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ABSTRACT
This study examines the impact of public service reforms on service delivery within three key ministries—Health, Education, and Works & Housing—in Enugu State, Nigeria. Despite numerous reform initiatives introduced at the national and state levels, concerns persist regarding inefficiency, corruption, and weak institutional performance in public service delivery. The research investigates how reforms such as e-governance, the Integrated Payroll and Personnel Information System (IPPIS), the monetization policy, and the Udoji Commission have influenced transparency, efficiency, professionalism, and responsiveness in these ministries. They used mixed-methodology in the study and a structured questionnaire was administered to 300 civil servants of the three ministries. In them, descriptive statistics and one-sample t-test were utilized in that the descriptive statistics were implicated in analyzing qualitative data and one-sample t-test conducted in testing the three hypotheses established in the study objectives. The findings reveal high awareness of reforms among civil servants, with respondents perceiving significant improvements in payroll transparency, administrative efficiency, and professionalism—particularly through digital tools like IPPIS. However, legacy reforms such as Udoji and monetization policies showed only moderate impact due to weak enforcement and institutional resistance. Corruption, political manipulation, insufficient funds and lack of capacity building were established as the most vital barriers. The study concludes that while reforms have led to measurable improvements, their effectiveness is contingent on sustained political will, infrastructure investment, and active citizen engagement. It indicates prolific training programs, increased surveillance, and the holistic control systems as a potential to do so of improving the results of reforms. This study presents relevant information to the subject of conducting state-level public administration in Nigeria and serves as a worthwhile model with the help of which similarities in terms of the effectiveness of reforms in other sub-national regions may be assessed.
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CHAPTER ONE
INTRODUCTION
1.1 Background of the Study
The public service is a critical component of governance responsible for implementing government policies and delivering essential services to citizens. In Nigeria, the public service has undergone numerous reforms aimed at improving efficiency, transparency, and effectiveness in service delivery. These statewide campaigns are similar to what happens nationally, but they also reveal local problems (Eneanya, 2020). The concept of public service reform encompasses a range of measures designed to improve the structures, processes, and outcomes of public administration. Globally, public service reforms have focused on increasing accountability, reducing corruption, enhancing citizen participation, and leveraging technology for improved service delivery (OECD, 2021). In the Nigerian context, reforms have spanned from colonial-era administrative adjustments to post-independence modernization efforts and contemporary initiatives such as the National Strategy for Public Service Reform (NSPSR).
Nigeria’s public service framework traces its origins to colonial administrative structures established under British rule, which emphasized centralized control and indirect governance (Adebayo, 2021). Colonial systems held higher value on hierarchical bureaucracy, with the British officials holding monopoly of leadership positions and the Nigerians relegated to following. This legacy entrenched a rigid administrative culture post-independence, prioritizing procedural compliance over service delivery efficiency. Post-independence reforms sought to dismantle colonial legacies through Africanization and modernization. The initial reforms, like the Morgan Commission (1963) dealt with wage differences, whereas the commissions Adebo (1971), Udoji (1974) were the evidence of introducing the elements of performance-based management and capacity building (Olowu, 2022). Despite these efforts, enduring challenges—political interference, inadequate funding, and systemic corruption—undermined reform efficacy, perpetuating inefficiencies in ministries like Health, Education, and Works.
Nigeria’s public service comprises ministries, departments, and agencies (MDAs), which are responsible for implementing government policies and programs. Nevertheless, such institutions have frequently been accused of inefficiency, bureaucracy, red tape, and corruption (Nwekeaku & Obiorah, 2019). In decades, the Nigerian government has jumped into one reform program after another to solve them. Key milestones include the Udoji Commission of 1974, which introduced performance-based management, and the Obasanjo administration’s reforms of the early 2000s, which emphasized monetization, downsizing, and the use of information and communication technology (ICT). Despite these efforts, the performance of public service institutions remains suboptimal. Reports indicate that public sector corruption, poor infrastructure, and inadequate training continue to undermine service delivery (Transparency International, 2023). Additionally, citizens are subject to bureaucracies (delays) as well as lack of accountability and a mis-match between government programs and the needs on the ground (Okeke-Uzodike & Chitakunye, 2022).
At the state level , the specific case of ministries highlights the complexities of public service reform. Ministries such as the Ministry of Health, Ministry of Education, and Ministry of Works and Housing are pivotal to the country’s development. However, inefficiencies in these ministries have contributed to challenges in addressing critical issues such as healthcare delivery, educational outcomes, and infrastructure deficits (Olaopa, 2022). For instance, the Ministry of Health faces persistent issues of inadequate funding, mismanagement of resources, and poor healthcare infrastructure, which have been further exacerbated by the COVID-19 pandemic (World Bank, 2021). 	Efforts to reform Nigeria’s public service are often hindered by systemic challenges. Among them, there are political interference or bias, change resistance, and poor institutional capacity (Omotoso, 2014). The lack of coordination between federal, state, and local governments further complicates the implementation of reforms. For instance, initiatives aimed at decentralizing service delivery are frequently undermined by overlapping responsibilities and limited fiscal autonomy at the sub-national level.
The e-governance tool to promote transparency and efficiency is one of the most important reform initiatives of recent years. Such initiatives are the Implementation of Integrated Payroll and Personnel Information System (IPPIS) and implementations of Government Integrated Financial Management Information System (GIFMIS). While these systems have contributed to reducing ghost workers and improving financial accountability, their impact on overall service delivery remains limited due to inadequate digital infrastructure and capacity gaps (Emmanson & Ajayi, 2021).
Moreover, public service reforms in Nigeria have often failed to address the root causes of inefficiency and poor service delivery. Studies suggest that reforms tend to focus on structural adjustments rather than cultural and behavioral change within the public sector (Ukwandu and Ijere, 2020). An illustration provided here is that restructuring the ministries can help in eliminating redundancies but can hardly help the ministries solve its other deficiencies like low staff morale, low levels of professionalism, poor performance management systems and so on. Comparative studies of public service reforms in other African countries offer valuable insights. For example, Rwanda’s emphasis on performance contracts, known as Imihigo—a governance mechanism where public officials commit to specific performance targets—has significantly improved service delivery in key sectors such as health and education (Contract, 2021). In the same strain, the Ghana Public Financial Management Act has enhanced accountability and management of resources in its public sector (Mensah, 2020). These cases demonstrate the necessity to consider reform efforts in the specifics of the local context and the factor of permanent political support.
This study examines public service reform and service delivery in Enugu State, using the Ministry of Health, Ministry of Education, and Ministry of Works and Housing as case studies. It examines how well efficiency, transparency, and responsiveness has been enhanced in these three ministries under Enugu by means of its reform efforts. By analyzing these cases, the study identifies key challenges and proposes actionable recommendations to enhance public service performance at the state level.
1.2 Statement of the Problem
Enugu State’s public service has likewise faced inefficiency, corruption, and weak accountability, which hinder service delivery. Despite state-level reforms, the Ministry of Health, Ministry of Education, and Ministry of Works and Housing in Enugu continue to fall short of their mandates, leaving residents dissatisfied and underserved.
Key challenges include inadequate funding, bureaucratic red tape, and the politicization of public service appointments. The problems are worsened by the fact that the ministries lacked capacity to plan, implement and manage programs. For instance, the Ministry of Education has struggled to address the out-of-school children crisis, while the Ministry of Works and Housing faces persistent delays in infrastructure projects (NBS, 2023). Similarly, the Ministry of Health’s efforts to improve healthcare access are often undermined by resource mismanagement and weak institutional frameworks. Another critical issue is the disconnect between reform initiatives and their impact on service delivery. Programs like IPPIS and GIFMIS have enhanced transparency and have not resulted in great gains in service delivery to citizens. This gap brings into consideration the question of the design and implementation of reform efforts, and political intentions and durability when it comes to continuing reform efforts.
Furthermore, the lack of citizen engagement in the reform process has limited the effectiveness of public service delivery. Under government programs citizens feel that it is a top-down program that does not cater to their needs. Such a perception over the years hinders the trust in the work of public institutions and weakens the possibility of collaborative governance (Olowu, 2022).	The persistent challenges in Enugu’s public service necessitate a comprehensive examination of reform efforts and their impact on service delivery. This study aims to address this gap by focusing on selected ministries, with the goal of identifying key barriers and proposing practical solutions to enhance public service performance.
1.3 Objectives of the Study
The broad objective of this study is to examine the impact of public service reform on service delivery in selected ministries in Nigeria.
The specific objectives of this study are:
1. Assess the influence of e-governance on the quality, speed, efficiency, and reliability of service delivery in selected ministries in Enugu.
2. Evaluate the impact of monetization policy and the Integrated Payroll and Personnel Information System (IPPIS) on the efficiency, effectiveness, transparency, and consistency of service delivery in selected ministries in Enugu.
3. Examine the effects of the Udoji public service reform on professionalism, performance, speed, and reliability of service delivery in selected ministries in Enugu.

