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 ABSTRACT 

This study intended to identify the value of employee commitment on quality service 

delivery at Tanzania Official Seed Certification Institute (TOSCI). The study was guided 

by four specific objectives; to identify the value of employee commitment on quality 

service delivery, to identify the three components of employee commitment, to 

determine the effects of Affective Commitment, Continuance Commitment and 

Normative Commitment (NC) on quality service delivery at TOSCI and to ascertain 

whether improving Employee Commitment (EC) improves quality service delivery. 

Case study design was used in this study and was conducted at TOSCI. The total sample 

of 60 staff from various Departments, Units and branches including the heads of 

departments, Units and Office in charges were selected as respondents from the total 

number of 71 respondents.  

The techniques used in this study were purposive sampling and simple random sampling 

with the primary and secondary data collected through the use of different data 

collection methods such as, questionnaire, interview, observation and documentary 

review. 

The study found out that Employee Commitment add enormous value in the delivery of 

quality services at TOSCI. The findings indicated that although the three components of 

Employee Commitment Namely Continuance Commitment, Affective Commitment and 

Normative Commitment bears a significant effect on quality service delivery of an 

organization, their distribution level is not uniform to every organization. Also the 

findings indicated that employee commitment initiatives are key in recognizing, stirring 

up and maintaining employee emotional attachment in the public organizations for 

quality service delivery. 

The study recommends that attention should be given to study the distribution of 

employee commitment in public organizations in order to identify and apply 

motivational measures based on the scales of their emotional attachment. Organizations 
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should also set budgets aimed at devising employee commitment initiatives and quality 

service delivery in order to harbor improvements with regard to employee emotional 

attachment to the organization and quality service delivery for social-economic status 

transformation. 
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CHAPTER ONE 

INTRODUCTION 

1.0 Introduction 

This chapter provides the background which describes the problem of the study with its 

consequential facts that moved the author to conduct the research. It is divided into ten 

sections which are; background of the study, statement of the problem, objectives of the 

study, research hypothesis/questions, significance of the study, conceptual framework, 

scope of the study, limitations and delimitations of the study, definition of key terms and 

organization of the Thesis. 

1.1 Background of the study 

As articulated in the Tanzania Development Vision (TDV) 2025, the United Republic of 

Tanzania targets to raise the average Gross Domestic Product (GDP) per capita to 

nominal US$3,000 as a way of determining the performance of Tanzania’s economy in 

comparison with other nations. This is a longshot strategy carrying an expectation of 

succeeding to transform social and economic status while granting the majority of 

Tanzanians quality livelihoods. 

 Firmly supported by the incumbent president Mr. J P. Magufuli, Tanzania treks towards 

becoming the middle income nation by 2025 through the second National Five Year 

Development Plan (NFYDP II) 2016/2017-2020/2021, which is the successor to the first 

National Five Year Development Plan spanned though 2011/12-2015/16. 

The first (NFYDP) 2011/12-2015/16 was conceived under the conviction that Tanzania 

is capable of maximizing growth potential and hence the plan was conceived and 

embroiled under the slogan “Unleashing Tanzania’s Latent Growth Potentials”. This 

plan was expected to operate through prioritization of strategies that intervenes the then 

deteriorating work structures to shift the nation from snail-structured growth to a higher 
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growth course that would have shifted from its based agriculture economy to an 

industry-based economy.   

Among the then noticed misfortune for an economic performance failure according to 

the statement of the then Tanzania’s president Mr. J M. Kikwete, found in the NFYDP 

2011/2012-2015/16 was “global economic crises and limited capacity to manage such 

shocks”. 

Among the priorities set by the Government through 2011/12-2015/16 NFYDP, five 

were indicated as core and included: (i) Infrastructure, harboring energy, transport, water 

and sanitation, and ICT; (ii) agriculture; (iii) Industrial development; (iv) Human capital 

development; (v) Tourism, trade and financial services. 

Despite the inclusion of Human capital development, in its broadest sense, according to 

the 2011/2012-2015/2016 NFYDP, page 3, the government assumed that the only 

category of human capital that derail government from delivering quality service is 

“inadequacy” of human capital, and skill gap. Thus instigated that the development of 

human capital through education and skills would prove the reliability of Human 

Resources as the most important asset in the quality service delivery and hence leading 

to an overall social-economic transformation. 

This notion has led into a belief, depicted in page 73 of the first NFYDP that only 

education and skill level constitutes a quality human capital that Tanzania dearly craves 

both in the public and private sector for quality service delivery.  

Such a notion failed to identify other important elements of higher performing groups, 

which among other factors, their commitment, which is what drives them to perform 

beyond their given level, and thus led the government to craft human capital strategies 

that aimed only in education as laid in page 74 of NFYDP I of 2011/2012-2015/16, but 

failed to understand the personality development elements and human resources 

personal needs fulfilments. 
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Just like the first National Five Year Development Plan (NFYDP I) 2011/12-2015/16, 

the second National Five Year Development Plan (NFYDP II) 2016/17-2020/21 seeks to 

nurture industrialization for economic transformation and human development. Despite 

the aim and conviction of the government to witness the prosperity of this dear nation by 

defying all odds that seemed to trap any crucial element of progress, one of the key areas 

that has been dragging the progress of this dear nation is commitment and quality in 

service delivery. 

The NFYDP II being a successor to NFYDP I has inherited many of the characteristics 

of its predecessor concerning human resources by adapting the focus into education and 

skills alone and failed to consider that the strategies laid in the plan requires dedicated 

human resources that would interpret the plan and map it in action for the realization of 

the national goal. Hence in all 13 occurrences of the word human capital, nowhere the 

government has indicated human capital commitment as one of the key success factor to 

be tapped into. Instead, the strategic choice promoted in the 2016/17-2020/21 NFYDP II 

concerning human resources is education and skills alone. 

This has been the case for many initiatives that have been proposed before and 

publicized cohesively by the Government of Tanzania with greater aim and emphasis 

wrapped in a higher expectation of uplifting the economy of the nation from shear 

poverty. However, all of these initiatives and efforts exerted by the government at a 

greater cost, have all yielded but to no much avail as progress seemed to disagree with 

the inputs while quality kept on casting itself as a distant horizon yet to be reached over 

and over. 

The likes of MKURABITA (Property and Business Formalization Program) with its 

resurfaced version MKUKUTA (National Strategy for Growth and Poverty Reduction) 

adopted by the Cabinet, and Parliament in early February, 2015, aimed at reducing 

poverty through growth of income, improved quality of life, social wellbeing, good 

governance and accountability. These two initiatives were succeeded by Big Result Now 

(BRN) initiative that was distinguished as a delivery methodology adopted by the 
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government of Tanzania to transform public service delivery. Nevertheless, they were all 

among the infamous but ingenious initiatives that left no big trail of achievement enough 

to trace, while their aftermath is hardly justifiable and their outcomes are hardly feasible 

due to leniency, withholding and uncommitted human resources both in the high, middle 

and low levels of the government structure. 

In his fore statement, found in the National Five Year Development Plan 2016/2017-

2020/2021 (NFDP), the incumbent President of the United Republic of Tanzania Mr. J.P 

Magufuli, urged Tanzanians, both in public and private sector to offer “unwavering 

commitment” in the course of implementing the NFYDP II. 

It was also stamped through various speeches including the speech offered by the 

Minister of Finance and Planning Dr. Philip .I Mpango at a parliamentary session on 20th 

April, 2016 when he was presenting the National Five year Development Plan 

2016/2017-2020/2021 (NFDP) followed by its launch in June, 2016 carrying a slogan 

that read “Nurturing Industrialization for Economic Transformation and Human 

Development” (NIETHD), but still, employee commitment and the quality of service 

delivery remains a thickest avenue covered by mist. 

Two elements have been missing all throughout previous initiatives, programs and plans 

of MKURABITA, MKUKUTA, and Big Result Now, and as Nurturing Industrialization 

for Economic Transformation and Human Development initiative (NIETHD) is about to 

complete its two years since its launching, it is still enigmatic to expect any justifiable 

achievement due to questionable employee commitment and quality service delivery. 

