminal investigation directorate of Uganda police. The following objectives guided the study, to assess the effect of physical infrastructure on service delivery in the CID; to establish the role of human resource in service delivery in the CID and to find out relationship between financial resources and service delivery in the CID. The study applied a cross-sectional survey design with a sample size of (60) of which 45 questionnaires were returned. Seven questionnaires were however eliminated due to errors and missing data leaving 45 questionnaires which were examined making 75% of the population of the study. The sampling methods were simple random and census. The structured questionnaires and interview schedule provided data for statistical analysis which enabled the researcher to answer the research questions

It is evident from the study that various organisational factors affect quality service delivery. It is also found out that there is positive relationship between organisational factors (physical, human and financial resources) and service delivery in the CID of Uganda police. The positive relationship means that positive altering of these factors may not necessarily change the situation but when supported by other factors. 

The study concluded that organisational factors affects quality service delivery in the CID of Uganda police. If these factors are not addressed the quality service will be further jeopardised. It is noted that service delivery is a function of perfect organisational factors (physical infrastructure, human and financial resources)
It is recommended that CID improves working conditions of its employees, paying salaries promptly and timely release of funds for investigations among others for quality service delivery.
 

CHAPTER ONE

INTRODUCTION

1.1 Introduction
This study is about organisational factors affecting quality service delivery in the criminal investigations directorate of the Uganda police. The motivation to undertake this study arose out of the researcher’s desire to contribute towards the delivery of quality services in the Uganda police force. The researcher’s involvement in service delivery in UPF reveals that though police has put in a lot of effort in providing services to the people, there are factors still affecting services delivery in UPF. The proposed study is presented in three chapters, This chapter presents the introduction, background to the study, historical background, theoretical background, conceptual background, contextual background, statement of the problem, objective of the study, research questions, significance of the study, scope of the study, research question, hypothesis, conceptual frame work and justification of the study .

1.2  Background to the study.

1.2.1 Historical back ground
Globally the police are a constituted body of persons empowered by the state to enforce the law, protect property, and limit civil disorder. Most countries are members of the International Criminal Police Organization (Interpol), established to detect and fight trans-national crime and provide for international co-operation and co-ordination of other police activities. The United Nation’s Guiding Principles for Crime Prevention and Criminal Justice in the Context of Development and a New International Economic Order (2006) urge that “…community Participation in all phases of crime prevention and criminal justice should be promoted and strengthened”. Similarly, the United Nations Code of Conduct for Law Enforcement Officials (1979) states “every law enforcement agency
 should be representative of, and responsive and accountable to, the community as a whole”. These statements emphasise the extent to which a community influence on policing activity is considered desirable. In those places where the community has been fully engaged in and consulted on the delivery of policing services, a great many additional benefits have accrued: public confidence in the authorities and the rule of law has increased, whilst greater trust in law enforcement has led to more public cooperation and participation. 

In the African region the police has an overall head, who over sees the services of the police to the public. For example in Nigeria, the police is currently headed by The Inspector General of Police, Mohammed Dahiru Abubakar since assumption of office has been working tirelessly to reposition the Nigerian Police and to restore public confidence in the Force. The Nigeria Police Force (NPF) is the principal law enforcement agency in Nigeria with strength of more than 350,000 men and women as of 2012.  Its mandate is to Protection of lives and property; Prevention, detection and investigation of crime; Prosecution of offenders. Its structures include, Administration and Finance; Operations; Works and logistic; Investigations; Training; Planning, Research and Statistic (NPF).
In Uganda the history of the Uganda Police can be traced as far back as the colonial period. The establishment of the protectorate in 1894 necessitated the formation of the colonial police entirely to protect colonial interests. The Uganda Police Force began with the formation of 1400 strong-armed constabulary that was meant to maintain law and order.  Thus the Uganda Police Force became a fully fledged institution on 25th May 1906. Nonetheless, with independence, various reforms in the force have been undertaken through the recruitment of professionals into the force. Since then it has undergone institutional metamorphosis which culminated into the current Uganda Police Force which was established under Article 212 of the 1995 Constitution of the Republic of Uganda. The Uganda Police Force like any other across the world, is mandated to; Protect life and property, Preserve law and order, Prevent and detects crime, Cooperate with civilian authority and other security organs established under the Constitution and the population generally. The police force is further mandated under Section 4 of the Police Act CAP 303 to, Protect other rights of the individual, maintain security within Uganda, ensure public safety and perform the functions of a military force. The Criminal investigation Directorate is one of the Directorates of UPF and it is the backbone of Police. The function of the Directorate is to ensure effective detection, investigation and prevention of crime. 
Uganda Police Force is headed by an Inspector General of Police (IGP) established under Article 213 (1) of the Constitution of Uganda 1995. Services offered by Uganda police include among others Protecting life and property, detecting and prevention of crime, investigating and prosecution of cases, Fire fighting, countering terrorism, controlling traffic, responding to peoples’ complaints among others. According to a study carried out by Uganda Bureau of Statistics (UBOS) on the latest National Service Delivery Survey of 2008, it was ascertained that most Ugandans find the services of the Uganda police lacking. UBOS study further revealed that the police was named by many Ugandan households interviewed as providing the least commendable service delivery.  According to Human Rights Network-Uganda news letter 2009, the biggest challenge discovered during their visit to different police stations in Kampala, is that the police is inadequately facilitated and hence the relevancy of this study which aimed at finding out the factors inhabiting quality service delivery in terms of timeliness responsiveness among others. 

1.2.2 Theoretical back ground
This study was backed by the theory of human service delivery which entails an understanding of how people work within systems to deliver services. People are a resource unlike any other in that their value and availability can be difficult to quantify.  Services are judged partly by subjective criteria, so understanding the quality that is provided by any service system can be tricky. Theorists attempt to understand how to build the best system for the best services. Reader, (2010).The author further states that services are fundamentally intangible. They cannot be touched or handled. They exist as events and cannot be resold or shared between parties. Delivering a service to a person involves having a real person interact with him/her and meet her needs. For delivering any service to a person, the system designer must first consider the human element involved. The people delivering the service must be capable of interacting in a positive and effective manner. Many theorists of human service delivery stress the importance of an internal credo or ideology for an organization. In order to motivate the people delivering services, and to provide them with broad guidelines, it is necessary to communicate a greater mission. By having a broader vision before them, people will be better able to process a diversity of challenges and to justify their own work. Reader, (2010).

The study shall also be backed by Herzberg’s two-factor theory. Workers should then be given appropriate training and tools so they can work as efficiently. Frederick Herzberg offers another framework for understanding the motivational implications of work environments. In his two-factor theory, Herzberg identifies two sets of factors that impact motivation in the workplace which includes salary, job security, working conditions, organizational policies, and technical quality of supervision. For example, organisations / managers can find out what people really do in their jobs and make improvements, thus increasing job satisfaction and performance.  Workers in any organization need something to keep them working. Most of the time, the salary of an employee is not enough to keep him or her working for an organization. An employee may need additional factors within the physical infrastructures like information communication technology and timely funding of relevant projects. Further still properly aligned recruitment and development of employees is fundamental to quality service delivery. Organizations are tapping into professional and cultural networks to reach individuals with specialized skill sets and increase the overall diversity of their workforce and hence quality service delivery. Glenn Davidson, (2007). If no motivation is present in an employee, then that employee’s quality of work will deteriorate.

1.2.3   Conceptual background
Service delivery is the implementation of those services and making sure they reach those people and places they're intended to. Service delivery is reflected by the effectiveness and efficiency offered in service and the need for services that no individual can or will pay for but that benefit all by their presence. Service delivery is about the customer needs to appreciate what is being delivered,  the customer is the person that pays you once the job is done therefore without a satisfied customer this time and every time, you have no service delivery business (Barney, 2010).

Various concepts which are likely to contribute to quality service delivery have been developed into a conceptual framework, which shows the relationship between the identified independent variables of physical infrastructure, human resource and financial resource. Physical infrastructure has dimensions of information and communication technology while human resource has training and recruitment and, financial resources has the dimensions of level of funding and timeliness in funding.

Timeliness in service delivery

As the world continues to speed up, customers have less time than ever to deal with suppliers of products and services.  Customers want what they want and they want it fast. Customers want product and service delivery to take the minimum amount of time possible. As the complexities in the modern life of customers increase, the corresponding demand for precision from suppliers requires that products and services be delivered on or before the agreed upon time. In the case of Uganda police, the community would like to see them carrying out criminal investigations as and when cases unfold urgently. Customers want suppliers they can depend upon, who can deliver when they say they will.  Customers don’t like to wait, and have little patience for suppliers that make them do so. Berry et al, (1985) 

Reliability in service delivery
Reliability means providing consistent, accurate and dependable service and delivering the service that was promised Reliability in the broad sense is the science aimed at prediction, analyzing, preventing and mitigating failures over time. Reliability is quality over time. A reliable, trouble-free product continues to satisfy customers for a long time. Reliability in the narrow sense is the probability that a device will operate successfully for a specific period of time and under specified conditions when used in the manner and for the purpose intended. Berry et al, (1985).

