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CHAPTER ONE
1. Introduction


1.1. Background of the Study

Governments at all levels are engaged in giving services to the public under their jurisdictions. They provide various services to the society with the help of local governments. The level of democracy and development of the society in a specific locality depends on the amount and the quality of services received by the people in that locality. These determine the extent of satisfaction derived from services generated by the local governments. Local governments are administrative offices that are smaller than a state. The term is used to contrast with offices at nation- state level, which are referred to as the central government, national government or where appropriate federal government. Local government means authority to determine and execute matters within a restricted area inside and smaller than the whole state. It involves the administering of services on a local basis by local bodies, (Barber 1978: 1-2). Writing on local government and national planning, Peter Koehn concluded that local government can play a vital role in identifying the pressing needs of local residents, incorporating local priorities into the national development planning frame work, and promoting and defending citizen interest at higher level of policy review and budget allocation (Koehn 1989 cited in Umeh and Andranovich 2005: 114) and coordination is certainly required. Local governments must play a more active role in providing adequate public services, promoting  population control and developing a conducive climate to job generation, particularly in secondary cities and small towns where tradition play important role in the government –society relationship (Umeh & Andranovich 2005: 114). Local governments, therefore, are responsible to provide various services and in this regard, billions of people are receiving different services from local governments all over the world. In this context, all towns in general and Wolliso Town Administration (WTA) in particular are providing different services to customers. Customers who are receiving services from local governments need to be satisfied with the services that are rendered. Land Administration specifically, urban land administration is one of the services rendered
to the people who have interest upon constructing their residential houses or for investment purposes. Land is the place of all shelters in the city, the town, the village and the home. It

is the source of goods or materials for construction and manufacture of coal gas and oil, of springs and other essentials for life. Being indestructible and immovable, it is the foundation of all human activities. The societies which have created internal stability and a functioning market economy recognize the need for effective systems for registering private land rights and for inexpensive system of land transfer. The privatization of land and the registration of tenure whether free hold, enable people to improve their land and
property so maximizing its value and use (UNECE, 2007: 2). Deterioration of urban services and of the built environment are becoming typical characteristics of the urban scene in Ethiopia. This is further aggravated by the inability of local governments to finance basic infrastructure services in their jurisdiction. Due to the unresponsive supply side of the service line, residential densities of central areas have increased resulting in light level of the residents and a risk to the quality of the urban environment (Solomon, 1994: 4).

1.2. Statement of the Problem
Total quality management could be a very effective management tool in focusing governments mission as servants of the citizen by concentrating the resources of the public administration on the governmental process that can be enhanced to deliver high quality services; by encouraging decentralization of bureaucratic authority, by stressing the prevention of problems as opposed to solving them later and by helping public administrators understanding that most problems result from faulty systems not faulty people (Nicholas, 1997: 194). The concepts in the above paragraphs put forward a very essential tool of satisfying customers in public organization services. In reality however, we see a number of gaps in many service rendering institutions between the service level expected by customers and that provided by local governments. The land delivery services are not exceptional in this regard. According to National Urban Planning Institute (NUPI), (2003), major challenges of Ethiopian land development and management practices show that, the current urban land development and management practices are characterized by inadequate developed land and administration process, inconsistent and fragile land and land related laws and legal provisions, lack of clearly articulated policy directives and key strategic options, shortage of infrastructure and service related problems, inadequate land development finance and distorted land market system, fragmental institutional set-up and structured organization represent the key problems related to urban land management and development practice in Ethiopia (NUPI, 2003: 57).
Many residents comment that land delivery, waste disposal mechanism and the preparation of recreation centrers are among that which need due emphasis and where they usually see
gaps in Woliso town in south west shewa zone.. In addition to this, adopting and implementing the service standards necessary to satisfy customers was not well developed. Furthermore, there is lack of proper systems in the service delivery. For instance, there is no citizens’ charter