Since the human resources employed by the government and those in private sectors are 

the implementers of such plans and initiatives, without their willful support and 

commitment, it is still a non-negotiable deal of failure. 
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1.2 Statement of the problem 

Although such initiatives have been used with the aim of trolling quality in the service 

delivery that will see the nation making steps forward, hardly was there any effort or 

evidence of linking employee commitment with the service delivery, or any initiative 

that brought up the reason for failure to achieve its full desired set goals. 

A very thorough research that pays keen interest to employee commitment and the value 

that it adds on the quality service delivery is yet to be presented in Tanzania, and this is 

what’s missing in the big picture of realizing the goals of this dear Nation. 

Although various researches have been conducted mainly outside Tanzania, and very 

few within Tanzania, that pinpointing the influence of employee commitment to either 

establish or prove the relationship between job satisfaction and employee commitment, 

employee commitment, organization loyalty and job attitude, or employee commitment 

and organizational development, still the knowledge of the value of employee 

commitment and its substantial relationship to quality service delivery is a pot hole that 

needs to be filled. The existence of this gap poses a crucial question to whether quality 

service delivery of an organization, representing many organizations, is directly or 

largely influenced by the employee commitment or not. In order to have proper 

information about the understated concern, and to answer whether there is a link 

between employee commitment and quality service delivery, the author had to undertake 

a research so that the knowledge may be available for further researches and to help 

organizations, including the government, improve the quality of their business operation 

services. 

Therefore, although the vital component in an organization that decides the quality of 

service delivery is human resources, the value or magnitude to which committed 

employees plays in an organization’s quality service delivery is not yet proved 

empirically in Tanzania. The researcher intended to seal this gap through the research 
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findings by identifying the value of employee commitment on quality service delivery in 

Tanzania Official Seed Certification Institute. 

1.3 Research objectives 

1.3.1 General objective 

The main objective of the study was to identify the value of employee commitment 

(which is comprised of Affective Commitment, Continuance Commitment and 

Normative Commitment) and quality service delivery in Tanzania Official Seed 

Certification Institute (TOSCI). 

1.3.2 Specific objectives 

In line with the main objective, the study had the following key objectives: 

i. To identify the value of employee commitment on quality service delivery 

ii. To identify the three components of employee commitment 

iii. To determine the effects of Affective Commitment, Continuance Commitment 

and Normative Commitment (NC) on quality service delivery. 

iv. To ascertain whether improving Employee Commitment (EC) improves quality 

service delivery. 

1.4 Research questions 

1.4.1 General question 

What is the value of Employee Commitment on quality service delivery of Tanzania 

Official Seed Certification Institute (TOSCI)? 
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1.4.2 Specific questions 

i. What is the value of employee commitment on the quality of goods and services 

delivered? 

ii. Are there three components of employee commitment in the organization? 

iii. What are the effects of Affective Commitment, Continuance Commitment and 

Normative Commitment (NC) on quality service delivery? 

iv. Is it certain that enhancing Employee Commitment (EC) improves quality 

service delivery? 

1.5 Significance of the study 

a) Knowledge Generation 

This study will add knowledge in the existing knowledgebase of employee or 

organization commitment by introducing a new perspective towards quality service 

delivery, instead of the present focus on performance alone to which does not 

necessarily embody quality service delivery. 

Through the findings indicated, this study will also be used as the source for further 

studies on associating quality service delivery with a certain aspect of employee 

commitment namely Continuance Commitment, Affective Commitment, or Normative 

Commitment. 

b) Management practice improvement. 

This study is expected to have a direct impact on the results of the organization’s 

operations in Tanzania as they implement the National Five Year Development Plan 

2016/2017-2020/2021 (NFDP) through revamped management practices that recognize 

the importance of employee commitment for quality service delivery. 

With increased challenges of registering success as employing authorities and managers 

strive to achieve the best performance in service delivery with a consistent standard of 
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quality, grasping the connection between the value of employee commitment in quality 

service delivery will solve the existing enigma and hence improve management 

practices. 

c) Management Policy improvement 

This study is expected to attract attention from various stakeholders which includes 

individual persons, organizations from the public and private sector, and the government 

in general. The findings from this study provides the basis for revising staff welfare 

policies to include employee commitment enhancement in order to recognize, stir up and 

maintain employee emotional attachment in the public and private organizations for 

quality service delivery and social-economic transformation. 

1.6 Scope of the study 

This study sought to find out and justify the link between the value of employee 

commitment and the organization quality service delivery. Therefore, the focus was on 

two main constructs; the value of employee commitment and quality service delivery. 

The study was limited to 60 employees of Tanzania Official Seed Certification Institute 

within the five operational branches located in Morogoro, Arusha, Mwanza, Njombe and 

Mtwara. 

1.7 Limitations of the study 

Methodologically, the main inadequacies in this study were based on respondents’ 

diffidence and busy schedules. Diffidence, as many respondents associated providing 

critical information with leaking office information to which was solved through 

involving the office of Human Resources Management in clarifying the intended 

application, and busy schedules as the respondents were in a peak season and 

concentrated more in field inspection activities which involved travelling from places to 

places, thus taking more than three months to complete the data collection process. 

However, it was later solved through using an online application program called google 
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form to which the respondents were sent with a link and filled the answers even while in 

the field.  

The other shortcoming was expenses associated with data collection as the intended 

Institute is comprised of five branches scattered across the country including the Head 

Office. 

1.8 Delimitations of the study 

In finding out and justifying the link between employee commitment and organization’s 

quality service delivery, the study was limited to Tanzania Official Seed Certification 

Institute (TOSCI), a government institute which deals with provision of seed regulation 

services to the public. Therefore, this institute, being one of the service providers in 

Tanzania, played a key role in assisting the researcher obtain relevant information for 

the study and acted as a representative to numerous service oriented authorities in 

Tanzania. 

1.9 Definition of key terms 

The following definitions are provided to ensure uniformity and understanding of these 

terms throughout the study. However, due to the fact that a single term may have various 

descriptions and in order to avoid complexity, the researcher uses only those seem fit 

based on his judgment. 

1.9.1 Employee Commitment 

Employee Commitment refers to a psychological form of affection that ties an individual 

to the organization. Meyer & Allen (1985): page number 1, refers commitment as a 

psychological state that guides the nature and extent of the individual employee’s 

contribution to the organization and has implication for the decision to whether continue 

membership in the organization or not.  
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1.9.2 Affective Commitment 

Several studies, describe the term commitment as an affective orientation of the 

employees toward the organization. Employees with affective commitment continue to 

offer their service in the organization because they want to do so. Kanter (1968) describe 

affective commitment as cohesion commitment through which an individual attach 

himself based on the affectivity and emotion to the group. This attachment is not based 

on the organization’s instrumental worthiness but rather affection to the goal and values 

the individual has placed in the organization (Buchanan 1974). 

1.9.3 Continuance Commitment 

Continuance Commitment refers to the employee’s feeling to the organization that 

he/she is guaranteed to maintain a link with the organization or committed to remain 

with the current organization because of lack of alternative opportunities or awareness of 

the costs associated with leaving the current organization. The cost associated with 

leaving the current organization includes attractive benefits; the threat of wasting the 

time, effort spent in acquiring the current job and disrupts personal relationship that 

he/she has already established in the present organization. 

1.9.4 Normative Commitment 

Normative commitment refers to the feeling of remaining in the organization based on 

earlier experiences influenced by family-based experiences or cultural experiences 

including limits to hope for a new job, (Allen & Meyer, 1996). Normative commitment 

may grow through employee’s belief that the employer provides more than what he/she 

can offer. 

1.9.5 Service 

Service, in this context, may be defined as an intangible or tangible aspect of the 

products offered by an organization which meets the satisfaction of the targeted 

consumers. 
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1.9.6 Quality 

Quality is defined as satisfying or exceeding customer requirements and expectations, 

and consequently to some extent it is the customer who eventually judges the quality of 

a product. (Shen et al. 2000) 

1.10 Conceptual framework 

This study is based on theoretical conjecture that employee commitment in its three 

forms of Affective Commitment (AC), Continuance Commitment (CC) and Normative 

Commitment (NC), potentially affects organization’s quality of service delivery. 

