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Abstract 

The purpose of this study was to identify the challenges faced in quality service delivery to 
Turkana Central Sub-county citizens of Turkana County. The study used cross-sectional 
survey design. The sample size selected for the study was 261.  Data was collected using 
questionnaires and interview guides. Data was analyzed by descriptive statistics and presented 
in tables and figures for ease interpretation. The major findings of the study show that devolved 
governance faces some challenges. For instance the devolved governance is faced with 
corruption, lack of transparency and accountability and inadequate funds. This adversely   
affects quality service delivery to its citizens. The findings of the study would inspire policy 
makers at the county and national government level to come up with appropriate strategies to 
mitigate the challenges identified in order to improve the quality of services offered by the 
county governments. 
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1. Introduction 

Devolution has become a key global trend over the recent decades as many states have 
decentralized power to sub-state governments.  In United Kingdom (UK) devolution has led 
to radical decentralization of powers to local governments. There are a number of benefits from 
decentralizing government. Decentralization promotes greater experimentation, better 
matching of services to local preferences and greater competition between the service 
providers of government funded services. Functions transferred to the local level include 
environmental policy, working aid welfare delivery, education and health, housing and 
planning, lifestyle regulation and natural resource exploitation. This is confirms that fiscal 
decentralization is associated with higher national income and higher levels of investments. In 
particular, increasing the local taxation from five percent (5%) to twenty percent (20%); 
increases Gross Domestic Product (GDP) per capita by six percent (6%).  Higher levels of 
revenue associated with decentralization, the UK is particularly in a good position to gain in 
transferring powers from central government to local government (Booth, 2015).  

In Africa, centralized systems of government have been blamed for hindering efficient delivery 
of public services.  However, in Rwanda there is notable progress since the start of 
decentralization process in 2000. Local governments have enjoyed unprecedented range of 
competencies and resources. In order to understand the paradoxical nature of Rwandan 
decentralization, the process is disaggregated into three dimensions; administrative, financial 
and political. This demonstrates that in all these dimensions, decentralization is characterized 
by the promotion of good controls, good governance, and technocratic and depoliticized local 
government activities (Good fellow, 2014). 

In Kenya devolution is anchored in the constitution of 2010.The main purpose is to bring 
government closer to the people. This approach of putting county governments at the centre of 
dispersing political power and economic resources to Kenyans at the grassroots is one of the 
interventions of taking services closer to the people. Furthermore, the promulgation of the New 
Constitution in 27th August 2010 marked a major milestone in the way in which the country is 
governed.  Thus the political power and economic resources are moved away from the central 
government to county government. As a result, 47 county governments and the senate were 
established following the March 4th 2013 elections as part of the implementation of devolution.  

Therefore, the objective of the study is to identify the challenges faced in providing public 
service delivery by devolved governance units within Turkana central sub-county, Turkana 
County. 

2. Literature Review and Conceptual Framework 

Decentralization occurs when national government shares some of its power and resources 
with other groups or particularly those that are either geographically dispersed, or are 
responsible for specific functions, or are given jurisdiction over specified physical locations. 
The key elements to note in decentralization are power, authority and responsibilities which are 
diffused intentionally to peripheral units from the centre to achieve predetermined objectives. 
Litvack (1988) defines decentralization as the “assignment of fiscal, political and 
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administrative responsibilities to lower levels of government”. Fiscal, political and 
administrative instruments are used to achieve the transfer of responsibility to other levels of 
government. These are the instruments which gave rise of fiscal, political and administrative 
decentralization (Mawhood, 2008).  

3. Challenges faced in Quality Public Service Delivery 

Previous studies (McCloughlin & Batley, 2012) tends to be fairly generic in terms of political 
and governance constraints. For instance, concepts like ‘political will’ or the existence of 
‘weak incentives’ are often referred to but rarely further developed in terms of specific 
institutional and governance arrangement that contribute to such bottlenecks or gaps. 