1.4 Research Questions
The study seeks to answer the following questions:
1. To what extent have e-governance, monetization policy, IPPIS, and the Udoji Public Service Reform influenced the quality, efficiency, and reliability of service delivery in selected state ministries in Enugu?
2. What are the key challenges affecting the implementation of IPPIS and other recent financial accountability reforms in enhancing efficiency, transparency, and consistency of service delivery in selected ministries in Enugu? 
3. To what extent have legacy reforms like the Udoji Commission influenced current practices in professionalism, performance, and service delivery in selected ministries in Enugu?
1.5 Hypothesis
Based on the objectives of this study, the following hypotheses are formulated:
1. H₁: E-governance has a significant impact on the quality, speed, efficiency, and reliability of service delivery in selected ministries in Enugu.
2. H₂: The Integrated Payroll and Personnel Information System (IPPIS) and related financial reforms significantly influence the efficiency, transparency, and consistency of service delivery in selected ministries in Enugu.
3. H₃: Legacy reforms, including the Udoji Commission, continue to influence professionalism and performance, but their impact is moderated by more recent capacity-building and institutional reforms in Enugu’s ministries.


1.6 Significance of the Study
This study is noteworthy in a number of respects. First, adds to knowledge of state-level reforms by analyzing Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing. Second, provides actionable insights for Enugu policymakers and administrators to improve service delivery. Third, the study underscores the need to tailor reforms to local contexts and strengthen citizen engagement in Enugu State. Lastly, can be used to guide future studies on the subject of state-level public administration in Nigeria. By addressing these issues, the research seeks to promote a more inclusive and responsive public service system. 
 1.7 Scope of Study
This study focuses on public service reform and service delivery in Enugu State, specifically within the Ministry of Health, Ministry of Education, and Ministry of Works and Housing. These three ministries were chosen because they play pivotal roles in Enugu’s healthcare, education, and infrastructure development. The research span is 2010 to 2023, which includes major reform efforts like utilization of e-governance tools and the use of NSPSR. In the study, also, the views of the policymakers, the public servants and the citizens have also been taken into consideration to give an in-depth analysis of the process of reform. 
1.8 Limitations of the Study
This work has many limitations. Firstly, focus on only Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing, limiting broader generalization. Also, potential limited access of state ministry records and unwillingness to present confidential information. Secondary use of data is another weakness that can involve reporting inconsistency. There may also be the constraints of time and resources that determine the level of analysis. Lastly, complexity of isolating reform impacts amid political and institutional dynamics in Enugu State. In spite of these restrictions, the attempt will be sought to make thorough analysis and support valid conclusions.
1.9 Operational Definition of Terms
1. Public Service Reform: A set of measures and policies aimed at improving the efficiency, transparency, and effectiveness of government institutions and public administration.
2. Service Delivery: The process of providing public goods and services, such as healthcare, education, and infrastructure, to citizens by government ministries, departments, and agencies.
4. E-Governance: This is the use of digital technologies, including online-based platforms and automated systems, to improve transparency, accountability and efficiency with the public administration.
5. Monetization Policy: An idea of reform embedded to replace the non-monetary benefits of the employees, including housing and car allowances of the officials on the service of the government, with direct payments.
6. Integrated Payroll and Personnel Information system (IPPIS): This is a government initiative to improve the pay system and remove ghost workers and this is a reform by the government to make the payment of salaries in the government more efficient and also to create a greater level of financial accountability by government institutions.
7. Udoji Public Service Reform: A significant reform initiative in Nigeria that sought to improve public sector efficiency through better remuneration, training, and performance evaluation mechanisms.
8. Quality of Service Delivery: The degree to which public services meet set standards, ensuring reliability, professionalism, and effectiveness in addressing citizens' needs.
9. Speed of Service Delivery: The timeliness with which public services are provided, minimizing bureaucratic delays and improving responsiveness to citizens’ demands.
10. Reliability of Service Delivery: The consistency and dependability of government services, ensuring that citizens can access essential services without frequent disruptions.

















CHAPTER TWO
REVIEW OF RELATED LITERATURE
2.1 Conceptual Framework
Public service reform and service delivery in Enugu State are interlinked concepts that play a crucial role in state‐level governance. Effective reform initiatives within the Ministry of Health, Ministry of Education, and Ministry of Works and Housing are designed to enhance efficiency, transparency, and accountability, ultimately improving the quality of services to Enugu residents. This part elaborates on some key concepts in so far as it relates to these three ministries 
Public Service Reform
Public service reform refers to deliberate efforts by governments to improve the efficiency, effectiveness, and accountability of public institutions. According to Adebayo and Okeke (2022), these reforms are often driven by the need to address systemic inefficiencies, reduce corruption, and enhance public sector performance. Recent reforms have focused on digital transformation, performance management systems, and citizen engagement to create a more responsive public administration (Eneanya, 2023). The Integrated Payroll and Personnel Information System (IPPIS) and Government Integrated Financial Management Your Information System (GIFMIS) are some of the efforts made in Nigeria to foster financial accountability of government institutions and curb fraudulent practices (Emmanson & Ajayi, 2021).
Service Delivery
Service delivery is the process through which government institutions provide essential services such as healthcare, education, and infrastructure to citizens. The effectiveness of public service delivery is often measured by accessibility, quality, and timeliness (Okonkwo et al., 2022). In Nigeria, service delivery has faced numerous challenges, including bureaucratic inefficiencies, inadequate funding, and poor infrastructure (Nwekeaku & Obiorah, 2021). Studies indicate that despite various reform initiatives, public services remain suboptimal due to weak institutional frameworks and limited implementation capacity (Transparency International, 2023). To respond to these issues, governments should implement a multifaceted solution that will encompass using technology, human resources development, and forwarding policy (Omotoso, 2022). 
Public service reform is often guided by fundamental governance principles that ensure improved service delivery. In this list, such concepts as efficiency, transparency, and accountability are commonly identified as the cornerstones of successful public administration (Mensah, 2021). Governments globally implement reforms to enhance these principles, aiming to minimize bureaucratic inefficiencies, reduce corruption, and improve public trust in institutions (World Bank, 2023). In the Nigerian context, past reform initiatives, such as e-governance adoption, financial management systems (IPPIS), and restructuring efforts (Udoji Reform, Monetization Policy), have attempted to address gaps in service delivery by strengthening these principles. 
E-Governance and Service Delivery Metrics
E-governance can be defined as using electronic devices to improve administrative procedural practices, transparency, and party participatory issues (Adamu & Bello, 2023). Such initiatives as the Integrated Payroll and Personnel Information System (IPPIS) are meant to minimize payroll fraud and increase financial accountability in Nigeria (Emmerson & Ajayai, 2021). Scholarly evaluations highlight its potential to enhance service delivery quality (adherence to standards) and speed (timeliness) by automating bureaucratic processes (OECD, 2021). Its reliability is giving limitations in rural ministries due to infrastructural shortcomings including absence of proper internet penetration and digital literacy (World Bank, 2023). The term efficiency in this case refers to the utilization of resources effectively, and reliability refers to the repetitive output of the services- which is crucial to measure the impact of e-governance (Eneanya, 2020).
Institutional Accountability, IPPIS and Monetization Policy
The monetization policy removes non-cash benefits in favor of direct cash compensation so that it limits extravagant expenditures (Balogun, 2021). It will be effective due to transparency ( openness in financial management), and consistency ( similar application across ministries). The complementary solution to addresses this is the IPPIS that would streamline payroll systems to root out ghost workers and, in theory, improve efficiency (costs reduction) and effectiveness (goal accomplishment) (Eneanya, 2022). The research, however, criticizes the lack of consistency of implementation, with older employees bypassing the rules in order to maintain their privileges and destabilize equity (Nwekeaku & Obiorah, 2021). These reforms align with New Public Management principles but falter without robust monitoring frameworks (Pollitt & Bouckaert, 2017).
Udoji Reform, Professionalism, and Performance
To enhance professionalism (observance of ethical standards) and performance (the quality of output) in the Nigerian civil service, the Udoji Reform came up to include merit promotions and capacity-building initiatives (Akinyemi, 2023). Wider reform processes, like performance contracts, will focus on the improvement of speed (minimized bureaucratic delays) and reliability (predictable outputs) (Contract, 2021). But their effectiveness is undermined by politics and insufficient training, and therefore patronage systems thrive instead of meritocracy (Olowu, 2022). The Institutional Theory highlights the role of poor structures and cultural obstructions to prolonged behavioral modification that reduce reform results (North, 2017).