Thus the research approach identified the value of employee commitment on quality 

service delivery through the three types of employee commitment originated from the 

“three component model of commitment” as proposed by Meyer and Allen (1991). 
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Figure 1.1: The framework on value of Employee Commitment on Quality Service 

Delivery 

 

 

 

 

 

 

 

 

 

Source: Author’s conception, 2017 

Figure 1.1 provides three variables are found which are; Independent variables, 

intervening variable and dependent variable.  

The independent variable is Employee Commitment which consists of the three types of 

commitment which are Affective commitment, Continuance Commitment and 

Normative Commitment. 

The intervening variable is the operational processes and the dependent variable is the 

Quality service delivery. 

The hypothesis from the conceptual framework is that TOSCI provides quality service to 

the farming community because employees are committed to their organization. 

 

Affective Commitment 

Continuance 

Commitment 

Normative 

Commitment 

 

Outcome 

 

Quality in 

Service delivery 

 

 

Better operational 

processes 

Types of Employee 

Commitment 
The value of 

Employee 

commitment  



13 
 

1.11 Organization of the Thesis 

This Thesis is comprised of six (6) chapters. 

Chapter one of this study presents an introduction to this study and consists of 

background part of the problem, statement of the problem, objectives of the research, 

research questions, significance of the study, scope of the study, limitations of the study, 

delimitations of the study definitions of key terms, conceptual framework, and the 

organization of the study. 

Chapter two contains literature review from previous studies which comprises three 

main parts which are; Theoretical literature review, Empirical literature review and 

Synthesis. 

Chapter three harbors Research Methodology, including procedures the researcher used 

in data collection and data analysis. It covers six (6) subtopics which include; Research 

design, Study institution, Population of the study, Sample and sampling procedures, 

Data collection methods and Data Processing and Analysis methods. 

Chapter four provides the research findings of the study while Chapter five provides the 

discoursed findings and overall discussion of the study. 

Chapter six which is the last, presents the summary of the study, Conclusion, 

recommendations and policy implications. Bibliography and appendices are also 

presented for further referencing. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 

This chapter contains a summary of the literature of the study which includes theoretical 

and literature review from other experiences in the past, empirical literature reviews 

from experiential part of the literature and the synthesis which contains the most recent 

theoretical and empirical studies which articulate the significance of the current study. It 

also recognizes the research issues and a comprehensive argument of the essential 

concepts. 

2.1 Philosophical/Theoretical literature review 

In this part, contained are the references, showing the contribution of other authors in the 

subject of organization commitment. These concepts are summarized in a guide form in 

order to help the reader get acquainted with the study. 

2.1.1 Concept of Employee Commitment 

The concept of employee commitment finds its origin from an article “The organization 

Man” written by Whyte in 1956. Commitment grows when an individual, through 

making a side bet, relates interests which are additional to a consistent line of his/her 

activity. 

Grusky (1966), describe commitment as “The nature of the relationship of the member 

to the system as a whole”. This view suggests that there is always a relationship between 

an employee and the organization. As a system view, this perception commits an 

employee’s role in an organization as a contributor-benefiter relationship as an employee 

fits in a position of being part of the system, based on mutuality. 
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Kanter (1968), defines commitment as “The willingness of the social actors to give their 

energy and loyalty to social systems, the attachment of personality systems to social 

relations, which is seen as self-expressive”.  

This view perceives commitment as a combination of both vivacity and allegiance. In 

Kanter’s view, Commitment is one that does not only involve an employee fulfilling 

his/her role in an organization, but has to actually be devoted to the organization that 

he/she is serving. This gives an extra mile of excellency and credibility to every activity 

carried out by this employee. 

Hall et al. (1970) outline commitment as “The process by which the goals of the 

organization and those of the individual become increasingly integrated or congruent”.  

Hall et al expounds this idea of allegiance as suggested by Kanter being one that comes 

from mutuality as this relationship suggested by Grusky includes employee’s goals too. 

In this view, for a commitment to even sprout, there must be organization’s goals and 

employee’s goals, both of these goals must be fulfilled. 

Salanscik (1977) said about commitment as “a state of being in which an individual 

become bound by his action and through these action to beliefs that sustain the activities 

of his own involvement”. This conception opens up a new perspective towards 

commitment as Salanscik recognizes the essence of personal devotion to the 

organization is sustained by employee beliefs based on his/her actions to which he 

become part of the organization (bound) within his/her conscience. 

However, Mowday et al (1979) define commitment as “the relative strength of an 

individual’s identification with and involvement in a particular organization”. It’s the 

“identification with” part that gives an employee an exclusive right to sync with the 

beliefs of the organization itself and find his/her position in that belief and once satisfied 

with it the employee commits(involves) him/herself in that specific organization. 

However, in this view, Mowday et al account it to the “relative strength” or ability of an 

individual. Meaning some individuals may have no such ability to identify themselves in 
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a manner that gives them an opportunity to identify and involve themselves in the 

organization. 

Scholl (1981) describes commitment as “a stabilizing force that acts to maintain 

behavioral direction when expectancy/equity conditions are not met and do not 

function.” Scholl does recognize the possibility of not meeting the expected conditions 

set by the employee, or meeting them but not as beneficial as the employee may have 

thought of them to be. But despite this possibility, and when it has actually occurred, 

Scholl assures that its only commitment that will maintain the direction behavior of this 

employee. This is to say, commitment is the only thing that maintains the behavioral 

direction of an employee in an organization. 

The above view is firmly in support of Brown (1969) view. In Brown’s view, 

commitment is categorized as; (1) Includes something of the notion of membership; (2) 

Reflects the current position of the individual; (3) Has a special predictive potential, 

providing predictions concerning certain aspects of performance, motivation to work, 

spontaneous contribution, and other related outcomes; and (4) it suggests the differential 

relevance of motivational factors.  

The only addition to Brown’s view is that, commitment is in categories, in which among 

those categories, is one which leaves trails behind, thus giving an opportunity for the 

organization to predict employee performance and his/her general contribution to the 

organization and hence intervene through motivational factors that stimulate 

commitments. This view gives an accountability of commitment enhancement programs 

that stimulates employee commitment. 

Meyer & Allen (1985, p.1) suggest that commitment “is a psychological state that 

characterizes the employee’s relationship with the organization and has implication for 

the decision to continue membership in the organization.” 

From the above definition it is crystal clear that commitment is dissimilar to motivation 

or all-purpose attitude. Commitment may lead an individual to a character of a neutral 
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observer due to opposing interests. The researcher, for the sake of clarity and continuity, 

upholds the definition given by Meyer and Allen for this study. 

2.1.2 Dimensions of Organizational Commitment 

Constructing from the perspective of Meyer and Allen (1984, 1990, 1991), through their 

three component model of organizational commitment, three components are used as 

Affective, Continuance and Normative commitment.  

Affective commitment is based on how considerable an individual want to remain in the 

organization; Continuance Commitment refers to cognizance of the expenses allied with 

leaving the organization. On the other hand, Normative Commitment mirrors a feeling 

of compulsion to continue with employment. Employees with a high level of normative 

commitment feel the obligation to persist with the organization as they evaluate and 

denote the continuance and success of the organization with their being in the 

organization and they must commit with the organization for it to prosper. 

2.1.2.1 Affective Commitment 

A number of studies, designate the term commitment to be an affective positioning of 

the employees to the organization. Employees with affective commitment continue 

offering their service in the organization simply because they want to do so. 

Kanter (1968) describe affective commitment as cohesion commitment through which 

an individual attach himself/herself based on the affectivity and emotion to the group. It 

is cohesion because with this type of commitment, an employee identifies the emotional 

connectivity with the organization based on the values an employee attaches to the 

organization which includes goals.  

Buchanan (1974) argues that this type of commitment or attachment that an employee 

places in an organization is not based on the organization’s contributory merit but rather 

one that the employee himself/herself affectionately places towards the goal and values. 