 Furthermore developing countries have identified dysfunctional relationships between the 
citizens, service delivery organizations and politicians which are the way of demand 
responsive services. This therefore makes the service users to have low levels of awareness of 
performance of politicians in relations to services entitled to them. This is evident in regions 
where politicians try to compete for votes by their history of favouring particular groups in 
service delivery allocations (McCourt and Keefer. 2007). However there are criticisms that 
persist of inefficiency and patronage or outright corruption in provision of public services. 
Some of the most committed advocates of increased aid such as Gates Foundation have also 
been the most impatient in the seeming inability of public agencies to play their part in 
delivering millennium development goals promises and have preferred setting up non-state 
structures to deliver their programmes (Garret, 2007). 

World Development report (2004) posits that the quality of public services in many countries is 
particularly low or poor.  Thus common manifestations of poor service delivery across the 
world are long waiting time, limited attention, differential treatment and high absence rate.  In 
in addition in Malawi there is weak public goods and service delivery due to lack of priority 
setting and poor decision making, rather than resource scarcity per se. Furthermore, scarcity of 
funding, leads to the low uptake of good ideas and insufficient capacity are result of poor 
planning and policy incoherence, prioritization of alternative agendas such as winning 
elections and appointing big cabinets, rent seeking that diverts funds out of productive use to 
waste. All these lead to uncoordinated action which brings about poor service delivery to the 
people (Cammack, 2011). Moral hazard constraints also seem to particularly shape form of 
organizational accountability.  In terms of resource allocation, they allow the state or delivery 
organizations to under invest in key areas for example, where aid resources are assumed to act 
as substitutes.  

Local governments operate within this constrained economic environment. The challenge for 
local authorities is to strike a balance between demands for sustained first world levels of 
service and affordability. To do this, devolved units are looking at their modes of service 
delivery verses costs. Furthermore, public services mostly account for a large proportion of 
government budgets but still increasing spending has not often been matched with 
improvement in outcomes. In the worst case, public service can be bedeviled by corruption 
which leads to money intended for books, teachers, dispensaries, medical supplies and 
infrastructure being siphoned off by officials or private contractors.  In the world, children still 
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leave school while they are unable to read and do basic arithmetic. The quality of health care 
also remains uneven. This therefore means that increasing resources, equipment, finance and 
personnel does not guarantee the quality of education or health care .This is due to  lack of  
integrity, transparency and accountability. Even where the integrity and public resource flows 
can be secured, approaches to public service delivery is  designed  in a way  to respond to the 
present day needs driven by complex challenges such as those created by aging population, 
chronic health conditions, mega cities and property inequality. Quality in service is therefore 
critical (World Bank, 2004). 

Lack of access to information by the public and translating information to action are major 
challenges. The relationship between citizens, policy makers, programme managers and 
service providers are complicated and are not easily altered through a single intervention. For 
instance, in Uganda formal information sources are not seen as influential and citizen are often 
either too afraid to act or do not consider it a responsibility or they do not know what to do 
(Ringold, Holla, Koziol and Srinivassan, 2012). 

Lack of control systems and improper use of new technology which will safeguard against 
abuse, misuse, fraud and irregularities to inefficient cash management, collusive practices in 
the procurement are weaknesses identified in the internal control and audit systems.  Many 
public financial management systems do not produce information in a timely manner for the 
people to keep track of service delivery expenditures. This might be due to use of poor 
technical systems, lack of technological know-how or delays in conducting the audits and 
making the results available to the public (Baltaci and Yilmaz, 2006); Craig, Deshingkar and 
Start, 2005). 

4. Conceptual Framework 

The conceptual framework consists of independent variable and dependent variable. The 
independent variable consists of challenges faced by devolved governance while dependent 
variable includes services offered by devolved government. The moderating variable   
includes the constitution of Kenya as shown in Figure 1.  
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Figure 1. Conceptual Framework 

Source: Author 2016. 