Responsiveness in service delivery

Responsiveness means being willing and ready to provide service when needed. This includes resolving problems quickly and providing appointment times. Berry et al. (1985) identified, responsiveness, as is a key quality determinant. He emphasizes that it is a crucial factor, as it is a key component in providing satisfaction and the lack of it is a major source of dissatisfaction. A citizen, who calls 911 wants emergency responders to get there quickly, be courteous and compassionate while they are there, and take care of the problem efficiently

Customer satisfaction in service delivery

Janing and Sachs (2003) state that, “Quality is almost always defined from the customer’s point of view”. They state, “These factors will define the quality of care from the customer’s point of view”. If tax payers do not feel that their tax money is spent for quality service, then they will become dissatisfied. Wing (1997) support the point that dissatisfied customers can have a negative effect on an organisation.

 1.2.4     Contextual back ground

The police in many Countries are an institution duty bound to keep peace and enforce laws. Graﬃns and Verdun-Jones (1994), point out that police protects life and property against crime through crime investigations and patrols, maintains peace and order by preventing and controlling behaviour that disturbs the public peace, and enable safe movement of traﬃc. It also provides community services such as searching for lost persons and provision of emergence services citizens. Currently, the great focus is put on solving people’s problems than fulﬁling the wishes of the Government (Bakiza, 1993). This is in line with the Force’s Vision “To provide an enlightened and motivated police Force that is eﬃcient and accountable to the public” and Mission Statement “To protect life and property in partnership with the public in a committed and professional manner in order to promote Development” (Uganda Police Force, 2003).

The 21st Police Council meeting that took place at Naguru Forensic offices from13th to 14th September 2012 has been a great success and a landmark in the operation and development of Uganda Police Force (UPF). The council which is the highest internal governing body of the Uganda police force has passed important resolutions that are aimed at improving the efficiency and capacity of police in handling the contemporary policing challenges and which the implementation begins immediately. Police is a service hence it is supposed to ensure the welfare of the country by stopping crime and ensuring security of persons and property. Its operations are funded from the collective pool of public resources and therefore the welfare of its personnel is the responsibility of the state and the general public it serves. (UPF) .The police force has gone professional by having units headed by fully qualified officers such as doctors, engineers, teachers, IT Specialists, lawyers.

 On 4th August 2012 the President passed out 538 cadet officers at Kabalye Police training school in Masindi District from where he commended the Uganda Police Force leadership for the different training programs. He said that the Police will be built around the issue of crime prevention and effective investigations adding that this task will be executed in close collaboration with the Directorate of Public Prosecution (DPP). According to the Human rights network News Letter 2009, the twentieth century faces an array of public security challenges, such as increasing social inequality, globalised criminal networks, and ever increasing crime and victimization rates. More than police action is therefore needed in order to attain security within the country.

1.3 Problem Statement. 

Despite of massive recruitment, training, and equipping of the police force for better policing and reduction in crime levels (The Independent of 14th May 2012), and the report on Criminal Investigations Directorate (CID) having been active of late investigating several cases of financial impropriety in government departments. (Observer News Paper of 07th August 2012), and also marked improvement in case management by the Criminal Investigation Directorate (CID), supported and guided by the Directorate of Public Prosecutions. (Annual Crime Report 2011), service delivery seems to still be wanting. There has also been public outcry on low level of response to criminal cases, a raise in mob justice and, both the president and IGP’s complaint in public about the slow pace of performance by CID to have resulted in backlog of cases. 

On a similar note, Uganda Bureau of Statistics (UBOS) 2008 reported that, most Ugandans find the services of the Uganda police still lacking. It further revealed that the police was providing the least commendable service delivery. Police has also made an effort to improve on its responsiveness and reliability by giving out its emergence call numbers to the public for quick assistance, timeliness in execution of cases through forming up specialized units such as anti corruption department, Special Investigations Unit (SIU), Land Protection Unit, to bring about satisfaction among the community through community policing. Regardless of all the effort put in place to improve service delivery, the police force seems still to have a lot of challenges in offering quality service delivery. Therefore, this study sets to investigate the factors affecting quality service delivery in the CID of Uganda Police.

1.4 General Objective of the Study

The general objective is to investigate factors effecting quality service delivery in the Criminal investigations Directorate of the Ugandan Police.

1.4.1 Specific Objectives
I. To assess how  physical infrastructure affects  quality service delivery of the CID at Katwe  Police Station

II. To assess how financial resources affects quality service delivery of the CID at Katwe Police Station.

III. To assess how human resources affects quality service delivery of the CID at Katwe Police Station.

1.4.2
Research Questions
I. How does physical infrastructure affect quality service delivery of CID at Katwe Police Station? 

II. How do financial resources affect quality service delivery of CID at Katwe Police Station?

III. How do human resources affect service delivery CID at Katwe Police Station?

1.4.3
Research Hypothesis.
The research will be guided by the following hypothesis

(i) Physical infrastructure significantly effects service delivery of the CID at Katwe Police Station.

(ii) Financial resources significantly affect quality service delivery of the CID at Katwe Police station.

(iii) Human resources affect the quality of service delivery of the CID at Katwe Police Station.

1.5 Conceptual Framework
A conceptual framework below showing the relationship between organizational factors and service delivery

Figure 1: Conceptual Framework
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Source: Adopted from Parasuraman, Zeithaml, and Berry (1985) modified by the researcher.
The study was guided by a conceptual framework showing the relationship between the independent variable and dependent variable. The independent variables are financial resources, human resources and physical infrastructure whereas the dependent variable is service delivery.
1.7 Scope of the study

1.7.1 Content scope

The study focused on factors presumed to affect quality service delivery in the Criminal investigations Directorate of Uganda Police conceptualized as financial resources, human resources and physical infrastructure and how they affect service delivery. Katwe Police station will be the case study in Makindye Division Kampala District. The content scope of the study will cover all the personnel of Katwe Police station, suspects and complainants at Katwe police station and the public surrounding of Katwe Police station.
1.7.2 Time scope 
The information required for assessment of the above topic will run from 2005 up to2013 for effective evaluation of service delivery in Katwe Police station. The period under review gives a good interval to assess service delivery at Katwe Police station. 

1.7.3 Geographical scope
Katwe police station is, located in Makindye Division, bordered by Nakasero to the north, Nsambya to the east, Kibuye and Makindye to the southeast, Ndeeba to the south and Mengo to the west. The road distance between Kampala's central business district and Katwe Police station is approximately 3 kilometers.

1.8 Justification of the study
Service delivery is a function of every organization therefore the ability to meet its goals and objectives by exploiting the available resource in efficient and effective way is paramount. Hence the study is necessary to carry out because the researcher intends to assess factors that hamper quality service delivery in CID and to provide baseline data from which appropriate interventions can be picked to improve on the quality of service delivery in CID.

1.9 Significance of the study
The study will inform the policy makers about the factors affecting the quality service delivery in CID and how best the UPF can be helped to improve on the service delivery in general.

The study will help the researcher to fulfill the requirement for the award of a master’s degree from the Uganda Management Institute.

To future researchers the knowledge from the study findings will be a great benefit to them and gaps not addressed by this study will create grounds for future research. To the UPF and CID as a directorate this study will help to identify factors affecting service delivery within the force and how best these services can be improved upon to the satisfaction of the public.

The study will help the Government of Uganda to realise that the CID as a directorate in UPF needs more financial resources to mitigate on some of these factors affecting quality services delivery in the force.

CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction
This chapter contains literature on motivational theory, (Public Service Motivation) its relevancy and criticisms and factors affecting service delivery in the Criminal investigations Directorate in the Uganda Police. It is noted that the review of literature involves identification, location and analysis of documents containing information related to the research problem being investigated and that literature review should aim at obtaining detailed knowledge of the topic being studied Mugenda and Mugenda, (2003)

2.1 Theoretical Review
Motivation is defined by Rudolf and Kleiner (1989, 1) as “the development of a desire within an employee to perform a task to his/her greatest ability based on that individual’s own initiative”. Herzberg’s two-factor theory states that there are certain factors within an organization that are likely to bring about job satisfaction, while on the other hand a separate set of factors may also cause dissatisfaction. A psychologist Frederick Herzberg developed this theory laying emphasis on the fact that job satisfaction and dissatisfaction act independently of each other. Furthermore, according to Herzberg, hygiene factors do not usually serve as a motivational factor to employees’ but needed in order to avert employees from becoming dissatisfied. (Hodson, 2001).