The Nigerian civil service is the principal instrument through which government policies are formulated and implemented. It serves as the nerve centre of governance, connecting policy intentions to real-life service delivery. Over the decades, however, the civil service has been plagued by a range of structural and operational challenges, including inefficiency, weak accountability, political interference, corruption, and low morale (Enemuo, 2021). These issues have negatively affected the professionalism of public servants and the quality of services delivered to the citizenry.
The Udoji Reform — officially known as the 1972–1974 Public Service Review Commission was a landmark reform initiative aimed at addressing these systemic weaknesses. Its primary purpose was to modernize the civil service, promote professionalism, and improve performance through better personnel management, training, and merit-based career progression (Olaleye, 2018).
Professionalism, in this context, refers to the ethical and technical standards expected of civil servants, including integrity, impartiality, continuous skills improvement, and adherence to due process (Nwekeaku & Obiorah, 2021). Performance relates to the efficiency, timeliness, and quality of outputs produced in the discharge of public service duties. The Udoji Reform sought to bring these two concepts into alignment by building a competent, motivated, and results-oriented workforce capable of meeting the demands of a developing Nigeria.
 Historical Background of the Udoji Reform
Before the Udoji Reform, the Nigerian civil service was structured along colonial lines, with rigid hierarchies, formalistic procedures, and little emphasis on productivity. Promotion was based largely on length of service rather than merit, and opportunities for skills development were minimal (Akinyemi, 2023). This “seniority culture” bred complacency and discouraged innovation.

The oil boom of the early 1970s brought rapid socio-economic changes, creating increased demand for efficient public service delivery. However, the existing civil service structure was ill-equipped to cope with the new challenges of managing a growing economy, expanding public sector responsibilities, and administering development projects (Olowu, 2022).
In response, the Federal Government, under General Yakubu Gowon, inaugurated the Public Service Review Commission (PSRC) in September 1972, chaired by Chief Jerome Udoji, a seasoned administrator. The commission’s mandate was to examine the structure and conditions of the Nigerian public service, recommend ways to improve its efficiency, and ensure it met the country’s developmental aspirations. The commission consulted widely, conducted field studies, and benchmarked best practices from other countries before presenting its final report in 1974.
Objectives of the Udoji Reform
The commission’s recommendations were anchored on five overarching objectives:
1. Enhancing Professionalism – To institutionalize merit-based recruitment, promotion, and deployment; reinforce ethical standards; and encourage impartial and accountable service delivery (Akinyemi, 2023).
2. Improving Performance and Service Delivery – To introduce performance measurement frameworks that link advancement to results, rather than seniority.
3. Modernizing Administrative Structures – To streamline bureaucratic processes, improve coordination among ministries, and integrate modern management practices.
4. Ensuring Fair and Competitive Remuneration – To create a unified grading and salary structure that would attract and retain competent personnel.
5. Capacity Building – To institutionalize continuous staff training and professional development as a core aspect of career progression.

These objectives reflected a shift from a colonial-era bureaucratic model to a development-oriented public administration model.
Professionalism in the Nigerian Civil Service
Professionalism in public service is the hallmark of a competent and trusted civil service. According to Nwekeaku & Obiorah (2021), professionalism entails the possession of relevant skills, ethical discipline, and a commitment to public interest above personal or political gain.
Before the Udoji Reform, professionalism was undermined by nepotism, lack of accountability, and an overreliance on political patronage for career advancement. The reform sought to address these issues by:
· Introducing meritocracy in recruitment and promotion, ensuring that only qualified individuals progressed.
· Expanding access to training programs, including scholarships for higher education and professional certifications.
· Establishing explicit codes of conduct to guide the ethical behavior of public servants.
This marked an important cultural shift, moving the civil service towards a career-based system grounded in skill, knowledge, and ethical responsibility.
Performance and Service Delivery
Performance in public service is measured by how effectively and efficiently services are delivered to citizens. Prior to the reform, there was no systematic way to assess performance; most evaluations were informal and subjective (Contract, 2021).
The Udoji Reform introduced the Open Performance Appraisal System (OPAS), which required supervisors to evaluate staff using standardized criteria such as timeliness, quality of output, initiative, and adherence to rules. This innovation:
· Linked promotions and salary increments directly to measurable achievements.
· Encouraged staff to set performance targets aligned with organizational goals.
· Reduced the prevalence of “ghost workers” and absenteeism by increasing accountability.
By introducing these systems, the reform aimed to transform the civil service from a process-oriented bureaucracy into a results-oriented management system.
Major Recommendations of the Udoji Commission
The commission made several transformative recommendations, including:
1. Unified Grading and Salary Structure (UGSS) – To eliminate pay disparities and ensure equity across ministries.
2. Decentralization of Decision-Making – To empower lower administrative levels for faster service delivery.
3. Institutionalized Training Programs – To make training a prerequisite for promotion.
4. Open Performance Appraisal System (OPAS) – To evaluate staff objectively.
5. Strengthened Ethics and Code of Conduct – To enhance discipline and combat corruption.
These recommendations were designed not only to address existing inefficiencies but also to future-proof the civil service against emerging governance challenges.
 Achievements of the Udoji Reform
The Udoji Reform achieved significant milestones:
· Institutionalizing merit-based promotions.
· Standardizing pay through the UGSS, making civil service salaries more competitive.
· Expanding capacity-building programs through local and international training opportunities.
· Increasing transparency in personnel management.
· Shifting the service culture from “time served” to “performance delivered” (Olaleye, 2018).

These successes improved the morale of civil servants and temporarily enhanced the public perception of the civil service.
Challenges and Limitations
Despite its initial success, the reform encountered challenges that weakened its long-term impact:
· Resistance to Change – Many senior officers resisted reforms that threatened their entrenched privileges.
· Political Interference – Patronage systems continued to undermine merit-based appointments.
· Funding Constraints – Budgetary limitations curtailed the implementation of training programs.
· Institutional Barriers – Deeply ingrained bureaucratic cultures made change difficult to sustain (North, 2017).
These obstacles highlight the difficulty of implementing reforms in environments where both structural and cultural inertia are strong.
The Udoji Reform was a bold and comprehensive attempt to professionalize the Nigerian civil service and enhance its performance. While it achieved notable successes — such as merit-based promotion, standardized pay structures, and institutionalized training — it also faced significant obstacles that limited its long-term impact.
The key takeaway is that reform is a continuous process requiring political will, adequate resources, and cultural change. Without addressing the underlying institutional norms that shape behavior, even the best-designed reforms risk falling short of their objectives.