 

2. Research Methodology 

The research design adopted in this study was the descriptive research design. Descriptive 
design is a method of collecting information by interviewing or administering questionnaires to 
a sample of study for extensive research. The survey instrument used in this study was a 
questionnaire. Thus the questionnaire comprised of closed and open ended questions. The 
questionnaire was used because it allows the researcher to reach out to a large number of 
respondents within a short time and provides adequate time to the respondents to respond to the 
items in the survey instrument (Owens, 2002, Saunders et al 2007, Welman et al, 2008 and 
Creswell, 2003).  Furthermore, the questionnaire was divided into two parts. Part 1 captured 
items related to the demographics of respondents and Part 2 comprised questions related to 
challenges faced by the county government in service delivery. The items in the instruments 
were measured by 5 point Likert point scale. The Content validity of the research instrument 
was done by getting the opinion of expert’s on the subject matter. Data collected was analysed 
by use of computer software Statistical Package for Social Sciences (SPSS version 21). 
Thereafter, data was tabulated into tables and   figures for ease interpretation.  

3. Results and Discussion 

3.1 Response Rate  

Two hundred and eighty (280) questionnaires were distributed to the sample of the study.  
However, two hundred and sixty one (261) were duly completed and returned. Therefore, the 
response rate was 93.2%. Thus the response rate is a reliable to warrant analysis and 

 

Challenges   

Quality Service 

delivery to citizens 

Independent Variable  Dependent Variable  

Kenya constitution

Moderating Variable  



 International Journal of Learning and Development 
ISSN 2164-4063 

2017, Vol. 7, No. 4 

http://ijld.macrothink.org 92

generalization of findings. 

3.2 Demographics of Respondents  

The demographic of respondents described includes gender, age, marital status, education level 
and occupation of the respondents. 

3.3 Age of Respondents 

The results on the age of respondents are presented in Table 1. Age of respondents’ forms a 
vital characteristic in understanding their perceptions about the particular problems.  

 

Table 1. Age of Respondents 

Age cohort  Percentage 

20 Years and below 6.1 

20-35 Years 47.2 

36-45 Years 21.8 

45-55 Years 15.7 

Above 56 9.2 

 

The results indicate that majority of respondents were between the age cohort of 20-35 years 
123(47.1%), followed by those between 36-45 years, 57(21.8%) then those between 45-55 
years of age 41(15.7%). The minority constituted those who were 56 years and above 16(6.1%) 
and those who were 20 years and below were 24(9.2%). Therefore most participants were 
between age cohorts of 20-45 which accounted for 69% of the respondents. 

3.2 Gender of Respondents 

The results of the gender of respondents are shown in Figure 1. The findings revealed that 
majority of the respondents were males 157 (60.2%) while the females were 104 (39.8%). This 
implies that there was inclusivity in the study and therefore, the representation of both genders 
reduces the chances of biasness in the study.  
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Figure 1. Gender of Respondents 

 

3.3 Marital Status 

The findings of the marital status of the respondents are shown in figure 2. The results shows 
that most of the respondents were married, 170(65.1%), followed by those who were single, 
59(22.6%). The minority included 16(6.1%) who were divorcées and 15(5.7%) who had 
separated. Nonetheless, 1(0.5%) did not give any response in regard to their marital status. This 
implies that most respondents in the region were married and would give mature responses.  

 

Figure 2. Marital Status 

 

3.4 Level of Education of Respondents  

The results of the level of education are presented in figure 3. It is evident from the study that 
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most respondents were primary certificate holders 184(70.6%). Others had diploma, 
39(14.9%), degree 21(8.0%) and O-level/None, 12(4.6%). A very small number had post 
graduate degree, 5(1.9%) and they formed the minority. Therefore, most participants who took 
part in the study had not attained the higher education levels which are so important today to 
create knowledge based society.  

 

 

Figure 3. level of Education of Respondents 

 

3.5 Occupation of Respondents  

The results on the occupation of respondents are shown in Figure 4. The results indicate that a 
bigger number of the respondents did not disclose their occupation 134(51.3%). Nevertheless, 
65(24.9%) were opinion leaders, 36(13.8%) were religious leaders, 17(6.5%) were 
administrators and 9(3.5%) were politicians. 

 

Figure 4. Occupation of Respondents 
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Challenges faced in Quality Public Services delivery 

The results on the challenges faced by the county in providing public service delivery to its 
citizens are presented in Table 2. 