adopted to make customers know the activities and the time needed to get specific service. The problem is that the demand and supply concerning different services do not match for various reasons. Some of the problems could be mentioned in terms of lack of capacity, shortage of finance to compensate farmers for the land they lose, and even those customers who have paid money for compensation purpose are waiting for a number of months even for years before receiving land services for instance. Lack of having motivated manpower is another problem. Consequently, there is ineffectiveness in terms of the delivery of the required service on time. The problem of residential houses is one of the most pressing concerns of the in Woliso town. It was found out from the 2000 E.C budget document of the town administration that the need for residential is over 40,000. Even though worked out data are not at hand, in almost every house in in Woliso town, there are a number of people who live on rent. It, however, does not mean that these individuals do not need to have their own houses in the town. These imply the requirement level for land by residents is very high.
Even those people who have applied for land for both residential houses and for investment purposes face problems of delivery in terms of time and cost. Nevertheless, the town administration investment bureau claims that it is especially ready to serve investors who want to participate in investment in the town.
This research concentrates on the customers’ satisfaction and problems affecting customers’ satisfaction in land delivery service mainly, shortage of manpower, motivated employees and other resources such as vehicles and technical instruments, high cost and time involved in getting land delivery service and the absence of good governance.

1.3 Objectives of the study
1.3.1. General objective
The general objective of this research is to evaluate the effect of service delivery system on customers’ satisfaction in land administration and to come up with some solutions. in Woliso town administration.


1.3.2. Specific Objectives
The specific objectives of the research will be to measure
· .The employee profile and their attitude towards customer service in Woliso town administration.
· .The amount of time and cost involved in getting land delivery service.
· . Good governance practice of Woliso town administration to satisfy customer.
· .The level of satisfaction of customers with land delivery services .

1.4 Basic Research Questions
The basic questions that will be answered at the end of this study are:
· What are the employee profile and their attitude towards customer service in Woliso town administration?
· What is the amount of time and cost involved in getting land delivery service?
· Is that the Woliso town practice good governance to satisfy its customer?
· What is the level of customer satisfaction with land delivery services in Woliso town land administration? 





1.5 Significance of the Study
The level of development of the community can be measured in terms of the level of the community satisfaction by the services they obtain from the public organizations. So it is very important to undertake research on customer satisfaction in government organization and identify the gap that may exist and suggest solutions to be used by policy makers, administrators and all concerned bodies. Furthermore, the study could also help and be used as background information for those researchers who want to carry-out an in-depth study in the future concerning the study subject.
1.6 Scope of the Study
Due to shortage of enough time and cost structure, the scope of this study will be limited to the identification of customers’ satisfaction in land delivery services taking into account
woliso town administration as a case study.
1.7 Limitations of the Study
The major limitations that may face the study will be the following,
1. The time allotted for this research will be difficult to the researcher to carry out in-depth investigation.
2. Financial capacity that enables the researcher to carry out deep investigation was not available.
3. The woliso town administration failed to compile data on the number of customers it serve and therefore, it was very difficult to obtain full-fledged data to assess their historical background very well.
1.8 Organization of the Study
The study consisted of four chapters. The first chapter deals with introduction, back ground of the study, statement of the problem, objectives of the study, research methodology, Significance of the study, scope of the study, limitations of the study, the organization of the study. The second chapter deals with the literature review part which is useful to Interpret the results obtained. The third chapter explains quantitative and qualitative data analysis, and discussions based on the findings. The last chapter deals with summary of the findings, conclusions and recommendations.