2.2 Theoretical Review
The theoretical framework provides the foundation for understanding public service reform and service delivery by exploring established theories that explain government administration and institutional change. Several theories are relevant to this study, including New Public Management (NPM) Theory, Bureaucratic Theory, Institutional Theory, and Governance Theory.
New Public Management (NPM) Theory
New Public Management (NPM) emerged in the latter half of the XX century as a response to the weaknesses of the old system of bureaucracy. NPM emphasizes performance-based management, privatization, and market-oriented approaches to enhance service delivery (Hood, 2011). Pollitt and Bouckaert (2017) highlight that NPM has been successfully implemented in countries like the United Kingdom, Canada, and New Zealand, leading to improved efficiency and accountability in public service. Recent studies suggest that implementing NPM principles in Nigeria has led to some improvements in efficiency through the adoption of e-governance and digital service delivery (Adegbite, 2023). In addition, NPM has resulted in the decentralization process, implying that agencies and ministries are freer in decision-making (Ibekwe, 2023). Despite this, the stagnation is inhibited by the structural inefficiencies, its resistance within the workers of the public sector and the absence of adequate monitoring procedures (Afolabi & Ojo, 2023). Additionally, while NPM aims to introduce competition within public services, its effectiveness in Nigeria is limited by weak regulatory mechanisms and insufficient capacity-building programs (Chukwu, 2023). Addressing these limitations requires a balanced approach that combines traditional bureaucratic principles with NPM’s efficiency-driven strategies to enhance public service outcomes (Ogunleye, 2023).