 

Table 2. Result on challenges faced in provision of quality public services 

Items 

Frequencies and Percentages 

5 4 3 2 1 

No % N % N % N  % N % 

Reduced public revenue 59 22.6 71 27.2 53 20.3 36 13.8 42 16.1 

Demographic changes 50 19.2 73 28.0 82 31.4 29 11.1 27 10.3 

Increased County debts 46 17.6 39 14.9 91 34.9 33 12.7 52 19.9 

Lack access to information 55 21.1 96 36.8 28 10.7 43 16.5 39 14.9 

Transparency &  accountability 103 39.5 73 28.0 20 7.7 19 7.3 46 17.5 

Piecemeal transfer of functions  45 17.2 82 31.4 78 29.9 22 8.5 34 13.0 

corruption 113 43.3 80 30.7 18 6.9 16 6.1 34 13.0 

Lack of funds 70 26.8 63 24.1 47 18.0 42 16.2 39 14.9 

Failure to use ICT 50 19.1 73 28.0 49 18.8 39 14.9 50 19.2 

Lack of political goodwill 71 27.2 87 33.3 44 16.9 24 9.2 35 13.4 

Inadequate infrastructure 82 31.4 88 33.7 21 8.1 35 13.4 35 13.4 

Lack of skilled manpower 73 28.0 89 34.1 29 11.1 40 15.3 30 11.5 

Delay disbursement funds  71 27.2 93 35.6 40 15.3 22 8.5 35 13.4 

Coordination problems 64 24.5 86 33.0 53 20.3 23 8.8 35 13.4 

Chronic health conditions 65 24.9 61 23.4 50 19.2 35 13.4 50 19.2 

Marginalization of groups 65 24.9 75 28.7 43 16.5 42 16.1 36 13.8 

Recall elected representatives 53 20.3 71 27.2 59 22.6 43 16.5 35 13.4 

poor quality services 66 25.3 65 24.9 28 10.8 51 19.5 51 19.5 

5= Strongly Agree to; 1 =strongly disagree.  

Reduced public revenue is one of the challenges experienced in Turkana Central, the results 
showed that, 59(22.6%) strongly agreed, 71(27.2%) agreed, 53(20.3%) were not certain, 
36(13.8%) disagreed and 42(16.1%) who strongly disagreed. Majority of the participants 
acknowledged that the reduction of public revenue has increased due to poor systems of tax 
collection. Demographic change was also cited as a challenge in quality public service delivery. 
The results shows that 50(19.2%) strongly agreed, 73(28.0%) agreed, 82(31.4%) were not sure, 
29(11.1%) disagreed, while 27(10.3%) strongly disagreed. A good number agreed that this 
challenge has really hindered quality service delivery. Thus, where the population is bigger 
than the economic activities accruing, quality of service delivery is compromised. 

Increased county debts was also analyzed and findings shows that 46(17.6%) strongly agreed, 
39(14.9%) agreed, 91(34.9%) not sure, 33(12.6%) disagreed, while 52(19.9%) strongly 
disagreed. Majority of the respondents 91(34.9%) were not sure whether there was increased 
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county debts in their county.  Lack of access to information was also cited as one of the 
challenges faced in service delivery. The results shows that, 55(21.1%) strongly agreed, 
96(36.8%) agreed, 28(10.7%) were unsure, 43(16.5%) disagreed, 37(14.2%) strongly 
disagreed. Most respondent’s consents that lack of information contributed to poor quality 
public services. 