Porter and Mowday et al. (1979) describe affective approach as “the relative strength of 
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an individual’s identification with and involvement in a particular organization. Meaning 

it is an individual employee’s emotional care towards the organization based on his/her 

emotional ability to weigh and identify his place in the organization and determine his 

involvement as the primary condition for his/her dedication. Therefore, an individual 

who is affectively committed or emotionally attached to the organization, (i) believe in 

the goal and values of the organization, (ii) works solidly for the betterment of the 

organization and (iii) anticipate his/her stay with the organization.  

Meyer & Allen (1996) associate affective commitment with work experiences on which 

an employee experiences emotionally contented feelings and hence increasing their 

sense of competence.  In complementing this concept, Beck & Wilson (2000), denotes 

that affective commitment grows, and its growth strongly encompasses identifying the 

organization’s value and observing its philosophical doctrines and consciences  

2.1.2.2 Continuance Commitment 

When employees enter into the organization, they are guaranteed to maintain a link with 

the organization or committed to remain with the current organization because of lack of 

alternative opportunities or awareness of the costs associated with leaving the current 

organization. The cost associated with leaving the current organization includes 

attractive benefits; the threat of wasting time, effort spent in acquiring the current job 

and disturbs personal relationship that has already been established in the present 

organization. 

This is clearly expounded by Allen & Meyer (1990) as they proposed that continuance 

commitment progresses on the basis of two factors: (1) number of investment the 

employee has already created in their current organization known as (side bets) and (2) 

perceived lack of alternatives. This investment can be anything that the individual 

considers valuable and may include pension policies, organization benefits or status that 

an individual would lose when leaving the organization, and hence makes him/her 

choose to stay with the current employer. 
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Similarly, lack of employment replacements also increase the perceived costs associated 

with leaving the organization and therefore increase the continuance commitment of 

employees to the organization (Meyer & Allen 1990). 

Concurrent to Meyer and Allen (1990), Kanter (1968) terms continuance commitment as 

“cognitive-continuance commitment”, and means that which occurs when there is a 

profit associated with continued participation and a cost associated with leaving”. Later 

on, Somers (1993) viewed continuance commitment in the eye of high sacrifice and low 

or limited alternatives. The basis is engraved in the level of alternatives and sacrifices 

the employee would have to incur concerning high sacrifice commitment or personal 

sacrifice associated with leaving and low alternative commitment or limited 

opportunities for other employment. 

The approach of continuance commitment develops when an individual recognizes that 

he or she lose investments (the money they earn as a result of the time spent in the 

organization), and/or perceives that there are no alternatives or other course of action.  

When an individual has awareness or consideration about expenses and threats linked to 

leaving the organization, this form of commitment is considered to be calculative 

(Meyer and Allen 1997). Meyer and Allen (1991) also specifies that individuals whose 

most important connection with the organization is based on continuance commitment, 

stays with the organization simply because they have no other choice or alternative. 

2.1.2.3 Normative Commitment 

Normative commitment refers to the feeling of remaining in the organization based on 

earlier experiences influenced by family-based experiences or cultural experiences 

including limits to hope for a new job, (Allen & Meyer, 1996). 

With normative commitment, an employee perceives the obligation to remain with the 

organization based on the previous organization treatment towards him or her. Because 

of this perception, an employee exerts a higher degree of commitment to the 

organization being contributed with employee’s belief that the employer provides more 
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than what he/she can offer and being also contributed with positive relationships with 

fellow employees. 

The normative aspect develops as individuals’ perception of their moral obligation to 

remain with a specific organization, irrespective of how much status improvement or 

fulfillment the organization gives the individual over the years (March & Mannari 

1977). Therefore, normative commitment is considered being a result of the benefits an 

employee receives of the same which encourages a feeling that he/she should respond, to 

which ultimately forms a psychological contract that keeps him/her committed to the 

organization. 

2.1.3 Quality Service Delivery 

2.1.3.1 Service 

There is no doubt that service is important for any service based organization while 

differentiation is often defined by the service attributes provided. The term service is an 

ambiguous term and has many definitions as there are numerous services and service 

providers as well. But most definitions share a few common attributes as provided 

below: 

1. Service is comparatively intangible or tangible 

2. Service tends to be provided and consumed simultaneously. 

3. The employee commitment is indispensable in the creation and delivery of 

service. 

Therefore, service in this context may be defined as an intangible or tangible aspect of 

the products offered by an organization which meets the satisfaction of the targeted 

consumers. 

Service consists of both tangible and intangible characteristics. For example, the tangible 

characteristics of a passenger bus service is the accessibility of seats, regularity of 
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departures, bus attendants and the quality of a baggage and waiting room. On the other 

hand, the intangible characteristics lies in the friendliness and gentility of the staff.  

2.1.3.2 Quality 

Just like the term service, quality also has been defined from assorted perspectives. 

Primarily, quality used to be seen as a self-protective mechanism of the organization to 

maintain its longevity but the perception of it evolved to becoming a competitive 

strategy due to emergence of new markets as well as growing market share (Davis et al, 

2003). Shen et al. (2000) defines quality as satisfying or exceeding customer 

requirements and expectations. That means customers are the adjudicators of the quality 

of services or products provided to them by the organization and consequently determine 

whether the organization provides quality average or poor services. 

Berry et al. (1988). Views the concept of quality as one referring to the matching 

between what customers expect and what they actually experience. Based on this view, 

customers evaluate quality through comparing what they want and or expect, to what 

they actually get or perceive they are receiving  

Kunst & Lemmink, (2000) exerts that due to the importance of quality service element, 

organizations concentrate more on the quality of services as an approach to increase 

customer satisfaction and loyalty, and to develop their core competences and business 

performance. 

2.1.3.3 Quality service 

Quality service is one concept among many that has stirred considerable interest and 

influences in research. There are complications in describing and measuring quality 

service with no complete consensus. 

Asubonteng et al. (1996); Wisniewski and Donnelly, (1996) exerts that service is 

assumed to be quality when it consistently satisfies to customers’ expectations. Eshghi et 

al. (2008) employs that quality service has been defined as the overall assessment of a 
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service by the customers. While other studies defined it as the extent to which a service 

meets customers’ needs or expectations,  

Parasuraman et al, (1985) argues that quality service is the measure of service delivered 

against expected service performance, while quality service is defined as customer 

perception of how does a service meets or exceeds their expectations (Czepiel, 1990).  

Munusamy et al (2010) assert that quality service is a difference between customers’ 

expectations for the service encountered and the perceptions of the service received. 

Oliver (1980) states that customer expectation and perception are the two main elements 

in quality service. Customers judge quality as “low” if performance (perception) does 

not meet up their expectation and quality as “high” when performance exceeds 

expectations.  

2.1.4 Quality service delivery model 

Among quality services models, widely used for measuring the quality of services 

delivered to customers, the most acknowledged and applied model in diversity of 

industries is the QUALSERV (quality service) model developed by Parasuraman et al. 

The QUALSERV model of Parasuraman et al. (1988) put forward five dimensional 

construct of; perceived quality service tangibles, reliability, responsiveness, assurance 

and empathy as the instrument for measuring quality service (Parasuraman et al 1988; 

Zeithamlet et al 1990). 

2.1.4.1 Reliability 

Parasuraman et al., (1988) denote about reliability being dependent to how customers’ 

problems are handled including providing services at the promised time and maintaining 

error-free record. Furthermore, they stated reliability as the most important factor in 

conventional service. 

Reliability also involves accurate order fulfillment; accurate record; accurate quote; 

accurate billing; accurate calculation of commissions and keeping services promise. He 
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also mentioned that reliability is the most important factor in organizing services (Yang 

et al., 2004). 

2.1.4.2 Responsiveness 

Kumar et al, (2009) define Responsiveness as the willingness or readiness of employees 

to provide service. Parasuraman et al, (1985) impute that responsiveness involves 

timeliness of services, it does also encompass an understanding of both the needs and 

wants of customers, appropriate functional hours, individual thoughtfulness given by the 

staff, consideration by the staff to customers’ problems and safety in their operation.  