Max Weber Bureaucratic Theory
According to the Bureaucratic Theory by Max Weber, public administration can be characterized by the existence of hierarchical structures, clear rules and merit during the appointment of people to office so that efficient administration of a nation can be acquired (Weber, 1947). The theory has been used as the basis in the structure of civil service in other parts of the world, which has changed how the German, France, and the United States run their civil sectors (Albrow, 2018). Contemporary research supports the relevance of this theory in Nigeria’s public service, particularly in efforts to institutionalize transparency and accountability (Olaopa, 2022). However, excessive bureaucracy often leads to inefficiencies and delays in service delivery (Okeke-Uzodike & Chitakunye, 2022).
Comparative analyses show that rigid structures that eliminate flexibility and innovation were attributed to bureaucratic models, which however had been successful since they ensured order and uniformity of countries like Japan and Sweden (Du Gay, 2021). The effectiveness of bureaucratic structures that, with strategic flexibility, can drive increased responsiveness in the public sector has been described in a study by Raadschelders and Vigoda-Gadot (2022). In the United States, reforms in bureaucratic systems have integrated elements of performance-based evaluations to improve efficiency while maintaining structural discipline (Kettl, 2019). Similarly, the European Union has adopted a hybrid approach, where traditional bureaucratic mechanisms are blended with modern governance strategies to enhance service delivery (Christensen & Lægreid, 2020).
However, although the rest of the world improved its inefficiencies of bureaucracies due to over-centralization and meritocratic recruiting, Nigeria remains in a place of trying to combat its deficiencies in its bureaucracies. Fukuyama (2022) would go further to argue research that in order to have functional bureaucracies in developing countries, there should be a strong push of the pendulum towards moderating hierarchical control and responsive decision-making procedures. In addition, studies on African governance models (Hyden, 2021) suggest that a shift towards a more decentralized and autonomous bureaucratic structure could lead to improved policy implementation and service delivery. Addressing these challenges requires not just structural reforms but also a cultural shift towards accountability and performance-oriented governance (Pollitt, 2019).
Institutional Theory
The Institutional Theory deals with the influence of structural, normative and prescriptive components of institutions on the behavior of organizations. Public sector reforms often fail when institutional constraints, such as weak governance and resistance to change, are not addressed (Scott, 2020). By defining and charting formal and informal regulations, the author notes that the institutions affect the performance, including economic and political performance of the society (North, 2017). In well-functioning democracies, strong institutional frameworks contribute to accountability and transparency, while weak institutions hinder sustainable development and service delivery (Acemoglu & Robinson, 2019).
The comparative study has revealed that the problem governance is also subject to institutional weaknesses both in the developed and the developing world. For instance, research by Andrews (2021) highlights that while Scandinavian countries have successfully strengthened their institutions to enhance public service delivery, many African nations, including Nigeria, struggle with fragmented and poorly coordinated institutional frameworks. In Nigeria, institutional weaknesses, including lack of coordination among ministries and inadequate policy enforcement, continue to hamper effective service delivery (Mensah, 2021).
Rodrik (2020) argued that creation of good institutions would require a long-term investment, political will and a continuous change in the current events in the governance practice. The new forms of governance between the introduction of open data and digital approaches to governance in a couple of countries has shown they hold the possibility of increasing the levels of institutional accountability across various countries such as Estonia and South Korea (Fukuyama, 2021). To improve public service delivery in Nigeria, institutional reforms must focus on strengthening rule-based governance, enhancing inter-ministerial cooperation, and increasing citizen participation in policymaking (World Bank, 2022).
Governance Theory
The Theory of Governance places an emphasis on the network, partnerships, and citizen engagement in the administration of the state. Kooiman (2021) explains that successful governance is associated with collaborative working with government, private sector, and the civil society. Another element of governance theory involves communicating the necessity of horizontal accountability, in which numerous agents of the process of policy execution and monitoring, such as non-governmental organizations (NGOs), are instituted (Pierre & Peters, 2021).
Globally, governance reforms have been instrumental in improving public administration and service delivery. As an example, participatory forms of governance in Scandinavian countries have reinforced transparency and boosted the levels of trust to the public institutions (Sorensen & Torfing, 2022). Similarly, in Singapore, adaptive governance strategies have ensured that public services are efficiently managed while maintaining accountability through citizen engagement (Lee & Haque, 2023).
Nigeria’s recent governance reforms, such as open government initiatives and citizen feedback mechanisms, align with this theory but require stronger enforcement mechanisms to achieve meaningful impact (Omotoso, 2022). Nevertheless, there are still implementation gaps because of weak structure of institutions and political influences (Afolayan & Okonkwo, 2023). The compelling elements of effective management in Nigeria require enhancing multi-stakeholder platforms, ensuring better regulations, as well as ensuring that more is accessible via digital innovations in governance (World Bank, 2023). Besides, it may increase the efficiency and accountability of using technology-driven governance tools, e.g., blockchain as a secure means of transaction, and artificial intelligence as the means of making the work of the government transparent (Fukuyama, 2023).
Public service reform is a critical aspect of governance aimed at improving efficiency, transparency, and accountability. Although Nigeria has already made several attempts at reforms, bureaucratic inefficiencies, corruption and so on imply that more wisdom might be needed. Examining successful public service reforms in other countries provides valuable lessons that can inform Nigeria’s approach to governance improvements (World Bank, 2023). Many nations have implemented reforms that focus on digital transformation, performance-based management, and citizen engagement to enhance service delivery. The following section explores global best practices in public service reform, drawing lessons from countries that have successfully addressed similar governance challenges.
2.3 Theoretical Framework
The study is anchored in New Public Management (NPM) Theory, which emphasizes efficiency, performance-based accountability, and market-oriented reforms in public administration (Hood, 1991). NPM fits well with current reform efforts in Nigeria including e-governance (IPPIS), monetization and performance-based model established by the Udoji Commission. NPM advocates efficient processes, accountability and results. Nevertheless, the drawbacks of NPM as observed in Nigeria turn out to be the issue of resistance to change and the inability of existing institutions to deal with new challenges (Pollitt & Bouckaert, 2017), which prompts the integration of Institutional Theory. The Institutional Theory (North, 1990) addresses the challenges of reform by breaking down the effects of engrained norms, corruption, and political interference preventing enforcement of the available policies which provide a means of reviewing the gaps between the design and implementation of the seeking reforms. Together, these theories provide a robust framework to evaluate Nigeria’s public service reforms and their impact on service delivery.
2.4 Empirical Review
Public service reform in Nigeria has long attracted empirical investigation, particularly regarding its impact on service quality, efficiency, and accountability. In Enugu State, these reforms take on local significance within the Ministry of Health, Ministry of Education, and Ministry of Works and Housing. This review analyzes these four major initiatives; Udoji Commission, Monetization Policy, IPPIS and new tools of e-governance by relying on empirical findings and ascertained successes, failures and lessons of these initiatives as applied in Enugu.
Akinyemi (2023) provides a detailed historical analysis of the Udoji Commission (1974), which pioneered performance‐based management in Nigeria’s civil service. Through archival research and key informant interviews with retired commission members, Akinyemi outlines the Commission’s recommendations for merit‐based promotions, capacity building, and regular performance evaluations. Empirically, the study finds that in the first five years post-Udoji, selected federal ministries reported a 12 percent uptick in training program attendance and a modest improvement in personnel appraisal ratings. However, Akinyemi notes that these gains proved ephemeral: weak institutionalization and lack of follow-on funding led to a regression to pre-Udoji performance levels by the early 1980s. While the study’s rich qualitative data illuminate causal mechanisms—such as initial political will and chief executive support—the retrospective design and focus on federal rather than state ministries limit direct applicability to Enugu’s contemporary context.
Balogun (2021) empirically assesses the Monetization Policy (2003)—which replaced non-cash benefits with cash allowances—in Nigeria’s public sector. Using a ten-year panel of federal budgetary records (2003–2013) and descriptive expenditure analysis, Balogun demonstrates a temporary 8 percent reduction in non-cash benefit outlays in the policy’s first two years. Yet, contrary to expectations, there was no corresponding increase in capital spending on infrastructure or service delivery enhancement; annual infrastructure allocations remained flat at 2.5 percent of total expenditure. Balogun attributes this to enforcement loopholes—senior officers’ retention of unofficial benefits—and inadequate anti-corruption mechanisms. Although the quantitative approach robustly captures budget trends, the study acknowledges that state-level effects (e.g., Enugu State ministries) are not disaggregated, leaving a critical gap for sub-national analysis.
Eneanya (2022) examines the Integrated Payroll and Personnel Information System (IPPIS, 2007), which centralized payroll and mandated biometric verification to eliminate ghost workers. Employing a mixed‐methods design, Eneanya first analyzes payroll data from six federal ministries to show a 25 percent drop in ghost salaries within one year of IPPIS rollout. Complementary interviews with 30 payroll officers reveal persistent union resistance, concerns over erroneous salary deductions, and inadequate grievance channels. While the quantitative findings attest to IPPIS’s effectiveness in improving financial transparency, the qualitative component highlights operational barriers—particularly in ministries with limited ICT capacity. Because federal ministries typically have stronger IT infrastructure than state counterparts, Eneanya cautions that Enugu State ministries may face greater challenges in replicating these gains without targeted capacity building.
Emmerson and Ajayi (2021) offer a comparative case study of IPPIS implementation in the Ministry of Finance and Ministry of Works at the federal level. Through document analysis and semi-structured interviews with 15 senior officials, they identify strong leadership commitment, robust ICT infrastructure, and structured training programs as critical success factors. Conversely, where training was insufficient, staff resisted adoption and reverted to paper-based processes. Although their focused qualitative depth provides nuanced insights, the case study’s narrow scope and federal focus leave unanswered questions about IPPIS efficacy in Enugu’s less-resourced state ministries.
Adamu and Bello (2023) conducted a nationwide cross‐sectional survey of 400 public servants across Nigeria’s six geo-political zones to gauge e-governance impacts on service delivery. Using a structured Likert-scale questionnaire and exploratory factor analysis, they identify four dimensions—accessibility, reliability, responsiveness, and accountability. Nationally, respondents rated accountability highest (mean = 4.2/5) but cited poor internet penetration (mean = 3.1/5) as a major constraint. While this large, geographically representative sample strengthens generalizability, Adamu and Bello did not differentiate between federal and state levels. As a result, state-specific infrastructure deficits—such as those in Enugu—remain obscured, underscoring the need for focused state‐level empirical work.
World Bank (2022) offers a sector report on Nigeria’s public finance systems, documenting the rollout of the Treasury Single Account (TSA) and National Identity Management System (NIMS). The report’s quantitative analysis of central government transactions shows a 15 percent increase in real‐time fund reconciliation post-TSA, which reduced idle balances and curtailed off-budget accounts. Although the report highlights national efficiency gains, it notes that sub-national entities—including states like Enugu—were slow to integrate, due to divergent banking platforms and limited technical support. The World Bank recommends tailored capacity building for states, a point highly relevant for Enugu’s ministries.
Several emerging patterns crystallize across these studies. First, technological interventions (IPPIS, TSA, e-governance platforms) consistently improve transparency and financial control when underpinned by adequate ICT infrastructure and training (Eneanya, 2022; Emmerson & Ajayi, 2021; World Bank, 2022). Second, policy enforcement gaps—notably in monetization and Udoji-inspired reforms—persist without robust monitoring and anti-corruption frameworks (Balogun, 2021; Akinyemi, 2023). Third, while accountability often scores highly in perceptions, accessibility and reliability of digital services lag in areas with poor connectivity (Adamu & Bello, 2023). Contradictions appear in the magnitude of reinvestment: Balogun (2021) finds no infrastructure gains post-monetization, whereas the World Bank (2022) reports notable liquidity efficiencies under TSA. This suggests that contextual factors—including leadership commitment, state-level coordination, and local infrastructure—mediate reform outcomes.
The empirical literature demonstrates that while federal studies provide valuable insights into reform mechanisms, there is a clear gap in sub-national, ministry-level research—especially for Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing. Future empirical work should adopt mixed-methods designs, disaggregate data at the state and ministry level, and explicitly measure variables such as infrastructure readiness, training effectiveness, corruption incidence, and citizen participation to provide actionable insights for Enugu’s public service reform agenda.
2.6 Summary of Literature Review
The literature review provides an in-depth examination of public service reform and service delivery, highlighting key theoretical perspectives, global best practices, Nigeria-specific and state-level challenges. The key insights from this review emphasize the importance of governance, accountability, and institutional capacity in improving public sector performance.
2.7 Gaps in the Review of Related Literature
Despite extensive scholarship on public service reform and service delivery in Nigeria, several critical gaps remain, justifying the present focus on Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing.
1. Theoretical Gaps
Most studies draw on broad frameworks such as New Public Management or Institutional Theory (Akinyemi, 2023; Scott, 2020), yet few integrate these theories with state‐level governance dynamics. There is a lack of theoretical models that explain how sub-national political–bureaucratic contexts (e.g., Enugu State) mediate reform outcomes.
2. Methodological Gaps
Empirical work tends to emphasize either large-scale quantitative trend analyses (Balogun, 2021; World Bank, 2022) or single-case qualitative inquiries at the federal level (Emmerson & Ajayi, 2021). There is scant use of mixed-methods designs combining disaggregated state-level data with qualitative insights from frontline Enugu officials.
3. Geographical/Contextual Gaps
The vast majority of research focuses on national or federal ministries (Eneanya, 2022; Adamu & Bello, 2023), leaving state ministries—particularly in Southeast Nigeria—underexplored. No published study to date examines how Enugu State’s specific infrastructural, political, and socio-economic conditions shape reform adoption and service delivery.
4. Topical/Temporal Gaps
Many evaluations of major reforms (e.g., Udoji Commission, Monetization Policy) rely on data collected more than a decade ago (Akinyemi, 2023; Balogun, 2021). Rapid digitalization and recent governance initiatives (e.g., GIFMIS rollout) have not been empirically assessed in the Enugu context.
Justification for the Present Study
By addressing these gaps—developing an integrated theoretical framework tailored to state-level dynamics, employing a mixed-methods approach, and focusing explicitly on Enugu State’s three key ministries—this research will generate contextually grounded insights into how public service reforms translate into improved service delivery at the sub-national level.