The field of Human Services is broadly defined, uniquely approaching the objective of meeting human needs through an interdisciplinary knowledge base, focusing on prevention as well as remediation of problems, and maintaining a commitment to improving the overall quality of life of service populations. The Human Services profession is one which promotes improved service delivery systems by addressing not only the quality of direct services, but also by seeking to improve accessibility, accountability, and coordination among professionals and agencies in service delivery. National Organization for Human Services.
The police is the primary civil agency of any government responsible for criminal law enforcement, regulation of conduct and the protection of life and property.  The police also shares responsibility for creation of an orderly environment in which social and economic change may take place with a minimum of disorder and disruption, (Brogden, 1987) [5]. However, the rapidly changing nature of society is forcing a re-evaluation of the police role by both the public and the police. According to Thomas (1975) [36], the increase in crime, in particular crimes of violence, has focused attention of the president, government oﬃcials and concerned citizens as well as the police to review the law enforcement and general Policing process.

According to Whiteley, (2002, 85) discontent is unlikely to be derived solely from remuneration or working hours but Herzberg argued that work enhancement is required for essential motivation and that it is a constant process for the management to ensure that the work should have adequate assessment to exploit the full capability of employees. The continued existence of motivational factors enthusiastically creates work fulfilment. According to Dada, (2006) in his article motivating the Public Service for improved service Delivery, puts it that all over the world, organisations are known to exist and function in complex and dynamic environments. This circumstance compels organisations to adopt innovating measures to meet the changing needs of the time and to bridge the gaps between goals and actual performance. Most important among the response options to environmental dynamics is the organisation’s focus on developing and improving the human resource base. The human resource constitutes the ultimate basis for the wealth of nations rather than capital income or material resources, which are passive factors of production. Given the many and varied influence – pressure on this resource - prompted by socio-economic demand and the twin demands of increased efficiency and productivity, its active management has indeed become a challenge. This explains why organisations whether in the public or private domain embark on deliberate and systemic human resource development (HRD) programme. Thus motivation in modern work environment has become an important aspect of employer’s duty if the organisation’s set objectives are to be achieved. 

Within the purview of African Public Service, the present poor service delivery quagmire can be traced to poor motivation, and this in turn is partly responsible for the present state of the continent underdevelopment. It requires getting the Public Servants involved in such initiatives and adequately motivating them in order to make them remain service focused and sustain the service delivery improvement initiative. Given that each employee has a motive for joining a given organisation and once these motives, desires or goals are not fully met, it has negative effect on productivity. 

An individual employee will be able to contribute his very best only if he is ‘highly’ motivated. Job satisfaction positively affects individual performance (Petty et al. 1984). Job satisfaction is strongest for employees working in organizations in which they subjectively perceive their possibilities for delivering public service (i.e. outliving their PSM) to be good (Steijn, 2008; Taylor, 2008). According to Andersen and Kjeldsen, (2010) job satisfaction is closely related to employee work motivation, which concerns the energy an employee is willing to invest in order to achieve a given objective connected to his work. Of course, motivation is only one of the factors that determine job satisfaction. Other factors include outside constraints (e.g, time, financial resources, and organizational requirements), and individual skills and abilities. The basic argument is that achievement of objectives increases job satisfaction (because of the psychological need for achievement), and this paper focuses on a given type of objective, namely to deliver public service to help others (LeGrand, 2003: 27). Customers hold different types of expectations about service. The highest type, desired service, being the service they hope for and the lowest type, adequate service, being the minimum level service performance acceptable (Parasuraman, Zeithaml and Berry 1993). The authors' groundbreaking model, which tracks the five attributes of quality service reliability, empathy, assurance, responsiveness, and tangibles, goes right to the heart of the tendency to overpromise. By comparing customer perceptions with expectations, the model provides marketing managers with a two-part measure of perceived quality that, for the first time, enables them to segment a market into groups with different service expectations.

2.2 The relationship between organisational factors and service delivery
2.2.1 Physical infrastructure and service delivery
Infrastructure is the basic need for service delivery for an organisation. These in among others buildings, transport, furniture, computers supplies and administrative systems .Despite the fact that Police has improved in terms of infrastructure over the last 10 years there is a need for more funds to acquire more infrastructure.  South African local government infrastructure are financed from the following: City Funds, Municipal infrastructure Grant, Housing funds, Municipal Transport Fund Keys to service delivery: Joint planning and coordination between the local governments and Government Legislation is service delivery focused Grant funds are appropriate to the infrastructure development Flow of funds is directly aligned with national departments and reducing bureaucracy Nyende, (2009). 

Information Communication Technology

The UPF also has ICT department which helps in service delivery within the UPF. In criminal investigations there is need for ICT especially in producing progressive investigations reports, communication and internet services. On the 18th December 2007, Makerere University signed a MoU with the Uganda Police Force; this is to foster collaboration among the two parties. The overall objective of this MoU is to enable the Uganda Police Force integrate ICTs in its service delivery. The two parties shall be responsible for the design, development and implementation of appropriate electronic information and communication solutions/applications and the selection of the equipment to be used based on compatibility with the existing Government standards and policies. Large parts of the population in many countries, especially the poor, bear substantial economic and human costs because of serious shortages in infrastructure services, in terms of both quantity and quality. To remove these shortages and improve the standard of living in these countries, governments need to create incentives for private and public service providers to invest and perform Shah, (2005). 

The use of Information and Communications Technologies (ICT) to improve how goods are produced and services are delivered is a feature of everyday life in developed countries. If ICT is used appropriately, it has the potential to vastly improve productivity. Thus the issue for developing and least developed countries is how best to use ICT to achieve development objectives, given the operating constraints in these countries. The constraints are mainly lack of infrastructure and human capacity. It is now a known fact that ICT infrastructure readiness without adequate skilled ICT human capacity cannot lead to economic growth. In this paper we discuss the role of Makerere University and suggest opportunities for Makerere University in this area of ICT led economic growth of Uganda. Baryamureeba, (2007). 
2.2.3 Human Resources and Service Delivery

David A.  DeCenzo and Stephen P. Robbins, (2002) stress that organizations are composed of people and these people represent one of the organization’s most valuable assets. According to them Supply of human resources must be sufficient to ensure a smooth operation of the organization be it a business firm, a government agency or a university. For an organization to achieve its objectives it needs financial inputs such as money, physical infrastructure (buildings and other equipments), and human resource (people). But very often managers forget how important the people variable is a success of an organization. Since organizations do not own people as they do own capital and physical assets, the human resource is given less attention. Sambo (2007) argues that less attention is being paid to the human resources who actually deliver the services. Most Public Services are faced with a challenge of attracting and retaining personnel in fields such as Engineering, Medicine and Accountancy among others. 

Most Public Services offer inferior conditions of services relative to the private sector. As a result staffs are lost to the private sector. This adversely affects the effectiveness of ministries and departments as some critical posts can be vacant for long periods. The police play an important role in investigating and resolving crime, manage risk and facilitating community justice. However, social policies that address inequality and underemployment also contribute significantly to the safety of all citizens because they address the root causes of the issues. Accountability working group has for the past 2 years been engaged in Police reform initiative to specifically ensure that civil Society and the public contribute to building a democratic, accountable, representative and responsive police force that works in close cooperation with the society. It is specifically important to for the general public to appreciate that “public safety and security is a shared responsibility” As a part of Human Rights Network Uganda (HURINET) information dissemination initiative, this newsletter shares insight from different stakeholders concerns, perspectives and impressions about public safety and the security sectors in Uganda.

Recruitment and selection

Recruitment is the Process of finding and attracting capable applicants for employment and Selection is the process of picking up individuals (out of the pool of job applicants) with requisite qualifications and competence to fill jobs in the organization. Two of the most critical activities within the human resources (HR) domain are recruiting and staffing. This involves identifying and attracting the right people to ﬁll positions, ranging from upper management and key decision-maker roles to entry-level personnel. Finding the right person for each position and doing so in a cost-effective and timely manner is a challenge for any organization, but it is becoming especially difficult for public sector entities. Organizations are tapping into professional and cultural networks to reach individuals with specialized skill sets and increase the overall diversity of their workforce. Glenn Davidson, (2007).

Training

According to Saleemi (1999:93) training is any process by which the aptitudes, skills and abilities of employees to perform specific jobs are increased. Training is further regarded as a process through which an individual’s capacity to perform is developed.  Nohria & Robertson (2003) argue that a key task of human resource management is to build and sustain company competencies. As in all organisations, service delivery is only as good as the quality and training of the personnel that deliver it. Policing agencies are no exception to this rule. However, training is also an expensive undertaking. Police recruits, particularly those joining at higher levels, may start their service with a prolonged period of training in some kind of Police College or academy lasting several years, or may receive only basic induction and instruction lasting weeks before embarking on street patrols.  