2.1.4.3 Empathy 

Parasuraman et al. (1985) describe empathy as the caring and giving of an individual 

attention to its customers. It means employees should see the needs of customers in 

personified eyes in order to give them individual attention.  This is only achievable when 

employees are dedicated and understand the needs of their customers.  

Ananth et al. (2011) denote the term empathy as they described it in their research 

concerning private sector organizations as giving individual attention; convenient 

working hours; giving personal attention; best interest in heart and understand 

customer’s specific needs. 

2.1.4.4 Assurance 

Parasuraman et al. (1985) described assurance as employees’ knowledge, consideration 

and their capacity to inspire trust and confidence. In their study concerning British 

organizations, they found out that for British organizations, assurance means the polite 

and friendly staff, provision of financial advice, interior comfort, ease of access to 

account information and knowledgeable and experienced management team. 
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2.1.4.5 Tangibility 

Ananth et al. (2011) specified the term tangibility as including equipment which have 

the modern look, physical facility, employees who are well dressed and materials which 

are visually appealing. This description fits with the description of Parasuraman et al. 

(1985) as they defined tangibility as the appearance of physical facilities, equipment, 

personnel (employees), and written materials. 

2.1.5 Customer satisfaction 

Customer satisfaction is key to success and business longevity. This includes gaining or 

protecting the market shares. In order to gain and or protect market shares, organizations 

need to perform beyond their competitors through delivery of high quality products or 

services for the satisfaction of customers (Tsoukatos and Rand, 2006). Thus 

organizations are required to understand and acknowledge their customers, their service 

requirements and how the service will impact on service delivery and customers’ 

attitudes (Gerrard and Cunningham, 2001). 

Hence employees’ knowledge and a better understanding of customers’ sensitivities, 

companies may be able to determine the specific actions required to satisfy customers’ 

needs. 

2.2 Empirical literature review 

The reliability of public sector is of a greater importance in the delivery of quality 

service to the public general for the advancement and improvement of the economy and 

quality life of the country’s citizens. 

Mrope and Bangi (2014) conducted a study to examine the influence of management 

practice and attitudes on employee turnover a case study of Kibaha District Council and 

suggests that poor management practices are the main contributors of employees’ 

negative attitudes towards the quality of their work due to accompaniment with 
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bitterness, anger, sense of isolation, discrimination, segregation, harassment, frustration 

and chaos which are very dangerous for the future of the organization. 

They also suggest that organization’s management needs to realize that poor quality 

services is a stain on their responsibility as they are equipped with a whole lot of 

strategies to alleviate employee job dissatisfaction and employee turnover for the 

realization of an entire organization performance. 

This is to say that according to their research they have found out that management 

practices are best suited when they boost employees’ morale and satisfaction towards 

their job, which in turn will create a positive atmosphere for allowing creativity and 

quality in their service delivery. 

Although the researchers did not link directly the idea of employee commitment with the 

quality of service delivery, it is to this end that realization is drawn, according to their 

study, one that suggest the performance without the measure of quality is as unimportant 

as it shouldn’t be. The meaning is performance is a broad term, and does not mean any 

other thing than to perform or execute, and the issue is, if an employee is satisfied with 

his/her current job, according to the understated researchers, it means leaving the 

organization (turnover as referred by the researchers) is not in his/her best interest, and 

that means he/she is committed to stay. 

Mrope and Bangi (2014) also found out that many employees suffer isolation, 

discrimination, segregation, harassment, frustration and chaos from the management 

which in turn leads to less concentration and affection to their work and thus creating a 

performance back strap that contributes to poor quality of the services provided. 

Toppling the management vices that affect employees desire to continue offering their 

services to the organization, Mrope and Bangi  (2014) recommends that organization’s 

Management need to improve employee’s attitudes by providing them with good 

working condition, reviewing of employee’s incentive policies for allowances and per-

diems, in order to raise good hope for growth and advancement as well as improving 
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training and development programs without sidelining other strategies like employee 

transfer, promotion and re-categorizations for employee’s career growth.  

They have also pointed out that there is an employee culture that governs unrestricted 

behaviors or characters of employees where there is an absence of direct supervision. 

They iterated that just as there are many service oriented organizations especially in the 

public sector in Tanzania, many of them are comprised of employees who are 

considered to be the frontline employees. These are the employees who performs their 

duties, many times, without constant supervision by their immediate bosses, and thus 

posing a great danger to the organization performance once majority of them form a no 

commitment class. Thus having employees with no commitment to their work is a 

danger to most public organizations and is the most single factor for poor delivery of 

quality service delivery, and since there is no enough knowledge in our service delivery 

systems, the service oriented authorities suffer poor quality. 

Jonathan et al (2013) conducted a study on the impact investigation of organizational 

commitment on the intention to leave of public secondary school teachers in Tanzania. 

The main objective of the study was to investigate the reasons contributing to teachers’ 

intention to leave, supported by the relationship between organizational commitment 

dimensions and the intention to leave. The area of research was Dodoma, encompassing 

various secondary schools representing numerous secondary schools in Tanzania both in 

the urban and rural areas. 

 The findings of the study indicated that majority of teachers had low effective 

commitment with average continuance commitment and a very low normative 

commitment with high intention to leave. In their further findings they have denoted that 

normative commitment was no exceptional on teachers’ intention to leave while 

affective commitment and continuance commitment had a significant and peculiar 

contribution on teachers’ intention to leave.  
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These findings were supported by the school administrators as they both agreed that 

employee commitment had a greater effect on the school teachers’ intention and 

decision to leave or stay. That stimulating employee commitment towards their jobs is 

one crucial decision to improving school teachers’ positive perception of their work 

place and hence their performance as nurses and doctors of the future Tanzania. 

Failure to identify the indicators for intention to leave, and providing a lasting solution, 

given an opportunity public schools would keep on harboring demotivated teachers and 

the ultimate decline of public secondary schools’ performance in comparison to their 

private schools’ counterparts. 

The researchers iterated that secondary school teachers as employees are looking for 

more than just a place to work and to fulfill their basic physical needs; they are looking 

for meaning and an identity in their work in order to get satisfied. 

Coetzee & Botha (2002) conducted a study on the languishment of employee 

commitment in the light of perceptions of fair treatment in the workplace in South 

Africa. The objective of the study was to identify organizational behaviors that are 

indicative of employee commitment and whether perceptions of fair treatment in the 

workplace influence employees’ commitment. The findings of their study indicated that 

many employees who have shown high level of obedience and commitment to their 

work were based on perception that they were obliged to do so and they have the need to 

continue staying in that particular organization. Also their research indicated that 

employee’s commitment is largely affected by organization’s perception, philosophy 

and its resulting treatment to the employees. Thus concluding that for organizations to 

strengthen their grip on employee’s commitment, a fair treatment in the workplace 

should be implemented thoroughly, which includes giving employees autonomy, treating 

them with respect, giving them responsibility and having positive expectations on 

employees, thus the findings proved that the perceptions of fair treatment are positively 

correlated with commitment. 
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Irefin & Mechanic (2014) conducted a study on the effect of employee commitment on 

organizational performance, a case study of Coca Cola Nigeria Limited at Maiduguri, 

Borno State. The researchers’ objectives of the study were to investigate the impact of 

employee commitment on organizational performance; to examine the relationship 

between employee commitment and employees turn over and to examine the dimensions 

of employee commitment. The findings of the study showed that the level of employee 

commitment was high and were concerned, to some extent about the performance of the 

organization and hence moved them to dedicate themselves in working better. Also the 

findings showed that majority of the staff were satisfied with their jobs, and had no 

intention to leave the company and ultimately the findings established that there was a 

very high relationship between the employee commitment and employees’ turn over. 

The researchers recommended that companies ought to hire employees who are linked 

with the organization perspective. However, hiring process should consider Individual’s 

values and goals and the organization’s values and goals congruence as values 

identification and alignment is key to managing staff. 

