Chapter One
Introduction

1.1 Background to the Study

Employees’ service delivery in the attainment of organization goals and objectives cannot
be underplayed, this is because the expected quality of performance of staff.@ﬂhin an
organization must be in line with the aims and objectives of such an organiza‘u@@%t erwise the
achievement of organization aims and objectives may be jeopardized: Service delivery is
basically and fundamentally concerned with the end product of thé ,@Jaation of all the inputs
made in a given job. It is an extent to which an individual, u& epartment of an organization
discharges its assigned or statutory responsibilities, d@a means by which an organization
evaluates attaining set goals or task assigned. Tl@p ¢ of service delivery could therefore be
determined by the performance of empl@%&x' in achieving the organizational goals and
satisfying its customers effectively % fficiently. It is a continuous cyclic process for
developing and delivering user—w@ services. It is cyclic because feedbacks from the clients
being served are always go uts towards improving the current service delivery level. In fact,
no organization coult@jgstainable if the level of service delivery is deteriorating, static or not
continuously i@ improved upon'. Therefore, every modern organization (including the
educatio a@s tutions) should endeavour to reassess its activities at certain intervals if the
presetﬁ are being achieved as attested to by verifiable service delivery indicators.

University system being the peak of educational institutions all over the world including

Nigeria could not be an exception in effective and efficient service delivery. It is important to

note that; service delivery could be traceable to two broad personnel categories in the University



system vis a vis academic and non-academic groups. Thus, when talking about service delivery
in Nigerian educational system, it may not be holistic without discussing the deliverables
expected from both academic and non-academic staff otherwise referred to as faculty and
administrative members of the University.

Academic staff service delivery in Nigerian universities can be described as fb@«ality of
performance expected of an academic staff within the university system. It sh(qo e noted that
universities exist to advance knowledge and contribute to nation buil '\hrough teaching,
research and community service!. This triple mandate makes uni\h@{&nique with chains of
contributions towards societal growth and development. It&@v academic and non-academic
staff efficiency and effective performance of their ca i@lnctions that are all geared towards
the achievement of the visions and missions of the univetsities. Every profession has its variables
of measuring the quality and quantity of se@i:‘%iehvery, and this to determine the level of the
output made or produced. In contempo@ igerian universities, academic staff service delivery
is measured through teaching, resxgrg)and community service while that of non-academic staff
is measured through effecti sof planning and organizing material resources, prioritizing of
responsibilities, taki@gatlves, collaborating with others, effectively communicating with
others, willin s@ provide support and quality service to students as well as other internal and
external t@o ders?.

ice delivery of both academic and administrative staff of many Nigerian universities
seems to have become a matter of great concern to stakeholders in recent time because of the
critical roles they play in the realization of goals, objectives, mission, visions and overall quality

of university education via effective teaching, research and community service as mentioned



earlier. Universities hence depend largely on the intellectual and creative performance of their
human resource to realize these goals. Academic staff are responsible for teaching the students
and this in turn increases knowledge acquisition both for themselves and the students they teach!.
This process of teaching and learning is perceived to lead to production of quality graduates for
manpower development. Likewise, the quest for new discoveries, innovations anH@entorles
(research) should help project or enhance the university standard. Also, the non% mic staff in
the university are responsible for day to day administration inclu keepmg records,
information processing, students admission exercise, finance mari %1?, plants and facilities

maintenance, security, clinical services and seeing to the g@l welfare of students and the

entire university community

It is therefore imperative for university Q@nt to ensure that its personnel are well
empowered for a progressive improvement {in t r aily deliverables. Despite the essentiality of
university human resource and daily pg@'\ance of same over time, there seems to be a major
decline in the quality of service Mry of the Ivory tower in Nigeria in terms of teaching and
learning, quality of researc %ﬁl’g undertaken and visible impacts of community service on the
developmental stride@r nation. Stakeholders have shown tremendous concerns about the
deplorable sta @ur university system as compared to other developing nations and that of
western i@. he situation appers despicable to the extent that, university education is now
being seén as a show of class and celebration of certificates rather than having invaluable
impacts of providing sustainable solutions to the developmental challenges of our immediate
environment and that of the international community. Most public and private employers of

labour seem to have lost confidence in the quality of graduates of Nigerian universities as they



are perceived to be largely defective in learning excellence and character. It is affirmed that there
is a kind of mix- match between Nigerian universities graduates and labour market requirements
which may not be totally divorced from assumed defective curriculum, poor teaching and
research going on in many Nigerian universities due to the perceived failure of the system that
also bothers on poor funding of the university system and this had invariably degenérﬂ@to poor
infrastructure provision in many Nigerians universities over the years?. . Qg)

Apart from the perceived failure in teaching and research activities in many Nigerian
universities, community service which is the third area of servic %Vgry of academic staff
appear to have been totally neglected by many Nigerian unW&@es. It seems there is no cordial
relationship between town and gown any more. Ho L@vrsities fulfill their corporate social

responsibilities to their host communities could determine the extent of their service

delivery. This aspect of university service d@@ems to have become totally passive or gone
comatose. Things appear so bad for fl&;bhird function to the extent that academic staff for
instance only have their promomgs)m many Nigerian universities based mainly on teaching
experience and research @:ﬁvity. It is observed that community service activities of
academic staff does r@% an important part of staff promotion criteria perhaps the reason for
neglect of thi @anortant function but this is one of the veritable goals of the university
system. n@e ight of the aforementioned, research, teaching and community service are
considered as true measurement for academic staff service delivery in Nigerian universities®.

Teaching is the process of attending to people’s needs, experiences and feelings and

intervening so that they learn particular things and go beyond the given. It is universally



recognized that teaching is one of the measures of quality service delivery in Nigerian
institutions of higher learning especially, the university system in Nigeria.

The second factor of academic staff service delivery is research which refers to the activities
related to the acquisition of basic knowledge which can be designed to solve specific problems
that are strategic to advancement of human existence. Research use scientific metho'd&%enquire
into varying societal problems and suggest probable solutions to them thereby adding to body of
knowledge. Relevant policy documents such as the National Policy on Education (NPE) and the
National Policy on Science and Technology (NPST) have also plaég@gﬁasis on research as an
integral part of national development. 6

Community service is the third unique resm@@&y of an academic which refers to
it is

rendering selfless service to the larger society an

S

practitioners®. It is defined as initiatives @(}}rocesses through which the expertise of the

concept applied in different context by

institution in the areas of teaching ar{% earch are applied to address issues relevant to its
community?. It is noteworthy to sﬂxte;(tgat, community service as a strategy in developing career
in academia has been unde dover time in comparison to research and teaching and has not
been duly rewarded @Qlowledged? Research and teaching in higher education have been
traditionally l@ed as the major agenda and determinant for promotion of faculty members
while li le@te tion is given to community service®. It was noted that, while some university
acade$ that are potentially engaged, perceive community service as a means of career
development, others perceive it as irrelevant to their job performance. They also do not perceive

it as an approach that can enhance their understanding of scholarship; neither do they perceive it



as a legitimate approach which may be suitable for their research, perhaps the reason for the
neglect.

In this study, non-academic staff service delivery is measured through customer relations, work
habits and employee competence.

Customer relations refer to strategic means of meeting and exceedmi omers’
expectations. It is described as a way of providing excellent real-time servac@%ﬂevelopmg a
relationship with each valued customer through the effective use of 1 d1V1dual account
information’. Customer relations entails treating individual custb@%@parately by carefully
listening to their needs and giving assured continual suppm@wards meeting the needs and
creating a long lasting experience with the custom cademlc personnel are the image
maker of the organization and the face of the univ §ystem They are usually the very first to
interact with at almost every point of conta@r-l}he university system. Even, at the faculty level,
the secretaries and personal assistants @re non-academics are the first to be contacted and it
is therefore important for them tw top notch human relations with students, fellow staff and
other stakeholders that inte with them on daily basis by showing responsiveness, empathy
and readiness to assis@sjoge their concerns.

When student %:onsistently dissatisfied with the kind of audience they get especially in
private i@si es where they seem to pay through their noses, they tend to engage in premature
termir$ of studies, switch institution and promote the circulation of negative word of mouth
campaign, thereby making the institution less likely for potential students to seek admission into

such institution which could affect attainment of institutional preset aim of delivering effective

service to its varying stakeholders.



Work habit is any one of the behavioral, ethical, and practical elements applied by
employees in contributing to job performance or standards that meet organizational guidelines.
In this study, work habit refers to the behavioral, ethical and practical elements applied by non-
academic staff of universities in Nigeria so as to contribute positively towards the achievement
of quality service delivery in the system. Habit such as punctuality, attention to deta'l@atening,
readiness to help staff and students, taking responsibilities and team support are%wed as poor
and grossly inadequate in Nigerian private universities who are supposedly expected to be the
service hub for the entire system. Some workers are reported to'q@;@t late to work giving
multiple task schedules or late closing at previous day’s w%'&as excuse. Not minding their
lateness, when they report and sign in, some especia @enior ones would still disappear to
their other private businesses leaving important duti€S to junior staff members; some move
around from one office to another chattin@\ﬁ a general notion in Nigeria that government
work is nobody’s work but why thq@ﬁ\y to work among private universities employees
appears disturbing. Could thesewwal work habits be happening as a result of informal or
subjective affiliation based Qment that seems to characterize the private university system?
A system whereby @Qtors could recommend anyone of his relatives, friends, business
partners and s I@r employment without due process of selection and recruitment. This type of
system 1 1@y o breed lawlessness and low productivity as many of these employees are likely
to flout the rules with their bad work habits and will probably not be disciplined because they are
protected by those who brought them into the system. This study interrogated this further.

Employee Competence is defined as a concept that describes the behavioral prerequisites

for job performance and organizational results, indicated by skills attribute, character, quality,



ability, capacity and capability®. It includes demonstrating a commitment to competently perform
ones job duties and responsibilities within established time frames, continuously strives to
improve work performance and accepts responsibility for ones commitments to the university. It
also contributes to the success of the university by consistently providing quality results in the
performance of one’s job duties and responsibilities by treating others with courtesy, r{@ect, and
dignity in the workplace. Employee competence promotes cooperation througl%}\ and honest

N

communications and consideration for others’ ideas, thoughts, opinions Iso demonstrates
high ethical standards of conduct in the performance of one’s Jb@? and responsibilities.
Therefore, the level of private universities employees’ compet%&ls one of the tools to measure
their service delivery efficiency. .®
The assumed poor service delivery of uni&&es could be attributed to many factors
based on findings of related studies. Howeyer, )\I'ltrlbutions of factors like consideration of the
state of employees’ psychosocial fact@ch (workload, personnel autonomy and workplace
relationship) and failure of univ&)es’ management to adequately empower their work force
with necessary tools that ¢ nhance performance (institutional empowerment) seem to have
not been researched Qe&re y especially to determine their nexus and consequential effect on
effective servi @Very of academic and non-academic staff in private universities particularly
in Sout W igerian known as the hub of higher education in Nigeria.
rkload refers to the amount of work that has to be done by a particular person or
organization’. It could also be the cost of having to accomplish numerous tasks'®. Workload here

could mean the responsibilities assigned to a worker as part of his/her job description at the place

of work. It also means the set of statutory tasks and responsibilities that are assigned to a worker



which he/she must accomplish at a given time. Relating this to the university system, workload
are those academic and administrative duties carried out by lecturers and non-academics in the
course of performing their daily jobs. It is a known fact that, most private universities in Nigeria
struggle to reduce cost while maintaining competitiveness because there are many tasks which
are supposed to be handled by different levels of staff and this could significantly @ase the
personnel cost. Management of private universities therefore tends to ming gJ cost while
overburdening their workforce which could lead to work stress or health deterioration and also
affect service delivery of their staff. A high workload task WOUIH@"@ more resources than
what is available and this is one factor that can affect productiv@%versely“.

Moreover, personnel autonomy is one of e@zhosocial factors that if not well
managed may negatively affect effective service delivety in the university system. Therefore, for
universities to perform their functions prop@j&emally and contribute to national development,
an element of freedom and independqlﬁdbis required for their personnel (academic and non-
academic). Academics certainly w}o be free from any form of interference from both internal
and external forces in orde a'I)ry out assigned functions. The concept of academic freedom
has gained lots of att@ately due to new dimensions, possibilities and constraints attached to
their very sens '\@uties. To that extent, it was posited in a document that academic freedom is
the free or@ onduct research, teach, speak and publish subject to the norms and standards of
scholarlyYinquiry, without interference or penalty, wherever the search for truth and
understanding may lead!?. Furthermore, an author defines academic freedom as the liberty of
members of the academic community, individually and collectively, in the pursuit, development

and transmission of knowledge, through research, study discussion, documentation, production,



creation, teaching, learning and writing'3. In addition, it can also be conceived as the right to
teach what one believes, to espouse unpopular academic and non-academic causes, to act upon
knowledge and ideas as one perceives them without fear of retribution from anyone!4. Similarly,
it is observed that majority of office holders in the registry that is, non academic personnel often
lack the freedom to take far reaching administrative decisions without the input of tHQ@prietors
or their informal faces in the universities. Even, the senior administrative .p%ﬂel are mere
rubber stamps to the wishes of proprietors or the management due to feat\of job loss or undue
intimidation. Therefore, personnel autonomy is perceived limitwwaw universities in
Nigeria due to undue interference of proprietors and manage&% these institutions.

From the foregoing, it is clear that, for Nigerian priv \miversities to indeed achieve their
laudable goals for which they are being establishwgt imperative for their members of staff to
enjoy considerably sufficient freedom as co@ij%in universities code of governance documents
for effective and efficient service delivq@'

Workplace relationship is ychosocial sub-variable that appears to have influence on
service delivery. It can be i “&}EH as the friendly atmosphere that one works which means ‘the
milieus around a pe@%orkplace relationship include a ‘friendly, well designed, safe and
effective com @on”. Workplace physical environment involving facilities and equipment
among tl@ ut the social environment is the workplace relationship which can also be
perce&s employees behavioural practices, interconnectivity or conditions in the workplace
that influence favorably or unfavorably individual employee performance.. It is indisputable that
how well employees engage with the organization, especially with their immediate workmates or

colleagues, impacts to a great extent their error rate, level of innovation and collaboration with
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other employees, absenteeism, overall job performance, how long they stay in the organization
and ultimately, how well they contribute to actualization of broad goals of the organization.
Universities personnel are among the group of employees classified as knowledge workers
whose works use mental faculty and involve substantial use of information, creativity and
decision making'®. It is also important to note that, quality in higher education can @hleved
through ensuring university personnel’s increased productivity by provmoQ%) quality and
conducive workplace social environment!'”.

Institutional empowerment is another vital tool that cbd&%t%g?ure effective service
delivery if given its right place by Nigerian unlversmes @gement It refers to concerted
efforts of the internal management of universities to ¢ a@ bhng environment for members of
staff in order to give their best and render Q@d productivity to the establishment.
Institutional empowerment could be in fo@jx conditions created in the work place by the
management to enhance work perforrq@' which may include personnel development, career
growth (promotion), employee &@gnition, job security, and other mechanisms that could
enhance employees’ produ 'ﬁ%&\'x)hich would later transformed to effective service delivery.
Empowering employ%ﬁeans giving them some level of responsibility and autonomy for
making decisi @%e organization about specific tasks. This allows for decisions to be made at
the oper: t1@1 evels of the company, where employees will address organizational collective
concerns n a way to achieve superior service delivery. In this study, training, employee
recognition and job security are considered as indicators of institutional empowerment.

Training is a key aspect of institutional empowerment which states the extent to which

the management of universities engages in proactive processes at ensuring the growth of
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members of staff so as to enhance their skills and productivity as well as attainment of
organizational goals. Personnel training is one of the most successful methods for enhancing
employee productivity and making the best use of their individual and group strengths in order to
meet organizational goals'®. It is also important to note that every modern organization desires to
have competitive advantage over their competitors and various scholars have @we to a
consensus that human capital is the most important factor or asset of any or an@%n. Personnel
are the single most important factor for business performance!®. Therefore, for universities to
ensure optimum service delivery to relevant stakeholders, it is not @Salace for its personnel
to be adequately trained (empowered). It is pertinent to also @&hat the current perceived drop
in service delivery in universities could be as a result % hallant attitude of administrators of
the Ivory tower towards qualitative training for aCademic and non-academic personnel.
Delegating, training and development, job @\n, and equitable advancement possibilities are
known forms of personnel developm@ab’ Also note that; coaching, training, empowerment,

2
mice?!.

participation and delegation are M strategies management can use to develop their personnel
capabilities and improve pe@a

Employee rec ni%n seems to be a potent tool of institutional empowerment. It has been
identified as a (@ful motivational tool that helps employees channel their energies toward
achievi (@n zational goals and objectives??. The attainment of critical roles of Universities in
todayﬁhly competitive era may be undermined if employees’ exceptional contributions are
not acknowledged, embraced and recognized to serve as a motivating tool to continuously give

their best. Praising employees for their good works in terms of verbal and written commendation,

promotion, special privileges such as special parking space or showcasing recipient picture at
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strategic places on campus, awards, gifts, monetary and other non-monetary rewarding strategies
could be effective ways of recognizing employees’ efforts of exceeding benchmark service
expectation and perhaps ensure effective service delivery.

Job security is also identified as one of credible indices of institutional empowerment. It
refers to assurance of being in the employment of an organization for a relatively a§s® period
of time. It could also be referred to as protection against undue job loss..T%&r of getting
relieved of staff employment will definitely make them not to offer their best service. It is
observed that some long serving members of staff are yet to be '@y@d or accorded tenure
status while some are being deprived of some basic em& t rights in Nigerian private
universities. Therefore, universities employees m@\he need to engage in other self-

benefiting services like inside trading during o%eh urs. Some non-academic staff will be
es

selling telecommunication recharge car@

appliances and so on during work hoqré%ien they are not sure of job security and they need

ment items, clothing materials, home

secured means of survival®®. E\é\;cademic members of staff engage in personal rewarding
business activities at work t'ﬁey are not adequately sure of job retention. This seems to be
more rampant in pri@versities where there are no retirement benefits or somewhere any
employee co‘%@é‘lieved of his or her duties without due process. Employees could likely
engage i @‘p practices such as examination malpractices, budget padding, inflating contracts
or ex;ﬁwures or unduly diverting institutional resources for personal use if they are not
sufficiently secured on their jobs. This in turn will affect their commitment, performance and

effective service delivery to the university.

13



The influence of employee psychosocial factors and institutional empowerment on
service delivery could also be affected by the type of private university being considered at a
particular period. Hence, school type which is either faith-based or secular was used as the
moderating variable in this study. A faith-based university could perhaps have a culture of
inculcating some religious beliefs into the workforce to enhance their service deli'v& Iso, a
secular university that is not fully driven by a particular religious sentiment co%rhaps make
service delivery ethics less potent or otherwise®*.

There are evidences of considerable research on the Variablq@y?s study separately but
it seems much work have not been done with respect to I&@g at their relationship jointly.
Hence, the need to investigate the influence of empl @ychosocial factors and institutional
empowerment strategies on service delivery i@u estern private universities in Nigeria
Q)\

appeared necessary.

1.2 Statement of the Proble Q:b'
Decline in provision of- e%&tional service delivery in Nigerian private universities calls

for serious concern ai@)@t university in the country ranks among the top 10 in Africa or

part of the first 400{%0 ally. This is quite disturbing considering the fact that Nigeria is seen as
the economis% of Africa that has produced a number of renowned academics of international
repute@ has perhaps not reflected on the deliverables of Nigerian private universities over
time.

The observed deficient service delivery in both academic and non-academic units of
private university system reflects in cases of students’ complaints regarding lecturers missing

classes unjustly, missing or delayed examination results, conflicting individual staff’s position on
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related issues, denial of autonomous joint student associations, delay in project supervision,
absenteeism of staff at their offices at the point of need during official hours perhaps for self-
benefitting ventures mobilization, poor hostel services, untidy lecture halls, inadequate transport
system, poorly equipped library, poor facilities management and general unsatisfactory services
being provided by academic and non-academic members of staff of private uni\?@s have
been affecting the achievement of overall aims of the university system. . Qg)

The implications of deficient service delivery in private universities include but not
limited to; low enrolment, increased students drop out, poor stud'e%p Pormance, poor global
visibility, low employers confidence in graduate quality, low c@%%ution to societal growth and

development. Q@

Earlier scholars have researched on ineff@le ervice delivery in the university system
in Nigeria such as managing academic service dehvery in South-South Nigerian Universities for
national education transformation, sg@{s’ satisfaction with service delivery in federal
universities in South-South ge itical zone of Nigeria, influence of academic staff
empowerment on service d ggr'?n Nigerian Universities, service delivery and accountability in
public universities ir@ west Nigeria, reference service delivery and users’ satisfaction in
federal univer @raries in South-South, repositioning Nigerian universities for quality service
delivery ar@g others?3 24 25,26, 27. 28 However, much work has not been done on efficiency of
servic&very in private universities in the country as well as combination of the psychosocial
factors and institutional empowerment strategies present in this study. Therefore, it was

important to interrogate the influence of employee psychosocial factors (workload, personnel

autonomy, workplace relationship) and institutional empowerment strategies (training, employee
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recognition, job security) on service delivery in private universities resident in the Southwestern

part o

1.3

f Nigeria.

Aim and Objectives of the Study

The aim of this study was to investigate the influence of employee psychosocial factors

(workload, personnel autonomy, workplace relationship) and institutional @Werment

(training, employee recognition, job security) on service delivery in ‘@ﬁﬂversities in

Southwest, Nigeria. The objectives of the study are to:

ii.

iii. assess level of employees’ p%

1v.

vi

. ﬁ'\
identify level of academic staff service delivery (teaching@&arc , community service, )
in private universities in Southwest, Nigeria. N QQ

\

identify level of non-academic staff servi d&ry (customer relations, work habit,
employee competence) in private uni &@n Southwest, Nigeria.

gcial factors (workload, personnel autonomy,
workplace relationship) i pri@%niversities in Southwest, Nigeria.
assess level of instituti ;gpowerment t strategies (training, employee recognition, job
security) availig%éate universities in Southwest, Nigeria.
examine theé<conibined influence of psychosocial factors (workload, personnel autonomy,
Workfﬁ%‘glationship) and institutional empowerment strategies (training, employee
ition, job security) on service delivery of academic and non-academic staff in

private universities in Southwest, Nigeria.

. ascertain the relative influence of psychosocial factors (workload, personnel autonomy,

workplace relationship) and institutional empowerment strategies (training, employee
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recognition, job security) on service delivery of academic and non-academic staff in
private universities in Southwest, Nigeria.
vii. establish the significant difference in service delivery level of academic staff and non-

academic staff in faith-based and secular private universities in Southwest, Nigeria.

1.4 Research Questions éib

i.  What is the level of academic service delivery (teaching, research, ¢ ' Q@ty service) in
private universities in Southwest, Nigeria? . o

ii. What is the level of non-academic service delivery (@t\n\er relations, work habit,
employee competence) in private universities in So@%ﬁt, Nigeria.

iii. What is the status of employees’ psychoso@)rs (workload, personnel autonomy,
workplace relationship) in private uni ;@)in Southwest, Nigeria?

iv. What is the level of institutional rment strategies (training, employee recognition,

job security) in private ur@%in Southwest, Nigeria?

%w
1.5  Hypotheses Q’Q

Hol: There will }oe 10 combined significant influence of psychosocial factors (workload,

perso‘r%gutonomy, workplace relationship) and institutional empowerment strategies

@%g, employee recognition, job security) on service delivery of academic and non-
academic staff in private universities in Southwest, Nigeria.

Ho2: There will be no significant relative influence of psychosocial factors (workload,

personnel autonomy, workplace relationship) and institutional empowerment strategies
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(training, employee recognition, job security) on service delivery of academic and non-
academic staff in private universities in Southwest, Nigeria.
Ho3: There will be no significant difference between levels of service delivery of academic

staff and non-academic staff in faith-based and secular private universities in Southwest,

The outcomes of this study would be of great impo@to different stakeholders,

Nigeria.

1.6 Significance of the Study

namely: students, parents, university personnel (academtg‘\&lon—academic), management of
private universities, researchers, policy makers, em;@s f labour, government and the society.

The findings of this study would assiit' @dents to get better service satisfaction from

private universities’ personnel thereby e\%l' g their academic performance and overall quality

expected from an average output &R 1versity system.

In addition, parents and sporﬁm of students for private university education would get better

return on their inve C

students’ graduatlo\me curbed, drop out is reduced, teaching-learning is improved and overall

students’ out‘p%at optimal level.

@sity personnel would get self-fulfilment and job satisfaction by being given the

service gaps are efficiently fixed, unnecessary extension of

freedom to innovate and also empowered by the institution to effectively carry out their daily
duties and effectively participate in policy making of universities. They would also benefit
immensely from interacting more with the society by affecting daily lives of ordinary citizens

through well-articulated community service thereby contributing more to nation building.
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This study results would also assist the management of private universities in Southwest,
Nigeria in planning for the development and implementation of effective and efficient personnel
empowerment strategies that will lead to improved performance of the institutions and enhanced
attainment of their goals of producing highly qualified manpower and serving as the bedrock for
national development. University management would also be informed about c6r@hensive
approach to appreciate the vital roles of all arms of the institution and %ﬁte dynamic
approaches to involve and motivate all for better performance.

Moreover, employers of labour would have more conﬁdeh@’pe productive capacity
of an average graduate knowing well of the fact that the lﬂ%&t}/ system has impacted them
fully in multidisciplinary learning and character need Nay’s organisational success.

Also, the government would be better informed™on the need to provide more supports for
private universities growth and developr@n-)t\in order to perform their duties better and
progressively achieve their goals Whic@also the institutions’ capacity in terms of producing
more highly qualified workforce«& society, thereby improving the quality of education in
Nigeria and assisting the go ent to achieve one of the economic cardinal agenda of reducing
graduate unemployrnQ)Q

Simila @hcy makers would now have more roles to play in educational development
by comi % th additional policies to address balancing psycho-social conditions at work and
institute eompulsory empowerment of universities personnel at all levels or strata towards

improving service delivery in Ivory Towers in the Southwest and that of Nigeria by extension.
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Furthermore, this study would be of immense support to other researchers who may need
literature reference on the influence of employees’ psychosocial factors and institutional

empowerment on service delivery in universities thereby advancing knowledge.

1.7 Scope of the Study .

Southwest is regarded as the hub of higher education in Nigeria. @erefore
unarguably strategic to the development of entire Nigeria as a nation. Als : 3}8@' of the states
in the Southwest except with the exception of Lagos are regard.ed j%:“{l service dominated
states which have to diversify their earning capacities and dev@ﬁeat manpower needed to
advance technological and sustainable developmental stﬁ@%ar the region hence the need for
this study to concentrate on private universities in S‘@t, Nigeria being the driving force of
the intended societal development. N @

Therefore, the scope of this stud wg-t)lmited to service delivery of academic and non-
academic personnel of private univéfsitics in the Southwest geo-political zone of Nigeria as
dependent variable in relat'onﬂ%o psychosocial factors of personnel and institutional
empowerment availab @m as independent variables of the study. The service delivery of
academic staff wa gﬁned by teaching, research and community service while that of non-
academic stéﬂ%measured by customer relations, work habit and employee competence. The
indice@o measure employee psychosocial factors include workload, personnel autonomy
and workplace relationship while institutional empowerment was measured by training,
recognition and job security. School type was used as the moderating variable of this study.

The private universities considered are those that have been established for at least ten

(10) years because management usually focus on facilities investment at early years and many
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schools do not start enrolment immediately they are licensed by the National Universities
Commission. Also, academic personnel considered for the study are Lecturer 1, Senior Lecturer,
Associate Professor and Professorial cadres while middle level to senior administrative cadres
from Administrative Officer 1 and above are considered for non-academic staff so as to elicit
more credible information. The Human resources directors were also interviewed §Q®to elicit

viable information about institutional empowerment strategies and personnelse% elivery.

1.8  Limitation of the Study
4%'3
There were major limitations during the course of this stud %%St the respondents were
reluctant to create time for administration of 1nstruments¢©[o their busy schedules. Some
respondents were cajoled and even assisted in the@l responsibilities so they can create
time for the researcher.
S

Also, there were stringent conditions s%h'Q)}questing for financial payment and complete
thesis by the management of soer:bivate universities before allowing administration of
instruments. This took some mon ereby unnecessarily delaying the field work.

5%

Despite these hmltatlons ings of this study are adjudged to be valid.

1.9 Operat'or@@eﬁnltlon of Terms

Service Delivery: This is defined as the satisfactory job performance (minimum role) expected
of a sity employee. It refers to teaching, research and community service for academic

employees and customer relations, work habits and employee competence for non-academic

employees in this study.
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Academic Service Delivery: It refers to minimum satisfactory duties expected of an academic
staff of private university. It was measured in this study by teaching, research and community
service.

Teaching: It is the multi-functional interactive process of imparting knowledge to learners in the
university system. ‘ \00
Research: This is a well guided process of investigating into and study of awo@%@ or situation
to establish fact and broaden knowledge.