CHAPTER TWO

2. Review of Related Literature

2.1. Customer Satisfaction
Satisfaction is a function of perceived performance. If perceived performance falls short of expectations, the customer is dissatisfied. If the performance exceeds expectation, customers get highly satisfied. Customers’ satisfaction happens when organizations focus on quality services and produces real rewards for the organization in the form of good
image from the public. Lack of customers’ satisfaction produces a liability (Bruk, 2007: 22) The model that has underpinned satisfaction is disconfirmation theory which suggests that customer with a service is related to the size of the disconfirmation experience, where disconfirmation is related to the person’s initial expectation. If experience of the services greatly exceeds the expectations clients had of the service, then satisfaction will be high and vice versa. In the service quality literature perceptions of service delivery are measured separately from customer’s expectation and the gap between the two provides a measure of service quality (MORI Social Research Institute, 2002: 5).
2.2.1. Sources of Customer Expectation
These are described as follows
1. Personal needs: any customer or user of a service will have what she /he regards as a set of key personal needs that they expect the service to address. These will vary from service to service and from customer to customer.
2. Previous experience many have before: - Their previous experience will in fact influence their future expectations of the service.
3. Word of mouth communication:- expectations will be shaped by communications from sources other than the service provider itself. This can be family, friends and colleagues but more widely the media and other organizations.
4. Explicit Service Communication:- statements from leaflets of other publicity material can have a direct impact on expectations.
5. Implicit service communication:- this includes factors such as the physical appearance of buildings; example renovation may lead the customer to expect other service aspects to be of higher quality (MORI Social Research Institute, 2002: 5-6).
2.2.2. Customer Satisfaction Incentives
Customer satisfaction incentive schemes are increasingly common in a variety of industries. Explanations on how and when incenting employees on customers satisfaction is profitable faced with employee groups including managers who may have shorten time horizons than the firm thinks. Such systems enable a firm to use customer reaction to monitor implicitly how employees allocate efforts between the short and long-term. These system can be used to encourage employee to make trade offs that are in the best interest of the firm ( Jhon Duncan and Briger, 1994: 327)
Jhon and Briger drove an optimal reward system for equilibrium in which the firm maximizes profits employees maximize their expected utility and customers choose purchase quantities based on initial reputation , employee efforts and prices ( Jhon Duncan and Briger, 1994: 327).
Mercer (1992,P.11 cited in Jhon & Briger, 1994: 328) reports that 60 percent of electric

and gas utility companies in USA have specific objective for employees that include customer satisfaction targets and that customer satisfaction incentives compensation schemes are most common in the 25 largest companies.
2.2.3. Dealing with Time Consumption
The manager of service needs to be concerned about when the customers consume the service as he/she is part of the system when consuming it. Many service providers find it very difficult to match demand and supply on all occasions and where demand exceeds supply on all occasions, queuing and reservation systems are put into operation. Customers’ feedback highlights the fact that delays in service delivery, often characterized by long queue can have a negative impact on customer evaluation of the services. The ideal solution would be to eliminate queues completely by careful operations management.
However, where this is not possible, service providers are advised to change the customers’ 19
waiting experience by perception management so that it results in less uncertainty and anger (Steven and Kim, 1995: 140).
Customers become most annoyed and frustrated when they are forced to wait for service without being given an explanation for the delay. Service providers are advised to communicate the customers as quickly as possible about why they are being asked to wait. Where the reason could be clearly identified by customers themselves, for example, waiting for ride at fun fair or to pay for goods at supermarket checkout, strategies must be put in place to make the wait as pleasant as possible for customers. Magazines, which are provided in dentists’ waiting rooms for customers to read, and videos played to customers waiting in a queue for a fun fair ride are both examples of tactics used by services organizations to make the inevitable waiting time enjoyable to customers (Steven and Kim, 1995: 141).
2.2.4. Team Work for Customers’ Service
Serving people is both the obligation and privilege to be for customers; it is the foundation for a humane society. In a world that delivers quality service, parents entrust their children’s development and welfare to teachers and administrators, patients in hospitals confidentially rely on physicians and nurses to help them recover. People who serve us well enhance the quality of our lives. As professionals, our own sense of satisfaction and success depends upon the quality of service we give to others. For example, leaders can only lead when they have inspired and empowered followers to get extraordinary things done (Dean, 1993: xi).
For an organization, serving customers is a moment of truth an opportunity for the company to demonstrate its credibility and capability (Gronroos, 1990, cited in Dean, 1993: xi) delivering value to customers earns the organization respect and helps ensure that customers will return. It also binds employees together in a meaningful common mission; it is the essence of a shared vision and the ultimate bottom line (Dean, 1993: xi).
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2.2.5. Value of Service Team
Working together empowers employees. Serving customers’ will is a complex task that cannot be performed alone. Individuals need to pool their information, ideas and assistance to solve customer problem.
Employees benefit from talking to each other about how they can satisfy the complex needs of client. When conflicts and mistrust develop, employees working together are more apt to