 Gronroos, (2000) pointed out that many service oriented organizations concentrate more 

on management practices that targets imparting a sense of pride in the profession and the 

company. Building on the understanding of why companies fail to deliver quality 

service, companies must design their service delivery based on the understandings of 

employee commitment  

There are different levels of service qualities: poor, acceptable, normal, good and quality 

service. Today many organizations in Tanzania still grappling with absolute basics of 

quality service. 

Hitt et al (2005) in their research attempted to create rules, describe ways and give a 

magical formula when it comes to delivering quality services. Some go the way of 

reliability, timely, personalized, memorable, unnoticed, and remarkable to describe it. 
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The trouble is that they all focus on how it is delivered, the internal process, or on the 

service itself. But that misses the point of service excellence and of service in general. 

Service is the extent to which a service meets the customers’ needs and expectations, 

whereas quality service is when these experiences are surpassed and when customers fee 

that they have received that which they have expected, and this kind of measure can 

hardly be achieved with employee who has lost commitment. 

Quality service is delivered when the customer’s perception and experience of the 

service surpasses their needs and expectations. It sounds quite easy, but in reality it is 

hard to deliver due to the reasons that service is relatively intangible, it tends to be 

produced and consumed at the same time and the employees is involved in its creation 

and delivery. Having no clear knowledge of the role of employee commitment towards 

quality service delivery is a challenge that needs to be solved. This proposal offers the 

opportunity to study that and come up with findings 

The second challenge lies in how committed employees evaluate quality service. This is 

far from the objective; for they compare their perception of their actual service to be 

delivered with what they think the level of service should be (perception minus 

expectation. 

In other words, quality service is what the committed employee perceives it to be, and 

service organizations must understand the need, expectation and basic psychology of 

their employee. 
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2.3 The literature review synthesis 

From the empirical literature review, different researchers have conducted their own 

studies with regard to issues related to commitment and quality service delivery and 

have established different findings resulted from their studies.  Among the key standing 

issues that the researchers have found out is the lack of public sector employee 

commitment frameworks and quality service delivery initiatives that slot in the focus of 

customer satisfaction despite having employee job dissatisfaction strategies as tools for 

engaging employees. 

These studies have also shown the existence of a wide gap of lack of knowledge 

pertaining to employee commitment in the public sector in Tanzania and the perception 

thereof of an employee’s education as the only factor for better or poor performance in 

the service delivery, thus leaving out the concept of employee commitment. 

From the empirical literature review, the studies have also established that poor 

management practices are the “main contributors of employees’ negative attitudes 

towards the quality of their work and hence affecting service delivery. The findings of 

researchers showed that only a committed employee is ready to assume the 

responsibility effectively and efficiently. Hence creating a sense of purpose is part of the 

organization to play in expectation of commitment from the employee. 

Among the recommendations from the empirical literature review, it seem the service 

oriented employees must not just be satisfied, but they must be engaged in order to allow 

their contribution which shall lead into their satisfaction as they offer the services.  

Also the findings from the empirical literature review have established that the 

effectiveness of employee’s engagement can only be justified through commitment, in 

the reason that if an employee is not committed, his/her engagement will be futile, 

because he/she does not consider the particular organization as his/her permanent place 

of work and is on the verge to leave anytime given the opportunity, and hence the 

guarantee is absent. 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

3.0 Introduction 

This chapter covers the research methodology that was used by the researcher in this 

study in order to help the researcher satisfy the study objectives. Contained here, in this 

chapter, are the six subchapters or sections which are categorized as follows. Section one 

covers research design and section two covers study institution or research area. Section 

three involves the population of the study, where else section four includes sample size 

and sampling procedures. Section five present the methods that were used by the 

researcher during data collection while section six finally provides the methods that the 

researcher used in the analysis of the data. 

3.1 Research design 

In this study, the researcher used a case study design. The basis for selecting a case 

study design is sorely based on the effectiveness, straightness and cost friendliness 

character that it bears. A case study design allows comprehensive data collection from a 

concentrated group or institution for that matter as this study is concerned, and provides 

room for the researcher to have a broad comparison between different types of facts 

about the study unity which ultimately gives the researcher an analytical power to 

increase knowledge about the phenomenon. 

This method, as it aimed on a single problem, it helped the researcher increase 

concentration at the specified institution (Tanzania Official Seed Certification Institute), 

which led to the identification and determination of the findings concerning the value of 

employee Commitment on the quality service delivery. 
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3.2 Study Institution 

This study was carried out at Tanzania Official Seed Certification Institute (TOSCI), 

whose headquarters is located in the Morogoro Municipal Council and it has branches in 

Arusha, Mwanza, Njombe and Mtwara regions. 

The decision to carry out the study at this institute was based on the fact that this 

institute is responsible for verification of new agriculture seeds varieties and carrying 

out inspection activities all over the country. Given that agriculture employs about 75% 

of Tanzanians based on the UNDP 2011/2012 report, and quality seed being one of the 

primary agricultural input that determines germination level, plant distinctiveness, 

uniformity and stability level, resulting into a growth and yield level, the position that 

this institute holds as a seed regulatory authority, serving through regulating seeds 

quality and extension services to the farming community nationwide is very crucial, and 

so is the delivery of its overall services to seed breeders, seed dealers and the farming 

community which ultimately affects individuals and national food basket level. 

Hence given the remarkable responsibility of serving the public, bearing in mind the 

government envisioning of Tanzania as a middle income nation come 2025, the selection 

of TOSCI as the case study area was aimed to benchmark this institute, being a 

regulatory authority representing many service oriented authorities and institutes, 

particularly in quality service delivery that cater for the need of more than 44.9 million 

Tanzanians according to 2012 census data. Therefore, it was of the interest of the 

researcher to single out TOSCI and identify the link on whether employee commitment 

has a bearing on the state of service delivery of this institute. An organogram of 

Tanzania Official Seed Certification Institute-(TOSCI) is appended as an Appendix 1 

3.3 Population of the study 

The targeted population of the study were the employees of Tanzania Official Seed 

Certification Institute-TOSCI totaling 71 within the headquarter and the four operational 
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locations or branches of Morogoro, Arusha, Mwanza, Njombe and Mtwara. These 

included technical, managerial and supporting cadres. 

The units of inquiry included in this study consist of all cadres from all departments, 

units and sections as established by TOSCI organization structure. These includes 

directors of two departments of Research and Promotion and Certification, Senior 

Research Officers, Assistant Research Officers, Field Officers, Office in charges from 

TOSCI branches, employees in the administration Unit and those who supports the 

technical staff. 

The following is the units of inquiry table showing the targeted population from which 

the sample size was drawn from for data collection. 

Table 3.1: Units of Inquiry 

SN Department/unit Morogoro Arusha Mwanza Njombe Mtwara Percentage 

1 Certification 18 14 5 5 2 61.96 

2 Research and Promotion 5     7.04 

3 Administration and 

Human Resources 

Management 

12  2 2  22.54 

4 Finance 3     4.23 

5 Procurement Unit 2     2.82 

6 Audit Unit 1     1.41 

 Total 41 14 7 7 2 100% 

Source: TOSCI seniority list through documentary review (2018) 

3.4 Sample size 

The total sample of 60 respondents was selected from the specified population of 71 

respondents being a targeted population from TOSCI Headquarter and four operational 

branches located in Arusha, Mwanza, Njombe and Mtwara. The sample was drawn 

through the use of simple random sampling and purposive sampling in order to make up 

the sample size of this study.  
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The following is the sample size distribution table showing the number of staff involved 

in the process of obtaining required data from each department after being drawn from 

the Units of Inquiry table. 

Table 3.2: Sample distribution 

S/N CADRE Population sample by 

cadre 

Sample size Percentage. 