Lack of transparency & accountability is one of the challenge faced in quality service delivery, 
103(39.5%) strongly agreed, 73(28.0%) agreed, 20(7.7%) were not sure, 19(7.3%) disagreed, 
while 45(17.2%) strongly disagreed. Most participants concurred with the idea that lack of 
transparency and accountability hinders quality service delivery. Piecemeal transfer of 
functions to counties is also considered as a challenge to quality public service delivery.  The 
results shows that 45(17.2%) of the respondents strongly agreed, 82(31.4%) agreed, 78(29.9%) 
were not sure, 22(8.4%) disagreed, while 34(13.0%) strongly disagreed. Therefore, slow 
transfers of functions to the county delays in service delivery to the citizens. Corruption being 
another factor was also examined and results indicates that, 113(43.3%) strongly agreed, 
80(30.7%) agreed, 18(6.9%) were not sure, 16(6.1%) disagreed, while 34(13.0%) strongly 
disagreed. Majority confirmed that increased corruption was a major factor that causes poor 
service delivery in the counties. This has been observed in the recent years that counties in 
Kenya who have reported high cases of corruption are the poor performing counties which 
mean that quality of service delivery is compromised. Lack of funds is a challenge in service 
delivery. Findings shows that, 70(26.8%) strongly agreed, 63(24.1%) agreed, 47(18.0%) were 
not sure, 42(16.1%) disagreed and 39(14.9%) strongly disagreed. Lack of fund in counties may 
be as a result of delayed county revenue allocations from the National government which in 
turn affects the delivery of services at the county level thus poor quality of services. 

The world at large has been reduced to a global community due to technological advancement 
and in particular, use of information communication technology. Counties in its plans have not 
been left out, the introduction of integrated financial management information systems (IFMIS) 
with the core function of overseeing the implementation of a unified financial management 
system. The IFMIS contributes to improvement of transparency and accountability. Therefore, 
failure to use ICT in Turkana Central sub-county county was assessed and findings show that, 
50 (19.2 %) strongly agree, 73(28.0%) agreed, 49(18.8%) were unsure, 39(14.9%) disagreed 
while 50 (19.2%) strongly disagreed. Most participants agreed that ICT is not in use which 
means service delivery is poor. On Lack of political goodwill, 71(27.2%) strongly agreed, 
87(33.3%) agreed, 44(16.9%) were uncertain, 24(9.2%) disagreed, while 35(13.4%) strongly 
disagreed. It is evident that many respondents were uncertain regarding lack of political 
goodwill. 

Infrastructure is the backbone of any country’s economy. Analysis on whether Inadequate 
infrastructure affects quality of service delivery the study revealed that, 82(31.4%) strongly 
agreed, 88(33.7%) agreed, 21(8.0%) were not sure, 35(13.4%) disagreed; while 35(13.4%) 
strongly disagreed. The analysis depicted that most respondents approved that there was 
inadequate infrastructure in Turkana Central Sub-County. Lack of skilled manpower 
constitutes another challenge in the provision of quality service. The results shows that 
73(28.0%) of respondents strongly agreed, 89(34.1%) agreed, 29(11.1%) were not sure, 
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40(15.3%) disagreed, while 30(11.5%) strongly disagreed. Therefore most respondents agreed 
that skilled manpower is a problem in the region which translates to poor quality of service. 

Another challenge examined was the delay in disbursement of funds to counties. This then 
highlighted that, 71(27.2%) strongly agreed that it was actually a challenge in the quality of 
service deliver, 93(35.6%) agreed, 40(15.3%) not sure, 22(8.4%) disagreed and 35(13.4%) 
strongly agreed. counties depend on revenue from the national government in order to fund its 
projects at the county level. When these funds are delayed then service delivery gets affected 
also. In regards to the respondents majority concurred that delay in disbursement of funds 
poses as a challenge to service delivery. On the other hand, lack of coordination between 
governments has really posed a big a challenge to quality of service in the sub county and the 
participants had varying responses. 64(24.5%) strongly agreed, 86(33.0%) agreed, 53(20.3%) 
were not sure, 23(8.8%) disagreed while 35(13.4%) had no response on this. Most participants 
concurred with the fact that lack of coordination between governments affects the quality of 
service delivery. Generally coordination is part of administrative function and where two 
factions exist such as the national government and the county government coordination must 
be in place for proper delivery of public duty as mandated by the constitution. On whether the 
recall of elected representatives is a challenge showed that, 53(20.3%) of the respondents 
strongly agreed, 71(27.2%) agreed, 59(22.6%) were not sure, 43(16.5%) disagreed, 32(12.3%) 
strongly disagreed while 3(1.1%) had no response. Majorities were in support of this with few 
other not sure and some disagreed on the same.  

