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CHAPTER ONE 

INTRODUCTION 

1.0 Introduction 

This chapter presents the background of the study, statement of the problem, the purpose of 

the study, research objectives, research questions; the scope of the study; the significance of 

the study; and the conceptual framework. 

1.1 Background of the study  

Public service delivery efficiency remains a fundamental concern for governments 

worldwide, particularly in developing countries where administrative capacity is often 

constrained and demand for services continues to grow (World Bank, 2020). Efficient service 

delivery refers to the ability of public institutions to provide timely, cost-effective, and 

citizen-centered services while minimizing wastage and bureaucratic delays (Osborne & 

Gaebler, 1992). In Uganda, local governments are the primary agents of service delivery in 

areas such as education, health, sanitation, and agricultural extension services. Despite their 

centrality, concerns about inefficiency, corruption, and poor responsiveness remain 

widespread (MoLG, 2019; Ssewakiryanga, 2021). 

The 2021 National Service Delivery Survey (NSDS) revealed widespread dissatisfaction with 

local government services, citing delays, lack of access, and inconsistency in quality (UBOS, 

2021). Similar findings were echoed by a study conducted by Katorobo (2018), which noted 

that inefficiencies in service delivery at the local level were largely due to poor resource 

management, outdated systems, and insufficient oversight. As citizens increasingly expect 
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