1 Directors of departments 2 2 3.3 

2 Office in charges 4 4 6.7 

3 Research Officers 24 19 31.7 

4 Field officers 18 14 23.3 

5 Laboratory technicians 1 1 1.7 

6 Human resource Officers 2 2 3.3 

7 Supplies officers 2 2 3.3 

8 Internal Auditors 1 1 1.7 

9 Accountants 3 3 5.0 

10 Office secretaries 2 2 3.3 

11 Security guards 1 1 1.7 

12 Field attendants 1 1 1.7 

13 Office attendants 4 4 6.7 

14 Drivers 6 4 6.7 

 Total 71 60 100 

Source: Field data, 2018 

3.4.1 Sampling techniques 

The sampling techniques that were used in this study included purposive sampling, as a 

non-probability method and simple random sampling as a probability method. 

 The researcher used these methods due to the fact that this was a case study in nature 

and the said methods complemented well with the characteristics of a population and 

objective of the study. 

3.4.1.1 Purposive sampling 

The purposive sampling was used to sample TOSCI’s Senior Officials who were 

perceived to have weight with regard to information pertaining to this study. 
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It included 1 Director of Research and Promotion, 1 Director of Certification, 1 Head of 

Administration and Human Resource Management Unit, 1 head of Accounts Unit and 4 

TOSI Office in charges of Arusha, Mwanza, Njombe and Mtwara branches, making a 

total of 8 key informants. 

Table 3.3 shows the number of senior staff involved in the process of obtaining required 

data who were obtained through the discretion of the researcher based on their position 

and importance in providing crucial information in this study. 

Table 3.3: Purposive sampling  

S/N Respondent(s) Title No. Percentage. 

1 Directors of departments 2 25 

2 Office in charges 4 50 

6 Head of Administration and Human Resources 

Management 

1 

12.5 

9 Head of Accounts Unit 1 12.5 

 Total 8 100 

Source: Field data, 2018 

3.4.1.2 Simple random sampling  

The simple random sampling was used to select 52 targeted respondents. Hence the 

sample size figure was 60, including 8 senior officials. The consideration was made to 

all departments, units and branches, and were served with equal number of pieces of 

paper for obtaining information. 

The researcher defined and identified the targeted sample population which was 71 staff 

of TOSCI, which was also the researcher’s sampling frame. This helped the researcher 

to have a glimpse of the population information before he proceeded to listing and 

assigning numbers to units. 

Since the sample size was already determined, which is 60 staff from the sample 

population, then the researcher went ahead and listed the population from TOSCI staff 

records after being permitted by the Management. After listing the sample population, 
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the researcher assigned numbers next to each of the targeted population, meaning all 52 

staff, excluding 8 senior staff already determined through purposive sampling. 

Given the numbers have been assigned to each of the targeted population, representing 

all TOSCI Departments, Units and Branches, the researcher folded each of the piece of 

paper to avoid biasness and thereafter, these pieces of paper were assorted up in the 

container for the selection of the sample through drawing them from it and recording 

each number representing a sample unit until the targeted number was reached. 

Table 3.4 shows the number of staff involved in the process of obtaining required data 

who were obtained through the simple random sampling technique. 

Table 3.4: Simple random sampling 

S/N CADRE No. Percentage. 

3 Research Officers 19 36.5 

4 Field officers 14 26.9 

5 Laboratory technicians 1 1.9 

6 Human resource Officers 1 1.9 

7 Supplies officers 2 3.8 

8 Internal Auditors 1 1.9 

9 Accountants 2 3.8 

10 Office secretaries 2 3.8 

11 Security guards 1 1.9 

12 Field attendants 1 1.9 

13 Office attendants 4 7.7 

14 Drivers 4 7.7 

 Total 52 100.0 

Source: Field data, 2018 

3.5 Data collection methods 

The primary and secondary data collection methods were used during the process of data 

collection. These methods aided the researcher to obtain the required information which 

were key for better presentation of the findings. 



37 
 

3.5.1 Primary sources 

These were the direct sources from which data was collected by the researcher as 

firsthand information. These methods allowed an establishment of a close contact 

between a researcher and the respondents and therefore allowed the respondents to have 

a glimpse of the researcher’s intention while the researcher studying respondents’ 

gestures including reactions, hence providing the required information as expected.  

3.5.1.1 Primary data collection methods 

The primary data collection methods included interviews and questioners. 

3.5.1.2 Interviews 

In order to obtain key information from the Directors of Research and promotion, and 

certification, TOSCI office in charges, Head of Administration and Human Resources 

Management Unit, and Head of accounting Unit, as mentioned in purposive sampling, a 

structured interview method was used. This primary data collection method assisted a 

researcher in obtaining more information pertaining to seniors’ perception, attitudes and 

experience on the subject matter.  The interview questions are shown in Appendix II 

3.5.1.3 Questionnaire 

This method was used to gather information through questions which were in written 

form and the respondents were able to respond through writing in the given spaces. 

Through this method data was collected from TOSCI staff members at the Headquarter 

office and from the four branches located in Mwanza, Arusha, Njombe and Mtwara. The 

questions included in the questionnaire were in the form of open and closed questions 

written in English and were translated to Kiswahili in order to engage the respondents 

and get their feelings concerning the subject matter. 
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This method was preferred by the researcher due to the limitation of resources and based 

on the fact that this method provided enough data at such a setting and such a sample 

size. 

The sample questionnaires are shown in Appendix III. 

3.5.1.4 Observation 

To supplement the data collected through questionnaire, interview and documentary 

review, observation method was used to reflect on some of the important information. 

The observation was only focused on employees’ arrival and leaving, employees actual 

work processes, gesture levels like happiness, communication openness, their 

relationship with colleagues and customers, and topics of discussion while working and 

at break.  Such as this information cannot be obtained through questionnaire and 

interview, but can only be obtained directly on the scene instead of relying on handed 

out information if correctness is the primary focus as they involve natural portray of 

behavior and reactions which have impact on the performance of an employee. 

3.5.2 Secondary source 

Secondary data collection method was used to gather information already existed in the 

organization with regard to certain organizational purposes.  

3.5.2.1 Documentary sourcing 

Through this method, a researcher was able to review various documents like Strategic 

plan, Action Plan, Annual budgets, performance and progress reports, organization 

scheme of service, organization salary structure and salary scales, attendance registry, 

OPRAS documents, and National Seed performance trial reports. This information 

helped the researcher to obtain some documented information regarding the past 

activities of TOSCI in order to establish the trend. 
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3.6 Data Processing and Analysis methods 

Collected data was processed carefully and organized for analysis aimed at fashioning a 

summary of the collected data to satisfy the objectives of this study. 

3.6.1 Data processing 

Data was processed through editing, where errors occurred in the process of obtaining 

information were detected and omitted without affecting the validity of the data and was 

followed by verification and classification of the same and thereafter was coded into 

numerical form for analysis through Statistical Package for Social Science Software 

(SPSS) version 24 for windows. 

3.6.2 Data analysis 

This study included both quantitative and qualitative methods of data analysis. Data 

collected through questionnaires and interviews were coded into numerical form and 

were analyzed carefully using a quantitative method of data analysis through the use of 

Statistical Package for Social Sciences (SPSS) version 24 and hence frequencies, 

percentages, tables and graphs were established and presented. Data collected through 

observation and documentary reviews were highly analyzed qualitatively based on the 

nature of their fitting and the context of the study and were presented using textual 

presentation based on their patterns. Hence to aid the researcher in interpretation, 

presentation and drawing conclusions, data was coded, tabulated and the calculations of 

the percentages was carried. 

This process involved coding, whereby all transcripts were read thoroughly to make note 

of the first impression where relevant words, phrases, sentences or sections based on the 

respondent answers were labeled and coded into their respective numbers as pre-

determined through codebook and were presented in a spreadsheet. 

The presentation of codebook through spreadsheet aimed on categorizing respondents’ 

answers based on their relatedness and connection to the objectives of the study and 
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were grouped to reflect various themes ready for importation to SPSS. From the SPSS 

the connections between themes were made and described to link them to the research 

questions and objectives and were distinguished into levels of importance for better 

presentation of the findings where figures and tables were drawn for easy guidance and 

interpretation. 
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CHAPTER FOUR 

PRESENTATION OF THE FINDINGS 

4.0 Introduction 

In this chapter, findings from the collected data are presented. Contained in this chapter 

are the introduction, respondents’ profile, specific objectives and overall findings. 