The Speaker visited Uganda Police headquarters located on Parliament Avenue on July 26, 2012 and met the Inspector General of Police who made a statement before the speaker of Parliament that the current Police strength of 43,000 was below the internationally recommended ratio of 1:500 people. “The current strength is way short of what the country requires, we are trying to improve the quality of the current force,” said the IGP. He also said that Police is trying to build systems including community policing, personnel management, traffic management and crime records management intended to improve their performance. Companies know that they need to encourage the continued learning and development of their workforce in order to stay on top in their field. Because a trained workforce can provide a competitive advantage to companies, it makes sense to implement the best training program possible Salas et al, (2012). 

2.2.4 Financial Resources and Service delivery

One of the cardinal roles of any Public Service is to ensure that the state functions. Failure to deliver affordable services to the public, in the right quantity and quality undermines public confidence in the state institutions. However, it is common knowledge that many public services negotiate a tight rope between effective service delivery and limited financial and material resources Chigwamba, (2008) this paper therefore seeks to highlight how limited financial and material resources can adversely affect service delivery and what strategies can be used to deliver quality services within a tight fiscal environment.

Accordingly the state has an obligation to meet the expectations of the citizens in order to remain credible. However, such responses to the expectations of the society take place within a context of limited financial and material resources. According to Bentz there are several organizational models for delivering extension services to the public, there are a number of ways to finance those services and to keep track of the money. Sound financial management may be fundamental to success. Poor financial management, on the other hand, often accompanies and contributes to failure. The second essential element is financing and resource management, including the rules by which budgets are defined, resources are transferred across agencies and levels in the service delivery process, the extent to which their use is monitored/ reported; and the influence they have on resource availability and use at the point of service delivery.

Level of funding

In general, government funds the services and activities that the community expects it to fund. This varies across countries and across regions within countries. In a tight fiscal environment, conditions of service are usually compromised. This results in low motivation and skills flight as staff is disenchanted. This implies that there is a need to continuously and consistently review the conditions of service of the public servants. This can help to curb skills flight. Salaries for public servants need to be reviewed regularly. Public servants need to have access to affordable transport in order to ensure their attendance at work. A civil service housing scheme can also assist in boosting the morale of the public servants and ultimately their performance at work. Chigwamba, (2008). 

Timeliness in funding

The major hindrance cited for poor delivery of service is the late and under funding of the public sectors by the central government. Relevant lobbying should be carried out by local politicians, relevant NGO’s and CSO’s to ensure adequate and timely funding of the sectors.  Emphasis should be on appropriate use of the funds. There are often unnecessary delays at several stages of the quarterly release process, particularly the determination of cash limits. The proportion of releases coming in the first month of the quarter has significantly declined over the last two years. In some cases the timeliness of releases has become less of an issue for spending performance, but this is more a reflection of informal networks than institutionalized mechanisms. There have been some technical teething problems during the introduction of the Output-Budgeting Tool (OBT), but in general there is appreciation for the tool’s rationale and potential to improve the budget process. (MFPED, Absorptive Capacity Constraints, 2011).
2.3. Summary of Literature Review
The available literature shows factors that affecting quality service delivery in criminal investigations directorate of Uganda Police and they include financial resources, human resources and physical infrastructure. Though there is no much literature on Uganda Police and service delivery, the available literature is more about public service delivery in Public institutions and how best to motivate a public servant to ensure effective service delivery. Therefore there is need for intervention on factors affecting service delivery for responsive, reliable and timely execution of services that satisfy the needs of the Public.                                                                                          
CHAPTER THREE

METHODOLOGY

3.0 Introduction 
This section provides the description of how the study was conducted. It brings out the research design, the study population, the sample size, the sampling techniques and procedure, data collection methods , data collection instruments , data quality control, procedure of data collection, data analysis and the measurement of variables.

3.1 Research Design 
A case study research design was adopted and the reason for selecting this design was to enable the researcher compare and relate the independent variable and dependent variable indicated in the conceptual frame work in chapter one (Mugenda & Mugenda, 1999). The case study design also permits in-depth study of a particular situation and to narrow down a very broad field of research into one easily researchable area that is why the researcher intends to narrow down the study to Katwe Police station. Both qualitative and quantitative approaches will be used A case study is an in-depth investigation of an individual, group, institution or phenomenon with a view to determine factors and relationships among factors that have results in the behaviour or phenomenon under study (Mugenda and Mugenda, 2003). 

3.2 Study Population 
The study population will be the staff of Katwe Police station as the service providers and the complainants, the suspects and the public within the surrounding of Katwe Police station as consumers of the services offered by the station.
Table 1: 3. Sample size and selection

	Category 
	Target 

population 
	Sample 

population 
	Sampling technique 

	Senior Police officers
	10
	8
	Simple random 

	CID Personnel
	60
	35
	Simple random   

	Heads of department
	10
	7
	 Simple random

	 Complainants
	20
	10
	Simple random 

	Total 
	100
	60
	


Source: Katwe Police Station Nominal Roll

This study will adopt Morgan and Krejcie, 1970 Table to determine the sample size .Morgan and Krejcie recommended a mathematical table that can be used in determining the sample size. Therefore the researcher got the sample from four categories of respondents as indicated in the table above. Random sampling is a subset of individuals that are randomly selected from a population. Paul Oliver, (2006).  Because researchers usually cannot obtain data from every single person in a group, a smaller portion is randomly selected to represent the entire group as a whole. The goal is to obtain a sample that is representative of the larger population.

3.3 Data Collection Methods

This study will adopt both qualitative and quantitative data collection methods to enable the researcher triangulate and produce a valid report on factor affecting quality service delivery in the Criminal Investigations Directorate of the Uganda police force. Triangulation is necessary in this study because it helps in achieving a high degree of validity and reliability and reduces bias (Amin, 2005). The data collection methods will include interviews, questionnaires survey, and documentary review. 

3.3.1 Interviews

The researcher used interview guide because it helps the interviewer to remain focused on topic of discussion and it allows face to face interactions and clarification on issues that may araise. Interviews are particularly useful for getting the story behind a participant’s experiences. The interviewer can pursue in-depth information around the topic.  McNamara, (1999) 

3.3.2 Questionnaire Survey
The researcher used Questionnaire Survey because it reduces bias. There are no verbal or visual clues to influence the respondent. This method is a quicker way to gather information because it limits response errors and further verification can be done since answers of the respondents will be documented therein.

3.3.3 Documentary Review
There researcher reviewed texts and documents as source materials like; government publications, criminal investigation reports, newspapers, certificates, textbooks, journals, articles, internet and other published research reports related to the topic under investigation. This documentary review helped the researcher to review literature written by other scholars in relation to the study being investigated.

3.4 Data Collection Instruments 

Interview guide, structured questionnaires and documentary review checklist were used to collect data.
3.4.1 Interview Guide
An interview guide was used by the researcher to collect data from key informants at Katwe Police Station. This data was used in clarifying collected data by structured questionnaires since it involved face to face interaction. The interview guide helped the interviewer to remain focus on the topic of discussion.

3.4.2 Questionnaires

The researcher also used questionnaires because it is simply a ‘tool’ for collecting and recording information about a particular issue of interest.  The questionnaires can be both anonymous and completed in privacy. This increases the chances of people answering questions honestly because they are not intimidated by the presence of a researcher.

3.4.3 Documentary Review checklist

Documentary review checklist was used to enable the researcher compare findings with primary data on the topic being studied. The source of documents by the researcher was from the Internet, Journals, and Newspapers, text books, organizational documents and other published source that were of  relevant information to the study.

3.5 Procedure of Data Collection
The researcher will obtain an introductory letter from Uganda Management Institute which will be presented to the administration of Katwe Police Station .The introductory letter will be attached to the questionnaire to give a brief introduction to the subject matter. Research assistants will also be selected trained and recruited to carry out the data collection activity. The respondents will be briefed about the importance of the study and how to fill the questionnaires; they will also .be assured of the confidentiality of the information that will be given to the researcher.

3.6 Data Analysis
Barifaijo et al, (2010) defined data analysis as the process of bringing order, structure and meaning to the mass of collected data and purpose of analyzing data is to obtain usable and useful information. The researcher used both qualitative and quantitative techniques of data analysis. Data was collected, edited, coded and entered into computer for verification of accuracy using statistical package for social scientists (SPSS) to facilitate quick interpretation. 

3.6.1 Qualitative Data Analysis
Qualitative data from key informants were presented against the objectives and analysed used explanations and drawing examples from the field per variable. Responses from interviews were categorised into similar pattern, captured and analysed as themes. The study mainly drew averages and percentages from the data sets to compare the variables.