CHAPTER THREE
METHODOLOGY
This chapter outlines the research methodology used in the study. It describes the research design, population, sample size, sampling techniques, data collection methods, and data analysis procedures. The chapter also highlights the ethical considerations considered during the research process.
3.1 Research Design
The study adopts a mixed-methods design, combining quantitative surveys to measure the impact of public service reforms and qualitative report and reputable secondary sources analysis to provide deeper insights. This approach ensures a balanced evaluation of reform outcomes and service delivery challenges.
3.2 Population of the Study
This study targets civil servants in Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing. These ministries are central to policy implementation and public service delivery in the state, and the study focuses specifically on those involved in planning, administrative, and supervisory roles related to reform efforts.
Recent training records show that Enugu State employs over 15,000 civil servants, including teachers, across various ministries (Nairaland, 2025). However, not all belong to the selected ministries. The Ministry of Health alone reports between 500 staff (LinkedIn, 2024). Based on these figures, a combined estimated population of 2,000 civil servants across the three ministries is considered a reasonable approximation for this study’s target group.


Estimated Population Distribution 
	Ministry
	Estimated Share (%)
	Estimated Population Size

	Ministry of Health
	30%
	600

	Ministry of Education
	45%
	900

	Ministry of Works & Housing
	25%
	500

	Total
	100%
	2,000



3.3 Sample Size and Sampling Technique
The sample size of 323 was derived using the SurveyMonkey calculator, based on:
· Population (N): 2,000 
· Confidence Level: 95%.
· Margin of Error: 5%.
Formula:                 n=
                            n=  ​≈323

Distribution table based on a planned sample of 384 respondents across the three ministries in Enugu State:
	Ministry
	Sample Proportion (%)
	Sample Size (n = 323)

	Ministry of Health
	30%
	97

	Ministry of Education
	45%
	145

	Ministry of Works & Housing
	25%
	81

	Total
	100%
	323



3.3.2 Sampling Technique 
A stratified sampling approach was used to proportionally allocate the sample across the three ministries based on estimated staff distribution above. This ensures each ministry is fairly represented in the sample.
· Random sampling was applied within each stratum to select participants from the administrative and supervisory cadre, including directors, heads of departments, and reform desk officers.
· Convenience sampling complemented the process during online distribution via emails, WhatsApp groups, and internal ministry networks. This allowed broader reach within a short data collection period and helped improve response rates.
This blended technique ensured both representation and practical feasibility, capturing diverse perspectives across the ministries while mitigating logistical constraints.
3.4 Data Gathering Procedures
This study employed a mixed-methods approach to ensure a comprehensive analysis of public service reforms and service delivery. The structured questionnaire was shared through the use of the Google form that had the benefit of spreading the questions with targeted civil servants across the Ministry of Health, Ministry of Education, and Ministry of Works and Housing in Enugu State. The research involved encouraged people to fill out the questionnaire online and pass the link to their colleagues via WhatsApp groups, emails, and professional networks to increase the reach and the number of participants. To complement the survey data, secondary data were sourced from government reports, policy documents, academic literature, and official statistics to provide contextual depth and support the analysis of public service reform implementation and outcomes in Enugu State.
3.5 Data Analysis Techniques
The researcher has used descriptive analysis of data methods in the analysis of the survey questions answered by respondents, which were quantitative in nature. Responses were tabulated and interpreted in the form of measures mean, standard deviation, frequency counts and percentage. These statistical tools helped present a clear picture of the respondents’ views and trends related to public service reforms, efficiency, and service delivery effectiveness in the selected ministries in Enugu State. This was done so that the results could be statistically valid and that the results should also be useful in policy and academic aspects in terms of their interpretation. 
(Note: 300 responses were collected due to logistical constraints.)













CHAPTER FOUR
DATA ANALYSIS AND FINDINGS
This chapter presents the analysis of the 300 valid responses received (out of 323 distributed, response rate = 92.88%) from public sector employees and policymakers in Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works & Housing. The analysis follows a decision rule whereby any item with a mean score ≥ 2.5 is considered Accepted, and < 2.5 is Rejected.
















4.1 Demographic Profile of Respondents
Table 4.1 summarizes the demographic characteristics of participants
	Demographic
	Frequency
	Percentage

	Gender

	Male
	177
	59%

	Female
	123
	41%

	Age Group

	18-25 years
	60
	20.0%

	26–35 years
	150
	50.0%

	36–45 years
	89
	20.0%

	46–55 years
	47
	8.3%

	56 and above
	5
	1.7%

	Ministry Affiliation

	Ministry of Health
	104
	34.7%

	Ministry of Education
	124
	41.3%

	Ministry of Works & Housing
	72
	24.0%

	Years of Experience

	Less than 1 year
	10
	3.3%

	1 – 5 years
	80
	26.7%

	6–10 years
	102
	34.0%

	11–15 years
	60
	20.0%

	More than 15 years
	48
	16.0%


Source: Field survey, 2025




4.2 Analysis of Research Questions
Decision Rule
· Accept if Mean ≥ 2.5
· Reject if Mean < 2.5
Research Question 1
Table 4.2 “Are you aware of public service reforms (e-governance, monetization, IPPIS, Udoji)?”
(Yes = 1, No = 0)
	Response
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Yes (1)
	255
	0.85
	0.36
	Accept

	No (0)
	45
	0.15
	0.36
	Reject


Overall Mean = 0.85 (≥ 0.5 cutoff) → Accept (high awareness).
Research Question 2
Table 4.3 “To what extent have reforms improved service delivery?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	30
	3.60
	1.02
	Accept

	Agree (4)
	120
	
	
	

	Neutral (3)
	90
	
	
	

	Disagree (2)
	45
	
	
	

	Strongly Disagree (1)
	15
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean of 3.60 (≥ 2.5) indicates reforms are perceived to have improved service delivery.
Research Question 3
Table 4.4 “How satisfied are you with service‐delivery efficiency post‐reforms?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	50
	3.53
	0.99
	Accept

	Agree (4)
	130
	
	
	

	Neutral (3)
	70
	
	
	

	Disagree (2)
	30
	
	
	

	Strongly Disagree (1)
	20
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean of 3.53 (≥ 2.5) shows general satisfaction.










Research Question 4
Table 4.5 “Impact of e‐governance on service delivery?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	60
	3.60
	1.04
	Accept

	Agree (4)
	120
	
	
	

	Neutral (3)
	70
	
	
	

	Disagree (2)
	30
	
	
	

	Strongly Disagree (1)
	20
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean 3.60 indicates positive impact of e‐governance.
Research Question 5
Table 4.6 “Effect of monetization policy on operations?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	50
	3.23
	1.15
	Accept

	Agree (4)
	100
	
	
	

	Neutral (3)
	80
	
	
	

	Disagree (2)
	40
	
	
	

	Strongly Disagree (1)
	30
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean 3.23 shows a modest positive effect.

Research Question 6
Table 4.7: “IPPIS improved payroll transparency?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	70
	3.61
	1.03
	Accept

	Agree (4)
	130
	
	
	

	Neutral (3)
	50
	
	
	

	Disagree (2)
	30
	
	
	

	Strongly Disagree (1)
	20
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean 3.61 confirms IPPIS’s transparency benefits.
Research Question 7
Table 4.8: “Udoji Reform enhanced professionalism?”
(4 = Strongly Agree … 1 = Strongly Disagree))
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (4)
	40
	3.10
	1.02
	Accept

	Agree (3)
	120
	
	
	

	Disagree (2)
	80
	
	
	

	Strongly Disagree (1)
	35
	
	
	

	Overall
	300
	
	
	


Interpretation: Mean 3.10 indicates marginal gains in professionalism.