Community Service: This means a voluntary and selfless work’ @eﬁ to assist or support
common welfare of the society. é%

Non-Academic Service Delivery: This refers to the @ acceptable roles of non-academic
employee in a private university. It was measur his study by customer relations, work
habits and employee competence. C;\\'

Customer Relations: This refers to a @&%g connection between a potential or existing service
recipient and a university non—a%w staff. It is a good interaction with private universities’
clients so as to understand «%raluests, show concern and readiness to meeting their intended
expectations satisfact@ t was also used to mean customer relationship management (CRM)

>

Work al@: ese are behavioural and ethical standards expected of non-academic university

in this study.

employed”during the working period according to pre-established codes of conduct or other

guidelines in the private university system. The work habits considered in this study were;

punctuality, communication, listening and accountability (reporting).
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Employee Competence: This refers to ability to possess the required skills, knowledge and
proficiency expected of a non-academic member of staff for performance of specific and well
defined productivity level. These competences are; qualification, problem solving skills,
initiative and job awareness.

Employee Psychosocial Factors: These refer to indices that affect individual workxf@attitude
to work regarding his/her state of mindset and relationship with others at the @)lace. These
factors do influence workers’ mental state and behavior. They were measured by workload,
personnel autonomy and workplace relationship in this study. )\‘%'3

Workload: This is the quantity of work or job respon51b111ty @'&wd to individual employee in

the private university system Q{
Personnel Autonomy: This refers to minimum le% eedom a university staff should have to

function optimally at work. It could also be@t‘%ﬁl

academic freedom for academic staff a@@ninistrative autonomy for non-academic personnel.

0 as job autonomy. In this study, it refers to

Workplace Relationship: It is%@ocial atmosphere of the workplace or social support that
university employees get fi ‘Astﬁer members of staff during their valid employment period. It
includes social suppo@g and mutual relationship in this study.

Institutional@werment: This can be defined as the process by which university
manage e@i e needed supports to employees for them to continually give higher productivity
to theﬁersity’s internal and external customers. They also mean employee empowerment
programmes or institutional support activities by university management. These were referred to

as training, employee recognition and job security in this study.
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Training: This can be defined as university’s strategic tool for enhancing its workforce
professional identity, skills and capability. It also refers to engaging university employees in
programmes such as coaching, induction, seminars, and workshops.

Employee Recognition: This means the act of openly acknowledging university personnel for
their notable contributions to the attainment of corporate aims and objectives of the fnk%tion.
Job Security: It is defined as employees’ feeling of being protected and unlilé%‘o be unduly
laid off, or dismissed from their employment for a relatively long period o m\

Academic Staff: This refers to university teaching employees inv‘q@ypdirect instruction and
assessment of students as well as carrying out research &%&ommunity service in private
universities within Southwest, Nigeria. .®

Non Academic Staff: These are non-teaching employ€es of private universities engaged with
core administrative functions in Southwest,@ﬁhese members of staff are classified under
registry of universities which inc\@hostel, technologists, faculty and departmental
administrators, personal assistant$\as) well as other personnel in medical, admissions, library,
public relations, human res‘@sﬁinfomation and communication technology units. Others are
examination and reco@jgff, quality assurance, bursary and audit personnel, secretaries, works,
maintenance a @swal planning personnel.

Private iil@r ities: These are universities not owned by the government. Their ownership are

faith-baséd and secular (non-faith-based).
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Chapter Two
Literature Review
In this chapter, some concepts relating to the study were briefly discussed. These include
employee psychosocial factors (workload, personnel autonomy, workplace relationship),
institutional empowerment (personnel development, employee recognition, job secur.@and the
variables that impact service delivery (Academic and Non-Academic). Also,.th s review of

some related works as well as contribution of the study to knowledge. "l%wew of literature

@\

was done under the following;

2.1 Conceptual Review
2.1.1 Service Delivery @
2.1.1.1 Academic Service Delivery )6

2.1.1.1.1 Teaching b
2.1.1.1.2 Research

2.1.1.1.3 Community Se 1&

2.1.1.2 Non- Acad@%&mce Delivery
2.1.1.2.1 Cus@gﬁelaﬁons

2.1.12.2 ‘@Habit

2.1.1. ?QQ Employee Competence

Employee Psychosocial Factors

2.1.2.1 Workload
2.1.2.2 Personnel Autonomy
2.1.23 Workplace Relationship
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2.1.3 Institutional Empowerment

2.1.3.1 Training

2.13.2 Employee Recognition

2.133 Job Security

2.2. Theoretical Framework ‘ &
2.2.1 Social Exchange Theory . q%&
222 Human Capital Theory ‘@

223 Systems Theory @'\

23 Review of Empirical Studies . Qé

2.3.1 Workload and Service Delivery in the ni@ity System

232 Personnel Autonomy and Service Delivery in the University System
233 Workplace Relationship and @Xe%elivery in the University System
234 Training and Service De‘lb‘% in the University System

2.3.5 Employee Recogrﬁ@and Service Delivery in the University System
2.3.6 Job Security'Q etvice Delivery in the University System

24 Conc@’]odel
2.5 ‘%é‘n\’éry of Gaps in Literature Reviewed

QQ
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2.1 Conceptual Review

2.1.1 Service Delivery

Service is defined as a goal oriented activity tailored towards satisfying the needs and wants of
customers on the basis of knowledge, capacity and profession of employees. Seryice delivery
therefore refers to the process of providing service to customers'. 6&\“0

A service is an intangible good that can neither be held nor kept but ins ea. ﬁ%@ializes at the
moment it is given for consumption?®. In order to satisfy the consurr.ler, rV.'\ces must be delivered
as effectively and efficiently as feasible. It is a gauge of how ‘iﬁ;‘:\\i:/e y the service level has
been attained or comports with client expectations?. It re@qﬁue customer's perception of the
excellence of a good or service*. The importance o@c stomer element was emphasised in a
research on service delivery by stating that ! l}é\%%gth of the customer satisfaction ratings is
the best proxy for the long-term econoﬂ% ntial of a corporation®. Students are seen as the
main clients in the higher educa ion@%ronment. They are treated as internal consumers, and
their experiences as customers re.\b sed on evaluations of all the important inputs and outputs of
the educational syste 5.@@5, outcome assessment, which calls for gauging the desired
outcomes of a certain educational or instructional endeavor that is more heavily focused on the
learning prof:%is what drives service delivery efficiency. Other service delivery outcomes
includ@%sessment of quality in teaching and learning and measuring the quality of the total
student experience®.

Service delivery is organization’s capability to deliver on the promises that were made and being
able to stand over any key performance indicators or service agreements. That is, processes,

procedures and the right infrastructure to deliver promised services correctly. This includes
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understanding customer needs; turning the customer needs into service criteria; auditing;
reporting and certification and finally continuous improvement’.

Service delivery can also be defined as the willingness and readiness of a workforce to provide
customers’ needs in a dependable, accurate and responsive manner while utilizing the available
resources®. It is the systematic planning of activities in organizations with the goal 0T,®ting the
needs, requirements and expectations of customers as well as other stakehel‘dsé)hﬂe making

the best use of available resources’. In the university system, it encompasses the support,

assistance, and services that personnel (academic and non—acader‘h@y?[ provide to students,

&

Conclusively, the interaction among policymakers, % viders, and service users may also
th

parents, university users, and the general public.

be thought of as service delivery, which includes

N
them!?. C-)\
Q>

2.1.1.1 Academic Service De@y
The university serves as a d elgyent and advancement tool for people and civilization. A

university is a manifi a@f he requirements of a society, a community, or a country. It is

rvices and the mechanisms that support

committed to deve‘%mg its mind. Universities are designed to provide a country's unique or
overall educﬁ%l needs through the instruction of students, research, information dissemination,
and %mmunity service endeavors. In truth, universities are dedicated to actively
participating in social change, economic modernization, and the development of all of the
nation's human resources'!. Universities exist to distribute information via teaching, research,

and community service, to put it another way. Universities are distinct entities whose existence
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stands for just academic objectives thanks to these three mandates. The caliber of the services
provided by academics in these universities is crucial for achieving these goals.

Academic services are actions taken by academic staff members at educational institutions to
help students develop the skills necessary for later knowledge acquisition and application.
Academics in the university system are forced to perform community service, t'e&' g, and

research. As a result, the term "academic service" in this study refers to co@uity service,

.yﬁw

21.1.1.1  Teaching &CD\

teaching, and research.

It's usual to refer to an act as teaching when someone tedc %owledge or abilities to another.
Giving can refer to imparting knowledge or sharin&%&nces, such at a lecture. Both the art
and the science of teaching are recognized!'Z? @yes emphasis on the teacher's creative and
artistic ability to create a valuable envir@ in the classroom that will assist kids to learn. It
clarifies the logical, mechanical, or ural procedures that must be taken in order to achieve
objectives in an efficient manner as a science. Regarding the idea of teaching, many educators
have varied viewpoin QQ

Teaching may be sk%med up as interaction with students that enables their comprehension and
application o , ideas, and procedures. Design, content selection, delivery, evaluation, and
reﬂec@r@all included'. Teaching involves involving students in the active development of
knowledge since to teach is to involve students in learning. A lecturer or instructor has to have
understanding of the subject matter as well as how to make their pupils active learners. Therefore,
a dedication to a systematic knowledge of learning is necessary for effective teaching. Teaching's

primary goal is to change students from passive consumers of other people's knowledge into
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active creators of both their own and other people's knowledge!*. Of course, without the student's
active engagement, the instructor cannot alter. Fundamentally, teaching is about establishing the
pedagogical, social, and ethical frameworks that encourage students to accept responsibility for

their own learning, both individually and collectively.

2.1.1.1.2 Research &b

Research is a detailed examination of a topic, especially in order to le %formation or

N

facts about it'>. It was described as a systematic inquiry that includes‘%@lopment, testing, and
evaluation and is intended to create or add to generalizable info@n

16 1t is a curiosity-driven
activity with the aim of discovery and knowledge progré@%e subject of a study may be a
physical object, an occasion, a procedure, a so&%&sﬁtution or social circumstance, a
biological state and so on. Regardless of the tq@%search fundamentally aims to comprehend
what is being studied by experimentat%' servation, and analysis in order to get a more
complete knowledge or firm con%@% the problem'®.

One of the fundamental respo sil%iI ties of a university, including in Nigeria, is to do research.
Since their promotio a@y reliant on their research outputs, the academic staff at these
schools is compeﬂ&idio) engage in research activities. Research efforts not only advance
academic stéﬂ\% publications, but also raise their stature, reputation, and importance to both
their l munity and the greater global community!”.

When compared to their colleagues throughout the world, Nigerian academics' research output
has been deemed to be of low quality'8. The nation's postsecondary institutions are required to
provide research findings that are up to par with international standards because the globe has

become a global community. That is to say, lecturers in Nigeria's tertiary institutions should be
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able to acquire the skills necessary to effectively begin and successfully complete research
projects intended to comprehend and explain various facets of society or nature; offer solutions
to social and natural issues that have an impact on people's well-being locally and globally!®. The
world's nations no longer exist in isolation from one another in this period of globalization and
the accompanying competitiveness, and as a result, nearly every product is now subj 6@ global
comparison and competition. Nigeria's educational output is being contrasted V\% ose of other
institutions throughout the globe. It is important to remember that none of the top 200
universities in the world are located in Africa?®. This is most hkel'y)é‘éy of the poor caliber of
research and instruction in this region of the world. Usually,@mtematlonal community sets
extremely high standards that must be adhered @hugh qualitative research, tertiary
institutions in Nigeria should adhere to these no ¢ established criteria should not only be
reached, but also upheld and exceeded as @51011 Therefore, global competitiveness will

be gravely threatened if standards are n@orced and maintained.

2.1.1.1.3 Community Service

The university syste % is burdened with the three cardinal programs, which comprise
the teaching prog&e research program, and the community service program, as was
previously in d in this study. University administration is the efficient use of institutional
resou@garry out the institutions' teaching, research, and community service programs. One
of a university's crucial programs in Nigeria is its community service program. The third cardinal
program of higher institutions is community service?!.

The third cardinal program of higher institutions is community service. A community service

program is a planned and structured volunteer effort by higher education institutions for the
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benefit of the improvement of the local community. Higher education schools that provide
community service initiatives do so to help their local communities grow. Higher education
institutions that provide community services do so for the benefit of the local populace. In order
for the host community to benefit from the institutions, community service programs are carried
out close to where the institutions are located??. ‘ \(b

Higher education institutions' community service programs cover a wides r%uf activities

N

aimed at enhancing individual and societal well-being. Community service 1S a crucial service

t». Community

created by organizations to promote community socioeconomib{%%(?pmen

service initiatives should assist the host community in resolvi&éslssues. Services that will have

a good influence on the community should be i cl@ in higher education institutions'
™

community service. A host community is frequen% ved in the planning and organization of

a postsecondary institution's community @ program. However, the development of the
program has been hampered by univerq@ﬁnadequate oversight of the execution of community
service programs?4. The growth&@yst communities has benefited from the establishment of

community service progra ﬁ}gher schools. The host towns and the nation as a whole have

benefited from the chmeity service programs of higher education institutions in terms of

socioeconom@chnical growth?,

2.1.1.29Q Non-Academic Service Delivery

It is impossible to overstate the role that non-teaching service delivery plays in achieving
educational goals and objectives. This is due to the need that the expected standard of service
delivery from non-teaching employees inside Higher Education Institutions (HEIs) must be in

line with those institutions' goals and objectives, or the attainment of those goals and objectives
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may be jeopardized®>. The capacity of non-teaching employees to carry out their legal
obligations in an effective and timely manner is known as service delivery. These employees'
services are viewed as those that are crucial for improving academic staff performance at HEIs.
These programs will help hone pupils' minds and position them for future national leadership
positions. The ultimate result of the aggregation of all the inputs produced in a spe'c.@work is
really and essentially what service delivery is all about. The researcher continu% t is a means
by which an organization evaluates an individual employee's or unit inputs and output level,
particularly in the area of attaining the set goals." It is also an ei@%%f how an individual,
unit, or department of an organization discharges its assigned utory responsibilities?®.

Workers in HEIs essentially composed of academk@@hel and non-teaching employees in
p

s a crucial role in colleges of education

federal colleges of education. The non-teaching staff
because they create the enabling environmeént n % for academic staff to successfully conduct
teaching and research and for the insti@ to operate efficiently. As an illustration, librarians
assist academics and admlmstratl icers admit pupils. Technologists, secretaries, and others
are also tasked with ad ative chores as well as other tasks as allocated, such as
infrastructure upkeepQ:)rj) 1ding healthcare services, security, and many other things. These
employees ar @mzed as non-teaching personnel at institutions of education and are in
charge of @ ollege's daily operations®’. One of the many issues facing HEIs is the non-
performainCe of certain non-teaching personnel, which is demonstrated by their lack of
commitment to their jobs, timeliness, fairness, and passion®®. At order to succeed, non-teaching

personnel in most tertiary institutions place a high priority on service delivery. Due to the

bureaucratic structure of higher education, a significant numbers of professional personnel would
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always be necessary to keep management operating?®. Non-teaching personnel is employed
primarily to provide institutional support, student services, and academic assistance. This
professor asserted that non-teaching personnel are crucial to all academic departments and that
these support staff members, who manage the day-to-day operations, are essential for all
academic departments to function?’. The Provost, Registry, Deputy Provost, Bursﬁ@tudents
Affairs, Human Resources/Establishment, Cafeteria, Security, Venture, and%kshop were
among the departments inside the institution®’. Every division at the coltege has a supervisor,
who may be regarded as the chief executive and primary officer in'c@(?f ensuring the smooth
daily running of each division. Each division/unit in the K@%%as a set of leaders who are
responsible for coordinating, managing, organizing, d@ning the work of their subordinates
in order to offer services effectively’!. Many of @s divisions don't seem to be carrying out
their statutory duties in the manner that i@‘\x'cted of them. If this is not verified, it might
undermine the declared aims and purp@f the federal institutions of education as well as the
roles of the academic staff. Nohgteaching personnel may provide security services, library

services, administrative se '%ﬁiaintenance services, legal services, medical services, cleaning

services, planning se@; inancial services, and other services.

WV

2.1.1.2.1 ‘%tomer Relations

To bu@ ionships with your consumers and grow your business, you need to use people,
processes, and technology2. CRM is an acronym for a company approach centered on enhancing
customer experiences. Customer retention owing to effective and efficient client relations, which
ultimately improves company over the long run®?. Higher education institutions (HEIs) must

follow the same rules. The adoption of CRM methods at educational institutions supports all of
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the activities undertaken there. Since CRM focuses mostly on enhancing client relationships. The
link between marketing and finance has significantly changed as a result of relationship
marketing?2.

The researcher uses the term "customer service" to refer to how well students and staff interact
(academic and non-academic). In this sense, students are referred to as "ch@ while
universities (and personnel) are referred to as "service providers." Satisfaction i © ey to good
customer service (before, during and after the delivery of a service). Therefore, businesses go to
great lengths to guarantee that their customers receive items that @?hem including post-
service complaint channels in the event of a product failure. é%

There is no question that a functional educational u V@ system depends on the quality of
service delivery. It was acknowledged that the qua ity Of their interactions with teachers affected
students' satisfaction with educational serv@ least in part) (and perhaps non-faculty staff).

There is no question that a ﬁmctionir{%%ﬂcational system depends on the caliber of service
delivery. Researchers that stu(Ne "quality of college life" (QCL), like Joseph Sirgy,

acknowledge that students' ‘A)f'}:tlon with educational services depends (at least in part) on

how well they interach‘tPeachers (and perhaps non-faculty staff)3?.

WV

2.1.1.2.2 ‘%rk Habit

Empl pically have a lot of energy when they start a new job, especially if the work they
are doing meets their expectations. The majority of employees in Nigeria have a laissez-faire
attitude toward their jobs as soon as they start working. If you can't beat them, join them is the
typical catchphrase of most Nigerian laborers**. The majority of employees have persisted in

following the lead of those who have a poor ethical attitude at work, which has led to the low
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productivity of Nigerian workers. No matter how effective the organization's plans are or how
well-run it is, nothing will happen unless the individuals who make up the organization are
inspired to work hard. This made some wonder about the workers' work habits.

Work habits are described as the moral, ethical, and practical principles that employees use to
help them execute their jobs to the organization's standards. A strong foundation of’ e@ﬂ work
practices establishes a standard for effectiveness, productivity, dependabilitys aQ%operatlon It
is a set of mental, moral, behavioral, or practical characteristics that ar%ﬂual employs to
perform at their very best at work. Peak performance, efficiency, f ﬁc1ent communication,
regular attendance, compliance, time management, tlmehness @&Lteamwork are built on a solid
foundation of good work habits.

Employees with good work habits are more pro Qand quality-conscious than those with
bad work habits, and they are more success@}(\‘elr professions. Good work habits may come
naturally to certain people. Others, how@'are prone to developing bad work habits and require
the intervention of a manager or‘tgam leader. These conversations are rarely simple, but with
proper planning, they may ‘&gf\and result in a favorable end.

Work habits are de@n the university system as the behavioral, ethical, and practical
components u @ employees (academic and non-academic) in support of job performance
require e@th t adhere to the institution's guiding principles. Students, parents, tourists, and
adminﬁon have all voiced reservations about how unproductive university staff members are
on the whole, which has a negative impact on how well they provide services. Therefore, it is
necessary to look at how these people' work habits are predicted. For instance, a cursory

examination of student complaints reveals that non-teaching personnel in Nigerian universities
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are consistently unhelpful. Students sometimes spend several hours in line at the doors of faculty

and administrative staff members, squandering time that could have been spent learning.

Additional findings indicate that official records are not preserved properly and that minutes are

frequently written incorrectly. Some employees leave their desks to sell goods around the

campus while others arrive at work late. Some of them are not student-friendly, Wﬁi{bhers do

not show up in their offices or treat students poorly when they ask for theira@ative help.
S

.\%w

2.1.1.2.3 Employee Competence &%\

In light of this, it appears that their production is at risk3’.

Competence may be defined as a set of observable, quﬂ&%‘gle knowledge, skills, personal
qualities, and abilities that support improved emﬁ@ performance and eventually lead to

organizational success. It has sparked a greafﬂ@sattention from academics and practitioners
u

in the fields of psychology and human r%' management (HRM). It emerged from research
on the psychological traits of w&k} d supervisors in relation to how well they performed

their tasks3®.

.\
The usage of emploi:@% is quite flexible. They may be incorporated into employee

communications lika performance reviews, recruiting procedures, succession planning, and
on—boarding‘%’ations. An approach to meet both the technical requirements of a profession
and tk@@elusive behavioral standards of a work, frequently referred to as the "soft skills," is
through competencies. There is nothing soft about these talents, though, and a clear set of
competencies may aid a company in more effectively assessing and measuring employee

performance.
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There is no single definition of competence. Competency is defined differently for different tasks,
professions, and even organizations®’. Researchers and practitioners in the field have developed a
number of definitions that focus their efforts on applying the competence approach to their work.
A scholar claimed that there are two schools of thought that define the idea of competency: (1)
the American method, which sees competency as a person's fundamental characterfs@nd 2)
the British approach, which sees competency as a collection of behaviors and.r@.

Employee competence, according to Homer (2001), is the key to a sucoessful organizational

process and profit. The characteristics and problems pertaining to b@ﬁs are discussed in the
first section of this essay. The research approach used in this@dy is covered in the part after
data analysis and interpretation. Discussions and @endaﬁons are included in the last
section.

Due to its nature, the term competency is @\0 several interpretations and lacks consistency
across various organizations; using it %htmeral management tool would therefore undermine
the goal of competency measureﬁ& Competency standards are frequently standardized, but
in fact, each position and ta {3tinct in its own right, necessitating the use of various methods
of measurement. Con@tj%ies must be evaluated individually, classified differently, and shown
consistently*’. @nzations must make sure that the competency of their employees is
evaluate @e d, verified, and enhanced over time. Numerous academic studies on the subject
of employee competency show that the competencies needed vary between organizations,
professions, and positions. Numerous organizations have therefore defined their own scope of

expertise in various ways*!. However, regardless of the jobs, positions, and levels that exist in the

organizations, as claimed by several academics a set of important talents or ,,core competences
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need to be formed and specified. To do the work properly, one must possess certain basic
abilities. Core competences are referred to as general competencies*?. The generic skills list aids
organizations in identifying the levels of competence expected of their workforce, independent
of the various organization types (big or small) and roles (lower, medium, or higher level). He
goes on to say that these generic competences may be divided into personal-based @petence

>

and competence related to a job or activity®. . QO
The commodity that clients or consumers desire, want, and anticipate‘SW'o\petences of the
personnel employed by the service providers. This statement is mh@?ght of the set of skills
necessary in a service-based sector**. An author recogni&%& number of crucial abilities,
including those relating to people, business, technol ,@rtechnical knowledge and skills. In
order to better prepare graduates for service-b ﬁectors, they urge education providers
including universities and other higher lear@-g}ﬁgutions to concentrate on these factors*. He
suggested that individuals working in tb&%ds of tax, auditing, and accounting should possess a
variety of competencies, includi%bse related to communication, interpersonal skills, general

business knowledge, acco lzhowledge, problem-solving abilities, information technology,

personal attitudes an@%ﬂities, and computer proficiency*®. Three main competency groups,
namely comm ié\o'n competency, managerial competency, and job knowledge competency,
were fo (@ be the most important for managers. The following competencies the capacity to
act as change agents, the capacity to take calculated risks, the capacity to think strategically, the
capacity to collaborate with others, the capacity to communicate, the capacity to act quickly were

shown to positively impact organizational performance®’.

42



There are two main categories of professional competency: personal competency and functional
competency. The former emphasizes the abilities needed to do a task or a job successfully and
efficiently (characterized by personal attributes or behaviors required to perform effectively). It
was also agree that leadership, analytical thinking, and problem-solving skills are directly related
to great performance at work. There are a few areas that an organization has to coK%ate on,
notably functional talent, leadership, innovation, and decision-making abilities‘q%*der to build
its pool of talents, particularly among professionals.

A professional's employability is increased if they have a strong @r?ation of occupational
expertise and four other generic competencies such as anti&i@pn and optimization, personal
flexibility, corporate sense, and lastly, balance*. T s@neric competencies are as follows:

N

rate sense, and balance. It was divided

anticipation and optimization, personal ﬂexibility&
the most prevalent core skills into four clusters: ddministrative, communication, supervisory, and
cognitive competency. This was done g@"there are many different types of competencies. On
the one hand, experts feel thaNse)ast four basic competencies, including administrative,
leadership, business acume '})eople management aptitude are required in the discipline of
HRM%. Q)Q

Researchers i @mcipline are still debating what kind or groups of professional abilities are
necessa @ n organization to achieve organizational excellence. Accountability: Takes
owne$ of one's own actions and judgments and exhibits a dedication to carrying out tasks in
an ethical, effective, and economical way. Adaptability: Adjusts planned work by gathering
relevant information and applying critical thinking to address multiple demands and competing

priorities in a changing environment. Communication: Effectively conveys information and
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expresses thoughts and facts. Demonstrates effective use of listening skills and displays openness
to other people’s ideas and thoughts. Customer/Quality Focus: Anticipates, monitors, and
meets the needs of customers and responds to them in an appropriate manner. Demonstrates a
personal commitment to identify customers’ apparent and underlying needs and continually
seeks to provide the highest quality service and product to all customers. Inclusiven’e@teracts
appropriately with all business and community partners, members of and Visitqga the campus
community, without regard to individual characteristics. It means to demonstrate a personal
commitment to create a hospitable and welcoming environment a@waosters respect for all
individuals and points of view. Innovation: Develops nev&@b%s into situations and applies
creative solutions to make organizational improve meet challenges. Creates a work
environment that encourages original thlnklng a Qovatlon Designs and executes novel
processes and approaches to enhance the@tj%ﬁveness and efficiency of work assignments.
Leadership: Communicates personal {@1 and the University’s vision in ways that gain the
support of others. Mentors, WVates and guides others toward goals. Occupational
Knowledge/Technology O ﬂfﬁon: Demonstrates the appropriate level of proficiency in the
principles and practi@ne’s field or profession. Demonstrates a commitment to continuous
improvement, @fude understanding and application of technology (hardware, software,
equip %d rocesses). Team Focus: Works cooperatively and effectively with others to
achle&mon goals. Participates in building a group identity characterized by pride, trust and

commitment.
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2.1.2 Employees Psychosocial Factors

Psychosocial impacts on mental health and behavior include social, cultural, and environmental
phenomena. These factors include social contexts, connections, and pressures including the
struggle for access to resources like healthcare, education, and other social services; rapid
technology progress; job deadlines; and adjustments to social roles and status. 'P,@nosocial
factors are mental states or events that are related to a person's physical or socé%cumstances.

For instance, psychosocial aspects include strain, tension, social support, inadéquate job control,

.3
and work fulfillment. N ‘%
o

The term "psychosocial factors at work" refers to the interac @ybetween and among the work
environment, job content, organizational condition mployees' capacities, needs, and
cultures as well as personal off-the-job consid ﬁs that may, through perceptions and
experience, influence health, work perfon@n job satisfaction. Workplace psychosocial
variables are the outcome of the in@@l’on between organizational elements affecting the

workplace and individual worken capacities, needs, and experiences®®. Occupational

psychosocial issues include; "

Q

Psychological Sup&o:’ *Greater job commitment, job satisfaction, job participation, good work
moods, desﬁ%\ stay with the company, and organizational citizenship behaviors are all
displw@%mployees who believe they have psychological support. However, there are higher
levels of absenteeism, conflict, productivity loss, and accident hazards in the workplace when

psychological support is lacking>!.

Organizational Culture: The expectations, experiences, philosophy, and values of an

organization are included in its organizational culture. Members' relationships with one another
45



and the outside world reflect this culture in their interactions with one another and with
themselves. Humility, openness, trust, honesty, and justice are fundamental characteristics of a
strong organizational culture. The relevance of organizational trust is derived from the fact that
trust is essential for any constructive and fruitful social activity inside any company. It foretells a
collaborative atmosphere and organizational citizenship behavior; it promotes o'rg\ ational

commitment and assures employee loyalty>!. Qg)

Clear Leadership and Expectations: It is impossible to overstate the4value of leadership. As a

result, the outcome is frequently unmistakable. Employee resilie %\oﬁdence and trust are all

boosted by clear and effective leadership, which alsQ%ﬂuces employee conflict and

dissatisfaction that may otherwise develop. Orgamé%‘ with clear leadership see fewer sick

days taken, fewer early departures, and 1mpiQ§s employee performance®'. A leader who

prioritizes his or her own physical and m%g)ell being can have an impact on the wellbeing of
>

both the firm and its workforce. %

Civility & Respect: "Beh 'that help to sustain the standards for mutual respect in the
workplace; civility @Qtr es concern for others" is described as workplace civility. An
environment Q orkers treat one another with courtesy and respect is conducive to
productivitbln ivility at work can also affect employees' dedication to the company and
productivity. People who work for companies that value civility frequently report higher levels
of job satisfaction. A rising feeling of unity between employee and organizational interest, better
cooperation, higher interest in personal development, devotion to corporate goals, and stronger

supervisor-staff interactions are therefore frequently observed in such firms>!.
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Psychological Competencies and Requirements
When there is a close correlation between an employee's interpersonal and emotional abilities,
their work skills, and the position they have, they tend to perform better. Employees should have

a strong relationship with the role they are applying for by having the necessary technical,

psychological, and emotional intelligence. &

Growth and Development QO

It is essential to promote and offer an atmosphere that encoufa{;ﬁmﬁployee development.
Employee development also promotes goal commitment, organii%xm commitment, and work
happiness, which is not news. Because of this, employee$ ,@ work for companies that support
their professional growth and development are mo% cated to both their positions and the

company overall. If you examine your past :X@;ces, you will discover that businesses that

provide their employees help and encm%g' ent in improving their interpersonal, emotional,
and professional abilities see tenfold e growth than those that don't. Increased dedication to

goals, organizational commitment, and work happiness are all results of supporting employee

=
growth. Q)QQ

N\

Recognition a @ward

In dai%@ou’ll notice that you desire to accomplish more when your contribution to progress
is acknowledged and your efforts are appreciated. This holds true in the workplace as well.
Employees who receive appreciation feel more appreciated and are aware of how much they
have contributed to the success of their teams and organizations. When given the proper

recognition and reward, employees are more motivated and enthusiastic, feel more pride in and
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invested in their job, and are more inclined to treat coworkers and customers with consideration,

respect, and understanding.