3.6.2 Quantitative Data Analysis
After checking data for errors, it was entered into SPSS computer package for analyses. The relation between independent variables of Physical infrastructure, Financial and Human resources and dependent variable of service delivery were analysed used descriptive statistics analysis.

3.6.3 Measurement of variables
The researcher categorized the data collected in an orderly manner using Likert scale which was used on the questionnaires as follows: 1 = strongly disagree; 2 = disagree; 3 = Not sure; 4 = Agree; 5 = strongly agree. Likert scale is a psychometric scale commonly involved in research that employs questionnaires. This research topic consists of Independent and Dependent Variables. The Independent variables are the factors affecting service delivery in the Criminal Investigations Department of Uganda police while the dependent variable is outcome of service delivery.

CHAPTER FOUR

PRESENTATION, ANALYSIS AND INTERPRETATION OF THE FINDINGS

4.1
Introduction
This chapter presents the results of the study that set out to investigate the relationship between Organisational factors and service delivery in the criminal investigations directorate of Uganda police. The specific objectives were; 

1. To assess the effect of physical infrastructure on service delivery in criminal investigation directorate of the Uganda police 

2. To examine the role of human resources in service delivery in criminal investigation directorate of Uganda police, 

3. To find out the effect of financial resource on service delivery in investigations directorate of Uganda police

 To achieve these objectives, data was collected from existing service providers (police) and the complainants based in Katwe police station

4.2
Response Rate
A total of 60 questionnaires were distributed, and 52 were returned reflecting a response rate of 86.6%.  Seven questionnaires were however eliminated due to errors and missing data leaving 45 questionnaires, reflecting 75% response rate. Therefore, the number of respondents used for testing the hypotheses was 45(75 %.)

4.3       Demographic characteristics of the respondents
Respondents were requested to provide their personal information such as current position gender, age, level of education, employment contract and length of service in Uganda police; and the findings are presented in tables and figures below;
Designation of the respondents

This aimed at finding out the levels/grades of respondents. Table 4 shows that the majority of the people who participated in the study were detective constables. The implication here could be that detective officers had more interested in the study or were much affected by inadequate service delivery.

Table 2: Job category of the respondents 

	Options
	Employees

	
	Frequency (%)
	Percentage (%)

	
	Detective Constable
	17
	37.8

	
	Detective Corporal
	10
	22.2

	
	Detective  AIP
	7
	15.6

	
	Detective ASP
	3
	6.7

	
	Scene crime
	2
	4.4

	
	Crime preventer
	3
	6.7

	
	A/CID
	2
	4.4

	
	C/corporal
	1
	2.2

	
	Total
	45
	100


Source: Primary data

Gender of the respondents

 Figure 2 show the respondents by gender.  Out of 45 respondents, 33 (73.3%) were male and only 12 (26.7%) female.  This distribution reveals that there is a bigger ratio of male workers in the investigation directorate of Uganda police than female implying that the nature of the business favoured the employment of men than women.  It also seems that there was no gender balance in terms of staffing in the directorate as can be seen in the summary below;
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 Figure 2: Gender of the Respondents
Age of the respondents

Respondent were requested to indicate their age and figure 2 below shows the findings. Out of 45 respondents who participated the results show that the biggest number 16(35%) were aged between 26 and 30 years. And only 12(26.7%) were above 40 years of the age implying that the majority who responded to this study were men and women of average age. Since most of these respondents were of average age and are enthusiastic they may have positive contribution towards quality service delivery.
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Figure 3: Age of the respondent
Educational level of the respondent.

Respondents were also requested to indicate their level of education and figure 3 shows the finding. Out of 45 respondent who participated in the study, the biggest number 19(42.2) had completed secondary level of education, 15(33.3%) had completed University or done professional courses and only 11(24.4%) had competed tertiary/colleges as summarised in figure 14 below; 
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Figure 4: Education levels of the respondents

Length of service in the police force

Table 3 below shows the respondents by their level of service in the force. Out of 45 respondents, the biggest number 19 (42.2%) had serviced the police force between 6 and 10 years followed by 16(35.6) who had serviced for more than 11 years, then 09(20%) who were between one to five years and only one person below a years in service. The findings on the length of service indicate that the respondents have attained necessary experience required to carry out investigations which could impact positively on service delivery if well facilitated 
Table 3: Length of service of the respondents in the police force
	Options
	Employees

	
	Frequency (%)
	Percentage (%)

	
	Below 1 year
	1
	2.2

	
	1-5 years
	9
	20.0

	
	6- 10 years
	19
	42.2

	
	Above 11 years
	16
	35.6

	
	Total
	45
	100


Source: Primary data

Terms of employment

Respondents were asked to indicate the terms of employment and  the findings indicate that out of 45 respondents who participate in the study, the majority 43(95.6%) of them were employed on permanent term as can be seen in the summery below;
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Figure 5: Terms of employment of the respondent

Work unit of the respondents

Similarly, respondents were requested to state their respective units of work and the table 4.3 below presents the findings. The findings reveals that the majority of the respondents who responded to the study, 38(84.4%) came from CID department and rest from the other remaining units.

4.2 Factors affecting quality service delivery in the criminal investigation directorate of
      Uganda police.

The study set out to investigate the facts affecting quality service delivery in the criminal investigations directorate of Uganda police and tables 4.6 - 4.12 highlight descriptive statistics of the main variable of the study, i.e. Physical infrastructure, Human resources, financial resources and delivery service 

4.2.1 Physical Infrastructure and service delivery 
Data was collected on infrastructure as one of the variables.  The aim was to find out the extent the improved physical infrastructures would lead to quality service delivery in the criminal investigations directorate of Uganda police. Table 4.6 below presents the findings. 

Table 4: Physical infrastructure and service delivery (n=45)
	Items
	A

(%)
	D

(%)
	S/A

(%)
	S/D

(%)
	No

Idea

	Physical infrastructure is essential for quick service delivery at Katwe police station
	53.3
	15.6
	15.6
	11.1
	4.4

	Facilities(cars, computers, police forms, toilets communication gadgets) are fully functional at Katwe police station
	20.0
	51.1
	4.4
	20.0
	4.4

	I have access to accommodation, clean water and safe working environment
	17.8
	53.3
	-
	26.7
	2.2

	I have the equipment which is required to do my job well and efficiently
	8.9
	53.3
	-
	35.6
	2.2

	There is access to modern technology in carrying out investigation work
	15.6
	44.4
	2.2
	37.8
	-

	The space available is enough to accommodate the personnel for office, store exhibit and cells for suspects (men and women) at the station
	2.2
	51.1
	2.2
	42.2
	2.2

	Papers for statement recording are easily available with file cover
	20.0
	57.8
	-
	22.2
	6.7

	Transport to visit scenes of crime are readily available
	20.0
	42.2
	-
	31.1
	6.7


Source: Primary data

Key: S/D =strongly disagree, D =Disagree, NI = No idea, A =Agree, S/A =strongly agree 
Perception of improved infrastructure on service delivery.

Respondents were requested to indicate how they perceived improved physical infrastructure on quality service delivery.  The findings in table 4 above reveal that out of 45 respondents, 31 (68.9%)   stated that physical infrastructure is essential for quick service delivery.  This implies that the majority of the workers were contented with the improving infrastructure as being a solution to quality service in CID. 

 On the other hand, out of 45 respondents 32(71.1%)   did not accept that facilities are fully functional at Katwe police station. The implication here is that lack of improved infrastructure would impede service delivery and the reverse is true. Similarly, the respondents did not accept having access to accommodation, clean water and safe working environment at 36(80%) out 45 respondents. This was also supported by the interviews where a respondent stated that “Basic facilities are provided but not to required adequacy”

Technology and equipments required to do the job.


Similarly, when respondents were requested to respond on whether they had equipment needed to perform their jobs well, out 45 respondents the majority, 40(88.9%) stated that they lacked the required equipments to do the job well and 37(82.2%) actually said that they did not have access to modern technology to carry out investigations. 
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Figure 6: Modern technology

Related to that, the respondents disagreed with having office space at 42(93.3%) out of 45 respondents and 36(80%) actually said that they lacked papers and file to record statements. Respondents also rated the availability of transport to the scene of crime at 33(73.3%) who disagreed with transport being readily available to visit the scene of crime. Generally, this means that the physical infrastructure which is a function of quality service delivery was rated low. 