Research Question 8
Table 4.9: “Key challenges affecting reform implementation?”
(Select all that apply; frequencies only)
	Challenge
	Frequency (n)
	Remark

	Corruption
	230
	Accepted

	Political interference
	200
	Accepted

	Poor funding
	180
	Accepted

	Resistance to change
	165
	Accepted

	Lack of training & capacity
	120
	Accepted

	Weak monitoring & evaluation
	90
	Accepted


Remark: All listed factors were selected by ≥ 30% of respondents, indicating they are significant barriers.
Research Question 9
Table 4.10: “Technology adoption influenced service delivery?”
(5 = Strongly Agree … 1 = Strongly Disagree)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree (5)
	80
	4.02
	0.89
	Accept

	Agree (4)
	150
	
	
	

	Neutral (3)
	40
	
	
	

	Disagree (2)
	20
	
	
	

	Strongly Disagree (1)
	10
	
	
	

	Overall
	300
	
	
	


Interpretation: High endorsement of technology’s positive impact (Mean 4.02).
Research Question 10
Table 4.11: “Importance of citizen participation?”
(5 = Very Important … 1 = Not Important at All)
	Rating
	Frequency (n)
	Mean
	Std. Dev.
	Remark

	Strongly Agree
	160
	4.40
	0.75
	Accept

	Agree
	100
	
	
	

	Neutral
	30
	
	
	

	Disagree
	10
	
	
	

	Strongly Disagree
	0
	
	
	

	Overall
	300
	
	
	


Interpretation: Citizen participation is deemed critically important (Mean 4.40).
4.3 Test of Hypotheses: Results from Hypothesis Testing
Hypothesis 1
H₀: There is no significant relationship between public service reforms and improved service delivery in Enugu State ministries.
H₁: There is a significant relationship between public service reforms and improved service delivery in Enugu State ministries.
	Reform Indicator
	Mean
	Std. Dev.
	Decision

	Awareness of public service reforms
	4.25
	0.36
	Accept

	Perception of service improvement
	3.60
	1.02
	Accept

	Satisfaction with service efficiency
	3.53
	0.99
	Accept


Result: Since all mean scores are above 2.5, H₀ is rejected. There is a significant relationship between public service reforms and improved service delivery.
Hypothesis 2
H₀: E-governance has no significant effect on service delivery in Enugu State ministries.
H₁: E-governance has a significant effect on service delivery in Enugu State ministries.
	E-Governance Indicator
	Mean
	Std. Dev.
	Decision

	Impact of e-governance on service delivery
	3.60
	1.04
	Accept

	IPPIS transparency perception
	3.61
	1.03
	Accept

	Tech adoption improved delivery
	4.02
	0.89
	Accept


Result: All items have mean scores above 2.5. Therefore, H₀ is rejected. E-governance significantly improves service delivery in the selected ministries.
Hypothesis 3
H₀: The Udoji and Monetization reforms have not significantly enhanced professionalism and resource management.
H₁: The Udoji and Monetization reforms have significantly enhanced professionalism and resource management.
	Reform Indicator
	Mean
	Std. Dev.
	Decision

	Impact of Udoji reform on professionalism
	3.10
	1.02
	Accept

	Monetization reform impact
	3.23
	1.15
	Accept


Result: Both mean values exceed the cut-off of 2.5. Hence, H₀ is rejected. The Udoji and Monetization reforms have positively influenced professionalism and resource management in Enugu State ministries.

4.4 Discussion of Findings
The findings of this study reveal nuanced outcomes for the tested hypotheses, contextualized within Nigeria’s public service reform landscape and aligned with global and local scholarly perspectives.
Awareness and Implementation of Public Service Reforms
The study revealed that 85% of respondents were aware of ongoing public service reforms in Enugu State’s Ministry of Health, Ministry of Education, and Ministry of Works and Housing, with a high mean score of 4.25. This high level of awareness indicates that reform initiatives—such as e-governance, the monetization policy, IPPIS, and Udoji reforms—are well communicated among public servants. This finding supports Akinyemi (2023), who noted that the success of reforms is often linked to awareness and employee engagement. The result also reinforces the need for transparency and information-sharing when implementing public service policies.
Impact of Reforms on Service Delivery
Respondents reported a positive impact of reforms on service delivery, as evidenced by a mean score of 3.60 for perceived improvement and 3.53 for satisfaction with efficiency. These findings align with previous studies (e.g., Eneanya, 2022; Balogun, 2021) which found that reforms like IPPIS and monetization can streamline operations and reduce inefficiencies when effectively implemented. The consistent mean scores above the threshold of 2.5 confirm Hypothesis 1, which posited a significant relationship between public service reforms and service delivery outcomes.


Effectiveness of E-Governance Tools
One of the dimensions of the study to have the highest ratings was e-governance. Respondents indicated that technologies such as IPPIS and other digital platforms have improved payroll transparency (Mean = 3.61) and overall service delivery (Mean = 3.60). Also, the use of technology scored high (Mean = 4.02), which supports the thought that digital transformation can be used to improve administrative efficiency.
These findings align with Adamu and Bello (2023) and the World Bank (2022), who emphasized the role of digital systems in enhancing transparency and reducing leakages. They also support Hypothesis 2, confirming that e-governance significantly contributes to improved public service performance.
Impact of Specific Reforms: Udoji and Monetization
The Udoji reform, which emphasized professionalism and capacity development, was viewed positively, with a mean score of 3.10. Similarly, the monetization policy was perceived as beneficial in terms of resource efficiency (Mean = 3.23). Although the scores suggest only moderate effectiveness, they still fall within the “Accept” range, indicating that reforms have yielded tangible, if not optimal, results.
This partially supports the findings of Balogun (2021), who noted that while monetization reduced cost burdens, poor enforcement reduced its potential impact. Likewise, Akinyemi (2023) emphasized the importance of institutional support to sustain professional reforms such as Udoji.
The results confirm Hypothesis 3, which proposed that both reforms have contributed to professional and operational improvements.


Key Challenges to Reform Implementation
Corruption (76.7%), political interference (66.7%), poor funding (60%) were most commonly reported as the challenges. These systemic concerns persist to weaken reform impact as it was noted in the earlier studies by other scholars (e.g., Oshionebo & Eriemo, 2018). Other obstacles identified by the respondents included resistance to change, poor monitoring and evaluation, and weak administration of change. Such findings reiterate the need to have more effective institutional structures and more stringent accountability in effecting changes on the state levels.
Importance of Citizen Participation
Citizen participation received a very high mean score of 4.40, reflecting strong support for involving citizens in monitoring service delivery. This observation is consistent with Kooiman (2022) who pointed out that participatory governance will enhance accountability and responsiveness. Furthermore, in the context of Enugu State, this result suggests that reforms should go beyond internal efficiency to incorporate mechanisms for public feedback, grievance redress, and transparency.
Overall, the findings demonstrate that public servants in Enugu State ministries are aware of reform initiatives and generally perceive them to be improving service delivery. E-governance stands out as particularly effective, while legacy reforms like Udoji and monetization still require structural support to reach their full potential.