Involvement and Influence

Employees that operate in linear, restricted environments don't contribute anything 1nnovat1ve to
organizational development and frequently get bored with their jobs as a result. B@'&& they are
essential to the health of the workplace and organizational devel ﬁt?@eatlwty and
innovation should be promoted and given as much room to gro as.\poss1ble When you
demonstrate to workers that their job has purpose, they become engaged self-assured, and

proud of both their work and the business as a whole. Thi 6&9 on makes people more ready to

do additional effort. @
Workload Management ‘ @

Workload management is the practice @caﬁng tasks to team members and tracking how the
work is progressing over time.&&e}goal of workload management is to maintain a healthy
balance between the quanti ‘%v?ork that each team member must accomplish and the number
of tasks that must b@pleted within the allotted timeframe. Because there is a special and
obvious link b job demands, intellectual demands, and job happiness, it is important to
have ef@t@ workload management. While increased intellectual demands or decision-making

freedom Boost job satisfaction, increased job demands decrease it.

Engagement
Employee engagement is a measure of how engaged and enthusiastic individuals are about their

work, as well as how much effort they are willing to put in unnoticed. Employee involvement
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encompasses a wide range of behaviors and attitudes; as a result, it can be either cognitive,
emotional, or physical. Because they can relate to and are dedicated to the success of their

organization as a whole, engaged workers feel a connection to their job.

Balance

What order will you give priority to your personal, professional, and familial %;‘?\Which of
these would otherwise provide the equilibrium on the scale? Your wellness on finding a
balance between your career, family, and personal life. Therefore a\;%ng that flexibility is
essential for any workplace. By allowing workers to do the act&@requlred in their everyday
lives, more flexible work environments help employees 'r@ friction between their personal

and professional lives. Employees spend the maj orit@‘%ﬂ time at work, thus it is important to
incorporate activities that promote strong tez@t&

Psychological Protection %v

>
Employees that feel comfortabwting themselves on the line, asking questions, seeking
feedback, reporting faults 'f!{}lculties, or presenting new ideas without worrying about the
implications for themselves, their jobs, or their careers are exhibiting psychological safety in the
workplace. A \'ogically safe and healthy workplace actively promotes workers' emotional

wellbeii '@le taking all necessary precautions to reduce risks to their mental health.

Protection of Physical Safety

The likelihood that an environment will make workers feel physically safe is highest for certain
environments. Therefore, lower rates of psychological discomfort and mental health issues are

associated with greater levels of workplace safety confidence.
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2.1.2.1 Workload

The duties or all of the tasks that employees do while engaging in work-related activities are
referred to as their workloads. Workloads are the professional and non-professional
responsibilities that lecturers perform as part of their activities in the education of students. The
biggest assets and most important participants in the university sector are the lectﬁs@. Their
primary responsibility is to educate and mentor the next generation of pupils %&y may gain
the skills and information they need to flourish and prosper. To be effecti aching requires a
genuine commitment and is a challenging endeavor. Teaching reCp!@%%rough preparation of

the material to be taught through research, consistent atteﬂ@&; and on-time delivery of the

material to the class. In particular, teaching extend t@sfking exam scripts and producing
W

results. Teaching also includes evaluating pupils th

-

In addition to this, lecturers are subject to 4 widé-range of other responsibilities, some of which

tests, assignments, and exams.

are challenging and occasionally in co%hbtion with their principal functions as academic staff
and teachers. With the primary teaching role, they are exposed to performing multiple tasks
virtually simultaneously. %ﬁlem are project supervisors at the undergraduate and graduate
levels, chart coordin@gdirectors, heads of departments, deans, provosts, and examination
officers. Othe '1@6 attending conferences, publishing papers, and teaching very large classes
in contr. st%t ¢ NUC recommendation of 12 students to 1 lecturer>®. Most frequently, these
extra & have a tendency to increase lecturers' workloads and make it too much. The
associated stress and the resulting health issues are the outcome. In light of all this pressure and
the stress it causes, the level of lecturers' efficiency and effectiveness in their primary task is

frequently not assured. Even while it is still not totally feasible to completely eliminate stress
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from any activity, a heavy workload has the potential to produce a lot of stress, which can result
in a lot of risks. In fact, overworking employees is one of the factors that contribute to stress>.

The professionals managing different non-teaching functions at higher education institutions are
known as non-academic personnel. The non-academic professions include secretaries, caregivers,
cleaners, and student welfare workers. Non-academic staff members are those é)@yyed by
higher education institutions that make a substantial contribution to its .p%)\ance. Non-
academics have a wealth of institutional expertise, charisma, and determination to make sure the
missions, ambitions, and goals of the institutions are achieved. Thé @yations of nonacademic
employees have a significant influence on how students perﬂ@ér time at the institution™.

The primary missions of universities are to educate st , conduct research, and engage in
community service. Non-teaching staff members)s\‘@ these missions by helping with research,

instruction, and community improvemen("l:)h\ professionals who perform complementary

activities outside of teaching and resea@@ake the university system work>>.

2.1.2.2 Personnel Aut{%)

Personnel autonomy red if the results are to be shared with regard for just the
acknowledged prin%g)of scientific and intellectual discourse. Additionally, higher education
employees s have the flexibility to demonstrate the outcomes of their possession of these
talent@%er education is to build in students the ability for critical thinking and analysis,
curiosity, and communication skills. To put it another way, the overall environment in
universities needs to be one that encourages the unrestricted pursuit of knowledge as well as the
use of free will and creativity in the formation and expression of ideas. In actual fact, if higher

institutions are expected to develop the capacity for critical thinking and analysis, curiosity, the
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communication skills in students, persons working in the higher institution should be given the
freedom to exhibit the result of their possession of these skills. In other words, the prevailing
climate in universities should be one that is conducive to the unbridled pursuit of knowledge and
the application of free will and creativity in the development and expression of thought>®.
Academic freedom includes the "freedom to teach and assess students without'i@erence,
freedom on what to teach and how to teach it, freedom of research, and freed.on%ck students.
It is the pursuit of academic truth within an institution through equit ar:\ even polemical
controversy, the freedom of the teacher/student to research and dis%‘%shwe issues related to his
subject and to present his conclusions in writing and orally,q@»t e freedom of the student to
learn about the subject matter in question in an envi og@ﬁt free from any form of coercion.
Institutional autonomy on the other hand is necesgt create a situation in which the managers
of universities are answerable to their c nsti\nts (i.e. the academic community}. It thus
becomes a way of strengthening demo@ management within educational institutions, and of
ensuring that each institution givéﬁge rein to the creativity of its staff and students®.

It is the freedom of the i jon to function without undue control or influence by external
forces or agencies. It @%rtant to note that there is a new government policy on autonomy for
universities in Ni @a. The policy provides for the freedom of universities to govern themselves,
appoint e@@ officers, determine the conditions of service of their staff, control their student
admissions and academic curricula, control their finance and generally regulate themselves as

independent legal entities without undue interference from the Federal Government and its

agencies.
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Autonomy as specified in the new policy does not abdicate government’s responsibility to fund
universities, nor does it mean privatization of universities. The policy specifies three aspects of
autonomy, namely academic, administrative and financial autonomies. The degree of autonomy
in Nigerian Universities is dependent on the level of administrative controls and financial
dependency. It is important for our government to note that school autonomy is not @ame as
either local financing or administrative decentralization, although the three.ar%én confused.
Fully autonomous institutions have authority to allocate their resources (not\necessary to raise it).
Greater institutional autonomy is the key to the successful reforh@%lic higher education,
especially reform aimed at resource diversification and mo&é&lem use of resources. Recent
experience shows that autonomous universities are '\zsponsive to incentives for quality
improvements and efficiency gains that those la<§$10my. If effective use is to be made of
instructional input, institutions must be aut om\s.

Administrative Autonomy: This includ@ authority to deploy personnel and to determine such
things as the timing of the scN%te, duration of the school year, and the language of
instruction. Teachers must l'ﬂhority to determine classroom practices within limits set by a
broad national curric@anouraged by examination and monitored and supported by standard,
learning asses @ and school inspector. The higher institution Governing Council has the
statuto me s of appointment, promotion, discipline of all categories of staff and the
manageélt of finance in the universities. Administrative autonomy permits flexibility in the
combination in inputs and hence improves quality.

Financial Autonomy: Nigerian universities cannot have full autonomy, as long they are

dependent on the proprietors for funding. Financial autonomy connotes the ability to determine
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how much should be spend on general administration, administrative supports, organized
research, retirement, and student services and staff development. It is also the power to generate
funds outside the government allocation, and spend it the way deemed fit. The institution must
be allowed to keep the additional resources they raised to finance quality improvement within the
institution. There should not be restrictions on generating fund internally for suél@ﬁriction
creates management rigidities and inefficiencies. Autonomy remains largely an%y concept as
long as institutions are solely dependent on government funding. Financially autonomous
institutions are free to determine how their budgets should be sp'e@gi?zersities must be in a
position to exercise meaningful control over the principal f@s affecting their costs. Each
university should be able to set admission requireme ssess tuition and fees. Also, they
should be able to establish eligibility criteria for fi § ial assistance to needy students. This is
necessary in order to ensure that the nur@f)&d distribution of new students is at a level,

compatible with its resources. Salary sq@hould be set independently across institutions so that

these may attract faculty of the d&&e&alibre.

0\

2.1.2.3 Workt@onship

The concept of WOﬂKQ}a ¢ relationships is of two joined words coming together i.e. “Workplace”
to fulfill duf%egularly with or without a reward or compensation and the second word
“Rela@%’ is the way in which two or more people or things are connected, or the state of
being connected.

Work relationship refers to the totality of interactions among the workforce in an organization. It

can be defined as the sum of the interrelationship that exists within the employees in a working
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environment®®. Workplace relationships involve peer relationships, which are equivalent
relationships between similar status peers in an organization

The workplace relationship is the human environment which refers to peers, others with whom
employees relates, team and work groups, interactional issues, the leadership and management.
Workplace relationship encourages informal interaction in the work place so that th'e@mrtunity
to share knowledge and exchange ideas could be enhanced. This is usuallngasis to attain
maximum productivity in an organizational environment>’. Without developing and maintaining
strong, mutually beneficial partnerships within a corporate entity, '@aions cannot continue
their winning run. The way people interact with one ancﬂé&xs evolved as a result of the
growing importance of long-lasting, cordial connecti s@day‘s interconnected and globalized
society. When success is seen narrowly, images (& althy miser wilting away alone come to
mind. Many people are choosing to en'@?}&\forming long-term relationships rather than
engaging in hostile or competitive co@as a result of the drive to develop bonds. Building

relationships involves developin&&lal trust, expecting the other person to reciprocate, and

preparing for future proﬁta@n@actions”.

Q

2.1.3 Inst)%? nal Empowerment

Empowermeﬁ% be defined as the managerial style where managers share with the members of
the or@%on their influence in the decision making process®®. While this holds true, often
one’s definition of empowerment can additionally be impacted by one’s level within the
organizational structure and the level of delegation they deem appropriate to be considered

empowerment. By looking at empowerment from the perspective of an employee, you will find
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that their explanation and the type of empowerment they desire differ from the thoughts of many

managers.

2.1.3.1 Training

Training can be described as the formal, ongoing efforts that are made within org.anizations to
improve the performance and self-fulfillment of their employees through a Varietyﬁ'&‘ucational
methods and programmes. In the modern workplace, these efforts have take .(Néé@road range of
applications from instruction in highly specific job skills to long t?rm‘gﬁgssional development.
In recent years, training and development has emerged as a fmr@&\ness function, an integral
element of strategy, and a recognized profession with disti@%gories and methodologies. More
and more companies of all sizes have embraced ”cmﬁ@%aming" and other aspects of training

and development as a means of promoting eﬁ))@)growth and acquiring a highly skilled work

force. In fact, the quality of employe% the continual improvement of their skills and

productivity through training are, no dely recognized as vital factors in ensuring the long-

term success and profitability %s?ﬁ businesses™’.
In summary, training @e as gaining skills through which job incumbents achieve their

objectives and enh\;{'gﬂueir competence in the work place with benefits in such a way that
individuals l@and the company's vision, mission, values, culture and strategy, the ability to
gain @Qhow to interact with customers follow processes, understand company policy and
procedures, increase product and service knowledge, increase the ability to serve customers well

and maintain service quality, and promote teamwork®,
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2.1.3.2 Employee Recognition

Employee recognition is a judgment on a worker's contribution, in terms of the work process as
well as dedication and motivation. It also involves evaluating and acknowledging the results of
this work. In short, it looks at the unique contribution of each worker and stresses the value of his
or her professional expertise and experience®!. By creating a culture of recognitioh@ploy@es
become more engaged. Engaged employees are happy, loyal, and productive. Q%&day there is
an opportunity to recognize someone for their service without spending a lot of money. Informal
rewards are the icing on the cake that keeps employees motivated 'e@(? and coming back for
more. But it is also essential to study and understand the ext%&o which the above mentioned
factors have an impact on the work force consi nQ the positive and negative effects
appreciations have on individual and orgamzatlona %

When a person feel appreciated and Value(@)-r)\ls or her contributions in the place of work, it
always leads to more spirited 1nn0(%e environment, increased employee engagement,

commitment, less staff turnover 'kih}r customer satisfaction ratings and the organization grows

in its sense of purpose®?. @“
2.1.3.3 Job gﬁ)

Job security‘%e hope an employee has concerning the continuity and stability of their
emplt concerns the employees’ emotions regarding the loss of a job or desired aspects
of a job such as good working conditions, promotions, or desired long-term career prospects®. It
is the extent of satisfaction a worker experiences in his/her employment. Recently, in most
countries, job security has been falling at an increasing rate owing to technological

advancements, demographic variations, and government strategies®*. Many studies regarding
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employee motivation state that the best motivation for an employee is his/her salary. However,
we can deduce that, without job security, an employee may not continue to receive pay in the
long run. Job security is seen as the extrinsic part of commitment. Thus, employees tend to show
only partial commitment to an organization whenever their job security is at stake. Most workers
perceive job security as an indispensable right and the most influential means of mofh@g them.
Additionally, job security allows employees to be certain about their ﬁ;tuQ%éduces labor
agitations, increases productivity, helps to protect the social balance and, values and reduces

employees’ intention to quit. This indicates that the concept of j ob@t} is pivotal in today’s

competitive business environment®, 6&
° Q

S
S

2.2 Theoretical Framework
2.2.1 Social Exchange Theory
This theory was propounded by an Ap@ﬁn sociologist named George Homans in 1958. He
was a pioneer in behavioral sodiplogy and held several roles of distinction in his career,
including serving as presi ‘%ﬁthe American Sociological Association (1963 to 1964) and
chairman of Harvard'@grtment of Sociology (1970 to 1975)°.

He attempted e@am underlying relationships that determine the exchange of reciprocal social
services ich nay range from simple to complex processes®’. It is these relationships that are
at the &of the psychological processes, such as attachment, whether it is being to a person, an
organization, or an idea®. The theory of social exchange is a psychology idea that contends that
people make social decisions based on their own views of the advantages and disadvantages of

taking action or, alternatively, doing nothing. Therefore, people assess each social relationship to
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determine what advantages they will gain from it. It also implies that if someone feels that the
effort or expense of a relationship outweighs any perceived benefits, they will likely end it. The
theory emphasizes cost-benefit approach of human relationships.

People will trail relationships where rewards are greater than cost and abandon those where costs
are greater than profit. These profits can be measured in the short-term or cumulatively. However,
the value of costs and rewards are highly subjective®.

The costs involve things that one sees as negatives, such as having to put nteney, time, and effort
into a relationship as compared to expected benefits such as fun, tgmpanionship, social support
and ultimately satisfactory service that meets ones needs. AS ‘such, expectations can appear
within work relationships as well usually referred to.@s, Yexpectation of reciprocity" within
workplace settings between management and staff4vhich means that if an employee doesn't feel
that their efforts are being reciprocated ftom higher-ups, this can affect their work (service
delivery)”.

The social exchange theory is based on five (5) distinct guiding principles’!. These principles are:
Principle 1: Social behavior can be explained in terms of costs, rewards, and exchanges: this
principle's importance comes from how it loosely applied economics to human decision making.
Principle 2: People seek to maximize rewards and minimize costs in pursuit of the greatest profit:
this reflects a belief that people are generally motivated by their own self-interest, regardless of
the decision. A relationship that at one time seemed to be high reward, low cost may shift to one
with increasing costs and low rewards, causing that person to return to a more rewarding level or

terminate the relationship.
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Principle 3: Social interaction involves two parties, each exchanging a reward needed by the
other person (interdependent relationships).

Principle 4: Social exchange theory can be used to explain the development and management of
interpersonal relationships: the economic principles underlying social exchange theory must be
adapted so that they can apply sociologically

Principle 5: Social exchanges affect the relationships among members of groups and
organizations.

There are several merits of social exchange theory especially in th@fﬁace which university
environment is one. Firstly, it makes people (employees a anagement) rational decision

makers that is, people choose their relationships bﬁ@sound judgment. This is done by
ki

ranking their priorities to assess their decisions. T of interactions that individuals have at

work will greatly alter depending on th@ﬁy sets. It is far more probable that an
organization will be successful and acl@&%ﬁexcellem results if it has a group of employees who
prioritize elements like teamwo&&group accomplishment. Also, a work environment that
encourages considerate so "éaa'ﬁon among employees will likely have members of staff
showing positive atti@e) work and improved service delivery. This makes case for the value
of preservin @oming environment at workplace. People are far less likely to be outgoing
and try to @n relationships if they believe that the environment will be unfriendly to them in
some way. People's desire for connections is strongly correlated with how much they believe

they will be accepted, and as a result, they stand to gain a variety of advantages. Moreover, the

extent to which employees will be satisfied in a workplace and wish to continue working at a
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company will be grounded to a large extent on the kinds of relationships they form with other
stakeholders at the workplace.

In this study, the social exchange theory tends to moderate employees’ psychosocial indicators
(workload, personnel autonomy, workplace relationship) and institutional empowerment
programmes (training, job security, employee recognition) towards improving sewié@vew of
private universities in Nigeria. There is high tendency of satisfactory .squa delivery if
employees (academic and non-academic staff) have the psyche that the benefits accruing to them
from the management of universities in terms of skills imprové@%?ogrammes (training),
work freedom (autonomy), secured tenure of office, prod&@ﬁy recognition incentives and
rewards as well as having a workplace that is frien @h allows employee participation in
workflow processes and decision making exceed the ¢ost they are parting with such as time at
work (punctuality), workload, deadlines pr@xand other efforts being put into effective and
efficient service delivery. Such organiz@l environment encouraging collaboration, teamwork,
freedom to seek help or interact N} with colleagues and superior officers tends to bring about
the best in academic staff 18 in terms of effective teaching, lecture punctuality, classroom
management, acader@ance, students’ examination and grading, societal problem-solving
collaborative @% and community service. Also, non-academics will bring forth their
compete c%good work habits and distinct customer relations approach towards delivering
excell&service delivery to both internal and external customers of the university. Thus,
encouraging healthy, positive and value adding relationships by the management of private
universities could have high propensity towards excellent service delivery to service recipients or

relevant stakeholders within and beyond the university system.
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The social exchange idea is having a good work atmosphere that inspires employees to perform
better. Such motivational activities take place in companies with the support of some social
exchanges in the background. A process of social exchange occurs between a company and its
employees, demonstrating that the company values the efforts of its staff and takes care of them.

Similarly, employees with higher achievement-striving ability tend to show a higher level of task
performance even in difficult situations. Further it can be endorsed that motivational activities in
organizational cultures are triggered under social exchanges, and positive behaviors at workplace
are promoted in shape of employee commitment. This increased commitment can result in

enhanced and improved individual and organizational performance.

2.2.2 Human Capital Theory

Human Capital Theory in Economics Theory exptains the significance of labour maximization
and how an organization can accumulaté\empleyees’ knowledge, skill, and ability that improve
employee capacity’?. This theory is tracedble to Adam Smith’s publication on “an Inquiry into
the Nature and Causes of the Wealth of Nations” in 1776 where he maintained that the annual
labour of every nation compsised its capital stock and that human input acquired through formal
education or apprenticeship are both quantitative and qualitative. That is, the acquired useful
abilities of allSmembers of a society in addition to the state of skill, dexterity and judgement with
with ldbowr~is applied’’. However, Theodore Schultz and Gary Backer propounded human
capital theory from different but related perspectives at different times. In 1960, Theodore
Schultz referred to human capital theory as expanding nation’s economic growth through
development of effective and productive human resources with three distinct elements which are;
(1) countries without much human capital which cannot manage physical capital effectively, (2)
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economic growth can only proceed if physical capital and human capital rise together, and (3)
Human capital is the factor most likely to limit growth’®. The first element means that amount of
human capital has a positive relationship with the marginal product of physical capital (MPK).
The MPK will be low because the physical capital is poorly managed if both the level of human
capital and the level of physical capital are low. The second element opines thal @156 the
MPK is subject to diminishing returns, increases in physical capital will caus@/lPK to fall
below the market return, which will discourage additional investments in physical capital unless
human capital levels grow while the third element implies 'ﬂ{éﬁa?ket forces influence
investments in physical capital, but non-market forces pred&@eﬁly influence investments in
human capital. Because the two types of capital comple one other, in a market economy, it
is non-market forces that ultimately decide whether economic production, physical capital, and
human capital grow’. Gary Backer in 19@&ri ed human capital as a physical means of
production which organizations invests@fough education, training, and health. Human capital
is referred to the educational at%ent, knowledge, experience, and skills of an employee’.
The importance of labour aivity underscores how a business can build its employees’
capacity by acquiri@gw edge, skills, and abilities towards optimization of its service
delivery”. Th %, this theory suggests that training and development of employees are
immens @n icial to both individuals involved and the corporate organisation in delivering its
core mandates to relevant stakeholders and customers. The human capital theory regards people
as assets, hence adequate and qualitative investment in workforce by organisations will generate

extraordinary returns in the long run to customers’ delight and for corporate sustainability. Also,
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upgrading worker knowledge, skill development, and training levels is necessary to maintain a to

maintain organisational competitive advantage and improving service delivery’®.

2.2.3 Systems Theory

Systems theory is an input-output system propounded by Ludwig von Bertalanffy..The systems
theory is highly applicable since it relates inputs to outputs through a process. %}min input
variables in the private university setting are material resources (textboo : \?ﬁ@ms, libraries,
school facilities and other non-human resources) and human resoPrcgganagers; the board of
trustees, governing council, chancellor, vice-chancellor, registra&%\sar, librarian, deans, heads
of departments, directors, lecturers, administrative Wo'r@%,) supervisors, support staff and
students) with the management and maintenance @&esources as an important additional
dimension. But for the purpose of this study W@y take just “human resource” as the “input”
while the productivity (service deliveryy, of=varying service providers within the university
D

The success of service deliv rklikely to be strongly influenced by the resources made

3

available to support tt;@

obvious that privaté%n ersities without good human asset but having good learning materials or

system.
nd the direct ways in which these resources are managed. It is

processes wﬂ%be able to offer effective and efficient services to their clients. Hence, human

resour%glmportant to attaining high level of customers’ satisfaction.
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23 Review of Empirical Studies

2.3.1 Workload and Service Delivery in the University System

A study on teachers’ workload and effective instructional delivery of business education courses
conducted in Rivers State universities””. The study examined the effect of lecturers’ workload on
instructional delivery to students and its resultant consequence on academic performa@: It also
found that lecturers overloaded with too many courses or sadd% ith  wider
roles/responsibilities seen delivering less than expectation which implies th ey must be given
few roles and responsibility to enable them deliver effectively a@?@nﬂy. The study also
observed a significant relationship between overloaded cou@and instructional delivery in
universities in Rivers state which shows that shows t % oaded courses on a lecturer makes
the instructional delivery to be poor compared to when"given few courses. It concluded that; the
increasing demand for education and the in@te number of teachers makes the few available
teachers to carry the excess workloa%%’ combining both administrative functions and the
academic aspect which makes Mork uneasy for them thereby resulting to poor planning,
stress, boredom and poor | Service delivery. The study recommended that government and
higher institutions sh@%p oy adequate number of qualified lecturers to improve the quality
of teaching pr e@nd universities should always review lecturers’ workload distribution on a
periodic ba&%t ensure equitable distribution of tasks and also help them to be more productive.
Simila@a research was conducted in Adekunle Ajasin University, Akungba-Akoko, Ondo
State, Nigeria on workload and lecturers’ job satisfaction’®. The findings of this study revealed

that lecturers found conducting research, processing of results, marking of examination scripts

and supervision of undergraduate projects most demanding and that lecturers’ job satisfaction
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was low in relations with the workload. Also, there is a significant relationship between marking
of examination scripts and lecturers’ job satisfaction, supervision of research work and lecturers’
job satisfaction and there is a significant relationship between number of courses allocated and
lecturers’ job satisfaction. The study therefore recommended that more lecturers should be
recruited particularly in faculties with high student population in order to redu’c&%xessive
workload, while the number of students to be allocated to lecturers for project s%%ision should
be reduced and the services of assistant lecturers should be employed to.asSist in the area of
marking of scripts and supervision of undergraduate projects. ¢ @W

There was another study on occupational stressors among nq(évéiemic staff in Ghana”. The
findings revealed that incidence of stress was pre al@mong non-academic staff due to
excessive workload, work scheduling ambiguity Q

I

financial pressure and demands from family. [t-also found that these job stressors do cause

methods ambiguity, marital problems,

anxiety for oneself, loss of concentratiqib;ﬁ'fhe job and poor performance by the examined non-
academic personnel. It was however found that, the university provides appropriate work

environment design for the @gﬂching staff coupled with the matching of their work to skills.

The study recommen@d)qlat universities should set up a more visible and proactive stress

N\

management pfegrain to bring stress awareness to its staff. More transparent work performance

criteria o@

scheduling ambiguities.

be set up for each job designation to deal with role conflicts, work overloads, and

2.3.2 Personnel Autonomy and Service Delivery in the University System
A research conducted on the challenge of academic freedom in the Nigerian university system
reviewed the extent at which universities in Nigeria enjoy freedom in the area of students’
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selection, staff appointment, teaching, research and learning content®®. It was observed that
attaining academic freedom has been very difficult as universities have been handicapped with
excessive regulations from the Joint Admissions and Matriculation Board (JAMB) and the
National Universities Commission (NUC). The paper recommended that, teaching, research and
other university functions should be independent of all political authority and ecofmf\@ power
for the institutions to adequately meet the needs of the society. . Qg)

Similarly, a study sought the perceptions of academic staff in higher ins“%ns on freedom to
decide what to teach. It was found that there are much interfereh@ﬁe academic works of
teaching staff with political meddling being the major threatélse qualitative study concluded
that there is lack of higher education policy regarding.ac 1c freedom to choose the content to
teach, and there is also no specific internal poh feguard academic freedom. It however
recommended the establishment of institu ona olicies and national laws to foster academic
freedom; promoting freedom of exprq%( beyond constitutional rhetoric; and allowing free
operation of higher education insNi)ns to enable effective service delivery in the system®!.
Also, here was a study o slace of academic freedom and educational accountability in
university goals attai@gin Nigeria®2. The study revealed that unpopular policies like quota
system of ad @n and catchment areas have frustrating effects on academic freedom.
Furthe or@it opined that the recipients of academic freedom must have a responsibility to
accouﬁ all elements associated with such freedom while it recommended non-interference of
government in university operations but the institutional authorities should put adequate
processes in place for supervision of its workforce to ensure accountability of their

responsibilities and improve goal attainment of the university system®2.
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In addition, a study on the effect of employee empowerment on service delivery in National
Water and Sewerage Corporation (NWSC), Kampala, Uganda was conducted to determining the
effect of employee autonomy on service delivery, the effect of staff involvement on service
delivery and the effect of psychological empowerment on service delivery. The study adopted
cross-sectional survey research design to draw responses from a wide spread of res:@ix ts and

on service delivery. It found that, employee autonomy significantly affects service delivery;

linear regression analysis was used to establish the significant effect of e‘rg z)apowerment
employee autonomy significantly affects service delivery and ﬁq&%?igniﬁcant effect that
psychological empowerment has on service delivery was re&é}y he study recommended that
employee should be given autonomy for certain task@s@vgets and be given allowed to work
towards achieving the preset goals®’.

Another correlational study examined the r@%\sﬁip between organizational climate (employee
autonomy, involvement and welfare) @l\ployees’ productivity in Ambrose Alli University,
Ekpoma, Edo State, South—Souwgeriag“. It found that there is a significant relationship
between job autonomy, job '%&\%ment, concern for employee welfare, organizational facilities
and employees’ ser@ejgelivery. It later recommended among others that the university
management s L@nsure that employees are given reasonable and commendable job autonomy
in their V@us units, consider their direct involvement in the process of decision making,
provi&lfare packages to employees while the state government should be effective in the

provision of modern and usable facilities for the discharge of staff duties which could enhance

their job productivity.
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2.3.3 Workplace Relationship and Service Delivery in the University System

Workplace relationship is the organizational social environment that deals with the relationship
between and among staff in a working environment. Staff service delivery would largely
deteriorate if employees are not satisfied with their workplace relationships or behaviour of
colleagues and superiors in the workplace. There were relatively no direct data GH\%rkplace
relationship in the university system but rather investigated as a broader cen@% workplace
environment. Hence, previous studies were reviewed in that direction.