find ways to reestablish a constructive relationship with the customer (Dean, 1993: 103). Teams are in a position to use special techniques and strategies to diagnose and improve the quality of service. Shostak, 1984, cited by Dean, 1993: 103) suggests, for example that blueprinting as a tool to manage service quality. The blue print is a graphic illustration and flow chart showing the steps needed to deliver a service.
The blueprint can be used to identify possible fail points, processes most likely to go away and compromise service. Through discussion centered on specific instances of failure, service team members can identify the most problematic steps in the process. The team then rates the fail points by priority and plan remedial actions (Dennis, 1996: 73).
Effective team ensures quality services.
2.3. What is Quality?
No universally accepted definition of the term quality exists; this is because quality actually possesses several distinct dimensions. When people disagree about what quality is, they are often simply demonstrating preferences for differing quality dimensions. The Federal Quality Institute (FQI) in USA identifies a primary dimension of quality (performance) and several secondary dimensions: reliability, durability, conformance, availability, and timeliness (FQI, 1991: 2 cited in Lawrence, 1993: 27). Still, other quality dimension are recognized as particularly important in the human services, including accessibility, timeliness, consistency, humaneness, and result or out comes (Patti, 1987; Pruger and Miller 1991 a cited in Lawrence, 1993: 27). Some of these quality dimensions refer to characteristics of products and services; others refer to the staff or employees who provide 21
the products and services and still others refers to the facilities and equipments used in product production and services provision.
Most definitions of quality are related to exhortations to attain excellence in production and provision of high quality good and services. It is also related to the notion of fitness for purposes which are interpreted as providing services which customers want conformance to customers’ requirements to reduce the possible adverse effects of customer dissatisfaction (Ian and Miguel 1995: 119).
2.3.1. Quality Creates Loyal Customers
Quality management programs create loyal customers. The notion of the loyal customer has a great deal of significance for human service organizations. Customers who believe their human service organizations are delivering quality products and services will continue to support those organizations. This support can take the form of volunteering time, contributing money, and perhaps most important, leading political support to the organization as it completes for scarce resources with other agencies and with other societal needs (Lawrence, 1993: 4-5).
2.3.2. Quality Management and Human Service Values
A unique advantage of quality management is its basic compatibility with human service and social work values. Any managerial system that does not preach the maximization of efficiency should be inherently appealing to most human service professionals. The human services have long objected to the primacy generally afforded efficiency by most management systems (Pruger and Miller, 1991a, 1991b cited in Lawrence, 1993: 7).
Quality management also strongly emphasizes the use of customers’ feedback in attempting to constantly improve the quality of products and services. In many respects this aspect of quality management is reflective of the maxim that the needs of clients should be