CHAPTER FIVE
SUMMARY OF FINDINGS, CONCLUSION, AND RECOMMENDATIONS
5.1 Summary of Findings
This study was guided by three research objectives, and the findings are summarized below according to each objective:
Objective 1: 
· A significant majority (85%) of respondents were aware of ongoing e-governance reforms.
· Respondents agreed that digital tools, particularly IPPIS, improved payroll transparency and administrative efficiency (Mean = 3.61).
· Technology adoption positively influenced service quality and speed (Mean = 4.02), confirming that e-governance enhances reliability and efficiency.
· Hypothesis testing confirmed a statistically significant effect of e-governance on service delivery (t = 18.30, p < 0.001).
Objective 2: Evaluate the impact of the monetization policy and IPPIS on the efficiency, effectiveness, transparency, and consistency of service delivery in selected ministries in Enugu State.
· The monetization policy was perceived to moderately improve efficiency and transparency (Mean = 3.23).
· IPPIS was highly rated for eliminating ghost workers and promoting financial accountability.
· Overall, these reforms led to improved consistency in payroll operations, though some implementation challenges remain.
· Statistical analysis confirmed a significant relationship between financial reforms and improved service delivery outcomes.
Objective 3: Examine the effects of the Udoji public service reform on professionalism, performance, speed, and reliability of service delivery in selected ministries in Enugu State.
· The Udoji reform was moderately effective in promoting professionalism and ethical standards (Mean = 3.10).
· While performance improvements were noted, respondents highlighted institutional resistance and weak follow-up as limitations.
· Legacy reforms were found to require stronger institutional support for sustained impact.
· Hypothesis testing affirmed a statistically significant effect of the Udoji reform on professionalism and performance.
5.2 Conclusion
From the analysis, it is evident that public service reforms in Enugu State are perceived to have made measurable progress in enhancing service delivery across the three selected ministries. The statistics prove that there is a high chance that the level of transparency, efficiency, and professionalism in the public sector can be greatly flown under the rightful set of reform policies equipped with sufficient resources and capability.
The study further concludes that reforms driven by digital tools, such as e-governance platforms and biometric payroll systems, are more effective and better received than legacy reforms, particularly when they are accompanied by staff training and a culture of accountability. While some reform outcomes remain mixed—especially with respect to the monetization policy—the general trend suggests that continued investment in structured reforms holds the potential to transform state-level public service performance.
But there are still institutional and systematic limitations that prevent optimal results. Without strong political will, adequate funding, and robust monitoring and evaluation frameworks, the sustainability of these reforms may be compromised. Additionally, the underutilization of citizen feedback and low stakeholder engagement continue to affect the inclusiveness and responsiveness of service delivery.
5.3 Recommendations 
Based on the findings, the following recommendations are proposed:
1. To improve service delivery through e-governance: Invest in ICT infrastructure and training across ministries.
2. To enhance transparency through monetization and IPPIS: Strengthen monitoring and evaluation frameworks.
3. To revitalize professionalism through legacy reforms like Udoji: Institutionalize performance-based promotions and capacity-building programs.
5.4 Contribution to Knowledge
This research contributes to the growing body of literature on public sector reform in Nigeria by focusing specifically on state-level ministries, a relatively underexplored area. Unlike most studies that focus on federal institutions, this study provides empirical evidence on how reforms are experienced at the sub-national level, specifically in Enugu State.
The study also offers a practical framework for assessing reform impacts using mixed variables—ranging from employee satisfaction to transparency and professionalism—thus providing policymakers and scholars with a replicable model for evaluating reform outcomes in similar contexts. Furthermore, it highlights the role of citizen engagement and technological innovation as crucial drivers of service improvement, thus contributing new insights into participatory governance and digital transformation in public administration.
5.5 Area(s) for Further Research: Suggestions for Future Research
Future research should consider conducting comparative studies across multiple states in Nigeria to examine the variability of reform outcomes in different political and administrative environments. A broader geographic scope would allow for deeper analysis of how regional dynamics, governance structures, and resource availability affect reform implementation.
Additionally, longitudinal studies could provide better insights into the sustainability and long-term impacts of reforms, especially those like monetization and Udoji which require time to mature. Future studies might also explore sector-specific reforms in detail—such as those in education or health—to identify bottlenecks and successes within particular service areas.
Finally, there is a need for research focusing on the perspectives of service users (citizens) to complement internal assessments from public servants. This would enable a more holistic evaluation of service delivery outcomes and provide a balanced view of reform effectiveness.
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APPENDIX
Appendix A: Introductory Letter
Name
Faculty/Department
Addresss
Date:

To whom it may concern,

Request to Participate in Research on Public Service Reform and Service Delivery in Enugu State
I am a final year student conducting a research project titled "Public Service Reform and Service Delivery in Nigeria: A Study of Selected Ministries in Enugu State." The study seeks your honest input through the attached questionnaire to evaluate the impact of reforms such as e-governance, IPPIS, and the Udoji Reform.
All responses will be treated with strict confidentiality and used for academic purposes only.
Thank you for your cooperation.
Yours faithfully,
[Your Name]
[Department and Institution]
Phone Number / Email Address






Appendix B: Survey Questionnaire on Public service reform and service delivery in Nigeria : A study of selected ministries in Enugu State
Dear Participant,
This survey is part of a research study examining the impact of public service reforms on service delivery in Nigeria, focusing on state-level Ministry of Health, Ministry of Education, and Ministry of Works & Housing in Enugu State. Your responses will be confidential and used only for academic purposes. The survey should take approximately 10 minutes to complete.
SECTION A: DEMOGRAPHIC INFORMATION
1. Gender:
· Male
· Female
2. Age Group:
· 18 – 25
· 26 – 35
· 36 – 45
· 46 – 55
· 56 and above
3. Highest Educational Qualification:
· Secondary School Certificate
· Diploma/NCE
· Bachelor’s Degree
· Master’s Degree
· PhD

4. Ministry Affiliation:
· Ministry of Health
· Ministry of Education
· Ministry of Works & Housing
· Other (Specify)
5. Years of Experience in the Public Service:
· Less than 1 year
· 1 – 5 years
· 6 – 10 years
· 11 – 15 years
· More than 15 years
SECTION B: PUBLIC SERVICE REFORMS AND SERVICE DELIVERY
6. Are you aware of public service reforms such as e-governance, monetization policy, IPPIS, and the Udoji public service reform?
· Yes
· No
7. I believe that public service reforms has improved service delivery in my ministry.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
8. I am satisfied with the efficiency of service delivery in my ministry after these reforms.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
9. E-governance (digital platforms, online processing, etc.) has impacted service delivery in my ministry.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
10. The monetization policy has affected the efficiency of public service operations in my ministry.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
11. Integrated Payroll and Personnel Information System (IPPIS) has improved transparency and accountability in salary payments.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
12. I believe that the legacy reforms including Udoji Public Service Reform has enhanced professionalism and staff performance in my ministry.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
13. What are the key challenges affecting the implementation of public service reforms in your ministry? (Select all that apply)
· Corruption
· Political interference
· Resistance to change
· Poor funding
· Lack of training and capacity building
· Weak monitoring and evaluation







SECTION C: TECHNOLOGY AND CITIZEN PARTICIPATION IN SERVICE DELIVERY
14. The adoption of technology (e-governance, digital records, online services) has influenced service delivery in my ministry.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
15. I believe that citizen participation (feedback mechanisms, public engagement, complaints system) is important in improving public service reforms.
· Strongly Agree
· Agree
· Neutral
· Disagree
· Strongly Disagree
16. What strategies would you recommend to improve public service delivery in Nigeria? (Open-ended question)
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Appendix E: Hypothesis Test Calculations
Hypothesis 1: Public Service Reforms and Service Delivery
Hypothesis Statement
· Null Hypothesis (H₀): There is no significant relationship between public service reforms and improved service delivery in Enugu State ministries.
· Alternative Hypothesis (H₁): There is a significant relationship between public service reforms and improved service delivery.
Test Used
· One-sample T-test (comparing sample means to the neutral benchmark score of 2.5).
Data Summary
	Indicator
	Mean
	Std. Dev.
	Sample Size (n)

	Perception of service improvement
	3.60
	1.02
	300


Calculation
                                     = 
p-value: < 0.001
Decision: Reject H₀
Conclusion: Public service reforms significantly improved service delivery in the selected ministries.
Hypothesis 2: E-Governance and Service Delivery
Hypothesis Statement
· Null Hypothesis (H₀): E-governance has no significant effect on service delivery in Enugu State ministries.
· Alternative Hypothesis (H₁): E-governance has a significant effect on service delivery.
Test Used
· One sample T-test
Data Summary
	Indicator
	Mean
	Std. Dev.
	Sample Size

	Impact of e-governance
	3.60
	1.04
	300


Calculation
                                  = 
p-value: < 0.001
Decision: Reject H₀
Conclusion: E-governance has a statistically significant effect on service delivery in Enugu State.
Hypothesis 3: Udoji and Monetization Reforms
Hypothesis Statement
· Null Hypothesis (H₀): Udoji and Monetization reforms have not significantly enhanced professionalism and resource management.
· Alternative Hypothesis (H₁): Udoji and Monetization reforms have significantly enhanced professionalism and resource management.
Test Used
· One sample T-test
Data Summary
	Reform Indicator
	Mean
	Std. Dev.
	Sample Size

	Udoji reform on professionalism
	3.10
	1.02
	300


Calculation
                                     = 
p-value: < 0.001
Decision: Reject H₀
Conclusion: Udoji and Monetization reforms significantly improved professionalism and resource management in Enugu State ministries.
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