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CHAPTER ONE 

INTRODUCTION 

1.0 Introduction  

This chapter introduces the background, statement of the problem, purpose of the study, research 

objectives, research questions, scope of the study, content scope, geographical scope, time scope, 

Significance of the study, conceptual framework, definition of key terms. 

1.1 Background of the study  

Service delivery refers to the process through which public institutions provide goods and 

services such as education, healthcare, water, sanitation, and infrastructure to meet the needs and 

expectations of citizens efficiently, equitably, and sustainably (World Bank, 2018). Service 

delivery stands at the heart of public trust and development, acting as the visible face of 

government performance when services are timely, accessible, and of high quality, they 

empower communities and drive inclusive growth; but when they fail, they breed inequality, 

dissatisfaction, and disillusionment with governance (OECD., 2023; UNDP., 2022). In today’s 

rapidly evolving social and economic landscape, effective service delivery is not just a necessity 

but a catalyst for resilience, social justice, and sustainable development (World Bank., 2023). 

However, there exists poor service delivery in most government and as seen in;  

Despite their advanced systems, local governments in developed countries still face notable 

challenges in service delivery. For example, in the United States, a 2022 Pew Research Center 

report found that only 56% of citizens expressed satisfaction with local government services, 

citing issues of low accessibility in underserved urban and rural communities (Pew Research 

Center, 2022). Additionally, in the United Kingdom, a 2021 National Audit Office report 

revealed that over 30% of local councils experienced delays in delivering social care and housing 

services, highlighting timeliness failures (National Audit Office, 2021). Furthermore, in Canada, 

a 2023 Statistics Canada survey showed that 27% of residents reported poor quality in health and 

municipal services, especially in low-income and Indigenous areas (Statistics Canada., 2023). 

In Africa Nigeria in particular, the National Bureau of Statistics (2022) reported that over 60% of 

citizens experienced delays in accessing healthcare and education services due to bureaucratic 
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