put first. Quality management also stresses the self – worth of employees, cooperation between employees, team building and partnership relationship between public and private sector human service organizations. (Lawrence, 1993: 7).
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2.3.3. Quality Dimension and their Definition
According to Zeinthaml et al. 1991; FQI, 1991 and Jufan 1988 all of which are quoted by Lawrence 1993: 28), quality dimensions and their definition are as follows.
1. Accessibility – the product or services is easy to access or acquire.
2. Assurance – the staff are friendly, polite, considerate and knowledgeable.
3. Communication– customers are kept informed, in language they can understand, about product or services and any changes thereto.
4. Competence – staff possess the requisite knowledge and skills to provide the product or services.
5. Conformity – the product or service meet standards.
6. Courtesy – staff politeness, respect and consideration towards customers.
7. Deficiency – any quality characteristic identified as adversely affecting customers’ satisfaction.
8. Durability – the performance, result, or outcome does not dissipate quickly.
9. Empathy – staff demonstrates an understanding of and provides individualized attention to customers.
10. Humaneness- the product or service is provided in a manner that protects the dignity and self worth of the customer.
11. Performance – the product or service does what it is supposed to do.
12. Reliability – the ability to provide the product or service in a dependable and consistent manner with minimal variation over time or between customers
13. Responsiveness – the timeliness of employees in providing and services. 23
14. Security – the product or service is provided in a safe setting and is free from risk or danger.
15. Tangibles – the physical appearance of facilities equipment, personnel and published materials.
Quality services are welcomed by clients and customers and they are the sources of customer is satisfaction. Therefore, it is very important to know service quality dimensions in order to provide the types of services expected by the customers.
2.3.4. Total Quality Management (TQM)
Total Quality Management (TQM) is a philosophy of administration, a set of principles and a series of quantitative techniques that are designed to continuously improve, and if necessary transform the processes of the organization form top bottom so that customers are satisfied with the organization’s products, performance, procedures and people. TQM is currently a hugely influential phenomenon in both public and private management. It originated in the corporate world and, increasingly, it is gaining adherents in the world of government as a major means of improving productivity (Nicholas, 1991: 194).
TQM sets out to ensure that organization structure management and quality systems meet given organizational objectives by maximizing human and material resources. It also promotes continuous quality improvement affects the ability of organization to compete and its numbers to contributes grow and excel. This is a clearly a common goal by

developing a culture in which the customer is paramount. The significance of the total quality management approach is that by attempting to change organizational culture a lasting commitment to quality is brought about which will it is argued lead to consistently high quality service provision which meets customers’ requirement and is free from deficiencies (Ian and Miguel, 1995: 59).
2.3.4.1. TQM Appropriate for the Public Sector
TQM could be a very effective management tool in refocusing governments’ mission as servants of the citizenry by concentrating the resources of public administration on the governmental process that can be enhanced to deliver higher quality service; by
24
encouraging the decentralization of bureaucratic authority; by stressing the prevention of problems as opposed to solving them later and by helping public demonstrators understand that most problems (Deming say 85 percent) results from faulty system, not faulty people (Nicholas, 1999: 194).
2.4. New Public Management (NPM)
New public management is a broad and very complete term used to describe the wave of public sector reform throughout the world since 1980s. From the point of view of public choice and managerial school thought, new public management seeks to enhance the efficiency of public sector and to eliminate government control. The main purpose of NPM reform is the emphasis more on market orientation in public sector which will lead to greater cost efficiency for government without having bad effects on other objectives.
According to Borins (1995: 5-11), the major characteristics of new public management are the following:
1. Providing high quality services that citizen’s value.
2. Demanding, measuring and rewarding improved organizational and individual performance.
3. Advocating managerial autonomy particularly by reducing central agency controls.
4. Recognizing the importance of providing the human and technological resources managers need to meet their performance target.
5. Maintaining receptive to competition and open mindedness about which public purposes should be public servants as opposed to the private sector or nongovernmental organizations.
Borins further defines and explains NPM as an agreement between the public and their elected representatives on the one hand and the public services on the other hand. NPM with contrast to other public management theories is more oriented towards outcomes and efficiency through better management of public budget. It is considered to be achieved by applying competition, as it is known in private sector, to organizations of public sector emphasizing economic and leadership principles
2.5. Distinguishing Features of Services
Pure services have several distinctive characteristics that differentiate them from goods and have implication for the manner in which they are marketed. These characteristics can be described as intangibility, irreparability, variability, perishability and the inability to own services (Palmer, 1995: 35).
2.6. Citizen Participation in Service Delivery
Citizens influence the content of many public services through their direct participation in