4.2.2 Human resources and service delivery in the CID
Respondents were requested to indicate how they perceived human resource service as a function of service delivery.  The findings in table 4.6 below;

Table 5: Human resources and service delivery (n= 45)

	Items
	A

(%)
	D

(%)
	S/A

(%)
	S/D

(%)
	No

Idea

	I have been given adequate training to do my work effectively
	55.6
	28.9
	8.94.4
	2.2
	

	Employees have the opportunity to attend courses to enhance their skills
	33.3
	42.2
	4.4
	15.6
	4.4

	Salaries are paid timely at the end of the month
	46.7
	42.2
	-
	8.9
	2.2

	Employees are encouraged to go for further training
	53.3
	20.0
	-
	8.9
	4.4

	Leave days or days off are granted
	60.0
	22.2
	2.2
	15.6
	-

	I can easily communicate to my supervisor about my problems
	68.9
	8.9
	8.9
	8.9
	4.4

	Employee are guided by organisational policies to do their job
	46.7
	26.7
	11.1
	13.3
	2.2

	Manpower available is sufficient for carrying out investigations at the station.
	35.6
	40.0
	4.4
	15.6
	4.4

	There is regular recruitment of police personnel
	57.8
	26.7
	6.7
	2.2
	6.7

	Recruitment and selection is by merit.
	37.8
	13.3
	2.2
	35.6
	8.9


Source: Primary data
Key: S/D =strongly disagree, D =Disagree, NI = No idea, A =Agree, S/A =strongly agree 

Training and opportunity to attend courses

Respondents were requested to indicate how they consider training and opportunity to develop themselves. Findings in table 4.7 above reveals that out of 45 respondents 29(64.5%) stated that training given to the staff was sufficient to enable them perform their efficiently and effectively. This means that the workers appreciate the training plan and its implementation which actually help enhance service delivery. It also reveals that a moderate number of workers understood and appreciated the training due process. This finding is supported by Lotta Andersen and Kjeldsen (2010) who argued that “some of the factors which can limit the ability of the public service to achieve improved service delivery are poor remuneration, inadequate motivation lack of training and re-training among other”.

As regards opportunity to undertake skills enhancement, out of 45 respondents 26(57.8%) said that employees never had opportunity to develop themselves for skills enhancement which can have negative impact on motivation and hence quality service delivery.
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Figure 7: Opportunity to attend courses

Leave days and timeliness in paying salaries

Respondents were requested to indicate whether they are given days of leave days and  their salaries are paid in time and, out of 45 respondent 28 (62.2%) agreed with the statement that they get days off to refresh them for work. Whereas 23(51.1%) said that their salaries are never paid in time.  Failure to provide quality service could be associated with other factors other than these two motivational factors.
Organisational policy and supervisor- supervisee relationship

Respondents were requested to indicate whether organisational policy guided them while pursuing their work. Out of 45 respondents26 (57.8%) agreed that organisational policy did guide them while doing their work. Respondents were also requested to give their view about supervisor supervisee relationship, and the majority 35(77.8%) agreed that it easy to communicate with the supervisor if you got a challenge with work. 
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Figure 8: I can communicate to my supervisor

While on the availability of manpower, Out of 45 respondents 25(55.6) disagreed that the manpower available is sufficient for carrying out investigation at Katwe police station. This was supported by the interview where a respondent states that “No, the ration of police to public policed is quite low” 

Similarly, regular recruitment was rated at 29(64.5%) who agreed that regular recruitment of personnel was being done and merit selection scored 22(48.9%) who accepted that merit selection was actually observed. While 4(8.9%) had no idea at all. 

Finally, the findings on correlation reveal that there is a positive relationship at .162 of human resource and service delivery as shown in table 4.12.  Out of 9 items used to measure human resource, on average respondents generally perceived there were satisfied with human resource at moderate level (mean=2.0103), (SD= .5796) . The positive relationship here indicates that if human resource are improved may no necessarily improve service delivery and the reverse is true.

4.2.3 Financial resources and service delivery.
As regards financial resources the researcher wanted to find out the relationship between financial resources (level of funding)  and service delivery in the criminal investigations directorate of Uganda police. The descriptive statistics in table 4.7 below gives the detail of the findings

Table 6: Financial resources and service delivery (n= 45)

	Items
	A

(%)
	D

(%)
	S/A

(%)
	S/D

(%)
	No

Idea

	Employees participate in budgeting for their respective departments
	6.7
	44.4
	2.2
	44.4
	2.2

	Service providers are well facilitated (transport, housing, lunch) to enhance performance
	-
	46.7
	2.2
	48.9
	2.2

	Salaries are paid promptly every end of the month
	40.0
	53.3
	-
	6.7
	-

	Spending is prioritised on crucial items like papers and file covers
	13.3
	48.9
	6.7
	15.
	15.6

	Investigators are equipped with tool kits when visiting scenes of crime.
	24.4
	40.0
	6.7
	20.0
	8.9

	Funds are easily accessible for investigations
	4.4
	33.3
	2.2
	46.7
	13.3

	There is timeline in funding CID activities
	8.9
	55.6
	-
	22.2
	13.3

	The level of funding is appropriate
	2.2
	51.1
	4.4
	35.6
	6.7

	Late release of funds affects service delivery in CID
	55.6
	13.3
	22.2
	6.7
	2.2


Source: Primary data Key: S/D =strongly disagree, D =Disagree, NI = No idea, A =Agree, S/A =strongly agree 
Participation by employees in budgeting process.

Respondents were requested to state whether they participate in budgeting for their respective departments during the budgeting process. Out of 45 respondents 40 (88.8%), actually the majority stated that they never participate in the budgeting for their respective departments. exercise as shown in the pie chart below; 
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Figure 9: Employee participating in budget
Facilitation of service providers

On service provision, the researcher wanted to know if they are well facilitated with things like transport, housing and lunch to enhance performance. Out of 45 respondents 43(95.6%), the majority did not agree that service providers are facilitated. This could be majorly the main cause of low level of quality service delivery. 

Similarly, respondents were requested to indicate the delays associated with payment of salaries. Out of 45 respondents 27(60%) disagreed with the saying that salaries are paid promptly every end of the month. On rating spending, 29(64.5%) also did not agree that spending is prioritized on crucial items like papers and file covers. While equipping investigators with tool kits scored 27(60%) who never agreed that investigator are actually equipped with tool kits when visiting scene of crime
Perceptions on funds 

Respondents were requested to give their opinion how easy it is to access funds for investigations. Out of 45 respondents 36(80%) disagree with the saying that funds are easily accessible for investigation as can be seen on the pie-chat below. The implication here is that if funds are got with a lot of difficult then the level of motivation and commitment to do the job reduces hence affecting quality service delivery. This is in line with Sanzotta (1877) who said that “an individual employee will be able to his very best only if he is highly’ – not partially motivated”.

Similarly, the possibility of having timeline in funding CID activities had 35(77.8%) respondents who said that there was no timeline in funding CID activities. On the same note, the level of funding is appropriate had 39(86.7%) respondents who disagreed with the statement. 

Whereas late release of funds affects service delivery in CID had the majority 35(77.8%) agreeing that indeed late release of funds can affect service delivery in the CID. 

 SHAPE  \* MERGEFORMAT 



Figure 10: Funds are easily accessible for investigations 
 In general the overall mean on this financial resource as a variable indicates that directorate of criminal investigation workers perceived a moderately high level of satisfaction with financial resources at mean=2.6420, SD= .6280 as shown in table 4.11.  Table 4.12 reveals a positive relationship at .004 of financial resources and service delivery and this means that when the financial resources are improved it may not necessarily affect the quality of service provided and vice versa.  
Table 7: Service delivery (n= 45)
	Items
	A

(%)
	D

(%)
	S/A

(%)
	S/D

(%)
	No

Idea

	The services I came to receive at Katwe police station was promptly given to me
	38.8
	31.1
	28.9
	2.2
	-

	The staff is friendly and courteous to the public
	22.2
	22.2
	40.0
	13.3
	2.2

	The stationeries such as papers and forms are always available to the public
	33.3
	20.0
	17.8
	17.8
	11.1

	All the offices are well labelled for easy accessible
	37.8
	24.4
	13.3
	22.2
	2.2

	The public has trust in the  CID staff at Katwe police station
	35.6
	22.2
	31.1
	-
	11.1

	The public can rely on CID for prosecution of cases
	33.3
	11.1
	28.9
	8.9
	17.8

	The staff at Katwe police station is competent in their investigations
	20.0
	26.7
	22.2
	15.6
	15.6

	The public is satisfied with services at Katwe police station
	31.1
	22.2
	17.8
	15.6
	13.3

	The CID is always wiling to help customers
	31.1
	22.2
	35.6
	4.4
	6.7

	The police is responsive when cases are reported at the station
	46.7
	31.1
	11.1
	6.7
	4.4

	The CID services at Katwe police station are dependable 
	33.3
	20.0
	31.1
	11.1
	4.4

	The customers are satisfied with the CID services at Katwe police station
	28.9
	22.2
	20.0
	31.1
	4.4