4. Discussion of Results 

The objective of the study was to identify the challenges to quality public service delivery by 
devolved governance units within Turkana central sub-county. The results identified the key 
challenges that faced the Turkana County Government in implementing quality public service 
delivery as corruption (74%) lack of transparency and accountability (67.5%), and inadequate 
infrastructure (65.1%). 

Corruption and lack of transparency & accountability were cited as major challenges to the 
provision of quality service. Another notable challenge was piecemeal transfer of functions to 
counties. The national government has not transferred all functions which were supposed to be 
devolved to county governments. In some instances, the functions which are devolved and 
money allocated to these functions is inadequate. Agustin (2005) asserts that transparency 
ensures that information is available that can be used to measure the authorities’ performance 
and guard against any possible misuse of power. Therefore, transparency serves to achieve 
accountability, which means that authorities can be held responsible for their actions. The other 
notable challenge was lack of skilled manpower that is required to provide quality service. The 
county governments continues to recruit and train human resources and the process hasn’t been 
complete since some of the essential staff are yet to be recruited meaning gaps in service 
delivery in those understaffed sectors. 

Occasional standoffs due to poor coordination between the national and county governments 
posed a challenge to quality of service in the sub county. These findings are similar to Warmers, 
(2003) who found out that successful decentralization requires administrative and financial 



 International Journal of Learning and Development 
ISSN 2164-4063 

2017, Vol. 7, No. 4 

http://ijld.macrothink.org 98

capacity and effective citizen participation, but many rural governments lack an adequate 
revenue base or sufficient professional management capacity.  

5. Conclusion and Recommendations of the Study  

However, the devolved governance has some challenges.  For instance, there is Corruption, 
lack of transparency and accountability. This affects service delivery to the residents of 
Turkana Central Sub County. Piecemeal transfer of function   has compounded the problem 
with inadequate funds and poor revenue collection hampers quality service delivery. Huge 
public debts also consume large money that could otherwise be used for providing essential 
services to its citizens.  

Recommendations 

The recommendations of the study have been informed by the research findings and 
conclusions of the study.  Thus the recommendations of the study are as follows: 

 The Turkana county government should automate its revenue collection systems to 
ensure that enough revenue is collected to facilitate development in the Sub County and 
Turkana County in general. 

 Public participation forums should be held regularly and encourage participatory 
monitoring and evaluation quality delivery and  improvement 

 The county government should work closely with the Ethics and Anti-Corruption 
Commission to ensure that those who misuse public funds are held accountable.  

 The national Treasury should speed up the transfer of funds to County governments so 
that services are not hampered. 

 The county government should train their employees on aspects of corruption and 
accountability. These will go along addressing on the negative effect of corruption in 
orgnisation.  

 Employees of the county should be encouraged to attend seminars or workshops which 
deal with understanding the importance of devolved governance. There is need for 
employees working in the county to provide quality services to their citizens without 
asking any favors.  Management   should ensure that employees are taken for 
refreshers courses to acquire news skills in order to cope with any changes   in the 
organisation.   

 The Non-Government Organisations (NGOs) especially those funding or giving grants 
to counties should ensure that funds disbursed are utilized for the purpose requested. In 
addition, they should monitor the implementation process in projects funded by them. 
These would enhance high degree of accountability and transparency. 

 High   institutions of learning should develop short term courses which are tailored to 
the needs of counties especially on the issues of corruption and accountability. This will 
assist management and employees of the counties on the effects of corruption in 
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organisations.   

 Training consultants must always do training needs assessment to ensure that the 
knowledge and skills imparted to county management and employees are in line with 
changes in organisation and are critical in the sustainability and growth of county 
governments. 

Recommendations for Further Research  

There is need for further research to be undertaken to do a comparative analysis in other sub 
counties within Turkana County and also other Counties in Kenya to ascertain the impact of 
devolution after its implementation.  Thus a detailed citizen’s perception survey could be 
conducted to ascertain the level of satisfaction by citizens on service delivery in their counties. 
Further research should also be carried out to ascertain on whether Kenyans could wish to see 
more functions devolved or returned to the national government. 
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