service delivery. This is especially the case in services designed to change people directly rather than to change their physical environment. Most economic activities – including that of many public agencies is directed towards the production of goods. Raw materials are transformed into products which can then be delivered to consumers. Services are not like that. Education or health care or crisis interventions have as their primary objective the transformation of the consumer (Gordon, 1980: 250).
In delivering services the agent helps the person being served to make the desired sorts of changes. Whether it is learning new ideas or new skills, acquiring healthier habits or changing once out look on family or society, only the individual served can accomplish the change. He/She is a vital co producer of any personal transformation that occurs the agent can supply encouragement, suggest options, illustrate techniques and provide guidance and advice, but the agent alone cannot bring about change. Rather than an agent presenting finished goods to the citizen, agent and citizen together produce the desired transform action.
Citizen participation in the delivery of services becomes a very essential tool of making citizens feel happy because such arrangement makes citizens part and parcel of government programs. It can create a happy client during the implementation of service delivery by the organization.
Findings from a research under taken by Barbara, (1985: 286-287) on the effect of public service recognition, job security and staff reduction on organizational involvement represent a step forward in our understanding of the dynamic of employee agency
26
psychological linkage in the public sector. In particular, employees who feel they receive the recognition they deserve are much more likely to be involved in their agencies than those who feel a lack of such recognition. These according to Barbara suggest we should add public service recognition to the list of subjective work experience which influences public employees’ organizational involvement.
2.6.1. Citizen Evaluation of their Governments
Empirical study made by Michael and Robert on Citizen Evaluation and Urban management service delivery in an era of protest in Tennessee USA, has focused on local services as a significant governmental function. Increasing attention has been given to citizen evaluation of these services. Such a focus can be justified in terms of democratic theory, which considers citizen evaluation of government. It also makes sense in utilitarian terms, in which citizen evaluations provide responsible public officials with important cues about public perceptions of the performance of local agencies. One of the goals of this analysis is to determine the extent to which urban citizens are satisfied with essential public services and their desire for additional influence in the provision of such services (Michael and Robert, 1980: 585).
The findings of the study shows that most urban residents are satisfied with services received, but the proportion of satisfied clients varies across specific service categories. As to the influence desire from urban Tennesseans only in the service area of education and street do a majority of citizens’ demonstrated interest in acquiring additional influence (Michael and Robert, 1980: 589).
2.7. Local Government
Local government means authority to determine and execute matters within a restricted area inside and smaller then the whole state. It involves the administering of services on a