A study investigated the relationship between work-place context %V?lriables and academic
staff service delivery in Southwestern Nigerian Umversmes @,study adopted the descriptive
survey research design. Two set of instrument “Workplace-Context Variables
Questionnaire” (WCRVQ) and ‘“Academic Staff ice Delivery Questionnaire” (ASSDQ)
were used for the study. The data collec@re analyzed using descriptive and inferential
statistics. The study showed signiﬁcan@onship between workplace-context related variables
(physical facilities, interpersona%)lonship, and nature of the job) and academic staff service
delivery. The study also ‘Aie'ﬁ that the level of academic staff service delivery in the
University system W%%erate. The extent of workplace context related variables was also
moderate. Bas @t)\%e findings, it was recommended that school management should maintain
good int r;@o al relationship and understand that every member of the University community
is impo@t and they should display respect for cultural values, diversity, freedom, democracy
and social justice. Also, Government should increase school funding in order to meet adequate

provision and maintenance of physical facilities®.
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Similarly, a research investigated workplace environment, motivation and service delivery of
librarians in Ambrose Alli University (AAU), Ekpoma, Edo State, Nigeria®. The research
adopted the descriptive survey research design, and interview method as the instrument for
collecting data. It found that the work environment at AAU Library is not serene and conducive,
and librarians are not excited about their work because they are not properly moﬁ@. Also,
overall service delivery of the librarians is low because their work environmen %t conducive
and improper systems of motivation are having a negative impact on their’service delivery. The
study recommended that work environments should be made cb@? and friendly so that
employees can be motivated to give their best for effex\%ﬁewice delivery and optimum
productivity. .®

Another study investigated the impact of Workﬁgnvironments on retention outcomes of
public universities in southern Nigeria®’. '@e}wdy adopted a cross-sectional and descriptive
approach to elicit information from @ademic staff that were randomly and purposively
selected. The use of a modified qbestionnaire (quantitative) was adopted. The findings revealed
that the issue of inadequa 'Hecay of infrastructural facilities had been a concern to the
universities examinec@ﬁ@ study. Most of the university workforce including professors, shared
offices that a (@)Mated, poorly ventilated and furnished with erratic power supply, over-
congest @s ooms. There were varying promotion criteria and a growing disparity in the ratio
between $taff and students showing high level of overstressed staff and poorly motivated. The
study later recommended the creation of enabling environment, adequate funding of tertiary
education, unbiased and objective promotion strategy, introduction of satisfactory motivational

packages and effective administration to curb human capital flight®’.

70



Also, a study examined the impact of employees’ workplace environment on employees’
performance. The results indicated that a positive work environment had the power to improve
employee performance. Similarly, it revealed that a positive work environment also improved the
employee commitment level and achievement-striving ability significantly. It also found that
both employee commitment and achievement-striving ability also improve'd\%ployee
performance. While in the case of mediation, it was observed that workplace%*onment did

D

activate employee commitment and employee achievement-striving “ability did improve
employee performance. )\‘%'3

The study therefore recommended that organizations shouk&@son the creation and provision
of a positive workplace environment at the workpla Q prove the task performance of the

employees. Similarly, a positive work enviro %1 at promotes the achievement-striving

a positive workplace environment®,

ability of the employees should be encoura@
In addition, a study investigated WOI‘% ditions and staff job commitment in Ogun State-
Owned Universities. This studwnmed if staff working condition is a correlate with job
commitment in Ogun-Ow ﬁiersities, Nigeria. The findings from the study indicated that
work conditions arerl%ated with job commitment among university workers. That is,
administrators make sure that staff members are provided with suitable working

circums n@ and a comfortable environment to increase their dedication to their employment,

which is projected to increase productivity and service delivery in universities®.

2.3.4 Training and Service Delivery in the University System
A study investigated the relationship between staff training and service delivery in universities

and found that well-trained staff members had a positive impact on the quality of service
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delivery. The authors recommend that universities invest in comprehensive training programs to
improve service delivery®. Similarly, a study on the effective service delivery in universities
posited that technology, customer engagement, and continuous improvement initiatives can
significantly improve service delivery in universities®!."Another study emphasized the
importance of staff development in improving service delivery in universities, the JLK found
that well-trained staff members were better equipped to handle complex issues %ﬁrovide high-
quality service to students®’. Furthermore, an author analyzed the emerging trends in service
delivery in universities, such as the use of artificial intelligence® )@%%maﬁon. The authors
found that these innovations can significantly improve 3%$my and accuracy in service
delivery®. In the same vein, a study explored the relati between organizational culture and
service delivery in universities. The authors fou %{

S

positively impact service delivery by fostet@g}supportive and inclusive environment for staff

members®?. (b‘%'

Furthermore, an author posited that)empowered workers (team) are likely to show positive

a positive organizational culture can

outcomes, have better pro Brovement, display high quality services, are more proactive,
are less resistant to lej%’ more satisfied with their jobs, and committed to the team and
organization®. @werment is especially important in organizations (such as university) where
people LIQW rk independently. For academic staff of Nigerian universities to effectively
perforﬁwir cardinal roles of teaching, research and community service as stated in National
Policy on Education, there is a need for them to be adequately empowered since organizational

success or failure and performance is a function of many factors among which is employees’

empowerment’>, Also, it was argued in a study that empowerment would help individuals to gain
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more control over their working environment, enhancing their contributions and taking
opportunities for personal growth and invariably, improved service delivery. It would also enable
workers to perform well in their roles, making them more independent and able, increasing their
confidence and willingness to be visible®. Similarly, in the word of an author, empowerment is a
drive towards the realization of the innate potentials found in an individual emplo&a@bus the
potentials found in an employee can be enhanced if empowered®’. The scholar f@%} opined that,
one of the three basic measures of employee’s empowerment is the ability to have access to
resources needed for a decent standard of living, ability to live a L{Qg‘%n?i healthy life and the
ability to be knowledgeable which can be achieved via t&@g as one of the indicators of

empowerment®’. &

Again, it was argued that most state owned uni\gsit s for instance appear to have challenge
with the empowerment and service delivery@-t)h\i\r academic staff, due to their poor funding and
deplorable state of facilities when ?&;%'ared with their counterparts in federally owned
universities, the author therefore&;‘igeﬁ that, many of the federal universities seem to be better
funded than their state cou t3. This development then seems to have led to a better service
delivery of the acadewic Staff in the federal universities®. Similarly, an author equally posited
that every or @on needs to adopt some kind of empowerment initiatives for at least part of
their work %ce in order to be successful in today’s business environment so as to be able to tap
the e@ees’ knowledge, ideas, energy, and creativity among others. The best organizations
accomplish this by empowering their employees to take initiative without prodding, serving the

collective interest of the organization without being micro managed; and act like the owners of

the organization®.
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Research has also shown that when people experience empowerment at work, positive outcomes
are likely to occur; they are likely to report less job strain, more job satisfaction and
organizational commitment!?’, The rate of turnover may also likely be low according to the
author. Recently, there have been a lot of talk these days about empowering employees
(universities academic staff inclusive), and there is an increasing evidence that emf)o\ ent is
directly linked to improved results!’!. Empowerment practices must thereforeqogémplemented
with the hope of building employee commitment, overcoming worker®s_dissatisfaction and
reducing absenteeism, turnover, poor quality work and sabotage'%@ B resultant effect of a
better service delivery on the parts of employees (academic K@sive)m.

An author however noted that, what empowers n@aployee may not function as an
empowering tool for the other. Therefore an orga&tl must identify and stipulate the various
mechanisms that could enhance employee’s ‘\r'formance. There are basically many ways
through which academic staff could b@powered in order to make them effective, efficient,
responsible and responsive to thé&gegs) of the university and the society at large. Some of these
include; job recognition, prQ 'o'ﬂ, given incentives, training, and job security among others!®.
This then suggests, @g to a scholar that, academic staff are the catalysts in any school
system (unive 't@ystem inclusive) and the level of encouragement and support they receive
from th 1@1&1 ement, government or other players in the process would progressively or
adver&ffect their service delivery or performance and subsequently the productivity of the

system!%

. The author argued further that, academic staff holds the key to the success of the
university system and all elements within the system are only useful to the extent by which the

academic staff breathes life into them because they are the lubricant or life wires of the system!®,
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Hence, their empowerment for better performance must not be handled with kids’ glove or
relegated to the background otherwise, the nation’s aspiration of using university education as a

tool for national development would ever remain a mirage.

2.3.5 Employee Recognition and Service Delivery in the University System

Employee recognition is a crucial aspect of workplace culture and has been sh&‘)%\to have a

Ng@ universities.

Recognizing and rewarding employees for their hard work and contr‘i%i% s has been found to

significant impact on service delivery in various organizations,

increase job satisfaction, motivation, and performance, which @um can lead to improved
service delivery. . '$%

A study investigated the effect of employee recogn@%service delivery in higher education
institutions. The authors found that employ@ho felt valued and appreciated through
recognition programs were more motivated ovide high-quality service to students and other
stakeholders'?. The study also show%%t employee recognition programs can improve morale
and job satisfaction, leading I.C; er turnover rates and increased retention of talented staff
members'%.Similarly, a&ggated the impact of employee recognition on customer
satisfaction in uni r&,ewice delivery. The author found that customers were more likely to
be satisfied W%Wice delivery when staff members were recognized for their efforts. He noted
that rn programs can create a positive work environment and encourage employees to
go above and beyond in their service delivery efforts!%. In another related study, the impact of
different forms of employee recognition on service delivery in universities was analyzed. It was
found that non-monetary forms of recognition, such as praise and recognition in front of others,
107'

were just as effective, if not more so, than monetary incentives in improving service delivery
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The authors concluded that recognition programs that focus on individual strengths and

107~ Another author

achievements are more likely to have a positive impact on service delivery
emphasized the importance of senior leadership in promoting employee recognition programs in
universities. The authors found that when senior leaders are actively involved in recognizing and
rewarding employees, it sends a clear message to staff members that their efforts ar'@ed and
appreciated'®®. The study also showed that senior leadership involvement %mprove the
perceived fairness and effectiveness of recognition programs, leading “to improved service
delivery'®. In another study investigated to determine the imp@gmployee recognition
programs on organizational culture and service delivery in &%&snies. The authors found that
organizations with strong recognition programs and @e organizational culture had higher
levels of employee satisfaction and engageme& ich translated into improved service
delivery'”. The study emphasized the ir@ce of creating a culture of recognition and
support, where employees feel Valued@notivated to deliver high-quality service. The study
concluded recognizing and rewarding)employees for their hard work and contributions have been
found to increase motivatio &rformance, leading to improved service delivery!'©,

Furthermore, a relate@% investigated the effect of employee recognition on service delivery
in higher ed t@ institutions. The authors found that employees who felt valued and
appreci e(@r gh recognition programs were more motivated to provide high-quality service
to students and other stakeholders. The study also showed that employee recognition programs
can improve morale and job satisfaction, leading to lower turnover rates and increased retention

of talented staff members!!'!. Similarly, a study investigated the impact of employee recognition

on customer satisfaction in university service delivery. The authors found that customers were
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more likely to be satisfied with service delivery when staff members were recognized for their
efforts. He noted that recognition programs can create a positive work environment and
encourage employees to go above and beyond in their service delivery efforts!!2.

Furthermore, a study had shown that both intrinsic and extrinsic motivators can be used to
predict outstanding organizational outcomes, especially in job performance and pr'o‘@ivitym.
Employee recognition plays a key role in enhancing relationships which are 1@%& to improve
performance in an organization. In order to achieve organizational strateégic goals, the human
resource managers should endeavour to provide motivation '@Rsms that can drive
employees’ potential to perform to optimum levels possiblé&%ually, individuals have the

Q

potential, skills and the required expertise to drive %@@ce to higher levels, but needs to be
triggered for this to be realized possibly th%h employee recognition!'*. Additionally,
employee recognition on the other hand hQ)-e}h given coverage as one of the mechanisms to
address the feelings and emotions of ployees, given that not all people get psyched to
work with just attractive basic%q&}les and allowances!'. It is indeed cited that employee
recognition contributes to b Qself—esteem among the employees which in turn leads to their
willingness and corr@tjgnt to exert extra effort in performing their assigned tasks in the

>

Employ es@e ception of equity and overall individual commitment to job performance

hospital.

increasesYwhen they are compensated commensurately with their contributions''®. In the
contemporary world, organizations have endeavoured to offer both short and long-term
compensation systems and policies so as to meet their overall goals, especially in attracting,

motivating and retaining both skilled and competent staff. This has however not yielded much
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especially based on the fact that they are irregularly reviewed!!”. In a similar manner, it was
found that some organizations were adopting a blend of a number of elements in their
compensation strategies. For example, the authors cited the move towards merit pay, incentives
and other benefits such as retirement, leave, holiday, rental and commuter allowances, away
from the traditional approaches to employee compensation as part and parcel of rec’g@ing and
A\

appreciating the role of employees in the organizational performance!'®. . Qg)
Recognition for a job well done or full appreciation for work done i‘s%ne\ among the top
motivators of employee performance!!”. The need to feel appreci’a@(?eeply ingrained in all
employees!!?. According to the author, performance recogr&i@&s a strong driver of employee
engagement, a key objective of high-performing com n@round the world. The author further
stated that as a result, performance recognition i@r es relationships between managers and
employees, increases levels of individu(zij‘x\'company—wide innovation, and encourages
employees to maximize their output Q@toductivity and that performance recognition when
provided appropriately; it goes a way toward encouraging employees to increase innovation
and customer service!!’. %"

Getting higher and hi@%omotion is the ultimate desire of each person working in any sort of
organizations' Qwas concluded in the study that there is positive relationship between
promoti n@ct ces and perceived performance of employee!?. In other word, if organizations
want &elerate performance of employees in the organization, fair promotional opportunities

should be given to employees!?. Another author agrees with the aforementioned submission and

posited that employees generally value their need for autonomy and authority, and that they
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prefer a job that would require increased responsibility and risk!?!. Therefore, promotion was
seen as a tool for providing an employee with an increased level of pay and status'*2.

The most successful managers provide their employees with frequent and effective recognition.
Further to this, it is important to provide a forum for this recognition so the employees can
receive the honor in front of their peers. This will help motivate others to strive to'a.&%we high

\

results so they too can be rewarded for quality work!?. Therefore, em 103% hould show
appreciation and give employees credit for their work. Various studi s'\ave shown that
recognition motivates employees to perform their work better. @Rg to a related study,
performance recognition is a strong driver of employee ex%ﬂnent a key objective of high-
performing companies around the world!'?*. The study: 'Elvnoted that as a result, performance
recognition improves relationships between ma ag@:&nd employees, increases levels of
individual and company-wide innovation, @j\courages employees to maximize their output
and productivity'?*. He equally a‘% that performance recognition when provided
appropriately; it goes a long way toward encouraging employees to increase innovation and
customer service and con “that provision of public recognition to employees causes a
statistically and econ@i?gy significant increase in performance!?,

The advancem: t@an employee from one job position to another job position that has a higher
salary r. %a igher level job title, and, often, more and higher level job responsibilities, is
called a prfomotion. Getting higher and higher promotion is the ultimate desire of each person
working in any sort of organizations'?. These were described as the chances for advancement to
higher hierarchy in an organization. It was concluded that there is positive relationship between

promotion practices and perceived performance of employee. If organizations want to accelerate
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performance of employees in the organization, fair promotional opportunities should be given to
employees!?6. It was agreed that employees generally value the need for autonomy and authority,
and that they prefer a job that would require increased responsibility and risk and sees
promotions as providing an employee with an increase in pay and improved status'?’. Sometimes
a promotion results in an employee taking on responsibility for managing or oversee’ig@he work
of other employees. Decision-making authority tends to rise with a promotion a%‘l. An author
similarly viewed promotion as desirable by employees because of the impact it has on pay,
authority, responsibility, and the ability to influence broader orgaﬂi@a? decision making. By
getting to higher positions they could have more chances to m@ss and develop their capability
which will, in turn, give them more motivation to p%@ ter. Promotions can be used as one
kind of compensations to motivate employeesm\%

2.3.6 Job Security and Service Delive& \eUniversity System

The relationship between job securi@ﬂ service delivery has been widely studied in various

0\

industries and sectors, with gro ing body of evidence suggesting that job security is a
significant factor affec:'né%i delivery. For instance a study have found that employees who

have greater job seqr‘ tend to provide better quality service to customers, as they feel more
motivated a\ﬂ%aged in their work. While on the other hand, employees with low job security
may b@ likely to engage in behaviors that negatively impact service delivery, such as
absenteeism, low morale, and high turnover!?®. This highlights the importance of providing
employees with adequate job security in order to improve service delivery and customer
satisfaction. Another study found that job security may have a negative effect on service delivery

in certain contexts, such as when employees feel that their job security is threatened due to
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organizational changes or external economic factors. In addition, the effects of job security on
service delivery may vary depending on the type of service provided and the characteristics of
the employees. For example, some studies have found that job security is more important for
service employees in customer-facing roles, such as customer service representatives, compared
to employees in other types of roles. ‘ &

Moreover, it was found in a study that job security was positively associated.w@ employee
well-being and engagement, which in turn were positively associated with\service quality. This
suggests that organizations can play a crucial role in facilitating hi ‘%l.i%y service delivery by

providing employees with adequate job security and support @hat job security play a crucial

role in facilitating high-quality service delivery. Q@
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24 Conceptual Model

Figure 2.1:
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The conceptual model presented in figure 2.1 shows the interrelationship and interdependence

amongheniployees’ psychosocial factors, institutional empowerment and service delivery in

private universities. The model shows combined and relative influence of psychosocial factors

(workload, personnel autonomy, workplace relationship) and institutional empowerment

(training, employee recognition, job security) on service delivery of private universities.



Similarly, the model shows that school type can also influence service delivery, employees’

psychosocial factors and institutional empowerment.

2.5 Summary of Gaps in Literature Reviewed

This section reviewed several studies which are related to the study, it gave concep‘tual meaning
of variables in the study ranging from service, service delivery, academic servic@ery vis a
vis; teaching, research, community service. Also, non-academic service . %y consisting
customer relations, work habits and employee competence as W.ell e,;%lployee psychosocial
factors including workload, personnel autonomy, workplac&é}}onship and institutional
empowerment which involves training, employee recogniﬁ@n job security were reviewed.
Moreover, the literature was domiciled within the }@ apital theory, social exchange theory
and a two way dimensional systems theory.* @uman capital theory gave insight into the
resourcefulness, usefulness and value plased dm’employees as assets to the universities as against
the fast depleting resource narrat'%@workforce while the exchange theory placed emphasis

0\

on the dimension of human ir&ract'on, interrelationships or working atmosphere that subsists in
the university system@%petus to influencing employees’ service delivery. The modified
t d1

two way input-outpu

Q

factors and 1 tional empowerment strategies serve as input resources of producing a

mension of the systems theory exemplified how the psychological

qualitput in form of effective and efficient service delivery to the satisfaction of varying
stakeholders and service recipients of the private universities.

Empirical studies reviewed include workload and service delivery, personnel autonomy and
service delivery, workplace relationship and service delivery, training and service delivery and

employee recognition and service delivery in the university system.
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This chapter presents the strategies and procedures used to accomplish the aim and objectives of
the study. The chapter was presented in the accompanying subheadings: research design,
population of the study, sample and sampling techniques, instrument for data collection, validity
and reliability of the instrument, method of data collection, and methods of data analysis.

3.1  Research Design éib

This study adopted a descriptive research design. This research design strate oys the most
common method of gathering information from a representative p.ogu\%qq in order to deliver a
result that can be applied to the entire population. &%\

Moreover, since all members of staff in all private unive'r@@n Southwest, Nigeria cannot be
reached because of the huge population, the stud%%rried out using staff from selected

private universities in the Southwestern statfi @geria with the aim of acquiring an outcome

that could be summed up to the whole po%? i

P

3.2  Population of the Study

The population of the studQ‘ 18ts 8,111 personnel (academic and non-academic staff) of 37
X

oS

private universities 6) Southwestern states of Nigeria'. The statistics was presented in

i
the Table 3.1 6\'

QQ

Table 3.1: Population of the Study; 8,111 Private Universities’ Personnel in Southwest,
Nigeria
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S/N  University

*19

20
21
22
23

24

25
26
27
28

Babcock University

Covenant University
Redeemers University
Crawford University

Crescent University

McPherson University
Mountain Top University
Joseph Ayo Babalola University
Kings University

Bowen University

Fountain University

Wesley University of Science &
Tech.

Augustine University
Anchor University

Ajayi Crowther University
Dominican University

Precious Cornerstone University\)
Dominion University *

Lead City Universit
N

KolaDaisi (%%ty
Atib‘%@si y

Cale versity
Pan-Atlantic University

EKO University of Medical and
Health Sciences

Southwestern University
James Hope University
Achievers University
Elizade University

Classification

Faith Based
Faith Based

Faith Based

Faith Based

Faith Based

Faith Based
Faith Based
Faith Based
Faith Based
Faith Based
Faith Based

Faith Bﬁ%

F aitl@d
F sed

Based

aith Based
Faith Based
Faith Based

Secular

Secular
Secular
Secular
Secular

Secular

Secular
Secular
Secular
Secular

98

State

Ogun
Ogun

Ogun
Ogun

Ogun

Ogun
Ogun
Osun

8.3;%@

Ondo

Lagos
Lagos
Oyo
Oyo
Oyo
Oyo

Oyo

Oyo
Oyo
Lagos
Lagos

Lagos

Lagos
Lagos
Ondo
Ondo

Year
Est.

1999
2002

2005

2005

201

égﬁv

'3

&1015

2001
2007

2007

2015
2016
2005
2016
2017
2019

2005

2016
2017
2007
2002

2017

2012
2021
2007
2012

Non
Academic
Staff
151

196

32

51
77
97
33
136
12

22
35
78
24
26
16

392

97
42

719
05

50
32

QP

A\
2005 ‘%.%

Academic
Staff

560

467

153

82

94
69
238
204

84
417
76

173

119
223
70
46
47

338

98
64

150
30

133
157



29
30
31
32
33

34

35

36

37

Afe babalola University Secular Ekiti 2009 254 509

Oduduwa University Secular Osun 2009 - -
Adeleke University Secular Osun 2011 81 157
Westland University Secular Osun 2019 - -
Hallmark University Secular Ogun 2015 61 77
Chrisland University Secular Ogun 2015 3 93
Christopher University Secular Ogun 2015 & 75
Bells University of Technology Secular Ogun 2005 %

é ‘\QO 38 205
Trinity University, Laloko Secular Ogun 2019 4 7

Total . ‘\\ " 2896 5215
Source! Q&

33 Sample and Sampling Technique Q

Multi-stage sampling procedure was used .® sample for this study. Firstly, the entire

population was stratified into 6 Strata of thwestern states namely; Ekiti, Lagos, Ogun, Ondo,

Osun and Oyo. \)Q%

Secondly, the universities m%oh strata was totally enumerated into faith-based and secular
rsiti

dimensions across pri@;@%

es in Southwest Nigeria.

Thirdly, inclu io%md exclusion conditions was adopted whereby southwestern private
of E

universitiesQ inimum of ten years old and states having both secular and faith-based private
unive were randomly considered for fair inclusiveness. However, universities without
complete data of academic and non-academic staff were expunged. Hence, Wesley University of

Science & Technology and Oduduwa University were removed. Also, the oldest one faith based

and one secular university was picked from each state on simple random basis.
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Furthermore, Slovin's equation; n = N/(1+Ne2), where n is the sample size, N is the population
size, and e is the degree of freedom (0.05) was used to decide sample size in every one of the
selected schools?. Then, the number of academic staff and non-academic staff to sample in each
school was proportionate to population size. This gave an aggregate of one thousand, four

hundred and thirty four (1,434) respondents sampled for the study. This process was nted in

table 3.2. ‘%.\Q%)

Table 3.2: List of Sampled Schools, Number of Staff and NqueK ampled Staff

P % No. of Staff Sample
Year No. of No. of
State  Est. Sampled Universities Category NAS AS NAS AS Total
Faith
Ogun 1999  Crescent University Based 30 94 28 76 104
Bells University of
2005 Technology Secular 38 205 34 136 170
Faith
Osun 2001 Bowen University Based 136 417 102 204 306
2011  Adeleke University Secular 81 157 67 113 180
Ajayi Crowther Faith
Oyo 2005  University Based 78 223 65 143 208
2005 Lead City University Secular 392 338 198 183 381
t Total 755 1,434 494 855 1349

Q NAS — Non Academic Staff

AS — Academic Staff

Source!
Moreover, all the Human Resources Heads of the sampled private universities will be involved

in the study using intact sampling technique through key informant interview.
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34 Description of Research Instruments

The research instruments used for this study were two self-designed four likert scale
questionnaires and key informant interview schedule. The questionnaires are titled “Lecturer
Questionnaire (LQ) and Administrator Questionnaire (AQ)”. Each of the questionnaires was
in four sections ‘A’ ‘B’, ‘C’ and ‘D’. Section A comprises items which séa@ersonal
information about the participants. Section B comprises items structured (Qgi}s dependent
variable; service delivery (academic and non-academic) while sections C comprise items
on psychosocial factors (workload, personnel autonomy, W@pe relationship) and
institutional empowerment strategies (training, employee recoghitien, job security).

The four likert scale ratings used was Always (AL) — p@&, Often (O) — 3points, Rarely (R) —
2points and Never (N) — Ipoint.

The key informant interview comprises @\tructured questions on status of employees’

psychosocial factors and institutional @erment in relation to overall service delivery in the

sampled private universities. \;c
.\

3.5  Validity of th@ Instruments

Experts in the ﬁeh\cg easurement and Evaluation in the Faculty of Education, Lead City
University, ﬁ)% as well as the researcher’s supervisor examined the face and content validity
of the@%ents by vetting the items structuring, adequacy and content. Their pieces of advice

and constructive suggestions were very useful in the production of the final draft of the

instruments.
3.6  Reliability of the Research Instruments
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An instrument is reliable if it consistently measures what it is designed to measure at different
times under the same circumstances or prevailing conditions. The reliability of the instruments
were determined by conducting a pilot study through administration of sample questionnaire to a
group of 50 academic and 50 non-academic staff in Afe Babalola university, Ekiti State which is
not part of the sampled universities. Result was analyzed and cronbach’s alpha cf)e@ient r=
0.83 was obtained. Based on this score, the instrument was adjudged to be re].ial@\é%&
S
. %
The researcher administered the instruments with the help of sb&ﬁghed research assistants who

3.7 Method of Data Collection

are employees in the sampled universities. This was doh@%sure that the instruments were

attended to by the actual respondents and to re@sing data or data mortality to the

minimum and the effect was evident with th@[@%te of 97%.

3.8 Method of Data Analysis %’
>
The biographical information we participants was presented with tables and simple
percentages, while respons fié items in the research instruments were scored and coded by
the researcher to ens@QectneSS. Also, the data collected were analysed using frequency and
percentages a @e research questions, inferential statistics of Multiple Regression analysis
was use th:s hypotheses 1 and 2 while t-test was used to test hypotheses 3. All results were
presentedin tables and graphs.
Endnotes

I-National Universities Commission, Statistical Digest. Accessed Online on 25" November,
2022: https://www.nuc.edu.ng/

2.J.], Tejada & J. R. B, Punzalan, On the Misuse of Slovin’s Formular. The Philippine
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Chapter Four

Results and Discussion of Findings
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The analysis and interpretation as well as discussion of findings based on data collected from the
field through the administration of research instruments were presented in this chapter. The data
were analyzed using descriptive and inferential statistics at 0.05 level of significance. This

chapter was presented in the following subsections:

4.1 Presentation of Results on Demographic Information of Respondents @»&ib

4.2 Presentation of Results on Research Questions ‘%‘\QO

S
. Q@
A

Table 4.1 Gender Distribution of Non-Academics

43 Test of Hypotheses

4.4  Discussion of Findings

Gender Frequency Percent
Male 242 52.2
Female 222 47.8
Total 464 100.0

N O‘
Source, Field survey 2023 \g)

Table 4.1 presents the 6@ Ristribution among non-academic staff members in private
universities in 80)1{' est Nigeria. The table provides information on the frequency and
percentage o d female employees. The data in Table 4.1 shows that out of a total of 464
non-a(@@ staff members surveyed, 242 (52.2%) were male, while 222 (47.8%) were female.

This indicates that there is a slightly higher representation of male employees compared to

female employees among non-academic staff in private universities in Southwest Nigeria.

However, the higher representation of male employees (non-academics) suggests a gender
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imbalance within the non-academic staff in private universities in Southwest Nigeria. This could

raise concerns about gender equality and opportunities for women in these institutions.