	Employees have the knowledge to answer all customer inquiries
	33.3
	20.0
	31.1
	11.1
	4.4


Source: Primary data

Key: S/D =strongly disagree, D =Disagree, NI=No idea, A =Agree, S/A =strongly agree 
4.4 Service delivery
As indicated earlier, service delivery is reflected by the effectiveness and efficiency offered in service. Thirteen items were used to measure the service delivery on a five point likert scale and the results in table 4.7; indicate that 67.7% respondents agreed that the service they came to receive at Katwe police was given to them; followed by “ the staff is friendly and courteous to the public” at 62.2%.  Whereas “stationary are always available to the public” at 51.1% and “all offices are well labelled for easy accessibility” also at 51.1%; 
While “public has trust in Katwe CID” was rated at 66.7%, who had trust in CID, with   11% who had no idea at all, and  62.2% said that they can rely on CID for prosecution of cases at Katwe police station. As regards staff competency, results indicate only 42.3% said that the staff is competent in investigation and actually 15.6% of the respondents had no idea at all. 
As far as satisfaction of the results indicates that,” the public is satisfied with the service at 48.9%”, with 13.3% having no idea, CID is always willing to help customers was rated high at 66.7% with only 6.7% of the respondents having no idea at all, whereas police is responsive when cases are reported at the station at 57.8% and dependability on CID services at Katwe scored 60%

Similarly, the results indicate that ”the customers are satisfied with CID services at Katwe police station being rated at 48.9% and employees have the knowledge to answer all customer inquires was rated high at 66.7% .
Table 8: Descriptive statistics
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Table 9: Correlation
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Results from tables 13 and 14 reveal that there is positive relationship between Physical infrastructure and Service delivery at 0.092 and service delivery. Out of 8 items used to measure physical infrastructure, on average respondents generally perceived that physical infrastructure helps improve service delivery at moderate level (mean=2.4833), (Standard Deviation= .6282). 

With respect to Human resource, it revealed appositive relationship between human resource and service delivery at .162 and service delivery. Out of the 11 items used to measure human resource, on average respondents perceived  human resource as relevant in improving efficient and effectiveness in service delivery at low level (mean=2.0103), (standard deviation=.5796). This means that improvement in human resources may not necessarily perfect service delivery in CID and the reverse is true.

As regards Financial resources, it also revealed a positive relationship between financial resources at 0.92 and service delivery at moderate high level (mean =2.620), (standard deviation = .6280) 

In conclusion, specific objectives of the study were used to enable the researcher find out whether the analysis met the study objectives.   The hypotheses of the study has been supported that “organisational factors contributes to improved service delivery in CID at moderate level at mean=2.3839, SD=.4824 on a five point likert scale.  

CHAPTER FIVE

SUMMARY, DISCUSSION, CONCLUSIONS AND RECOMMENDATIONS

5.1    INTRODUCTION
This chapter presents a summary of key findings; discusses and draws conclusions and makes pertinent recommendations.

5.2
SUMMARY OF FINDINGS
The purpose of the study was to assess the factors affecting quality service delivery in the criminal investigations directorate of the Uganda police. Presented here is the summary of the findings based on the objectives of this research. 

5.2.1
Service delivery

The study revealed moderate level of service delivery in the criminal investigations directorate. Some of the respondents supported the argument that organisational factor of physical infrastructure, human and financial resources do affect quality service delivery

5.2.2
Demographic Characteristics
The study revealed that highest number of participants were male (73.3%) as compare to only (26.7%) female counterparts. It also revealed that the biggest number of participants was aged between 26- 30 years.

5.2.3
Physical infrastructure and service delivery. 
The study revealed that physical infrastructure moderately affects quality service delivery tin he criminal investigations directorate. It also revealed that some employees were not organisational factor affects service delivery with a few of them having no idea at all. It further revealed that workers lacked equipments required to do their work well and efficiently at (88.9%). The correlation revealed a positive and significant relationship between physical infrastructure and service delivery in the CID. It has been revealed in the study that improved organisational factors (physical infrastructure) contributes significant changes in quality service delivery in the CID 

5.2.4
Human resource and service delivery.
The findings revealed that human resource did not support service delivery. It also revealed that most employees were unhappy with the opportunity given to them to attend courses to improve their skills and delay in paying salaries. The study further revealed that manpower available to carry out investigations in the CID was insufficient. On the other hand employees appreciated the training extended to permit them perform their work and the supervisory support given to them in case of challenges.

5.2.5 Financial resources and service delivery.
The study revealed employees did not participate in budgeting in their respective departments. It also revealed that accessing funds was a challenge and the one released was always late and affected service delivery. It further revealed inappropriateness in funds being released. 

5.3
DISCUSSION OF FINDINGS
This section presents the discussion of the study findings in relation to specific objectives.

5.3.1
Demographic characteristic
The study revealed more male employees were optimistic than female on the effectiveness and efficiency of service delivery as a result of improved organizational factors (physical infrastructure, Human and Financial resources) in the CID.

5.3.2
Physical infrastructure and service delivery 
Since most employees felt that service delivery would be achieved as result of physical infrastructure, then the chances that they would deliver quality service would entirely be dependent on whether or not the CID improved the infrastructure. Nyende (2009) seem to contend with the finding where he stated that planning and coordination of Government logistics is focused towards appropriate service delivery. When correlated with service delivery, there was a positive and significant relationship and this demonstrates that physical infrastructure may not necessarily improve service delivery in the CID but other factors could also make some contributions which is to a smaller extent disagrees with the above scholar. But nonetheless, when workers are facilitated and conditions of work are improved, then the marginal output created by that addition cannot remain at zero, hence improved effectiveness and efficiency in service delivery in the CID.

It is therefore important to note that physical infrastructure is an important organisational factor which needs proper alignment if the CID is to deliver quality service.

5.3.3 Human resource and service delivery
From the study, most employees felt that there were give enough training and encouraged to go for further training. There was regular recruitment of personnel and supervisors were also supportive to the staff. On the other hand employees were not given opportunities to attend courses to enhance their skills. But in short the employees were satisfied with human resource and could be supportive to the policy and hence improved service delivery in the CID.

This seems to agree with Glenn Davidson, (2007) who argued that, organizations are tapping into professional and cultural networks to reach individuals with specialized skill sets and increase the overall diversity of their workforce. 

Salas et al, (2012), contends that, Companies know that they need to encourage the continued learning and development of their workforce in order to stay on top in their field. He also stated that trained workforce can provide a competitive advantage to companies.

When correlated with service delivery, there was a positive and significant relationship and this demonstrates that human resource may not as a single factor improve quality service delivery when others factors are held constant.

As a matter of conclusion therefore, it can be noted that the due process of downsizing facilitated the objectives to be fulfilled and hence improves service delivery in the District. 

5.3.4 Financial resources and service delivery
Since most employees felt that the financial resources were not supportive, then this could negatively affect quality service delivery. Employees never participated in budgeting, salaries could always delay, and funds for investigations were not easily accessible in the CID. 

When correlated with service delivery, there was a positive and significant relationship between financial resource and service delivery and this demonstrates that financial resource may not also as a single factor improve quality service delivery when others factors are held constant.

In conclusion therefore, it is important to note that financial resources significantly affects service delivery and therefore the CID should devise means to improve on financial resources in order to attain quality service .

5.4 CONCLUSIONS
In view of the study findings and literature reviewed earlier in chapter two, it can be concludes that organisational factors (physical infrastructure, human and financial resources) do affect performance and consequently quality service delivery. These factors can play a very big role in determining improved service delivery in the CID. It is also observed that service delivery is a function of effective physical, human and financial resources. These conclusions are therefore explained as follow;

5.4.1   Physical infrastructure and service delivery
Physical infrastructure has a positive relationship with service delivery and this means that improving of physical infrastructure has to go along with other organisational factors to bring about positive change in service delivery. The study further concluded that the staff members are unhappy things such as accommodation and transport. It is therefore important to note that physical infrastructure is an important organisational factor which needs proper alignment for CID as a directorate to achieve quality service delivery.

5.4.2 Human Resource and service delivery
Human resource has a relatively a positive effect on service delivery. This means that improvement in human resources as a component of organisational factor would have impact in CID service delivery. The study also revealed that to achieve high level of improved service delivery   requires other factor like; pay raise and other environmental factors to be improved alongside the effect human resources. It is also important to note that low level of training, irregular recruitment and lack of opportunity for employees to develop themselves can jeopardise quality service delivery of an organisation. 

5.4.3 Financial resources and service delivery
Financial resources positively affect service delivery and when not effectively addressed can be disastrous. It was also observed that both level of funds released and the timeliness in releasing the funds has a great impact on service delivery in the CID. 