local basis by local bodies. The variant local self government is important in that it emphasis the freedom of the local unit to a greater or lesser degree to decide and act on its own initiative and responsibility. Local government in its true sense is synonymous with subordinate government. A federal system involves autonomous divisions of a country
29
joining for a common purpose but retaining varying degrees of independence (Barber 1978: 1-2). For local governments to serve their customers and satisfy them, the principles of good governance and management must be in place.
2.7.1. Importance of Local Government
The 1998 World Development Report devotes an entire chapter to the importance of local government reform in developing countries, and a widely cited World Bank report states that an effective public sector in a modern developing country depends on the ability of the central government to harness the resources of lower levels of government (Cochrane 1983 quoted in Umeh and Andanovich, 2005: 113). In 1989, the World Bank and the Italian Ministry of Foreign Affairs sponsored two workshops on strengthening local government in sub-Saharan Africa. Participants included delegates from twenty African countries and observers representing numerous foreign aid donors. According to the World Bank, the strengthening of African local governments could be regarded as essential for the rehabilitation of national public finances and hence a means to sustainable growth and development (World Bank 1989: 1, cited in Umeh and Andranovich 2005: 113).
The emphasis on the reform of local governments, especially in the sub-Saharan African countries, is premised on five crucial factors. First, effective local governments are perceived as providing opportunities to involve long-neglected citizens in the decision – making process. Second, mobilization of local governments may be especially important in Africa because many counties have been severely affected by structural adjustment and required cutbacks in central government budgets. Third, local governments have the potential, given Africa’s rich local institutional heritage, to help mitigate the negative effects of structural adjustment programs on the poor. In a more empowered form, local governments are likely to be in a better position than the central government to recognize to precise impact of various adjustment policies and to allocate scarce resources where they will help the most. Consequently that would mean providing the poor with better access to services and infrastructure (Olowu 1989: 1 cited in Umeh and Andranovich 2005: 114).
Fourth, some analysts believe that a local government initiative will be required to tackle the challenges raised by the twin pressures of rapid population increase and urban growth 30
in Africa during a period when the severity of these problems is declining in many other parts of the world (Cochrane 1983 quoted in Umeh and Andranovich 2005: 114).
Fifth, writing on local government and national planning, Peter Koehn concluded that local governments can play a vital role in identifying the pressing needs of local residents, incorporating local priorities into the national development planning framework, and promoting and defending citizen interests at higher level of policy review and budget allocation Similarly, it has been argued that while central government support and coordination is certainly required, local governments must play a more active role in providing adequate public services, promoting population control, and developing a climate conducive to job generation, particularly in secondary cities and small towns where tradition plays an important role in the government – society relationship.

It is clear from this brief review that some key elements are central in defining the role of local governments in developing countries.
These factors are also some of the essential elements underlying the implementation of decentralization and democratization. Local governments have the ability to first, involve local citizens; second, mobilize citizens and resources; third, create a mechanism for empowering local citizens in allocating resources; fourth, develop a system to provide the poor with better access to services and infrastructure; and fifth, provide a climate conducive to the equitable distribution of services and resources. In all, local governments can play an invaluable role in strengthening the process of democratization in developing countries.
2.7.2. Good Governance and Management
Improving the liveability and competitiveness of cities places big demands on urban governance and management. Good governance implies inclusion and representation of all groups in the urban society – and accountability, integrity and transparency of local government actions - in defining and pursuing shared goals. Capable urban management requires a capacity to fulfil public responsibility, with knowledge, skills, resources, and procedures that draw on partnerships. (World Bank, 2000: 10)
31
One case study on the strategic change in Local Government Management comparative case study states that devote on the future of local government as a provider of local services in the United Kingdom has centered on the idea of the enabling authority, with the role of centrer seen as the strategic management of service delivery through partnerships and contracts with external private, voluntary and non for profit organization (Alan and David, 1996: 57).
Local authorities have faced a turbulent environment: legislative, economic and political and have been encouraged to adopt more business like approaches to the management of service delivery.
The concept of the enabling authority, together with the theme of responsiveness to the citizen/ client, has become part of the basic frame work for strategic management of local authorities (Alan and David, 1996: 57-58).

Chapter Three
3.1. Research Design and Methodology

3.1.1. Research Design 

The research type will be used in this study is descriptive type of research design. The reason behind to use this method is to describe the overall issue that is going to be investigating about customers’ satisfaction in land delivery service by urban local governments.	
3.1.2. Research Approach
To arrive at all appropriate, conclusion about the issue and in order to answer the research questions the researcher would be used both quantitative and qualitative approach. Quantitative data in this study would be helps to know the number, size and amount of employees who works in the woreda town administration office. While, qualitative data would be helps to know the attitude, knowledge, skill and belief of employees toward a performance of woreda town administration office. The rationale behind to use this approach is that importance of describing the present status of describing present states of the administration.
3.1.3. Target Population

The total population of this study is 8632. The population are consists 26 permanent employees who works in the office and 8606 are households who are lives in the surrounding of woliso. From this total population Head Office, Human Resource Management Office, Employees and Households are the main target population of this study.
3.1.4. Sample Size and Sampling Technique