Table 4.2 Age Distribution of Non-Academics

Age Distribution Frequency Percent
Less than 30 years 112 24.1
31-40 years 164 35.3
31-50 years 153 33.0
51 years Above 35 7.5
Total 464 100.0
Source, Field survey 2023 ﬁ T

Table 4.2 presents the age distribution of non-academic staff me%)%ﬁ%}arivate universities in
Southwest Nigeria. The data reveals the frequency and pqrcﬂ@'of employees in different age
groups. Among the surveyed non-academic staff me@he age distribution varied as follows:
24.1% of employees were less than 30 yearsp@ﬁ% were in the age range of 31-40 years,
33.0% fell within the 41-50 years age, bracket, and 7.5% were 51 years and above. These
findings indicate that the largest pro%@of non-academic staff members belonged to the age
group of 31-40 years, followed by the¢ 41-50 years age group. Comparatively, the age groups of
less than 30 years and 51 6@:& above had smaller representation.With a larger proportion of
non-academic staf] Qﬁbers in the 31-40 years and 41-50 years age groups, it becomes
important f 'Qe universities in Southwest Nigeria to consider strategies for knowledge
transft %er progression, and succession planning to ensure continuity and effective

transitions as older employees retire or move into different roles.

Table 4.3  Years of Working Experience of Non-Academics

Working Experience Frequency Percent
Less than 10 years 246 53.0
11-20 years 159 343
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21-30 years 44 9.5

Above 30 years 15 3.2

Total 464 100.0
Source, Field survey 2023

Table 4.3 displays the distribution of years of working experience among non-academic staff
members in private universities located in Southwest Nigeria. The table presents thecfiequency
and percentage of employees in different experience categories. The data in &.3 reveals
that out of the total 464 non-academic staff members surveyed, their year@kmg experience
can be categorized as follows: Less than 10 years: A substantial po%o? the staff, comprising

246 individuals, accounts for 53.0% of the total.11-20 years: %@cond—largest group consists

of 159 employees, representing 34.3% of the total.ZI—iO &s: A smaller proportion of the staff,

consisting of 44 individuals, makes up 9.5% of %
1

°
most extensive experience comprises onlyq'j%p

findings suggest that the majority of r@academic staff members in private universities in

. Above 30 years: The group with the

yees, making up 3.2% of the total. These

Southwest Nigeria have less th@ears of working experience. The second-largest group
consists of employees with Yiears of experience, while relatively fewer employees have 21-
30 years or more th@e rs of experience. The majority of non-academic staff members

(53.0%) have és@e 10 years of working experience, indicating a relatively young workforce.

This sugg at private universities in Southwest Nigeria have been hiring a significant

numb&mployees in recent years.

Table 4.4 Average Number of People Non-Academic attends to Per Day
Average Number of people
Non-Academic Frequency Percent
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Below 10 people 21 4.5

11-20 people 33 7.1
21-30 people 88 19.0
31-50 people 187 40.3
Above 50 people 135 29.1
Total 464 100.0

Source, Field survey 2023

Table 4.4 presents the average number of people that non-academic staff membe%%‘&l to per

day in private universities in Southwest Nigeria. The table includes th%%b@@‘:y and valid

percentage of staff members based on the number of people they inte£§t with. According to the
'3

data in Table 4.4, the distribution of non-academic staff member@‘}éd on the average number

of people they attend to per day is as follows: Below 10 peop&z;l&staff members, accounting for
4.5% of the total.11-20 people: 33 staff members, J@é%ting 7.1% of the total.21-30 people:
88 staff members, comprising 19.0% of the mukﬁ%\.x—SO people: 187 staff members, making up
40.3% of the total. Above 50 people: 13§ s \embers, constituting 29.1% of the total. These
findings indicate that the majority of cademic staff members attend to a significant number
of people per day, with 40.3°ooxgtaff members attending to 31-50 people. Additionally, a
considerable portion, 9.@2@ to above 50 people per day. A smaller percentage of staff
members attend t(gid\i)han 10 people or between 11-20 people per day.

The distribution,of staff members based on the average number of people they attend to per day
reﬂects@workload and responsibilities of non-academic staff. A significant proportion of staff

members (40.3%) attends to a moderate range of 31-50 people per day, indicating a considerable

workload and interaction with students, faculty, and other individuals.

Table 4.5 How Often Non-Academic get Promotion from their Universities
Promotion Frequency Percent
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Every 3 years 205 44.2

Every 5 years 48 10.3
Every 7 years 12 2.6

Not Specific 199 42.9
Total 464 100.0

Source, Field survey 2023

Table 4.5 presents the frequency and percentage of non-academic staff member private
universities in Southwest Nigeria regarding the frequency of promotions they 1 &from their
respective universities. Based on the data in Table 4.5, the distribution‘%&l—academic staff
members with respect to the frequency of promotions is as follows: "B years: A significant

portion of staff members, amounting to 205 individuals, repr%¢%44.2% of the total. Every 5

N

years: A smaller proportion of staff members, compri ir}% individuals, accounts for 10.3% of

the total. Every 7 years: A mere 12 indi\dd% resenting 2.6% of the total, receive
I

promotions every 7 years. Not specific: AQOH&Q

individuals, make up 42.9% of the total '@kating that the promotion frequency is not explicitly

o

specified. These findings sugges%&signiﬁcant percentage of non-academic staff members in

le number of staff members, totaling 199

private universities in Sout}@Nigeria receive promotions every 3 years, which accounts for
44.2% of the total. Addittenally,

smaller proportions receive promotions every 5 years (10.3%)
or every 7 yeag ( ). A substantial number of staff members (42.9%) do not have a specified

promotion figquency.

The distr; Eution of non-academic staff members based on the frequency of promotions suggests
variations in promotion policies and practices within private universities. The majority of non-
academic staff members (44.2%) receive promotions every 3 years, indicating a relatively

frequent promotion cycle. However, a significant number of staff members (42.9%) do not have
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a specified promotion frequency, which may imply a lack of clear and consistent promotion

policies.

Table 4.6 Gender of Academic Staff

Gender of Academic Staff Frequency Percent
Male 511 60.3
Female 336 39.7
Total 847 100.0

Source, Field survey 2023 . ‘\Q“?) i

Table 4.6 provides information on the gender distribution among academic staff in private
universities in Southwest Nigeria. The table presents the frequen:%)\éid Zrcentage of male and
female academic staff members. According to the data %@e 4.6, out of a total of 847
academic staff members surveyed: Male: 511 staff @%}, accounting for 60.3% of the total.
Female: 336 staff members, representing 39.7% e total. These findings indicate that there is
a higher representation of male academgscgf)\members compared to female staff members in

private universities in Southwest Nig@

The data indicates a gender i alence in the representation of academic staff members, with a
higher percentage of @Qﬁf (60.3%) compared to female staff (39.7%). This suggests that
there is underrepr@;ation of women in academic roles within private universities in Southwest
Nigeria. The gender imbalance among academic staff members can impact the diversity of
perspe% within private universities. Having a balanced representation of both genders
contributes to a more inclusive and comprehensive academic environment, fostering creativity,
innovation, and a broader range of research interests. This highlights the need for concerted
efforts to address the gender imbalance and promote gender equality in academia. Creating an

inclusive and supportive environment that encourages the participation and advancement of
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female academics is essential for fostering diversity, innovation, and excellence in higher

education institutions.

Table 4.7 Age Distribution of Academic Staff

Age Distribution of Academic

Staff Frequency Percent
Less than 30 years 56 6.6
31-40 years 192 22.7
41-50 years 396 46.8
Above 50 years 203 24.0
Total 847 100.0
Source, Field survey 2023 ‘%“ 7
>

Table 4.7 displays the age distribution among academic staff @C&rs in private universities in
Southwest Nigeria. The table provides information on '&?@requency and percentage of staff
members in different age groups. Based on the data able 4.7, out of the total 847 academic
staff members surveyed, the age distributio S ;éﬁ) ows: Less than 30 years: 56 staff members,
accounting for 6.6% of the total.31-40 rs: 192 staff members, representing 22.7% of the
total.41-50 years: 396 staff mem%%)mprising 46.8% of the total. Above 50 years: 203 staff
members, making up 24.0% Q%&,total. These findings reveal that the majority of academic staff
members in private l@r)@%s in Southwest Nigeria fall within the age range of 41-50 years,
followed by t oup of above 50 years. Comparatively, the age groups of less than 30
=

years and 31-40yyears have smaller representation.

The high;r representation of staff members in the age groups of 41-50 years and above 50 years
suggests that private universities benefit from the experience and expertise of senior academics.
These staff members bring years of knowledge, research experience, and teaching proficiency to

the institutions. However, the significant representation of staff members in the age group of 41-
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50 years highlights the importance of succession planning. As these individuals approach
retirement age, it becomes crucial for private universities in Southwest Nigeria to identify and
develop the next generation of academics to ensure continuity and a smooth transition of
knowledge and leadership. On the other hand, the lower representation of staff members in the
age groups of less than 30 years (6.6%) and 31-40 years (22.7%) may suggest E@ges in
recruiting and retaining younger academics. Institutions may need to focus Q%&tracting and

nurturing talent in these age groups to ensure a balanced representation aeross different career
[ ) '3
stages. @
A

Table 4.8  Years of Lecturing Experience

Years of Lecturing Experience Frequency Percent
Less than 10 years 248 293
11-20 years 466 55.0
21-30 years 112 13.2
Above 30 years 21 2.5
Total 847 100.0

Source, Field survey 2023 Qv
P

Table 4.8 presents the distribuwof years of lecturing experience among academic staff
members in private univ&% ?n Southwest Nigeria. The table provides the frequency and
percentage of stafo@erS in different experience categories. According to the data in Table
4.8, out of ‘%&1 847 academic staff members surveyed, the distribution of lecturing
experi @as follows: Less than 10 years: 248 staff members, accounting for 29.3% of the
total.11-20 years: 466 staff members, representing 55.0% of the total.21-30 years: 112 staff
members, comprising 13.2% of the total. Above 30 years: 21 staff members, making up 2.5% of

the total. These findings indicate that the majority of academic staff members in private

universities in Southwest Nigeria have 11-20 years of lecturing experience, which accounts for
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55.0% of the total. Additionally, a substantial proportion of staff members have less than 10
years of experience (29.3%), while a smaller percentage has 21-30 years (13.2%) or above 30

years (2.5%) of lecturing experience.

Table 4.9  Status of Academic Staff Respondents

Status of Academic Staff Frequency Percent

Assistant Lecturer 52 6.1

Lecturer II 90 10.6
Lecturer I 190 22.4
Senior Lecturer 286 33.7
Associate Professor/Reader 123 14.5
Professor 106 12.5
Total 847 100.0

Source, Field survey 2023 %‘\V

&
Table 4.9 presents the distribution of the statusgo ~@mmic staff respondents in private
universities in Southwest Nigeria. The tahle,@vides information on the frequency and
percentage of staff members in different taQ;)}egories. Based on the updated data in Table 4.9,
out of the total 847 academic staff m%b(s surveyed, the distribution of academic staff status is
as follows: Assistant Lecturer: SM members, accounting for 6.1% of the total. Lecturer II: 90
staff members, representi@ ?of the total. Lecturer I: 190 staff members, comprising 22.4%
of the total. Senior,\Ldgmker: 286 staff members, accounting for 33.7% of the total. Associate
Professor/Re%QB staff members, representing 14.5% of the total. Professor: 106 staff
memb prising 12.5% of the total. These findings indicate that the academic staff in
private universities in Southwest Nigeria have diverse statuses. The largest group is the Senior
Lecturers, accounting for 33.7% of the total. The other significant groups are Lecturer I (22.4%),

Associate Professors/Readers (14.5%), and Lecturer II (10.6%). The remaining staff members

are distributed across the status categories of Assistant Lecturer (6.1%) and Professors (12.5%).

112



Table 4.10 Average Number of Courses Taught by Academic Staff Per Semester
Average Number of Courses

Taught Frequency Percent

Valid Below 5 courses 448 52.9
6-10 courses 315 37.2
11-15 courses 70 8.3
16-20 courses 7 0.8
Above 20 courses 7 0.8
Total 847 100.0

Source, Field survey 2023 . :%\

Table 4.10 presents the distribution of the average number of courses taught by academic staff
per semester in private universities in Southwest Nigeria. The tab%ép%(?es information on the
frequency and percentage of staff members in different cqur&@ categories. Based on the data
in Table 4.10, out of the total 847 academic staff \s surveyed, the distribution of the
average number of courses taught per semest is as follows: Below 5 courses: 448 staff
members, accounting for 52.9% of the total.@%ourses: 315 staff members, representing 37.2%
of the total.11-15 courses: 70 staff me , comprising 8.3% of the total.16-20 courses: 7 staff
members, accounting for 0.8% M total. Above 20 courses: 7 staff members, representing
0.8% of the total. These ﬁn@) ;Pldicate that the majority of academic staff members in private
universities in South\stNigeria teach below 5 courses per semester, accounting for 52.9% of
the total. Additi Qly, a significant proportion of staff members teach in the range of 6-10
course ’@)), while smaller percentages teach 11-15 courses (8.3%), 16-20 courses (0.8%), or

above 20 courses (0.8%).

Table 4.11 Average Number of Students Academic Staff Teaches Per course

Average Number of Students Frequency Percent
Below 5 students 96 11.3
6-10 students 120 14.2
11-20 Students 316 37.3
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21-40 Students 175 20.7
Above 40 Students 140 16.5

Total 847 100.0

Source, Field survey 2023

Table 4.11 presents the distribution of the average number of students taught by academic staff
per course in private universities in Southwest Nigeria. The table provides informz& on the
frequency and percentage of staff members in different student load categori &sed on the
data in Table 4.11, out of the total 847 academic staff members surveyeé';@lépribution of the
average number of students taught per course is as follows: Below @e'ﬁts: 96 staff members,
accounting for 11.3% of the total.6-10 students: 120 staff me@%, representing 14.2% of the
total.11-20 students: 316 staff members, comprising 37.@!@ total.21-40 students: 175 staff
members, accounting for 20.7% of the total. Above@:dents: 140 staff members, representing
16.5% of the total. These findings indicate t@)&tribution of the average number of students
taught per course by academic staff i“g@wate universities in Southwest Nigeria varies. The
highest proportion of staff mem@S%) teaches in the range of 11-20 students per course.

Additionally, there are sta etmbers who teach below 5 students (11.3%), 6-10 students

(14.2%), 21-40 stude@ 0), or above 40 students (16.5%) per course.

N
QQ%Q

Table 4.12 Level of Students Taught by Academic Staff in a Semester

Level of Students Taught in a
Semester Frequency Percent

100 Level &0 94
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200 Level 104 12.3

300 Level 112 13.2
400 Level and Above 64 7.6
Mlxeq (Postgraduate 487 575
Inclusive)

Total 847 100.0

Source, Field survey 2023

Table 4.12 presents the distribution of the level of students taught by acaden&ff in a

semester in private universities in Southwest Nigeria. The table prov1d§ a@@atlon on the

'3

frequency and percentage of staff members teaching students at dif%lt vels. Based on the
, the distribution of the

data in Table 4.12, out of the total 847 academic staff members s@‘&
level of students taught in a semester is as follows: 100 Le@%@ staff members, accounting for
9.4% of the total.200 Level: 104 staff members, re@g 12.3% of the total.300 Level: 112
staff members, comprising 13.2% of the tot@o Level and Above: 64 staff members,
accounting for 7.6% of the total. 'xQJPostgraduate Inclusive): 487 staff members,
representing 57.5% of the total T indings indicate that the majority of academic staff
members in private universities in uthwest Nigeria teach a mixed level of students, including

% for 57.5% of the total. Additionally, there are staff members

postgraduate students, ac

who primarily teac gdé ts at the 100 Level (9.4%), 200 Level (12.3%), 300 Level (13.2%), or

400 Level ar%x (7.6%) in a semester.

Table 4.13 Number of International Publication of Academic Staff

Number of International
Publication Frequency Percent
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Below 10 publications 320 37.8

11-20 publications 401 473
21-30 publications 84 9.9
Above 30 publications 42 5.0
Total 847 100.0

Source, Field survey 2023

Table 4.13 presents the distribution of the number of international publications by aez{@ic staff
in private universities in Southwest Nigeria. The table provides information on quency and
percentage of staff members based on their publication records. Based Oﬁ%}[a in Table 4.13,
out of the total 847 academic staff members surveyed, the d-is‘\l((‘&sign of the number of
international publications is as follows: Below 10 publicatio%&% staff members, accounting
for 37.8% of the total.11-20 publications: 401 staff m. m@,representing 47.3% of the total.21-
30 publications: 84 staff members, comprising 9.9‘V®6 total. Above 30 publications: 42 staff
o

members, accounting for 5.0% of the total. @

staff members in private universities in ‘%‘ west Nigeria have published below 10 international

ings indicate that the majority of academic

publications, which accounts for%%of the total. Additionally, a significant proportion of staff
members have published 1 —Sx%iﬁ)ternational publications (47.3%), while a smaller percentage

have published 21-30(pubhieations (9.9%) or above 30 publications (5.0%).
« (“\\I

Table 4.14 Number of Local Publications

Number of Local Publications Frequency Percent
Below 10 publications 560 66.1
11-20 publications 231 27.3
21-30 publications 56 6.6
Total 847 100.0

Source, Field survey 2023

Table 4.14 presents the distribution of the number of local publications by academic staff in

private universities in Southwest Nigeria. The table provides information on the frequency and
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percentage of staff members based on their publication records. Based on the data in Table 4.14,
out of the total 847 academic staff members surveyed, the distribution of the number of local
publications is as follows: Below 10 publications: 560 staff members, accounting for 66.1% of
the total.11-20 publications: 231 staff members, representing 27.3% of the total.21-30

publications: 56 staff members, comprising 6.6% of the total. These findings indf@hat the

@%& published

majority of academic staff members in private universities in Southwest N Eer
n

i
below 10 local publications, which accounts for 66.1% of the total. Additionally, a significant
proportion of staff members have published 11-20 local publicaﬂ@ib%), while a smaller

percentage have published 21-30 publications (6.6%). Qé

PEINe N
Table 4.15 How often Employee gets Promotion in your University
Promotion Frequency Percent
Every 3 years 432 51.0
Every 5 years 100 11.8
Not Specific 315 37.2
Total 847 100.0

Source, Field survey 2023 QLO‘

Table 4.15 presents informatio%oq the frequency of promotions received by employees in your
university. The tabl@&%s the frequency and percentage of employees based on their
promotion freque ased on the data in Table 4.15, out of the total 847 employees surveyed,
the distribué% promotion frequency is as follows: Every 3 years: 432 employees, accounting
for S@Of the total. Every 5 years: 100 employees, representing 11.8% of the total. Not
specific: 315 employees, comprising 37.2% of the total. These findings indicate that a significant
proportion of employees in your university receive promotions every 3 years, accounting for
51.0% of the total. A smaller percentage of employees receive promotions every 5 years (11.8%),

while a considerable number of employees do not have a specified promotion frequency (37.2%).
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4.2  Analysis of Research Questions

Research Question One: What is the level of academic service delivery (teaching, research,

community service) in private universities in Southwest, Nigeria?

Table 4.16  Level of Service Delivery (Teaching, Research, Community Service) of
Academic Staff in Private Universities in Southwest, Nigeria

S/N  How often do you; OR Do you; Always Often  Rarely Never x  Std
@ (©)] 2) 1)

1. Make use of relevant instructional 304 487 56 00 3.29 0.583
materials during your
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classes/lectures for students’ active (35.9%) (57.9%) (6.6%)
learning
Finish every course syllabus with 518 322 07 00 3.60 0.506
students before semester
examinations (61.2%) (38.0%) (0.8%)
Make yourself available to students 581 266 00 00 3.69 0.464
for resolution of their academic
challenges (68.6%) (31.4%)
Supervise students research works 630 196 21 ’%S 0.502
to ensure quality @
(74.4%) (23.1%) (2.5%) \:G \

Work with students to identify 553 273 0.532
societal problems and conduct . . 4%'3
research to proffer solutions (65.3%) (32.2%) (2@
Engage host community dwellers of 224 392 @'@ 2.98 0.750
your university on issues needing .
professional advice and other (26.4%) (‘t&)" (26.4%) (0.8%)
support
Participate in enlightenment @3@ 366 154 07 3.18 0.749
programmes for socie
development 37.8%) (43.2%) (18.2%) (0.8%)
Take part in electoral p@ s 200 81 238 28 2.89 0.799
supervision of the society \)

Q'\ (23.6%) (45.0%) (28.1%) (3.3%)

3.37 0.611

Weighted Mea /S@ )

Source; Field surv W3
Threshold; M arQ 50 is low, 1.50 — 3.00 is Moderate and > 3.00 is high

resents the frequency, percentages,
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mean, and standard deviation for each
statement/item formulated to answer research question one about the level of service delivery
(teaching, research, community service) of academic staff in private universities in Southwest
Nigeria. For the first statement on making use of relevant instructional materials during

classes/lectures for students' active learning, the results indicate that 35.9% responded "Always,"



57.9% responded "Often," 6.6% responded "Rarely," and 0% responded "Never." The mean for
this statement is 3.29 with a standard deviation of 0.583. Regarding the second statement, which
addresses finishing every course syllabus with students before semester examinations, the
findings show that 61.2% responded "Always," 38.0% responded "Often," 0.8% responded
"Rarely," and 0% responded "Never." The mean for this statement is 3.60 wiﬂu\ﬁbtandard
deviation of 0.506. The third statement focuses on the availability of professog%students for
the resolution of their academic challenges. The data reveals that 68.6% ‘tesponded "Always,"
31.4% responded "Often," and 0% responded "Rarely" or "Never."'{i@;%an for this statement
is 3.69 with a standard deviation of 0.464.Regarding the f statement, which pertains to
supervising students' research works to ensure qualitys t ults indicate that 74.4% responded
"Always," 23.1% responded "Often," 2.5% respon garely," and 0% responded "Never." The

mean for this statement is 3.72 with a standard deviation of 0.502.The fifth statement addresses
working with students to identify soc'@@\oblems and conduct research to provide solutions.
The findings show that 65.3% r&g&d "Always," 32.2% responded "Often," 2.5% responded
"Rarely," and 0% respon ever." The mean for this statement is 3.63 with a standard
deviation of 0.532.F@let statement, which focuses on engaging with the host community
on issues requi i@ professional advice and other support, the results indicate that 26.4%
responded @W ys," 46.3% responded "Often," 26.4% responded "Rarely," and 0.8% responded
"Never."¥The mean for this statement is 2.98 with a standard deviation of 0.750. The seventh
statement pertains to participating in enlightenment programs for societal development. The data
shows that 37.8% responded "Always," 43.2% responded "Often," 18.2% responded "Rarely,"

and 0.8% responded "Never." The mean for this statement is 3.18 with a standard deviation of
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0.749.Regarding the eighth statement, which concerns taking part in the electoral process
supervision of society, the results indicate that 23.6% responded "Always," 45.0% responded
"Often," 28.1% responded "Rarely," and 3.3% responded "Never." The mean for this statement is
2.89 with a standard deviation of 0.799.The weighted mean and standard deviation for all the
statements are calculated as follows: The weighted mean is 3.37, and the weigﬁt@andard
deviation is 0.611. . Qg)&

Based on the provided data and the decision-making threshold, an analysis e level of service
delivery (teaching, research, community service) in private univerﬁi@) gouthwest Nigeria can
be concluded as follows. For the first statement on the utiliz f instructional materials, the
mean of 3.29 indicates a high level of service delive ..@arding the second statement, which
relates to completing course syllabi, the mean of éggests a high level of service delivery.
The third statement, which addresses availz@-i}rto students for resolving academic challenges,
shows a mean of 3.69, indicating a hig%@ of service delivery. For the fourth statement, which
pertains to supervising students' réb%l)c works, the mean of 3.72 suggests a high level of service
delivery. The fifth stateme@cﬁsing on working with students to identify societal problems
and conduct research%@mean of 3.63, indicating a high level of service delivery. In contrast,
the sixth state l@N\“iCh concerns engaging with the host community, shows a mean of 2.98,
indicati Qm derate level of service delivery. Regarding the seventh statement, which
addressesSyparticipation in enlightenment programs, the mean of 3.18 suggests a high level of
service delivery. Finally, the eighth statement, which relates to involvement in the electoral

process supervision, has a mean of 2.89, indicating a moderate level of service delivery. Overall,

the level of service delivery in private universities in Southwest Nigeria is generally high (3.37)
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especially for most aspects, such as the use of instructional materials, completion of course
syllabi, availability to students, research supervision, and societal problem-solving through
research. However, there is a moderate level of service delivery when it comes to engaging with
the host community and participating in the electoral process supervision. On the average, it can

be concluded that service delivery of academic staff in private universities in SoutH@V igeria

&
<
%w

N

in terms of teaching, research and community service is high.

Research Question Two: What is the level of non-academic service delivery (customer relations,
work habit, employee competence) in private universities in Southwest, Nigeria?

Table 4.17  Level of Non-Academic Staff Service Delivery (Customer Relations, Work
Habit & Employee Competence)

SN I; Always  Often Rarely  Never X Std
“) (€)) 2) 1)
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1. respect students and other 357 107 00 00 3.77  0.422
clients when expressing their
opinions by listening raptly
without mobile phone or other
distractions

2. communicate clearly with 310 154 00 00 3.67 0.471
students by ask right questions
and giving timely feedback (66.8%)  (33.2%)

3. make all my contacts have 393 66 5 00 & 0.499

(76.9%)  (23.1%)

lasting memory of my service
(84.7%) (14.2%) (1.1%)

excellence \
4. make myself available at my 393 66 ‘% .84 0.399

duty post and show care for

the needs of students, parents (84.7%)  (14.2%) (1.1° @“

and clients %
5. maintain daily/weekly report 202 3@'& 3.25 0.819
of my achievements and

erTors (43.5%) (%@ 0%)  (5.4%)

6. engage in private business 80 196 2.06 1.116

during official hours to
supplement my earnings (17.25 \ A4%)  (27.2%) (42.2%)

7. do anticipate likely issues and 2§ 177 15 00 3.55 0.559

report to my superiors before . .
they become problems to the (38.1%)  (3.2%)

university

8. have mastery of my job detail§’ 278 181 05 00 3.59 0514

and prioritize daily ta |
(59.9%)  (39.0%) (1.1%)

0. adhere to uniQs}y policies 378 81 05 00 3.80 0.424
and use itiatives when
neces (81.5%) (17.5%) (1.1%)
Wei%te}}/Std 3.45 0.580

Source\Field survey, 2023

Threshold; Mean < 1.50 is low, 1.50 — 3.00 is Moderate and > 3.00 is high

To address research question two, which focuses on the level of non-academic service delivery
(customer relations, work habit, employee competence) in private universities in Southwest

Nigeria, Table 4.17 provides comprehensive data. The table includes the frequency, percentages,

mean, and standard deviation for each statement/item formulated to answer the research question.
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Regarding the first statement on respecting students and other clients when expressing their
opinions by listening attentively without distractions, the results indicate that 76.9% responded
"Always," 23.1% responded "Often," and 0% responded "Rarely" or "Never." The mean for this
statement is 3.77 with a standard deviation of 0.422. For the second statement, which pertains to
communicating clearly with students by asking the right questions and providing tinia@edback,
the findings show that 66.8% responded "Always," 33.2% responded "Often,' o responded
"Rarely" or "Never." The mean for this statement is 3.67 with a standard deyiation of 0.471. The
third statement focuses on creating a lasting memory of service e @e for all contacts. The
data reveals that 84.7% responded "Always," 14.2% respo&(@\" ften," and 1.1% responded
"Rarely," while 0% responded "Never." The mean .@ statement is 3.54 with a standard
deviation of 0.499.Regarding the fourth statement addresses making oneself available at
the duty post and showing care for the nee d{}wdents parents, and clients, the results indicate
that 84.7% responded "Always," 14.2% %ﬂmded "Often," and 1.1% responded "Rarely," while
0% responded "Never." The me%@hls statement is 3.84 with a standard deviation of 0.399.

The fifth statement pertain aﬁltalmng daily/weekly reports of achievements and errors. The
responses are as f lo & 3.5% responded "Always," 43.1% responded "Often," 8.0%
responded "R Qand 5.4% responded "Never." The mean for this statement is 3.25 with a
standard déﬁ of 0.819. Regarding the sixth statement, which concerns engaging in private
businessQJring official hours to supplement earnings, the responses are as follows: 17.2%
responded "Always," 13.4% responded "Often," 27.2% responded "Rarely," and 42.2%

responded "Never." The mean for this statement is 2.06 with a standard deviation of 1.116. The

seventh statement focuses on anticipating likely issues and reporting them to superiors before
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they become problems for the university. The responses are as follows: 58.6% responded
"Always," 38.1% responded "Often," and 3.2% responded "Rarely," while 0% responded
"Never." The mean for this statement is 3.55 with a standard deviation of 0.559. Regarding the
eighth statement, which addresses having mastery of job details and prioritizing daily tasks, the
responses are as follows: 59.9% responded "Always," 39.0% responded "Often '"\ 1.1%
responded "Rarely," while 0% responded "Never." The mean for this statem % .59 with a
standard deviation of 0.514. The ninth statement pertains to adhering to university policies and
using initiatives when necessary. The responses are as follows? @{}esponded "Always,"

17.5% responded "Often," and 1.1% responded ”Rarely,” % responded "Never." The
mean for this statement is 3.80 with a standard d of 0.424.The weighted mean and

standard deviation for all the statements are calculated™as follows: The weighted mean is 3.45,

and the weighted standard deviation is 0.58(‘. ‘\\')

Based on the provided data and the d@%n-making threshold, the level of non-academic service
delivery (customer relations, ,work” habit, employee competence) in private universities in
Southwest Nigeria ¢ %}ded as follows. For the first statement on respecting students
and other clients, Qan of 3.77 indicates a high level of non-academic service delivery.
Regarding t%o d statement, which relates to clear communication with students, the mean
of 3. sts a high level of non-academic service delivery. The third statement, which
addresses creating a lasting memory of service excellence, has a mean of 3.54, indicating a high
level of non-academic service delivery. For the fourth statement, which pertains to being
available at the duty post and showing care for the needs of students, parents, and clients, the

mean of 3.84 suggests a high level of non-academic service delivery. The fifth statement,
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focusing on maintaining daily/weekly reports, has a mean of 3.25, indicating a moderate level of
non-academic service delivery. Regarding the sixth statement, which concerns engaging in
private business during official hours, the mean of 2.06 suggests a moderate level of non-
academic service delivery. The seventh statement, which addresses anticipating issues and
reporting them, has a mean of 3.55, indicating a high level of non-academic service'd&%ery. For
the eighth statement, which relates to having mastery of job details and prioQ%ﬂg tasks, the
mean of 3.59 suggests a high level of non-academic service delivery. The ninth statement, which
pertains to adhering to university policies and using initiatives, hafs@yﬁ of 3.80, indicating a
high level of non-academic service delivery. i Qé%

Overall, the level of non-academic service deliver@n:\er relations, work habit, employee
competence) in private universities in Southw@igeria is generally high for most aspects,
including respecting students and clien ga)\communication, creating a lasting memory of
service excellence, being available % duty post, anticipating issues, and adhering to
university policies. However, there¥is a moderate level of service delivery when it comes to
maintaining daily/weﬁ@? and a low level of service delivery regarding engaging in

private business du;Q icial hours.