In view of these findings, the study concluded that organisational factors play a very big role in improving service delivery in the CID. This means that;

1. An increase in training and opportunity to attend courses leads to commitment to work and the organisation. Once someone is committed to his work and the organisation he/she strives to achieve both personal and organisational goals hence effective and efficient service delivery.

2. Likewise, an improvement in the payment of salaries and the release of funds as a result will lead to employee’s commitment to an organization and hence he/she develops a sense of ownership which consequently improves service delivery in the CID.

5.5 RECOMMENDATIONS
5.5.1 Physical infrastructure 
There is need to create a framework to develop and redirect the infrastructure and reorganize other facilities to optimally utilize the resources at a high level of motivation to improve service delivery in the CID. The CID should periodically conduct surveys on workers satisfaction with the physical infrastructures and other working conditions to get the prevailing rates of the jobs. This can be done through job evaluation and conducting regular market survey. The feedback of these surveys should be the basis to improve on the standard of infrastructure and hence improved service delivery in the CID. 

5.5.2 Human resource
Much as the staff training and encouragement to go for further training was perceived as good by the workers, the idea of continual review of the process should be strengthen to avoid the dissatisfaction of the workers. This will keep the workers level of motivation high and hence improved service delivery in the CID. 

5.5.3 Financial resources
CID should involve the concerned staff in budgeting process for their respective area and also improve on the facilitations. The funds for investigations should be made easily accessible and released well in time and this can down the level of stress at work.

5.5.4 Areas for Further Research
(ii) The study should be carried out on the relationship between management style and quality service delivery in the CID

(ii)The study should also be carried out on the effect of training on service delivery.
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Appendix I
QUESTIONNAIRES FOR ORGANISATIONAL FACTORS AFFECTING QUALTY SERVICE DELIVERY IN CID.
Dear respondent,

I am carrying out a researchassessing factors affecting quality service delivery in the Criminal investigations directorate of Uganda Police and it is part of an educational research, leading to the award of Master’s Degree in Public Administration. As such the researcher requests you for your participation in this surveyby completing the questionnaire.The research is absolutely for academic purposes. The information you will provide in this questionnaire will be treated with ‘’ Strictly Confidentiality’’. You may complete the form on your own or we can sit together and complete the questionnaire.The questionnaire is anonymous; therefore no name is attached to your response.
I will be very grateful for your valuable time in filing this enclosed questionnaire with the best of knowledge.

Thank you very much for your cooperation,

Yours sincerely,
Erina Wakoli
Purpose of the study: The study is a partial requirement for the award of a Master’s Degree in Public Administration at Uganda Management Institute.
Instructions:

While responding to all questions, and statements, please tick as appropriate.
SECTION A: BACKGROUND INFORMATION

1. Designation of the Respondent………………………………………………………….

Please indicate your response to the following questions or statements by ticking the appropriate number.

2. Gender of the respondent

a)  Male

b)  Female

3. Age of the respondent

a) Below 25yrs

b) 26-30yrs

c) 31-35yrs

d) 36-40yrs

e) Above 40yrs

4. Level of education of the respondent

a) Secondary

b) Tertiary/ College

c) University/professional

d) Other (specify)…………………………………………………………………….…..

5. How long have you worked with Uganda Police?
a) Below 1 yr

b) 1-5yrs

c) 6-10yrs

d) Above 11yrs

6. Terms of employment?

a) Contract staff

b) Permanent staff

c) Others (specify)……………………………………………………..………..
7. Type of unit/department you work on

i. Counter/ front desk

ii. Child and family protection unit

iii. Criminal investigations Department

iv. Traffic department

v. Operations unit

vi. Counter Terrorism

vii. Crime intelligence

viii. Field force unit

ix. Others (specify)…………………………………………………………………
	1
	2
	3
	4
	5

	Agree
	Disagree
	Strongly Agree
	Strongly Disagree
	I don’t know


Please make the appropriate response with a tick (√).

	B
	Section B: Physical infrastructure.
	1
	2
	3
	4
	5

	1.
	Physical infrastructure is essential for quick service delivery at Katwe police station.
	
	
	
	
	

	2.
	Facilities (cars, computers, police forms, toilets, communication gadgets) are fully functional at Katwe police station.
	
	
	
	
	

	3.
	I have access to accommodation, clean water, and a safe working environment.
	
	
	
	
	

	4.
	I have the equipment that is required to my job well and efficiently.
	
	
	
	
	

	6.
	There is access to modern technology in carrying out investigative work.
	
	
	
	
	

	7.
	The space available is enough to accommodate the personnel for office, store exhibits and cells for suspects (men and women) at the station.
	
	
	
	
	

	8.
	Papers for statement recording are easily available with file covers.
	
	
	
	
	

	9
	Transport to visit scenes of crime is readily available.
	
	
	
	
	

	C
	Section C:  Human recourses. 
	1
	2
	3
	4
	5

	1.
	I have been given adequate training to do my work effectively
	
	
	
	
	

	2.
	Employees have the opportunity to attend courses to enhance their skills.
	
	
	
	
	


	3.
	Employees are well facilitated to  ensure quick service delivery
	
	
	
	
	

	4.
	Salaries are paid timely at end of month
	
	
	
	
	

	5.
	Employees are encouraged to go for further training
	
	
	
	
	

	6.
	Leave says or day offs are granted
	
	
	
	
	

	7.
	I can easily communicate to my supervisor about my problems
	
	
	
	
	

	8
	Employees are guided by organizational policies to do their job
	
	
	
	
	

	9
	Man power available is sufficient for carrying out investigations at the station.
	
	
	
	
	

	10
	There is regular recruitment of Police personnel
	
	
	
	
	

	11
	Recruitment and selection is by merit
	
	
	
	
	

	D.
	Section D: Financial resources.
	1
	2
	3
	4
	5

	1.
	Employees participate in budgeting for their respective departments
	
	
	
	
	

	2.
	Service providers are well facilitated (transport, housing, lunch) to enhance performance
	
	
	
	
	

	3.
	Salaries are paid promptly every end of month
	
	
	
	
	

	4.
	Spending is prioritized on crucial items like papers and file covers.
	
	
	
	
	

	5
	Investigators are equipped with tool kits when visiting scene of crime
	
	
	
	
	

	6
	Funds are easily accessible for investigations.
	
	
	
	
	

	7
	There is timeliness in funding CID activities
	
	
	
	
	

	8
	The level of funding is appropriate
	
	
	
	
	

	9
	Late release of funds affects service delivery in CID
	
	
	
	
	


	E
	SERVICE DELIVERY 
	1
	2
	3
	4
	5

	1
	The services I came to receive at Katwe police station was promptly given to me.
	
	
	
	
	

	2
	The staff is friendly and courteous to the public.
	
	
	
	
	

	3
	There is timeliness in Police investigations at Katwe Police station
	
	
	
	
	

	4
	All the offices are well labeled for easy accessibility.
	
	
	
	
	

	5
	The public has trust in the CID staff at Katwe police station
	
	
	
	
	

	6
	The public can rely on CID for prosecution of cases
	
	
	
	
	

	7
	The staff at Katwe police station is competent and thorough in their investigations
	
	
	
	
	

	8
	The public is satisfied with services at Katwe police station
	
	
	
	
	

	9
	The CID is always willing to help customers to access services
	
	
	
	
	

	10 
	The Police is responsive when cases a reported at the station.
	
	
	
	
	

	11
	The CID services at Katwe police station are dependable.
	
	
	
	
	

	12
	The customers are satisfied with the  CID services at Katwe police station,
	
	
	
	
	

	13
	Employees have the knowledge to answer all customer inquiries to their satisfaction.
	
	
	
	
	


Appendix 11

                                                         INTERVIEW GUIDE 

1. Marital status?

2. Highest level of qualification?

3. What is your age?

4. How long have you worked with Police?

5. When did you qualify from training?

6. What services does Katwe Police station offer?

7. What is your assessment on the services of police to the clients/public?

8. Do you think the employees are well facilitated to enhance service delivery?

9. If your answer is NOon 8 above, what can be done to improve on service delivery?

10. Do you think you have adequate number of staff to offer quality service delivery?

11. If your answer is NO to 10 above which cadre of staff do you feel should be increased and to what number?

12. Is there staff development plan for your staff in terms of training?
13. Is staff performance evaluated periodically?

14. Does promotion of staff to another rank depend on performance of merit?

15. How often does police recruit staff?

16. Are the facilities (forensic laboratory) well equipped to perform required investigations?

17. What is the source of funding and is the budget funded fully?

18. Do you participate in the budgeting process?

19. How is client satisfaction measured?

20. Do you think Police is responsive to the public need?

21. Is their equity in your services to the public?

22. Are your services reliable to the public?

23. Is there timeliness by CID in carrying out investigations?

24. In your view what do you think can be done to have responsive and reliable police force
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