The sample for this study would be taken as from the employees and households of the woreda. The total population is 8632. From this total population 26 are employees who are works in water service office and 8606 are households who live in the surrounding of woliso Due to time and financial constraints to interpret the data as well as collects valid and reliable information, the researcher would be selected 56 respondents which is 26 employees and 30 households would be taken as a sample by using simple random sampling techniques. This type of sampling technique allow all units of the target population an equal chance to be select to conduct this study. Once the sample size would be selected by simple random sampling technique. The

sample employees and households would be selected in proportion to the number of employee’s works in town administration office and households who lives in the surrounding of woliso.
3.1.5. Data Source and Method of Data Collection

In order to gather adequate and reliable data the researcher will use both primary and secondary sources of data:
1. Primary Source of Data

Primary data would be gathered through questionnaire and interview from employees and households of the surrounding of wolliso town Administration. The questionnaires design includes both open and close-ended types. Because a open-ended questionnaire helps the respondents to express their in unlimited way. On the other hand, a close-ended questionnaire helps the respondents to answer the question in an easy way. The questionnaires can distribute to the employees of organization taken as a sample. Because of time, budget constraints and to get reliable information the semi-structured interview method would make to the head office. The reason to use this method is the interviewer follow interview schedule, help to probe for additional information after primary question would give.
2. Secondary Source of Data

Secondary source of data would obtain from written materials like documents, books, Journals, Internet sources and other relevant published and unpublished.


3.1.6. Method of Data Analysis and Interpretation

After relevant data would be collected from primary sources by using variety of methods and techniques, they would be classified, organized, coded, tabulated and analyzed into sub-section based on their similarity. Information collects by semi-structured interview and questionnaire would be examined to detect errors and omissions. To analysis and interpreted data, the researcher would use descriptive type of data analysis. The reason behind using this method analysis is to clarity and describes both quantitative and qualitative data. The processed and analyzed would be presented in the form of well-organize table, percentage and average.


4. Time schedule and budget break down

4.1 Time Schedule

The time plan for completion of research report will be conducted in the following ways:

	No
	Activities or tasks to be done
	Duration of time

	1
	Preparing proposals and gaining approval
	Feb,1-15 /06/15 E.C

	2
	Submission of proposals
	Feb, 15/06/15 E.C

	3
	Developing review of literature and data
gathering instrument
	Feb,15-march30/07/15 E.C

	4
	Distributing and collection of data
	April 1-15/08/15 E.C

	5
	Distributing and collection of data
	April15-30/08/15 E.C

	6
	Data analysis and interpretation
	May1-15/09/15 E.C

	7
	Submission of first draft of	research
report
	May16-30/09/15 E.C

	8
	Taking final correction and editing	and final submission of the report
	June115/10/15 E.C	To July 30/11/15 E.C

	9
	Submission of the final research report
	June16-June25/10/12 E.C



4.2 Budget breakdown


	No
	Lists of Activities to be implemented
	Quantity
	Single
cost quantity
	Total cost
	Total

	1
	Transport fees
	4TIMES
	500
BIRR
	4x500
birr
	2000 birr

	2
	Stationary, photocopy		and printing	internet materials	service,
CDR
	-
	-
	3000birr
	3000 birr

	3
	Flash	,audio
cassette
	Pieces
	2
	200
	200 birr

	4
	Typing	and
printing	and duplication
	Page
	100
	6birrx5
	3000 birr

	5
	Pilot study cost
	-
	-
	-
	500 birr

	6
	Telephone service
	
	
	
	400 birr

	7
	Binding service for
draft	and	final thesis
	-
	-
	
	300 birr

	8
	Secretarial service for writing up the thesis, printing the draft and the final
thesis
	
	3
	100 birr
	300 birr


Total :	9700 Birr
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