Q

Resez@estion Three: What is the status of employees’ psychosocial factors (workload,
personnelautonomy, workplace relationship) in private universities in Southwest, Nigeria?

Table 4.18  Status of Academic Employees’ Psychosocial Factors (Workload, Personnel
Autonomy, Workplace Relationship) in Private Universities in Southwest,
Nigeria

S/N Workload Always Often  Rarely Never X Std
“4) (€)] 2 @
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10.

Lecturers are scheduled to take an 88 176 443 140 2.25 0.853
average of five classes daily

(10.4%) (20.8%) (52.3%) (16.5%)
I engage in other administrative 588 231 21 07 3.65 0.571
functions such as students’ advisory,
school projects, committee meetings on (69.4%) (23.3%) (2.5%)  (0.8%)
daily basis
Lecturers must organise 320 149 336 42 . %‘2.88 0.980
classes for students offered admission \
at different times (37.8%) (17.6%) (39.7%) (5®6§)
I teach in multiple programmes in the 623 182 35 5\80 3.68 0.593
university (Full-time,
postgraduate, professional certificate (73.6%) (21.5%) (4 1(y23 (0.8%)
etc) R\
Weighted/Std - 312 0.749

: e
oy
Academic Freedom \
O
Lecturers have liberty to research area 658 '~/ 133 49 07 3.70 0.612
of interest . %
Cﬁﬂ. %) (15.7%) (5.8%) (0.8%)

Staff are allowed to have in %'in 504 273 70 00 3.51 0.645
faculty decisions

(59.5%) (32.2%) (8.3%)
Lecturers get punished 96 112 338 301 2.00 0.971
classes at convenien s“against the
faculty time tabl (11.3%) (13.2%) (39.9%) (35.5%)
The University\hag process to protect 567 224 42 14 3.59 0.664
teaching ersonnel
intimidat @olestation on ca (66.9%) (26.4%) (5.0%)  (1.7%)
external authority.
ngj‘@ed'/sm 320  0.723
W}{kplace Relationship
Staff can easily get work support from 630 175 42 00 3.69 0.558
colleagues and superiors within the
university (74.4%) (20.7%) (5.0%)
Mentor-mentee relationship 490 329 21 07 3.54 0.590
encouraged in my university

(57.9%) (38.8%) (2.5%) (0.8%)
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11.  Difficult job tasks are made simple with 567 203 77 00 3.58 0.653
workplace friendship
(66.9%) (24.0%) (9.1%)
12.  Workplace  relationship  increases 440 351 56 00 3.45 0.617
employees’ service delivery in my
university (51.9%) (41.4%) (6.6%)
Weighted/Std 3.57 0.605
* N
Overall Weighted Mean »&\“%.30 0.692
— &

Source; Field survey, 2023 QO
Threshold; Mean < 1.50 is low, 1.50 — 3.00 is Moderate and > 3.00 is hig@

The research question three focuses on the status of employees'” @y?ocial factors, namely
workload, personnel autonomy, and workplace relationslzip @vate universities in Southwest
Nigeria. Table 4.18 provides data on these factors, 1 @ the frequency, percentages, mean,
and standard deviation for each statement on acad%ic employees' psychosocial factors, namely

workload, personnel autonomy, and Workp@lationship in private universities in Southwest

Nigeria.
P

The first statement reveals th%é%)of respondents indicated lecturers are scheduled to take an
.\

average of five classe d@
h;é

responded "Never.'*Q ean for this statement is 2.25 with a standard deviation of 0.853. The

8% responded "Often," 52.3% responded "Rarely," and 16.5%

second statef%ﬂndicates that 69.4% of respondents engage in other administrative functions
such Q%ents' advisory, school projects, and committee meetings on a daily basis.
Additionally, 23.3% responded "Often," 2.5% responded "Rarely," and 0.8% responded "Never."
The mean for this statement is 3.65 with a standard deviation of 0.571. The third statement
highlights the requirement for lecturers to organize make-up classes for students admitted at

different times. The responses include 37.8% "Always," 17.6% "Often," 39.7% "Rarely," and
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5.0% "Never." The mean for this statement is 2.88 with a standard deviation of 0.980. The fourth
statement pertains to teaching in multiple programs in the university, including full-time, part-
time, postgraduate, and professional certificate courses. The responses indicate 73.6% "Always,"
21.5% "Often," 4.1% "Rarely," and 0.8% "Never." The mean for this statement is 3.68 with a
standard deviation of 0.593. The weighted mean and standard deviation for the worK related
statements are calculated as follows: The weighted mean is 3.12, and the @ﬁed standard

deviation is 0.749.

. "
The fifth statement reveals that 77.7% of respondents indicate@rs have the liberty to
research their areas of interest. Additionally, 15.7% .reek&ﬂed "Often," 5.8% responded
"Rarely," and 0.8% responded "Never." The mean@% statement is 3.70 with a standard
deviation of 0.612.The sixth statement indicate&(%ﬂ 59.5% of respondents agreed that staff are
allowed to have input in faculty decisio mzz% responded "Often" and 8.3% responded
"Rarely." The mean for this statem r§.'51 with a standard deviation of 0.645.The seventh
statement suggests that lecture sMet punished for fixing classes at their convenience rather
than following the facul%’%e ;le. The responses include 11.3% "Always," 13.2% "Often,"
39.9% "Rarely," and $5'5% "Never." The mean for this statement is 2.00 with a standard

deviation of‘®he eighth statement addresses the university's process to protect teaching

person 'nst intimidation or molestation. The responses indicate 66.9% "Always," 26.4%

"Often," 5.0% "Rarely," and 1.7% "Never." The mean for this statement is 3.59 with a standard
deviation of 0.664. The weighted mean and standard deviation for the academic freedom-related
statements are calculated as follows: The weighted mean is 3.20, and the weighted standard
deviation is 0.723.
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The ninth statement indicates that 74.4% of respondents agreed that staff can easily get work
support from colleagues and superiors within the university. Additionally, 20.7% responded
"Often," and 5.0% responded "Rarely." The mean for this statement is 3.69 with a standard
deviation of 0.558. The tenth statement suggests that a mentor-mentee relationship is encouraged
in the university. The responses include 57.9% "Always," 38.8% "Often," 2.5% "J?.\é@y," and
0.8% "Never." The mean for this statement is 3.54 with a standard deviatng-f 0.590. The
eleventh statement reveals that workplace friendship can make difficult | sks simpler. The
responses include 66.9% "Always," 24.0% "Often," and 9.1%'”,%56 '.)' The mean for this
statement is 3.58 with a standard deviation of 0.653. K@%ﬂh statement suggests that

workplace relationship enhances employees' servi% in the university. The responses
”R e

ly." The mean for this statement is 3.45

include 51.9% "Always," 41.4% "Often," and 6.6‘%
with a standard deviation of 0.617. The Wei@-e}mean and standard deviation for the workplace
relationship-related statements are cal@d as follows: The weighted mean is 3.57, and the
weighted standard deviation is 0.6Q5. The overall weighted mean and standard deviation for all
the psychosocial factors (w: ('P, personnel autonomy, workplace relationship) are as follows:
The overall weighted@ejgis 3.30, and the overall weighted standard deviation is 0.692. Based
on the provi%@and the decision-making threshold, it can be concluded that academic staffs'

psychos ci@a tors in private universities in Southwest Nigeria is high.

Research Question Three: What is the status of non-academic employees’ psychosocial
factors (workload, administrative autonomy and workplace relationship) in private universities in
Southwest, Nigeria?

Table 4.19 Status of Non Academic Staff Psychosocial Factors (Workload, Administrative
Autonomy and Workplace Relationship)
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SN I Always  Often (3) Rarely Never X Std

(C)) ()] 0y
Workload
1. work after official closing time 64 146 156 98 2.38 0.967
(13.8%) (31.5%) (33.6%) (21.1%)
2. have outstanding work at the 50 192 119 103 2.41 0.950

end of session and do not
observe annual leave or get (10.8%) (41.4%) (25.6%) (22.2%), &
recalled from leave

3. do come to work on weekends 60 88 QO 2.17 0.976
and public holidays
(12.9%) (19.0%) (40.7%) 4%
4. forget to have breakfasts or go 74 184 998 2.50 0.997
for lunch in order to meet }
work deadlines (159%)  (39.7%) @ %) (21.1%)
Weighted/Std \ 2.37 0.973
AN
Administrative Autonomy Q\'
5. I am given considerate 156 \ 38 45 25 3.13 0.795
authority to take certain \
decisions (51.3%) (9.7%) (5.4%)
6. I can freely express my self- 158 50 00 3.44 0.681

beliefs and ideals on ca putfz) . o o
without interference within (55.2%) (34.1%) (10.8%)

outside the university

7. I do get punished s?ng 72 52 146 194 2.00 1.074
initiative that affect
university polidy negatively (15.5%) (11.2%) (31.5%) (41.8%)

arge of my 258 161 30 15 3.43 0.754

ittes and get fair
explain reasons for (55.6%) (34.7%) (6.5%) (3.2%)

ighted/Std 3.00 0.826

Workplace Relationship
9. Staff can easily get work 266 148 35 15 343 0.769

support from colleagues and
superiors within the university (57.3%) (31.9%) (7.5%)  (3.2%)
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10. Mentor-mentee relationship is 254 148 62 00 3.41 0.715
encouraged in my university
(54.7%) (31.9%) (13.4%)
11. Difficult job tasks are made 294 155 15 00 3.60 0.552
simple with workplace
friendship (63.4%) (33.4%) (3.2%)
12.  Workplace relationship 324 130 10 00 3.68 0.512
increases employees’ service ¢
delivery in my university (69.8%) (28.0%) (2.2%) Q&
2 )
Weighted/Std &\ ~ 3.53 0.637
Overall Weighted/Std N 2.97 0.812

Source; Field survey, 2023 ° %:

Threshold; Mean < 1.50 is low, 1.50 — 3.00 is Moderate and > 3@@,

Research question three focuses on the status of empl?o’@ibpsychosocial factors, including
workload, administrative autonomy, and workpla .?ationship in private universities in
Southwest Nigeria. Table 4.19 provides the y ﬁ data for analysis, presenting the frequency,
percentages, mean, and standard devia Qeach statement on non-academic employees'

psychosocial factors, including ork%‘ég,‘ administrative autonomy, and workplace relationship

in private universities in Sou%sﬁ Nigeria.

The first statement a@rﬁ)sses working after official closing time. The responses indicate that
13.8% respo‘n%@ways,” 31.5% responded "Often," 33.6% responded "Rarely," and 21.1%
respon ver." The mean for this statement is 2.38 with a standard deviation of 0.967. The
secon(&ment pertains to having outstanding work at the end of the session and not observing
annual leave or getting recalled from leave. The responses include 10.8% "Always," 41.4%
"Often," 25.6% "Rarely," and 22.2% "Never." The mean for this statement is 2.41 with a

standard deviation of 0.950. The third statement focuses on coming to work on weekends and
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public holidays. The responses indicate 12.9% "Always," 19.0% "Often," 40.7% "Rarely," and
27.4% "Never." The mean for this statement is 2.17 with a standard deviation of
0.976.Regarding the fourth statement, which addresses forgetting to have breakfast or go for
lunch to meet work deadlines, the responses include 15.9% "Always," 39.7% "Often," 23.3%
"Rarely," and 21.1% "Never." The mean for this statement is 2.50 with a standard @tion of
0.997. The weighted mean and standard deviation for the workload—relateé%tements are

calculated as follows: The weighted mean is 2.37, and the weighted standard deviation is 0.973.

. "

The fifth statement suggests that 33.6% of respondents indica@ are given considerate
authority to make certain decisions, while 51.3% respondngﬁen," 9.7% responded "Rarely,"
and 5.4% responded "Never." The mean for this s&e}%%is 3.13 with a standard deviation of
0.795. The sixth statement addresses freely ex.pn\%g self-beliefs and ideals on campus without
interference. The responses include 55.2% Qb‘}ays,” 34.1% "Often," and 10.8% "Rarely." The
mean for this statement is 3.44 wi standard deviation of 0.681.The seventh statement
suggests that employees may cmlishment for using initiatives that do not negatively affect
university policy. The e@é;flelude 15.5% "Always," 11.2% "Often," 31.5% "Rarely," and
41.8% "Never." T, eigan for this statement is 2.00 with a standard deviation of 1.074.
Regarding t@q statement, which addresses being in charge of responsibilities and having a
fair c Qexplain reasons for them, the responses include 55.6% "Always," 34.7% "Often,"
6.5% "Rarely," and 3.2% "Never." The mean for this statement is 3.43 with a standard deviation
of 0.754. The weighted mean and standard deviation for the administrative autonomy-related
statements are calculated as follows: The weighted mean is 3.00, and the weighted standard
deviation is 0.826.
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The ninth statement indicates that 57.3% of respondents agreed that staff can easily get work
support from colleagues and superiors within the university. Additionally, 31.9% responded
"Often," 7.5% responded "Rarely," and 3.2% responded "Never." The mean for this statement is
3.43 with a standard deviation of 0.769. Regarding the tenth statement, which addresses the
encouragement of mentor-mentee relationships, the responses include 54.7% ”Alw@ 31.9%
"Often," 13.4% "Rarely," and 0% "Never." The mean for this statement is 3. 4Q§ﬂ1 a standard
deviation of 0.715. The eleventh statement suggests that difficult job tasks ade simpler with
workplace friendship. The responses include 63.4% "Always," ‘Q‘Q%/ "Often," and 3.2%
"Rarely." The mean for this statement is 3.60 with a standar&@&&atlon of 0.552. Regarding the
twelfth statement, which pertains to workplace r a ip increasing employees' service
delivery, the responses include 69.8% ”Always %"Often "and 2.2% "Rarely." The mean
for this statement is 3.68 with a standard devi n of 0.512. The weighted mean and standard
deviation for the workplace relatlon@elated statements are calculated as follows: The
weighted mean is 3.53, and the Med standard deviation is 0.637. The overall weighted mean
and standard deviation fo fe psychosocial factors (workload, administrative autonomy,
workplace relationsh@% as follows: The overall weighted mean is 2.97, and the overall
weighted stan r@eviation is 0.812. Based on the provided data and the decision-making
thresh%'g‘i concluded that the status of non-academic employees' psychosocial factors in

private universities in Southwest Nigeria is moderate.

Research Question Four: What is the level of institutional empowerment (training, employee

recognition, job security) in private universities in Southwest, Nigeria?

Table 4.20  Level of Academic Staff Institutional Empowerment
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S/N Training Always Often (3) Rarely Never X Std
“ () (L))
1. Induction and orientation 112 40 485 210 2.06 0.906
programme is organized for
all new employees in my (13.2%)  (4.7%) (57.3%) (24.8%)
university
2. Staff are scheduled for 432 247 154 14 i&%‘ 0.820
compulsory annual trainin
i s (51.0%)  (29.2%)  (18.2%) (1.7%) %'&\
3. Management makes policies 469 252 119 I\QO3 40 0.755
encouraging training
participation in my university (535.4%)  (29.8%)  (14.0%) (0:8%)
4. My university is responsible 384 351 77 '@% 3.28 0.795
for payment of workshops
and seminars attended (45.3%)  (41.4%) W (4.1%)
S 4
Weighted/Std o 3.01 0.819
A
Employee Recognition \\)
5. University  personnel are N w 347 308 1.93 0.886
issued commendation letter \
for outstanding performance %’ (16.1%)  (41.0%)  (36.4%)
6. My university do organize 340 315 1.93 0.906
end of session awards q\)
celebrate exceptional fQS (7.6%) (15.1%)  (40.1%) (37.2%)
productivity
7. Special parki is 48 64 264 471 1.63 0.851
decorated for staff)with high
performanc ‘ﬁbmy university (5.7%) (7.6%) (31.2%) (55.6%)
8. Offici bulletin in my 40 96 354 357 1.79 0.824
universityy features employee
@)erlor service delivery (4.7%) (11.3%)  (41.8%) (42.1%)
\Wghted/Std 1.82 0.867
Job Security
9. Employees are punished or 32 48 176 591 1.43 0.766
relieved of their duties
without fair hearing in my (3.8%) (5.7%) (20.8%)  (69.8%)

university
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10. Job tenure are unsecured as 08 152 393 294 1.85 0.737
employees can be fired at
anytime

11. Confirmation of staff are 168 427 210 42 2.85 0.781
done as and when due

0.9%)  (17.9%)  (46.4%) (34.7%)

(19.8%)  (50.4%)  (24.8%) (5.0%)

Weighted/Std 2.(();1\ 0.761
Overall Weighted/Std @’ 0.816
_ &

Source; Field survey, 2023 QO
Threshold; Mean < 1.50 is low, 1.50 — 3.00 is Moderate and > 3.00 is hig@

Research Question Four focuses on the level of institutional empo‘w{%%u?, specifically in terms
of training, employee recognition, and job security in pr{vﬂ&@ersities in Southwest Nigeria.
Table 4.20 provides the data needed for analysis, in L@ the frequency, percentages, mean,
and standard deviation for each statement on levggf nstitutional empowerment, specifically in

terms of training, employee recognition, an@écurity of academic staff in private universities

in Southwest Nigeria. (b'

The first statement addresses t eégnization of an induction and orientation programme for all
new employees in the n@@ The responses indicate that 13.2% responded "Always," 4.7%
responded "Often,’ g responded "Rarely," and 24.8% responded "Never." The mean for this
statement is 'Z%wth a standard deviation of 0.906. The second statement pertains to staff being
schedt@ compulsory annual training. The responses include 51.0% "Always," 29.2%
"Often," 18.2% "Rarely," and 1.7% "Never." The mean for this statement is 3.30 with a standard
deviation of 0.820. The third statement suggests that management makes policies encouraging

training participation in the university. The responses include 55.4% "Always," 29.8% "Often,"

14.0% "Rarely," and 0.8% "Never." The mean for this statement is 3.40 with a standard
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deviation of 0.755.Regarding the fourth statement, which addresses the responsibility of the
university to pay for workshops and seminars attended by staff, the responses include 45.3%
"Always," 41.4% "Often," 9.1% "Rarely," and 4.1% "Never." The mean for this statement is 3.28
with a standard deviation of 0.795. The weighted mean and standard deviation for the training-
related statements are calculated as follows: The weighted mean is 3.01, and &h@eighted

standard deviation is 0.819. . Q%

The fifth statement suggests that university personnel are issued m'ill ndation letters for
outstanding performance. The responses include 6.6% "Alw%&\}‘ 6.1% "Often," 41.0%
"Rarely," and 36.4% "Never." The mean for this statemen%%i% with a standard deviation of
0.886.The sixth statement addresses the organiza'\c}S%"\end-of-session awards to celebrate
exceptional staff productivity. The responses h@e 7.6% "Always," 15.1% "Often," 40.1%
"Rarely," and 37.2% "Never." The mealg'Qb)\sstatement is 1.93 with a standard deviation of
0.906. The seventh statement sugge@'&t a special parking space is decorated for staff with
high performance in the univer, iNe responses include 5.7% "Always," 7.6% "Often," 31.2%
"Rarely," and 55.6% " @12 mean for this statement is 1.63 with a standard deviation of
0.851. Regarding iéhth statement, which pertains to official news bulletins featuring
employees w@rior service delivery, the responses include 4.7% "Always," 11.3% "Often,"
41.8% Qy," and 42.1% "Never." The mean for this statement is 1.79 with a standard
deviation of 0.824.The weighted mean and standard deviation for the employee recognition-
related statements are calculated as follows: The weighted mean is 1.82, and the weighted

standard deviation is 0.867.
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The ninth statement indicates that employees may be punished or relieved of their duties without
fair hearing in the university. The responses include 3.8% "Always," 5.7% "Often," 20.8%
"Rarely," and 69.8% "Never." The mean for this statement is 1.43 with a standard deviation of
0.766.Regarding the tenth statement, which addresses job tenure being unsecured and employees
being fired at any time, the responses include 0.9% "Always," 17.9% "Often," 46.4®arely,”
and 34.7% "Never." The mean for this statement is 1.85 with a standard deviatj 0.737. The
eleventh statement suggests that confirmation of staff is done as and wh e. The responses
include 19.8% "Always," 50.4% "Often," 24.8% "Rarely," and S.OO@VEI'." The mean for this
statement is 2.85 with a standard deviation of 0.781. The wei @d mean and standard deviation
for the job security-related statements are calculated@f@vs The weighted mean is 2.04, and

the weighted standard deviation is 0.761. %

N

The overall weighted mean and standar: deCaJ)on for all the institutional empowerment factors
(training, employee recognition, job ty) are as follows: The overall weighted mean is 2.29,
and the overall weighted standard”deviation is 0.816. Based on the provided data and the

%\ be concluded that the level of institutional empowerment of

decision-making thresio
academic staff in p ate-universities in Southwest Nigeria is moderate.

Research %e ion Four. What is the level of institutional empowerment (training, employee

recogr@, job security) in private universities in Southwest, Nigeria?

Table 4.21 Level of Non-Academics Institutional Empowerment

S/N Training Always  Often (3) Rarely Never X Std
(C)) 2 @
1. Induction and  orientation 150 96 188 30 279 0972

programme is organized for all
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10.

1.

new employees in my (32.3%) (20.7%)  (40.5%)  (6.5%)
university
Staff are scheduled for 138 271 35 20 3.14  0.727
compulsory annual training
(29.7%) (58.4%)  (7.5%) (4.3%)
Management makes policies 258 154 47 05 343 0.717
encouraging training
participation in my university (55.6%) (33.2%)  (10.1%)  (1.1%) %‘
My university is responsible 244 163 42 15 '&\ 337  0.781
for payment of workshops and
seminars attended (52.6%) (35.1%)  (9.1%) : )
Weighted/Std 3.18  0.799
- \N&\ '\
Employee Recognition
University personnel are issued 114 124 @'&[32 94 2.56 1.070
commendation letter for
outstanding performance (24.6%) @ (28.4%)  (20.3%)
My university do organize end 124 136 236 1.118
of session awards to celebrate . . .
exceptional staff’s productivity /& (22.4%)  (26.7%)  (29.3%)
Special parking space is %' 44 68 278 1.81 1.140
decorated for staff with high
performance in my university 5.9%) (9.5%) (14.7%)  (59.9%)
Official news bulletin :x?y 56 76 170 162 2.06  0.997
university features foyee
with superior se an,ﬁ livery (12.1%) (16.4%)  (36.6%) (34.9%)
Welghted/Std\) 220 1.081
Q“
rlty
@ ees are punished or 94 56 112 202 2.09 1.167
relicved of their duties without
fair hearing in my university (20.3%) (12.1%)  (24.1%)  (43.5%)
Job tenure are unsecured as 90 82 128 164 2.21 1.124
employees can be fired at
anytime (19.4%) (17.7%)  (27.6%)  (35.3%)
Confirmation of staff are done 148 210 86 20 3.05 0.822

as and when due
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(31.9%)  (453%)  (18.5%) (4.3%)

12.  Any slight misunderstanding 46 12 166 240 .71  0.925
between any staff and the
proprietor, his family members (9.9%) (2.6%) (35.8%)  (51.7%)
and friends causes staff
disengagement
o®
Weighted/Std 6@ T 227 1.009
Overall Weighted/Std @‘O 255 0.963
Source; Field survey, 2023 - "

Threshold; Mean < 1.50 is low, 1.50 — 3.00 is Moderate and > 3.0'0\

Research Question Four examines the level of institutionalg@%dwerment in private universities
in Southwest Nigeria, specifically focusing on train‘@%loyee recognition, and job security.
Table 4.21 provides the necessary data for -@s, including the frequencies, percentages,
means, and standard deviations for each&t' ent on non academic staff level of institutional

empowerment in private universities @Uthwest Nigeria.

As regards training, the ﬁrs!%mment indicates that an induction and orientation program is
organized for all ne@%o ees in the university. The responses include 32.3% "Always,"
20.7% "Often,, 4@& "Rarely," and 6.5% "Never." The mean for this statement is 2.79 with a
standard d@ of 0.972.The second statement pertains to staff being scheduled for
compu annual training. The responses include 29.7% "Always," 58.4% "Often," 7.5%
"Rarely," and 4.3% "Never." The mean for this statement is 3.14 with a standard deviation of
0.727.The third statement suggests that management makes policies encouraging training
participation in the university. The responses include 55.6% "Always," 33.2% "Often," 10.1%

"Rarely," and 1.1% "Never." The mean for this statement is 3.43 with a standard deviation of
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0.717. Regarding the fourth statement, which addresses the university's responsibility for paying
for workshops and seminars attended by staff, the responses include 52.6% "Always," 35.1%
"Often," 9.1% "Rarely," and 3.2% "Never." The mean for this statement is 3.37 with a standard
deviation of 0.781. The weighted mean and standard deviation for the training-related statements

are calculated as follows: The weighted mean is 3.18, and the weighted standard @aﬁon is

0.799. .é)

For analysis of respondents’ opinion on employee recognition, the fiff s%a ement suggests that
university personnel are issued commendation letters for 0%6}1 ng performance. The
responses include 24.6% "Always," 26.7% "Often," 28.4"/@%" and 20.3% "Never." The
mean for this statement is 2.56 with a standard devi%\%ﬁ 1.070.The sixth statement addresses
the organization of end-of-session awards & ﬁ%brate exceptional staff productivity. The

responses include 21.6% "Always," 22. %Qflen," 26.7% "Rarely," and 29.3% "Never." The

mean for this statement is 2.36 wi@standard deviation of 1.118. The seventh statement

suggests that a special parkiiye is decorated for staff with high performance in the

university. The respon e@ .\15.9% "Always," 9.5% "Often," 14.7% "Rarely," and 59.9%
"Never." The mea foib})is statement is 1.81 with a standard deviation of 1.140. Regarding the
eighth stateﬂ@ich pertains to official news bulletins featuring employees with superior
servic , the responses include 12.1% "Always," 16.4% "Often," 36.6% "Rarely," and
34.9% "Never." The mean for this statement is 2.06 with a standard deviation of 0.997.The

weighted mean and standard deviation for the employee recognition-related statements are

calculated as follows: The weighted mean is 2.20, and the weighted standard deviation is 1.081.
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On job security, the ninth statement indicates that employees may be punished or relieved of
their duties without fair hearing in the university. The responses include 20.3% "Always," 12.1%
"Often," 24.1% "Rarely," and 43.5% "Never." The mean for this statement is 2.09 with a
standard deviation of 1.167.Regarding the tenth statement, which addresses job tenure being
unsecured and employees being fired at any time, the responses include 19.4% "Alv'v@»’: 17.7%
"Often," 27.6% "Rarely," and 35.3% "Never." The mean for this statemer%g)z.ﬂ with a
standard deviation of 1.124. The eleventh statement suggests that confirmation of staff is done as
and when due. The responses include 31.9% "Always," 45.3% "{ég ,”'318.5% "Rarely," and
4.3% "Never." The mean for this statement is 3.05 with a ard deviation of 0.822. The
twelfth statement indicates that any slight misunderst d@etween any staff and the proprietor,
his family members, and friends cause staff disengagement. The responses include 9.9%
"Always," 2.6% "Often," 35.8% "Rarely," @(-1)%17 o "Never." The mean for this statement is
1.71 with a standard deviation of 0.9 weighted mean and standard deviation for the job
security-related statements are %&ted as follows: The weighted mean is 2.27, and the
weighted standard deviatio .009. The overall weighted mean and standard deviation for all
the institutional em@ent factors (training, employee recognition, job security) are as
follows: The o r@weighted mean is 2.55, and the overall weighted standard deviation is 0.963.
Based o @‘%Vided data and the decision-making threshold, an analysis of the level of

institutional empowerment of non-academic staff in private universities in Southwest Nigeria is

moderate.
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4.3 Test of Hypotheses
Hola: There will be no combined significant influence of psychosocial factors (workload, personnel
autonomy, workplace relationship) and institutional empowerment (training, employee recognition, job

security) on service delivery of academic staff in private universities in Southwest, Nigeria.

Table 4.22 Model Summary of Combined Significant Influence of Psychosocial Factors
(workload, personnel autonomy, workplace relationship) and Institutional Empowerment
(training, employee recognition, job security) on Service Delivery of Academic Staff in
Private Universities in Southwest, Nigeria.

Change Statistics
Adjusted R Std. Error of R Square
Model r R SquareSquare the Estimate Change F Change
1 .9832.967 967 .804 967 4117.899

a. Predictors: (Constant), Academic Job Security , Academic Workplace Relationship, Academic
Employee Recognition, Academic Training , Academic Freedom, Academic Workload

ANOVA
Sum of
Model Squares df Mean Square F Sig.
1 Regression 15972.661 6 2662.110 4117.899 .000
Residual 543.037 840 .646
Total 16515.698 846

a. Dependent Variable: Academic Service Delivery

b. Predictors: (Constant), Academic Job Security , Academic Workplace Relationship,
Academic Employee Recognition, Academic Training , Academic Freedom, Academic
Workload

Table 4.22 provides a summary of the model that examines this combined influence of
psychosocial factors (workload, personnel autonomy, workplace relationship) and institutional

empowerment (training, employee recognition, job security) on the service delivery of academic
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staff in private universities in Southwest Nigeria. The table includes the model's R value, R-
squared value, adjusted R-squared value, standard error of the estimate, and change statistics. For
this model, the R value is 0.983, indicating a strong positive correlation between the predictors
and the dependent variable (academic service delivery). The R-squared value of 0.967 suggests
that approximately 96.7% of the variance in the academic service delivery can be 'e@ned by
the combined influence of the predictors. The adjusted R-squared value of QO takes into
account the number of predictors and adjusts the R-squared value acco 1I:\ly. The standard
error of the estimate is 0.804, indicating the average distance betwés@)&)sewed and predicted
values of the dependent variable. The change statistics sh.ov&%{she R-squared change is 0.967,
indicating a substantial improvement in the model's p d;@c power. The F value of 4117.899 is
highly significant (p < 0.001), suggesting thaﬁthe combined influence of the predictors
significantly contributes to the prediction@%demic service delivery. The ANOVA table
further confirms the statistical signiﬁ@ of the regression model. The regression sum of
squares is 15972.661, indicatiré&h} variation in the dependent variable explained by the
predictors. The residual su\Q q'L\lareS is 543.037, representing the unexplained variation in the
dependent variable. T@Qalue 0of'4117.899 and its associated significance level of .000 indicate
a highly signifi @Verall model fit. In all, based on the model summary and ANOVA, there is
signiﬁ%g‘ize to reject the null hypothesis (Hol) and conclude that there is a combined

significant” influence of psychosocial factors and institutional empowerment on the service

delivery of academic staff in private universities in Southwest Nigeria.

Holb: There will be no combined significant influence of psychosocial factors (workload,

personnel autonomy, workplace relationship) and institutional empowerment (training, employee
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recognition, job security) on service delivery of non-academic staff in private universities in

Southwest, Nigeria.

Table 4.23 Model Summary of Combined Significant Influence of Psychosocial Factors
(workload, personnel autonomy, workplace relationship) and Institutional Empowerment
(training, employee recognition, job security) on Service Delivery of Non-Academic Staff in
Private Universities in Southwest, Nigeria. . (b

FAN

Change Statistics
Adjusted R Std. Error of R Square

Model r R Square Square the Estimate Change F Change
1 .986° 972 972 742 972 2660.664
ANOVA?

Sum of
Model Squares df Mean Square F Sig.
1 Regression 8786.772 6 1464.462  2660.664 .000
Residual 251.538 457 550
Total 9038.310 463

a. Dependent Variable: Non-Academics Service Delivery

b. Predictors: (Constant), Non-Academic Job Security , Non-Academic Workplace Relationship,
Non-Academic Training , Non-Academic Administrative Autonomy, Non-Academics
Workload, Non-Academic Employee Recognition

145



Table 4.23 presents a model summary of the combined significant influence of psychosocial factors
(workload, personnel autonomy, workplace relationship) and institutional empowerment (training,
employee recognition, job security) on the service delivery of non-academic staff in private
universities in Southwest Nigeria. The table includes the model's R value, R-squared value, adjusted
R-squared value, standard error of the estimate, and change statistics. For this model, the R value is
0.986, indicating a strong positive correlation between the predictors and the dependent variable
(non-academic service delivery). The R-squared value of 0.972 suggests that approximately 97.2%
of the variance in non-academic service delivery can be explained by the combined influence of the
predictors. The adjusted R-squared value of 0.972 takes into account the number of predictors and
adjusts the R-squared value accordingly. The standard error of the estimate is 0.742, indicating the
average distance between the observed and predicted values of the dependent variable. The change
statistics show that the R-squared change is 0.972, indicating a substantial improvement in the
model's predictive power. The F value of 2660.664 is highly significant (p < 0.005), suggesting that
the combined influence of the predictors significantly contributes to the prediction of non-academic
service delivery. The ANOVA table further confirms the statistical significance of the regression
model. The regression sum of squares is 8786.772, indicating the variation in the dependent variable
explained by the predictors. The residual sum of squares is 251.538, representing the unexplained
variation in the dependent variable. The F value of 2660.664 and its associated significance level
of .000 indicate a highly significant overall model fit. In all, based on the model summary and
ANOVA, there is significant evidence to support the conclusion that there is a combined significant
influence of psychosocial factors and institutional empowerment on the service delivery of non-

academic staff in private universities in Southwest Nigeria.
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Ho2a: There will be no relative significant influence of psychosocial factors (workload,
personnel autonomy, workplace relationship) and institutional empowerment (training, employee
recognition, job security) on service delivery of academic staff in private universities in

Southwest, Nigeria.

Table 4.24: Summary of Regression Showing Relative Influence of Psychosocial Factors
(workload, academic freedom, workplace relationship) and InstitutionabEmpowerment
(training, employee recognition, job security) on Service Delivery “of-Académic Staff in
Private Universities in Southwest, Nigeria

Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 6.244 .266 23.459 .000
Academic
Workload 1.191 .064 17 18.651 .000
Academic 642 057 373 11.221 000
Freedom
Workplace
Relationship .068 .072 .035 941 347
Training 112 .041 .076 2.744 .006
Employee 093 035 070 2.607 .009
Recognition
Academic 089 052 056 1.696 .090

Job Security
a. Dependent Variable: Academic Service Delivery

Table 4.24 presents the findings derived from the regression analysis to test the hypothesis
concerpinag\ the relative significant influence of psychosocial factors (workload, academic
freedom, Workplace relationship) and institutional empowerment (training, employee recognition,
job security) on service delivery of academic staff in private universities in Southwest, Nigeria.
The summarized results of the regression model provides information on unstandardized

coefficients, standardized coefficients (Beta), t-values, and significance levels (Sig.) for each
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variable considered in the analysis. The hypothesis suggests that there will be no relative
significant influence of the psychosocial factors and institutional empowerment on service
delivery in private universities in Southwest, Nigeria. To test this hypothesis, the standardized
coefficients (Beta) and their associated significance levels (Sig.) are examined. If a standardized
coefficient is determined to be significant (p-value < 0.05), it indicates a considerab&é@ﬂuence
of the corresponding variable on service delivery. An analysis of the result Q? table 4.24
reveals the following key findings. ‘@
: ‘%w

Firstly, academic workload demonstrates a significant positive @‘Q\&l e on academic service
delivery (Beta = 0.717, Sig. = 0.000). This implies that@%crease in academic workload
experienced by non-academic staff in private uni@%in Southwest, Nigeria is associated
with improved academic service delivery.. S&ndly, academic freedom also exhibits a
significant positive influence on acaden'&'c:;)}ce delivery (Beta = 0.373, Sig. = 0.000). This
suggests that granting academic free@%{o non-academic staff contributes to enhanced service
delivery in the academic cont xMrdly, academic workplace relationship does not display a
significant influence o @%2 service delivery (Beta = 0.035, Sig. = 0.347). This finding
suggests that the rfl\a‘ir{ship among non-academic staff in the academic workplace may not
have a signi lepact on service delivery in private universities in Southwest, Nigeria.
Moreo Q‘ demic training shows a significant positive influence on academic service delivery
(Beta = 0.076, Sig. = 0.006). This indicates that providing academic training to academic staff
will have a positive effect on service delivery in private universities. Additionally, academic
employee recognition exhibits a significant positive influence on academic service delivery (Beta

= 0.070, Sig. = 0.009). This implies that recognizing the contributions and efforts of academic
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staff positively influences their motivation and, consequently, academic service delivery. Lastly,
academic job security does not demonstrate a significant influence on academic service delivery
(Beta = 0.056, Sig. = 0.090). This suggests that the level of job security for academic staff in

private universities may not significantly impact service delivery in the academic domain.

Based on these findings, the null hypothesis (Ho2) suggesting no relative signiﬁcazmg&ence of

psychosocial factors and institutional empowerment on service delivery in %%niversities in
Southwest, Nigeria cannot be fully supported. The results indicate‘%hflt cademic workload,
'3

L ]
academic freedom, training and employee recognition signiﬁcan@'ﬂ ence academic service

delivery. However, workplace relationship and job securitngét exhibit significant influences.
Summarily, the hypothesis was rejected as majorit@ndependent variables (psychosocial

factors and institutional empowerment strategiev@%niﬁcantly influence the dependent variable
(service delivery) 'E C.)

When ranking the variables in tﬁ%ﬁ their significance, the findings indicate the following

order: workload, academic fregdom, training, employee recognition, job security and workplace

relationship. This im@)@%cademic workload has the highest influence on academic service

delivery, follo§ éy academic freedom, training, employee recognition, job security, and

workplace 6121 nship respectively.

Ho2b: There will be no relative significant influence of psychosocial factors (workload,
personnel autonomy, workplace relationship) and institutional empowerment (training, employee
recognition, job security) on service delivery of non-academic staff in private universities in

Southwest, Nigeria.
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Table 4.25 Summary of Regression Showing Relative Influence of Psychosocial Factors
(workload, administrative autonomy, workplace relationship) and Institutional Empowerment
(training, employee recognition, job security) on service delivery of Non-academic staff in Private
Universities in Southwest, Nigeria

Standardized
Unstandardized Coefficients Coefficients
B
Model Std. Error Beta t Sig.
(Constant) 11.838 271 43.696 .000
Non-Academics
Workload 352 .040 .300 8.736 .000
Non-Academic
Administrative 172 .044 117 3.922 .000
Autonomy
Non-Academic
Workplace .662 .046 362 14.299 .000
Relationship
Non-Academic 359 042 242 8.648  .000
Training
Non-Academic
Employee 176 .047 163 3.737 .000
Recognition
Non-Academic Job 181 055 154 3304 001
Security

a. Dependent Variable: Non-Academics Service Delivery

The findings from the regression 7analysis of the test of hypothesis regarding the relative
significant influence .of~psychosocial factors (workload, personnel autonomy, workplace
relationship) and instittrtional empowerment (training, employee recognition, job security) on
service delivety=of non academic staff in private universities in Southwest, Nigeria is presented
in tabl€ 4.25+The regression model summarizes the results in Table 4.25, providing information
on unstandardized coefficients, standardized coefficients (Beta), t-values, and significance levels
(Sig.) for each variable included in the analysis. The hypothesis (Ho2) stated that there would be
no relative significant influence of the psychosocial factors and institutional empowerment on

service delivery in private universities in Southwest, Nigeria. To test this hypothesis, the
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standardized coefficients (Beta) and their significance levels (Sig.) were examined. A significant
standardized coefficient (p-value < 0.05) indicates a significant influence of the corresponding

variable on service delivery. The analysis of reveals the following findings;

Firstly, non-academic workload demonstrates a significant positive influence on service delivery
(Beta = 0.300, Sig. = 0.000). This implies that increased workload experienced by ni?&ademlc
staff in private universities in Southwest, Nigeria is associated with imp %&%we delivery.
Secondly, non-academic administrative autonomy also exhibits a significant positive influence
on service delivery (Beta = 0.117, Sig. = 0.000). This 1ndlcat%$rantmg administrative
autonomy to non-academic staff enhances their ab111ty.to&g)\rer quality services in private
universities. Thirdly, the variable of non-acader@kplace relationship demonstrates a
significant positive influence on service deliv eta = 0.362, Sig. = 0.000). This finding
suggests that fostering positive workpla ny&nshlps among non-academic staff contributes to
improved service delivery outcomes@ﬂionally, non-academic training reveals a significant
positive influence on service delivety (Beta = 0.242, Sig. = 0.000). This implies that providing
training opportunitles to %demlc staff enhances their skills and knowledge, leading to
improved service ry in private universities. Furthermore, non-academic employee
recognition ﬂ%ﬂq significant positive influence on service delivery (Beta = 0.163, Sig. =
0.000 iinding suggests that recognizing the contributions and efforts of non-academic staff
positively impacts their motivation and, consequently, service delivery. Lastly, non-academic job
security demonstrates a significant positive influence on service delivery (Beta = 0.154, Sig. =
0.001). This indicates that providing job security to non-academic staff in private universities

contributes to improved service delivery outcomes.
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Based on these findings, the null hypothesis (Ho2) stating no significant relative influence of
psychosocial factors and institutional empowerment on service delivery in private universities in
Southwest, Nigeria was rejected. The results reveal that all the examined variables (workload,
administrative autonomy, workplace relationship, training, employee recognition, and job
security) have a significant positive influence on non-academic service delivery. W@xanking
the variables in terms of their significance, the findings indicate the following Q%}: workplace
relationship, workload, training, employee recognition, job security,\ and administrative
autonomy. This implies that workplace relationship has the highés@gnce on non-academic

service delivery, followed by workload, training, employEéﬁcognition, job security, and

administrative autonomy respectively. Q@
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Ho3a: There will be no significant difference between levels of service delivery of academic
staff in faith-based and secular private universities in Southwest, Nigeria.
Table 4.26 One Sample Statistics Showing Significant Difference Between Levels of Service

Delivery of Academic Staff in Faith-based and Secular Private Universities in Southwest,
Nigeria

N Mean Std. Deviation Std. Error Mean
Service Delivery of
Academic Staff Secular 432 27.06 4.288 206
Universities
Service Delivery of
Academic Staff Faith-Based 415 26.90 4.554 224
Universities
One-Sample Test
Test Value =0
95% Confidence Interval
Sig. (2- Mean of the Difference
t df tailed)  Difference Lower Upper
Service
Delivery of
Academic 131.147 431 .000 27.058 26.65 27.46
Staff Secular
Universities -
Service
Delivery of
Academic
Staff Faith- 120.345 414 .000 26.901 26.46 27.34
Based
Universities

Table 4.26 @s ts the findings and test the hypothesis regarding the significant difference in
levels of sefvice delivery of academic staff between faith-based and secular private universities in
Southwest, Nigeria. The relevant statistics presented includes the mean, standard deviation, and

standard error mean for service delivery levels in academic staff of both types of universities. The

hypothesis states that there will be no significant difference in levels of service delivery between
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faith-based and secular private universities in Southwest, Nigeria. To test this hypothesis, a one-
sample test was conducted comparing the mean service delivery levels to a test value of 0.000.
Upon analyzing the results, the following findings were observed. For secular universities, the
mean service delivery level of academic staff is 27.06, with a standard deviation of 4.288 and a
standard error mean of 0.206. On the other hand, for faith-based universities, the h@tservice
delivery level is 26.90, with a standard deviation of 4.554 and a standard error.m%é 0.224. The
one-sample t-tests were conducted to compare the mean service delivery levels to the test value of
0. For secular universities, the t-value is 131.147, the degrees of ﬂ‘e{i&%?df) is 431, and the p-
value (Sig. 2-tailed) is 0.000, indicating a highly 51gmﬁcant c@wnce. The mean difference is
27.058, with a 95% confidence interval of the difference ng from 26.65 to 27.46. Similarly,
for faith-based universities, the t-value is 120. 345 grees of freedom (df) is 414, and the p-
value (Sig. 2-tailed) is 0.000, indicating a ®1gmﬁcant difference. The mean difference is
26.901, with a 95% confidence interval ?8' difference ranging from 26.46 to 27.34.

Based on these findings, the leypothesis (Ho3) stating that there will be no significant
difference in levels of aca %}s'ﬁaff service delivery between faith-based and secular private
universities in Southv@gigeria was rejected. The results reveal a significant difference in
levels of servic @ery between the two types of universities, with both secular and faith-based
universiti s@‘l;%nstrating significantly higher service delivery levels compared to the test value
of 0.00@

mparing these values, it was confirmed that secular universities have a slightly higher

mean service delivery level (27.06) compared to faith-based universities (26.90).
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Ho3b: There will be no significant difference between levels of service delivery of non-

academic staff in faith-based and secular private universities in Southwest, Nigeria.

Table 4.27 One Sample Statistics Showing Significant difference between Levels of Service
Delivery of Non-Academic Staff in Faith-based and Secular Private Universities in Southwest,

Nigeria
Mean Std. Deviation Std. Error Mean

Service Delivery of Non-
Academic Staff Secular 31.41 4.326 282
Universities
Service Delivery of Non-
Academic Faith-Based Secular 30.70 4.493 298
Universities
One-Sample Test

Test Value =0

95% Confidence Interval
Sig. (2- Mean of the Difference

t Df tailed) Difference Lower Upper
Service Delivery of Non-
Academic Staff Secular 111.555 235 .000 31.411 30.86 31.97
Universities N
Service Delivery of Non-
Academic Faith-Based 103.169 227 .000 30.697 30.11 31.28

Secular Universities

Table 4.27 presented test o ngt'ﬁesis regarding the significant difference in service delivery
levels between faith-de)and secular private universities in Southwest, Nigeria. The statistics

presented incl % mean, standard deviation, and standard error mean for service delivery

levels ir@%a emic staff of both types of universities. The hypothesis (Ho3) states that there
will be no Significant difference in service delivery levels between faith-based and secular private
universities in Southwest, Nigeria. To test this hypothesis, a one-sample test was conducted
comparing the mean service delivery levels to a test value of 0.00. Upon analyzing the results, the

following findings were observed. For secular universities, the mean service delivery level of non-
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academic staff is 31.41, with a standard deviation of 4.326 and a standard error mean of 0.282. On
the other hand, for faith-based universities, the mean service delivery level is 30.70, with a
standard deviation of 4.493 and a standard error mean of 0.298.

The one-sample t-tests were conducted to compare the mean service delivery levels to the test
value of 0.0 0 For secular universities, the t-value is 111.555, the degrees of freedorh,@»is 235,
and the p-value (Sig. 2-tailed) is 0.000, indicating a highly significant diffe%&. The mean
difference is 31.411, with a 95% confidence interval of the difference ranging.from 30.86 to 31.97.
Similarly, for faith-based universities, the t-value is 103.169, the dé%ﬁ%})}l freedom (df) is 227,
and the p-value (Sig. 2-tailed) is 0.000, indicating a highly @%cant difference. The mean
difference is 30.697, with a 95% confidence interval of e.@érence ranging from 30.11 to 31.28.
Based on these findings, the null hypothesis (H. ting that there will be no significant
difference in service delivery levels betw@}x\r ased and secular private universities in
Southwest, Nigeria was rejected. The r?é'm' reveal a significant difference in service delivery
levels of non academic staff in bo&e}ular and faith-based universities in private universities in
Southwest, Nigeria with bo ‘"Afl'ﬂar and faith-based universities demonstrating significantly
higher service delive@%ls. Comparing these values, it can be concluded that secular

universities hav é\g'htly higher mean service delivery level (31.41) compared to faith-based

universiti (@7 .
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4.3 Discussion of Findings

The findings of the research one provide valuable insights into the level of service delivery
among academic staff in private universities in Southwest Nigeria. The reported high average
weighted mean of 3.37 suggests that the academic staffs in these institutions are performing well

in terms of service delivery across three key areas: teaching, research, and communit ice.

Q

The high level of service delivery in teaching indicates that the academi .st%%e effectively
carrying out their instructional duties. They are likely employing vari ing methodologies,
engaging students, and imparting knowledge in a manner that en ﬁne learning experience.

This finding is crucial as quality teaching plays a pivotal tx&zﬁ shaping the academic success
and overall development of students. Similarly, the@% academic staff's service delivery in
research is rated highly is indicative of their d tion to scholarly pursuits. This implies that
they are actively involved in research act&g)wch as conducting studies, publishing papers in
reputable journals, and contributing advancement of knowledge in their respective fields.

Research-oriented universities caﬁ?gmﬁcantly impact their communities and society at large,

making this finding ly: noteworthy Again, the high rating of service delivery in
community servic éee the active involvement of academic staff in addressing societal needs
and challeng@is could include activities like participating in outreach programmes,
providi ert advice to public institutions or organizations, and engaging in initiatives that
positively impact the local community. Such community engagement is essential in fostering

mutually beneficial relationships between universities and the wider society. This finding is

significant as it underscore the positive contributions of private universities in Southwest Nigeria
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in providing quality education, promoting research excellence, and fostering community

engagement.

To enrich the findings, this study was compared with other relevant research in the field. Notably,
a study examined service delivery in private universities in Nigeria. Surprisingly, the findings
differed significantly from the findings of this study, reporting a moderate I%Q\(} service

delivery'. However, in line with the result of this study, a study on servs' .eh&ery in public

universities within Southwest, Nigeria was compared. Remarkably, the results align with that of

. %
this study, indicating a high level of service delivery in both priv@‘d ublic higher education

institutions across the region®. This consistency in ﬁndings@ts a promising overall quality
of service delivery in Southwest Nigeria's higher&dﬁﬁ%n landscape. On the other hand, a
related study examined service delivery in .pbq‘;% universities in Nigeria. Intriguingly, the
research revealed a notably lower level Qd}e delivery compared to findings of this study?.

Similarly, a previous study focused @"vice delivery in private universities specifically within

0\

service delivery*. Q’Q

It is worth e@g the significance of our study's alignment with recent research on private

Southwest, Nigeria. Contrary &&ﬁndings of this research, it reported a moderate level of

universities_in Sputhwest, Nigeria. This consistency in results across the institutions suggests an
encou@, pattern of high service delivery standards in higher education within the region.
Such congruence enhances the credibility and robustness of our findings. Additionally, the
disparities between our study and certain other research underline the importance of
acknowledging the complexities and intricacies inherent in measuring and assessing service

delivery in diverse educational settings. These differences could potentially spark further
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investigation into the unique factors that contribute to service delivery disparities across different

institutional contexts.

The findings of research question two indicate that non-academic staff in private universities in
Southwest Nigeria generally exhibit a high level of service delivery across various aspects. This
is a positive indication as it reflects the dedication and commitment of these staf&bers in

providing quality services to students and clients. One of the key strenz%b@@'ed was their

ability to respect students and clients, which is crucial in maintainin%io tive and conducive
.3

learning environment. Clear communication is also essential i@ﬁ g that information is
effectively conveyed, and it is encouraging to see that this aéggét of service delivery was found
to be high among the non-academic staff. Another n@ y aspect was their ability to create a
lasting memory of service excellence. This su@s that the non-academic staff members go
above and beyond in their roles, leavin%gﬂtive and lasting impression on the students and

clients they serve. Furthermore, the %qm'hgness of the staff to be available at their duty posts

reflects their dedication and re%pb%sibility. This availability is vital in providing timely
'\

assistance and support to @ and clients whenever needed.

The findings also @'wate that non-academic staff displayed a proactive approach by anticipating

potential issuesy, This is an important quality as it helps in identifying and addressing problems
before@ escalate, contributing to a smoother functioning of the university. However, the
moderate level of service delivery in maintaining daily and weekly reports is a slight area of
concern. Accurate and consistent reporting is crucial for administrative purposes and decision-
making, so improvements in this area could further enhance the efficiency of the universities.

Overall, the research highlights the commendable efforts of non-academic staff in private
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universities in Southwest Nigeria in providing quality service. The positive findings indicate that
these staff members are dedicated, competent, and genuinely concerned about the well-being and

satisfaction of the students and clients they serve.

The results of research questions one and two are amenable to direct comparison, revealing that
the service delivery of non-academic staff in private universities is marginally higléo)(?&{ that of

their academic counterparts. This finding holds implications that cougI 58@‘[ university

administrators to reevaluate resource allocation strategies. Given the(potertial significance of

[ ) '3
non-academic staff in elevating service quality, it becomes imp@%%é o consider augmenting

investments in their training, development, and supports sx&g)s to sustain and enhance their
performance levels. Moreover, this comparatiw@s underscores the importance of
recognizing the valuable contributions of non-an;S‘ic staff to the holistic university experience,

warranting the provision of adequate réscgr.és to facilitate the effective execution of their

responsibilities. Q)‘b‘

In comparison with other rela%tﬁtudies, the results of this research align with the findings of a
study which equally fo r@ ak gh level of service delivery among non-academic staff in private

universities, irgm,g our findings®. This correspondence suggests that dedication and
s's

effectivenes ng non-academic staff might be common characteristics transcending regional
bound@ However, a contrasting perspective emerges from a study which explored non-
academic staff service delivery in public universities within Southwest Nigeria. The research
reported a moderate level of service delivery among non-academic staff, indicating a discrepancy

with our results®. This distinction might be influenced by inherent differences in organizational

contexts, resource allocation, or management practices between private and public universities.
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Further contrasting finding revealed a lower level of service delivery among non-academic staff
compared to our study. This disparity highlights the significance of considering institution-
specific factors, such as organizational culture, training opportunities, and incentives, which can
significantly influence service delivery levels’. Additionally, a study on comparative
examination of non-academic staff service delivery in both private and public unive'r@ within
Southwest Nigeria surprisingly indicated a higher level of service delivery am%&n—academic
staff only in public universities, contrasting with our findings. This di c}oancy might be

attributed to the diverse dynamics and priorities within public uﬁi@ywsystems compared to

private ones®. Qé

The comparison and contrasting of the findings withot ‘Qtf\udies offer valuable insights into the
nuanced nature of non-academic staff servic ﬁ&gvery in private universities in Southwest
Nigeria. The consistent alignment with rgsa)}lies suggests that dedication and effectiveness
among non-academic staff are likely@evail across similar educational settings. On the other
hand, the contrasts with other Msize the importance of acknowledging the uniqueness of
each institutional cont x@%:ance structures, funding sources, and organizational cultures
can play crucial r g shaping service delivery levels among non-academic staff in both
private and p!!%%iversities.

QO

Resear estion three was formulated to investigate the psychosocial factors of employees in
private universities located in Southwest Nigeria. The study focused on academic staff and non-
academic staff separately. The psychosocial factors of academic staff were assessed using the
"Workload, Personnel Autonomy, Workplace Relationship" measurement. The findings

indicated that academic staff's psychosocial factors were generally high, with an overall
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weighted mean score of 3.30. Among the three indices used in the study, workplace relationship
obtained the highest score of 3.57, followed by academic freedom (3.20), and workload (3.12)
respectively. The second part of research question three aimed to evaluate the psychosocial
factors of non-academic staff in private universities in Southwest Nigeria. To achieve this, the
factors considered were "Workload, Administrative Autonomy, and Workplace R@nship."
The results showed that, on average, the psychosocial factors of non—acader%{aff in these
universities were high, with a weighted mean score of 2.97. Interestingly, the study revealed that
even though the psychosocial factors of non-academic staff were h@}g}r workload level was

low. Among the three indices used to measure non—acac‘@i@ staff psychosocial factors,

Q

workplace relationship received the highest score owlowed by administrative autonomy
ith

(3.00), while workload obtained the lowest score \& a'weighted mean score of 2.37.
Comparing the results of psychosocialafa between academic and non-academic staff in

private universities in Southwest @ﬂa, it was found that academic staff had higher

psychosocial factors compared t(%gacademic staff in the same institutions.
'\

The study's results in@@%‘[ the psychosocial factors of academic staff are high while that of
non-academic sta%@ private universities is moderate. This suggests that employees in these
institutions are“experiencing positive work-related psychological and social conditions. High and
moderychosocial factors are associated with satisfactory employee well-being, job satisfaction,
and reduced levels of stress and burnout. Similarly, workplace relationship emerged as a significant
factor in determining psychosocial well-being for both academic and non-academic staff. This
finding underscores the importance of fostering positive and supportive relationships among
colleagues and with supervisors. Encouraging a healthy work culture that promotes teamwork
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and open communication can enhance employees' job satisfaction and productivity. In the same
vein, for academic staff, academic freedom and administrative autonomy were important factors
in their psychosocial well-being. These findings emphasize the significance of granting academic
staff the freedom to pursue research, teaching, and professional development opportunities
without unnecessary bureaucratic restrictions. Academic staff who feel empowered'i@ir roles
are likely to be more motivated and engaged. Again, the study revealed thatew gdd was a key
factor influencing both academic and non-academic staff's psychosoct ell-being. While
academic staff reported higher psychosocial factors overall, the wdg@)\?/as a concern for both
groups. To maintain a positive work environment, unive&%*management should focus on
workload distribution, ensuring it is manageable and a@d. Excessive workloads can lead to

stress, job dissatisfaction, and even health-related issueSamong employees.

N
The findings showing higher psychosoci%@ among academic staff than non-academic staff
can have implications for recmitmen@ retention strategies. Universities may need to provide
attractive benefits and work (Mons to attract and retain non-academic staff, given the
potential discrepancy i @Zal factors compared to their academic counterparts. In all, the
study's results e hizé the importance of creating a supportive work environment that
addresses eﬂ%&s' psychosocial needs. By prioritizing workplace relationships, workload
mana and factors such as academic freedom and administrative autonomy, private
universities in Southwest Nigeria can enhance employee well-being which can have a positive

implication on the service delivery of the employees.

In comparison to other relevant studies, the results of this research align with a study conducted

in a similar educational setting. Their study also reported high levels of psychosocial factors
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among academic and non-academic staff in private universities, mirroring our findings®. This
alignment suggests that the psychosocial well-being of employees might be a prevailing trait in
educational institutions across comparable contexts. Contrasting perspectives arise from a related
study which explored the psychosocial factors of employees in public universities within
Southwest Nigeria. Their research reported a moderate level of psychosocial factb@ffering
A\
from the study’s findings of high psychosocial factors among employees in priy, iversities!?.
This divergence could be influenced by variations in institutional cultures, workloads, or

employee support mechanisms between private and public univers%&&‘d%.3

Test of hypothesis one investigate the combined inﬂueang'}glchosocial factors (workload,
personnel autonomy, workplace relationship) and in‘@%l empowerment (training, employee
recognition, job security) on the service delivery@cademic staff in private universities located
in Southwest Nigeria. The results obtai dgaﬁ}the analysis revealed a statistically significant
combined influence of both psychos%&ctors and institutional empowerment on the service
delivery of academic staff in h&gﬂvate universities. Similarly, the researchers performed a
test of hypothesis one tﬁ%ﬁ\z the combined influence of psychosocial factors (workload,
personnel autonongr&place relationship) and institutional empowerment (training, employee
recognition, ‘%ﬁ%ﬂty) on the service delivery of non-academic staff in private universities
situat thwest Nigeria. The findings from this analysis also provided significant evidence
to support the conclusion that there is a combined significant influence of psychosocial factors

and institutional empowerment on the service delivery of non-academic staff in these private

universities in Southwest Nigeria.
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The significant influence of both psychosocial factors and institutional empowerment on service
delivery suggests that creating a conducive and empowering work environment positively
impacts the performance of both academic and non-academic staff in private universities. When
employees feel supported, recognized, and have a sense of control over their work, they are more
likely to be motivated and committed to delivering high-quality services. The resulfs{@erseore
the importance of fostering a positive work culture and climate in privatquﬁersities. An
organizational culture that values employee well-being and empowerment'can lead to improved
service delivery, job satisfaction, and overall organizational effec‘tjé\%‘%s? The study highlights
the significance of providing relevant training opportunities a@gcognizing employees' efforts.

Training programmes can enhance employees' sl%@competencies, which can directly
e

impact the quality of service delivery. Similar] ployee recognition fosters a sense of

appreciation and encourages continued dedi@to eir roles.

Job security emerged as an inﬂuenti%%tor, suggesting that providing a sense of stability and
job certainty to employees positively affects their commitment and engagement with the
organization. Employees @lﬂsecure in their positions are more likely to invest in their work
and contribute to t%@rsity's success. The findings may prompt private universities to review
their policie%g decision-making processes concerning employee empowerment and
psycwell-being. Management may consider implementing strategies that promote
greater autonomy, positive workplace relationships, and institutional support to improve service
delivery outcomes. Private universities that prioritize employee well-being and empowerment

may gain a competitive advantage in attracting and retaining high-quality staff.
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In order to ascertain the relative significant influence of psychosocial factors (workload,
personnel autonomy, workplace relationship) and institutional empowerment (training, employee
recognition, job security) on service delivery within private universities located in Southwest
Nigeria, a test of hypothesis two was conducted. The results of the analysis revealed the
following factors with their respective level of influence on service delivery for ﬁq@edemic
staff: workplace relationship demonstrated the highest influence, followed b wg%ad, training,
employee recognition, job security, and administrative autonomy, respeetively. The findings
indicate that the quality of workplace relationships holds the gre&, @Sx};act on non-academic

service delivery in these private universities, suggesting thaté‘ering positive and supportive

interactions among employees and with supervisors 's@vial for enhancing service delivery
D

outcomes. Additionally, managing workload IGV% ropriately emerged as the second most
0

influential factor, underscoring the impo@

optimize employee performance. FL@nore, the study highlighted the significance of

balanced and manageable workloads to

institutional empowerment facto%& as training opportunities, employee recognition, and job
security. The presence of i@"% training programs that equip employees with relevant skills
and knowledge can (@D@ly influence service delivery. Recognizing employees' contributions
and efforts e o@ges higher levels of motivation and dedication to their roles, further
enhanci %Vi e delivery. Moreover, providing job security contributes to employees' overall
job sﬁtion and commitment to the organization, which in turn positively affects service
delivery outcomes. Administrative autonomy, while demonstrating influence, appeared to have a
relatively lower impact on service delivery compared to the other factors studied. Nonetheless, it

still plays a role in influencing the delivery of non-academic services in private universities.
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The study highlights the importance of allocating resources towards fostering positive workplace
relationships and managing workloads effectively. Universities should prioritize initiatives that
promote collaboration and supportive work environments while ensuring workload distribution
aligns with employees' capabilities and capacities. Investing in training and development
programs can yield significant benefits in improving service delivery. By enhancir%@loyees‘
skills and competencies, universities can positively impact the quality of ser@%) provided to
their stakeholders. Acknowledging employees' contributions and recognizing their efforts can
boost motivation and job satisfaction, leading to improved seh%‘ggaivery. Implementing
incentive programs can further reinforce positive behaviors @dnve performance excellence.
Ensuring job security and stability within the insti t@an enhance employee loyalty and
commitment. Employees who feel secure in their pesitiohs are more likely to invest in their work
and contribute to the university's success.@k\'ﬁy's findings provide valuable insights for
continuous improvement efforts withi ivate universities. By understanding the relative

influence of psychosocial factorsw)nstitutional empowerment on service delivery, universities

can tailor their strategies to s specific areas that may require improvement.

N
In comparison wit tgs)relevant studies, the results of this hypothesis test align with the report
in a study wH%and a significant combined influence of psychosocial factors and institutional
empo @ on the service delivery of academic staff in private universities, mirroring our
findings. This consistency suggests that the interaction between the work environment and
institutional support plays a crucial role in determining service delivery outcomes across
comparable educational settings!'. Another study equally demonstrates the significance of the
combined influence of both sets of factors on the service delivery of academic staff in private
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universities in Southwest Nigeria!2. Contrasting perspectives emerge from a study which
examined service delivery among academic staff in private universities within Southwest Nigeria.
Their research reported that psychosocial factors alone significantly influenced service delivery,

while institutional empowerment factors exert no significant influence!'>.

The study conducted a test of hypothesis three to examine the significant differe&etween

levels of service delivery in faith-based and secular private universities@west Nigeria.

The findings indicate that there is indeed a significant difference in service '§1 ivery levels among
the non-academic staff in both types of private universities. Inter%.@%‘% ; both secular and faith-
based universities demonstrated higher service delivery@%ls compared to the baseline,
suggesting a commitment to quality service provis@%oth categories of institutions. Upon
comparing the mean service delivery levels, it w@)served that secular universities exhibited a
slightly higher mean service delivery l(zé'@\l.ﬂ, while faith-based universities had a mean

service delivery level of 30.70. Thi icates that secular universities, on average, have a

marginally higher level of se&é&?ﬁvery among non-academic staff compared to their faith-
'\

based counterparts. Q’Q

Furthermore, t eéults also revealed a significant difference in levels of academic service
delivery betw the two types of universities. Both secular and faith-based universities
demor@d higher service delivery levels compared to the test value of 0.000, indicating a
commitment to academic excellence in both types of institutions. Upon comparing the mean
service delivery levels for academic staff, it was found that secular universities exhibited a

slightly higher mean service delivery level of 27.06, while faith-based universities had a mean
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service delivery level of 26.90. This suggests that secular universities, on average, have a slightly
higher level of service delivery among academic staff compared to faith-based universities.

The results is consistent with other relevant studies, for instance, a study examined service
delivery in faith-based private universities in a Nigeria. Interestingly, their study also reported a
significant difference in service delivery levels when compared to secular private u'n.@aities in
their context'. This comparative alignment suggests that the influence of faitk@%&d principles
on service delivery may transcend regional boundaries, impacting both Seuthwest Nigeria and
the neighboring region. In contrast, a study explored service deliv@fgith—based and secular

private universities. Their result did not observe any sigfificance difference in the two

institutional type's. This contrasting perspective deﬁs%&es the importance of conducting
targeted research to uncover the unique characte%c of different types of private universities
and their respective service delivery outcorre-)‘\\'

The comparative and contrasting analyg%hypothesis three with other studies provide valuable
insights into the distinctiveness (wlce delivery levels between faith-based and secular private
universities in Southwest '%a') The alignment with other studies strengthens the argument
that faith-based princ@ d values can significantly influence service delivery practices across
diverse conte @1 the other hand, the contrasts underscore the significance of our study's
targeted ach, which specifically examines the differences in service delivery between faith-
basedﬁgular private universities. By addressing this specific research question, the study
contributes to a more nuanced understanding of the factors that shape service delivery outcomes

in private higher education institutions.
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Chapter Five
Conclusion

This chapter focuses on the summary of findings, conclusions, recommendations (based on the
findings of the study), contribution to knowledge and the areas of further research.
AL

5.1 Summary of Findings . @Q

The study investigated the Influence of Employee Psychosocial Factow%égad, personnel
autonomy, work environment), and Institutional Empowerment (training, ®mployee recognition,
job security) on Service Delivery in Private Universities in Sou‘!&%‘}t, Nigeria. It was driven by
the observation that the quality of service delivery in N@l private universities seems to be
declining, despite the country's reputation as an € mic base and producer of renowned
academics over the years. This decline 1 .6%5 delivery is reflected in complaints from
students regarding academic and no%ademic staff, such as missing classes, delayed
examination results, poor hostel@, inadequate facilities, and unsatisfactory staff behavior.
Previous researches have add%s?d ineffective service delivery in the university system, but

little seems to have ee)gl%e on the efficiency of service delivery in private universities,

particularly the C(@iped influence of psychosocial and institutional factors.

The obj @ of the study include identifying the level of academic and non-academic service
delivery 1n private universities in the region, assessing the status of employees' psychosocial
factors and institutional empowerment, and examining the combined influence of these factors
on service delivery. The research design adopts a mixed method approach, combining

quantitative (descriptive design) and qualitative research techniques to obtain a comprehensive
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understanding of the research problem. The population of the study consists of academic and

non-academic staff from 37 private universities in the Southwestern states of Nigeria.

The data were collected using self-designed questionnaires and key informant interviews. The
questionnaires focused on academic employee psychosocial factors, institutional empowerment,
and service delivery, while the key informant interviews gathered insights from é@m‘[ions on

the level of these factors and service delivery in the sampled private univ

03

analyzed using descriptive statistics, frequency, and percentages. Hyg%les s were tested using
nd t-tests.

inferential statistics, including multiple regression analysis (AN@}
RS
The findings revealed that academic staff in private un'v@% in Southwest Nigeria have a high
level of service delivery across three key areas: tea@ research, and community service. This
high level of service delivery in teachinge‘-)&g&{e effective instructional duties, while high
service delivery in research reflects dedi%n to scholarly pursuits. Additionally, the high rating
of service delivery in communit@e demonstrates active involvement in addressing societal
needs. The consistency of fi gs with other studies on private universities in the region adds
credibility to the res@go clusions. Moreover, non-academic staff in private universities in
Southwest Ni ri@?ﬂo displayed a high level of service delivery, particularly in aspects like
respecting studeénts and clients, clear communication, and creating a lasting impression of service
excell@ However, there was a moderate level of service delivery in maintaining daily and
weekly reports, which could be an area of improvement. Comparatively, non-academic staff had
marginally higher service delivery levels than academic staff, suggesting the need to invest in

their training and development to enhance performance.
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Furthermore, the research revealed that both academic and non-academic staff in private
universities experienced high psychosocial factors, indicating positive work-related
psychological and social conditions. Workplace relationship and workload were significant
factors influencing psychosocial well-being for both groups. Academic freedom and

administrative autonomy were particularly important for academic staff, while ﬁq@ademic

(@asized the

importance of creating a supportive work environment that addresses employees' psychosocial

staff valued workplace relationships and administrative autonomy. The stu

needs. Additionally, the test of hypotheses found a signiﬁb@?nbined influence of
psychosocial factors and institutional empowerment on ser&@ﬁ ivery for both academic and
non-academic staff in private universities. Creati %\onducive and empowering work
environment positively influenced employee { e delivery. Factors like workplace
relationships, workload management, trai@-g;\}')portunities, employee recognition, and job
security were particularly influential. (@tesults underscored the importance of investing in

employee well-being and empoww to enhance service delivery outcomes.

'\
Lastly, the study reve e@ﬁcam difference in service delivery levels between faith-based
§ )

and secular priva ersities for both academic and non-academic staff. Both types of

universities ﬁ%ngstrated higher service delivery levels compared to the baseline, with secular
unive@%ghﬂy outperforming faith-based ones. This finding suggests that both faith-based
and secular private universities in Southwest Nigeria are committed to delivering quality services,

but secular universities have a marginal advantage in service delivery levels.
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In all, the research provides valuable insights into the service delivery and psychosocial well-
being of academic and non-academic staff in private universities in Southwest Nigeria. The
findings highlight the importance of creating supportive work environments and investing in
employee empowerment to enhance service delivery outcomes. Additionally, the study identifies
the influence of institutional types on service delivery, with secular univers'lt.{bslightly
outperforming faith-based ones. The research contributes to a better understand% the factors

that shape service delivery and employee well-being in the context of private higher education
. \‘%'3

institutions.

5.2 Conclusion
The study conclusively demonstrates that aca@ and non-academic staff in private
universities in Southwest Nigeria exhibi B@ level of service delivery. Both groups
experience positive work-related psy@ogical and social conditions, emphasizing the
importance of a supportive wor en\%nment. The combined influence of psychosocial factors
and institutional empowerme ig}liﬁcantly influence service delivery outcomes for employees.
Furthermore, both faith= @%ﬂd secular private universities are committed to delivering quality
services, with ec&g universities holding a slight advantage in service delivery levels. These
underscore the'critical role of employee support and empowerment in enhancing service delivery

and o@performance in private higher education institutions in the region.
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5.3  Recommendations
On the basis of the findings, the following recommendations are thereby made:

1. Private universities in Southwest Nigeria should invest in comprehensive training and
development programmes for both academic and non-academic staff. These® ammes

@

should focus on improving instructional techniques, research skills, community

engagement for academic staff. For non-academic staff, traiﬁ%}ould emphasize

effective communication, report management, and service exﬁésu':\e.

5\

2. Universities should prioritize building positive work%@relationships among employees.

Encouraging teamwork, communication, aq@ respect can enhance psychosocial

well-being and improve overall service, d@ry.

3. University administrators should @SS and manage the workload of employees to ensure

they can balance their r@ﬂities effectively. Overburdened staff may experience

burnout and reducedg%rwgice delivery, so workload distribution should be fair and

equitable. QQ
O

4. Aca fo should be provided with academic freedom, while both academic and
ademic staff should have administrative autonomy within their roles. Empowering
employees with decision-making authority can boost their motivation and commitment to

service delivery.
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5. Institutions should establish employee recognition programmes to acknowledge and
reward outstanding performance. Recognizing employees' contributions can increase job

satisfaction and motivation, leading to improved service delivery.

6. Universities should work towards providing a secure work environment for employees.

Offering stable employment contracts and job security can reduce anx1e%%h0ng staff

and contribute to better service delivery. 'E\

7. There is a need for periodic evaluations of service dvel@s'ﬁo identify areas for

improvement. This can be achieved through studenté&:hent feedback, as well as

internal assessments. Feedback should be %@develop action plans for enhancing

service quality. %

By implementing these recommen ti&) private universities in Southwest Nigeria can
improve service delivery by fost@-positive work environments, empowering employees,

and addressing psychosocial fagtors. These actions can contribute to a more efficient and

effective higher educa@y tem in the region.

N

5.4 ‘@ibutions to Knowledge

Tl@mdy titled "Influence of Employee Psychosocial Factors and Institutional
Empowerment on Service Delivery in Private Universities in Southwest, Nigeria" makes
significant contributions to the existing body of knowledge in organizational behaviour and
higher education management. By investigating various aspects of service delivery in private

universities, it provides a comprehensive understanding of the factors influencing service
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quality. First, the study assessed the current levels of both academic and non-academic
service delivery in private universities across the Southwest region of Nigeria. By examining
teaching, research, and community service, alongside customer relations, work habits, and
employee competence, the research sheds light on the overall performance of these

institutions, identifying areas for potential improvement. &

To gain deeper insights into the dynamics that affect service delivery, @@y delves into
the realm of employee psychosocial factors. It carefully evaluagzg ects like workload,
personnel autonomy, and work environment, as these elem \ean significantly influence

employee well-being and, consequently, service quaiitA%?e research seeks to understand

how these factors interact within the organiza@ntext and contribute to the overall

service delivery of private universities emfl@s

Additionally, the study critically e@es the extent of institutional empowerment within
private universities. It exam@ availability and effectiveness of training opportunities,
employee recognition p mimes, and job security measures. Understanding the degree to
which these emp@gﬁl factors exist can offer valuable insights into the organizational

climate an it@éntial influence on service delivery outcomes.

A y contributions of this research lies in its exploration of the combined influence of
psychosocial factors and institutional empowerment on service delivery. By analyzing how
these two sets of factors interact and overlap, the study paints a holistic picture of their

impact on service quality within private universities in Southwest, Nigeria.

178



Moreover, the study aims to determine the relative importance of psychosocial factors and
institutional empowerment in shaping service delivery outcomes. By understanding which
factors carry more weight in influencing service quality, universities can strategically allocate
resources and implement evidence-based policies to enhance overall organizational
performance. An additional noteworthy aspect of this research is its investigatioh@otential
disparities in service delivery levels between faith-based and secular pr.in%ﬂwersities in
the region. By considering the influence of institutional values and ethos on service delivery
practices, the study highlights the potential nuances that may{z@%& different (faith and

secular) private universities in Southwest, Nigeria. Q&

S
5.5 Suggestions for Further Studies
-

Despite the valuable contributions mad deJ research, it is important to acknowledge that it

focused on a specific region of Nig@%ﬁvhich may restrict the generalisation of the findings.

Therefore, future research end a@ould expand the scope to encompass public universities or
3

other higher instituti n@
g«é

comprehensive und<d ing of service quality in diverse contexts.

Q
QQ

er regions or even other countries, allowing for a more
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Appendix I
Lead City University, Ibadan
Department of Art & Social Science Education, Faculty of Education
Lecturer Questionnaire (LQ)

Request to Participate in a Research

Dear Esteemed Respondent,

I am a Ph.D student in the department of Educational Management and I am carrying opit a study
on “Employee Psychosocial Factors, Institutional Empowerment and Serviee)Delivery in
Private Universities in Southwest, Nigeria”.

This instrument is designed to collect information on the research title stated above. Please note
that any information given is strictly meant for research purpose and shall be treated with utmost
confidentiality, hence, your sincere response to all items in the instrtiment'is highly solicited.

Yours Sincerely,

The Researcher

Section A

Instruction: Please, tick (x) in the space previded in front of the option that best fit your
responses to the questions below

A e o

Gender: Male () Female ( )

Age Range: Lessthan 30Ngs () 31-40yrs () 41-50yrs ()  Above 50yrs ()
Years of Lecturing Experience: Less than 10yrs( ) 11-20yrs( ) 21-30yrs( ) Above 30yrs( )
Status: Lecturer 1 AS¢nior Lecturer ( ) Associate Professor/Reader — Full Professor ()
School Type: (Secwlar { )  Faith Based ( )

How many gourses do you teach per semester on the average?

a. BelowA\SY b.6-10 c.11-15 d. 16 — 20 e. Above 20

What 15.the¢ average number of students you teach per course?

an, Bélow 5 b.6-10 ¢ 11-20 d.21-40 e. Above 40

What is the level of students you teach in a semester?

a. 100L only b.200L c.300L  d.400L & above e. Mixed (Postgraduate Inclusive)
How many international publications do you have?

a. Below 10 b.11-20 c.21-30 d. Above 30

10. How many local publications do you have?

a. Below 10 b.11-20 c.21-30 d. Above 30

11. How many textbook chapter contributions do you have?

a. Below 10 b.11-20 c.21-30 d. Above 30
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12. How often do employees get promotion in your university?
a. Every 3 years b. Every 5 years c. Every 7 years d. Not Specific

Section B: Service Delivery Items

This section contains items to collect information from respondents on level of service delivery
dimensions provided by private universities academic staff. Please respond to the statement in

the tables below using the following scale; . &

Always (AL) =4, Often (O) = 3, Rarely (R) =2, Never (N) =1
Academic Service Delivery (Teaching, Research & Community Servi%‘\qo

S/N Items AlwaysK ften | Rarely | Never
(4N~ 43) @) )

1. Make use of relevant instructional materials during '@
classes/lectures for students’ active learning . @

2. Finish every course syllabus with students b ()Qy\‘
semester examinations

3. Available to students for resolution %tﬁéir
academic challenges ~ ‘\&

4. Supervise students research Works.&}qsﬁré quality

5. Work with students to identi@’c‘ﬁetal problems
and conduct research to prﬁﬁ‘er) lutions

6. Attend academic conferences”

"

on issues needing, “professional advice and other

7. Engage host C(ié) ity dwellers of your university
support X

8. Participate \dh enlightenment programmes for
societal dgvelopment

9. ﬁ\ﬁaﬂ in electoral process supervision of the
S ty

Section C: Academic Employee Psychosocial Factors

This section contains items to collect information on status of psychosocial factors (workload,
academic freedom and workplace relationship).

Instruction: Please use the scale below to respond appropriately

Always (AL) =4, Often (O) = 3, Rarely (R) =2, Never (N) =1
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S/N Items Always | Often | Rarely | Never
“ (&) 2 @
1. Lecturers are scheduled to take an average of five
classes daily
2. Lecturers engage in other administrative functions
such as students’ advisory, school projects,
committee meetings on daily basis A
3. Lecturers must organise make-up classes for § *
students offered admission at different times P Q')&
4. Teach in multiple programmes in the university Q\&}O‘
(Full-time, part-time, postgraduate, professional Y\
certificate etc) A o
5. Lecturers have liberty to research area of interest ', \ )
LY
6.. | Staff are allowed to have input in faculty decisions @\‘J
T
7. Lecturers get punished for fixing classes N
convenience as against the faculty time table \\ >
8. The University has process to protect t hi?l'é
personnel against intimidation/mo @ on
campus or external authority.
0. Staff can easily get work support colleagues
and superiors within the universt
10. | Mentor-mentee relationshipyis)encouraged in my
university A -
11. | Difficult job tas kfg ‘made simple with
workplace frie@ kﬁ%
12.

Workplace ;ieMnship increases employees’

service deliyery in my university

QQ
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Section D: Institutional Empowerment

This section contains items to collect information on level of institutional empowerment (training,

employee recognition, job security). Please use the scale below to respond appropriately

Always (AL) = 4, Often (O) = 3, Rarely (R) =2, Never (N) =1

S/N Items Always | Often | Rarely | Never
@ | 3 O
1. Induction and orientation programme is organized @ Y
for all new employees in my university < \‘Q/\
2. Staff are scheduled for compulsory annual training N
3. Management makes policies encouraging training . x%'\
participation in my university («;\\‘
4. My university is responsible for payment of '&*\)
workshops and seminars attended . QQ
5. University personnel are issued commend iQy
letter for outstanding performance Q
6. My university do organize end of sessio.n‘&ds to
celebrate exceptional staff’s producti(fty\
7. Special parking space is decora Wstaff with
high performance in my univers
8. Official news bulletin i &Versny features
employee with superior se dehvery
0. Employees are punishg%mwreheved of their duties
without fair hearmg@ly university
10. | Job tenure are @%ﬁr&i as employees can be fired
at anytime
11. Conﬁ@%o‘f staff are done as and when due
12.

A @gl% misunderstanding between any staff and
% proprietor, his family members and friends

causes staff disengagement

Appendix 11
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Lead City University, Ibadan
Department of Art and Social Science Education, Faculty of Education
Administrator Questionnaire (AQ)

Request to Participate in a Research

Dear Esteemed Respondent,

I am a Ph.D student in the department of Educational Management and I am carrying oyt a study
on “Employee Psychosocial Factors, Institutional Empowerment and ServicerDelivery in
Private Universities in Southwest, Nigeria”.

This instrument is designed to collect information on the research title stated aboye. Please note
that any information given is strictly meant for research purpose and shall be treated with utmost
confidentiality, hence, your sincere response to all items in the instrument s highly solicited.

Yours Sincerely,

The Researcher
Section A

Instruction: Please, tick the space provided inrontof the option that best fit your responses to
the questions below

Gender: Male () Female ()

Age Range: Less than 3Q,yrs() 31-40yrs () 41-50yrs() Above 50yrs ()
Years of Experience: Less than 10yrs () 11-20yrs( ) 21-30yrs () Above 30yrs ()
School Type: Seculas(™) ' Faith Based ( )

How many peeple,(Stiidents and others) do you attend to on the average per day?

a. Below 10 % _J1 —20 c.21-30 d.31-50 e. Above 50

6. How oftenrd0vemployees get promotion in your university?

a. Evempdyears b. Every 5 years c. Every 7 years d. Not Specific

A

Section By Service Delivery

This section contains items to collect information from respondents on level of service delivery
dimensions provided by private universities academic staff. Please respond to the statement in
the tables below using the following scale;

Always (AL) =4, Often (O) = 3, Rarely (R) =2, Never (N) =1

Non-Academic Service Delivery (Customer Relations, Work Habit & Employee Competence)
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SN | I; Always | Often | Rarely | Never
(C) (&) 2 (0]
1. respect students and other clients when expressing
their opinions by listening raptly without mobile
phone or other distractions
2. communicate clearly with students by ask right
questions and giving timely feedback =
3. make all my contacts have lasting memory of my '\0“
service excellence Q')&
4. make myself available at my duty post and show '\QO'
care for the needs of students, parents and clients ‘é g
5. maintain daily/weekly report of my achievements 7
and errors '(‘\ "
6. engage in private business during official hours to &%’
supplement my earnings N A\@
7. do anticipate likely issues and report to m ‘\?
superiors before they become problems !@é’
university 4
8. have mastery of my job details and pr'b@)daily
tasks . C )
0. adhere to university policies an—@gginitiatives
when necessary r’(b‘
N\

Section C: Employee Psyc 6%1'41 Factors

This section contain 1ter®t collect information on status of psychosocial factors (workload,
administrative autowd nd workplace relationship).

Please use t elow to respond appropriately

Alwa}@ 4, Often (O) = 3, Rarely (R) =2, Never (N) =1
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S/N I; Always | Often | Rarely | Never
“ 3 2) &)
1. work after official closing time
2. have outstanding work at the end of session and
do not observe annual leave or get recalled from
leave
3. do come to work on weekends and public holidays .
AP
4. forget to have breakfasts or go for lunch in order . @\
to meet work deadlines A ‘\QO
5. I am given considerate authority to take certain L
decisions A L
6. I can freely express my self-beliefs and ideals on ¢ ,m )
campus without interference within or outside the ,&\5\'
university A ‘/\@
7. I do get punished for using initiative that does not \\
affect university policy negatively &xc,\
8. I am in charge of my responsibilities and get Fair
chance to explain reasons for them ° A\)
9. Staff can easily get work support frdm coMeagues
and superiors within the university
10. | Mentor-mentee relationship is@)‘[ﬁaged in my
university A )
11. | Difficult job tasks are thade simple with
workplace friendship N
12. | Workplace relati “increases employees’

service delivery\in jmy university

QQ%Q
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Section D: Institutional Empowerment

This section contains items to collect information on level of institutional empowerment (training,
employee recognition, job security).

Please use the scale below to respond appropriately

Always (AL) = 4, Often (O) = 3, Rarely (R) =2, Never (N) =1

* O\
S/N Items Always | Often RQS' Never
@ | 0. & | o
1. Induction and orientation programme is organized \y
for all new employees in my university

2. Staff are scheduled for compulsory annual training

N
3. Management makes policies encouraging training ,@‘
participation in my university A

4. My university is responsible for payment N
workshops and seminars attended ¢

A
5. University personnel are issued comm&iﬁﬁffn

letter for outstanding performance ~ ,* >

6. My university do organize end of ses§jon awards to
celebrate exceptional staff’s produNty

7. Special parking space is dec for staff with
high performance in my u&er i

8. Official news bulletin ;in M university features

employee with superjox vice delivery
0. Employees are @M or relieved of their duties
without fair heaging in my university

10. | Job tenure nsecured as employees can be fired
at any‘@

11. | Con ation of staff are done as and when due

AN\

12. W slight misunderstanding between any staff and
the proprietor, his family members and friends
causes staff disengagement
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Appendix 11T

Key Informant Interview Guide for Human Resource Managers

This instrument is designed to collect information from Head of Human Resources of Selected

Private Universities in Southwest, Nigeria on research title stated above.

10.

Please give the list of academic faculties and non-academic units in your u%\&;’.

Please describe employee job responsibilities in your establishme .(a%nic and non-
academic)

Describe how you measure employee service delivery in the N\Q;Srg‘ity.
Can you give a personal assessment of the volume of st@rkload?

university.

Kindly describe the status of workplace rela@@qop—bottom & Baseline) in this

How independent are staff in taking decisQ%relating to their work delivery?

How does the management handl st@_&omplaints about organisational processes?
Are there end of month/seme%%ear/session awards/gifts to deserving staff?

How do you handle st%&omplaints about employees of the university?

“
What are the ifSt@

empowerment strategies adopted by the management of this
university? \

Q

QQ
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