4.1 Respondents profile 

Respondents’ characteristics plays a major role in the social science studies, especially 

while undertaking the actual processes of researching. As in this study, respondents’ 

characteristics influenced their perception, understanding and ability to express 

themselves while responding to the questions relayed to them by the researcher. 

In this study, respondents’ set of personal characteristics have been studied and duly 

presented. These include; gender, age, education level, occupational status for 

operational, technical specialized, and professional specialized occupation of 60 

respondents and are presented in the following subsection. 

4.1.1 Respondents’ gender 

Among 60 respondents, the distribution gape based on gender was a close distribution 

with males having the edge over females by 13.4 %. Males were 34 with an all 

percentage total of 56.7 while females were 26 with an all 43.3 percentage total. This 

means all 60 respondents, accepted the call to answer the questionnaires provided to 

them by the researcher and that given the difference of 13.4 %, the data collected and the 

information obtained from the data was not affected due to minor percentage difference 

in gender. Therefore, the findings do not only reflect the opinions of a dominant gender 

side but rather the totality of both as the difference of 13.4% is minor and thus the 

findings are valid. Below is the table 4.1, providing the findings based in gender 

distribution. 
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Table 4.1: Respondents’ gender 

Gender Frequency Percent Valid Percent Cumulative Percent 

Valid Male 34 56.7 56.7 56.7 

Female 26 43.3 43.3 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 

4.1.2 Respondents’ age grouping 

It was established that majority of the respondents were aged between 18-35, followed 

by those with age between 46-55 and 56-59 while the last group was comprised of 

respondents aged between 36-45. Among 60 respondents those falling in the age 

between 18 and 35 were 40 respondents and thus making a total of 66.7% of the total 

respondents’ percentage. Respondents with the age between 46 and 55 were 7, and those 

falling between 56 and 59 were also 7, hence making 11.7 % each of the total 

respondents’ percentage. The last group of respondents based in age grouping were 

those between the age of 36 and 45, with their total number being 6 with a 10% of the 

total respondents’ percentage. The researcher did not find any respondent with the age 

being above 59 years old. 

Table 4.2 and Figure 4.1 illustrate age grouping.   

Table 4.2: Respondents’ age groups 

Age Frequency Percent Valid Percent Cumulative Percent 

Valid 18-35 40 66.7 66.7 66.7 

36-45 6 10.0 10.0 76.7 

46-55 7 11.7 11.7 88.3 

56-59 7 11.7 11.7 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 
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Figure 4.1: Respondents age groups 

 

Source: Field data (February, 2018) 

The results show that there is huge gap in age among the respondents as those between 

18-35 were the dominant group and those above 35 were the lesser group. However, it 

was noted that most of those aged below 36 were holding junior positions while those 

above 36 majority held senior positions.  

4.1.3 Educational levels of respondents 

The results from Table 4.3 shows that a total number of 48 respondents from the sample 

size, which equals to 80% of the total respondents’ percentage were having a college to 

higher education level, followed by 7 respondents with Secondary education level, 

totaling 11.7% of the total respondents’ education level and 5 respondents possessing a 

primary education level with a total percentage of 8.3 of the total respondents’ 

percentage. This means only 20% of the respondents had primary to secondary 

education level while 80% took the majority share of those with college to higher 

education level. 
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Table 4.3: Respondents’ education levels 

Education Level Frequency Percent Valid Percent Cumulative Percent 

Valid Primary Education 5 8.3 8.3 8.3 

Secondary Education 7 11.7 11.7 20.0 

College, Higher Education 48 80.0 80.0 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 

Further analysis indicated that among those comprising 80% of the respondents falling 

in the category of college to higher education level, 28.4% which equals to 17 

respondents possess master degrees, followed by 25% of respondents equivalent to 15 

respondents possessing diplomas while respondents with Bachelor degrees were 14 and 

hence making their percentage among the 80% being 23.3.  the lesser percent of the total 

percentage was comprised of two respondents with PHD, having a share of 3.3% of the 

total 80%. These findings are illustrated through Table 4.4 and Figure 4.2. 

Table 4.4: Respondents’ education qualifications 

Education Specialization Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Diploma in Agriculture or Laboratory 

technician 

13 21.7 27.1 27.1 

Diploma in Social Sciences Subjects 2 3.3 4.2 31.3 

Bachelor Degree in Agriculture seed 

science subjects 

11 18.3 22.9 54.2 

Bachelor degree in Social Science 

subjects 

3 5.0 6.3 60.4 

Master degree in Agricultural science 16 26.7 33.3 93.8 

Master degree in Social Science subjects 1 1.7 2.1 95.8 

PHD 2 3.3 4.2 100.0 

Total 48 80.0 100.0  

Missing System 12 20.0   

Total 60 100.0   

Source: Field data (February, 2018) 
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Figure 4.2: Respondents’ education qualification 

 

Source: Field data (February, 2018) 

4.2 Knowledge of employee commitment 

The researcher’s intention in this part was to test the knowledge of the respondents with 

regard to employee commitment with a simple answer of yes or no. The study findings 

show that 98.3% of the respondents had knowledge about employee commitment while 

just 1.7% of the total respondents did not know what employee commitment is. This 

means out of 60 respondents, only one respondent had no idea of what employee 

commitment is, while the rest of the respondents affirmed that they had knowledge of 

employee commitment. This was important for a researcher to have a glimpse of the 

level of understanding of the respondents and to test if the subject matter was not an 

alien subject to the respondents which would eventually necessitate more educative 

sessions and hence cost a researcher both financially and time.  

Table 4.5 presents the findings based on respondents’ knowledge of employee 

commitment. 
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Table 4.5: Knowledge of employee commitment 

Knowledge of  Employee 

Commitment Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 59 98.3 98.3 98.3 

No 1 1.7 1.7 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 

4.3 Knowledge of quality service delivery 

Since TOSCI, being one of the public service providers, authorized to regulate 

agriculture seeds standards in the country, it was necessary for a researcher to ask the 

respondents about their knowledge of quality service delivery as they deal daily with 

tasks leading to provision of services to the public especially farming community. This 

was important because as a service provider to the public, organization’s staff should 

primarily be aware of what comes out of the services they provide. The other reason for 

a researcher to test respondents’ knowledge about quality service delivery was to make a 

connection of their knowledge of what they have responded earlier about employee 

commitment and the quality service delivery as the value of the former, as constructed 

by the researcher affects the later, and hence it was crucial to test both. 

The findings from the study, as depicted below in table 4.6 indicated that all 60 

respondents answered yes on the question of whether they had knowledge about quality 

service delivery. This makes sense as Tanzania Official Seed Certification Institute-

TOSCI, is a service oriented organization like TBS and TFDA, thus their core functions 

centers along the line of service provision that’s why all 60 respondents had a clue about 

quality service delivery. 

Table 4.6: Knowledge of quality service delivery 

Knowledge of Quality 

Service Delivery Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 60 100.0 100.0 100.0 

Source: Field data (February, 2018) 
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4.4 Existence of employee commitment and quality service delivery initiatives 

The study intended to identify if there are any initiatives, or any frameworks that exist in 

this institute for guidance and implementation. The main intention was to link any given 

success or failure that would be identified with regard to employee commitment and 

quality service delivery, with the initiatives that have been prepared or used, through 

which the organization could easily track down the direction of its goals and hence 

easily apply control measures. Thus this finding was a token to a researcher and it was a 

step forward and getting closer to drawing of conclusion about the value of employee 

commitment.  

As depicted on Figure 4.3, and Table 4.7 the findings on this aspect, shows that majority 

of the respondents, making a total of 81.7% of the total respondent’s percentage which 

equals to 49 respondents out of 60, agreed that TOSCI has such initiatives that guide the 

organization and that this Organization recognizes the importance of employee 

commitment in ensuring quality service delivery to clients. However, 13.3% of the total 

respondents’ percentage, equal to 8 respondents answered that they only know of quality 

service delivery initiative while 5% which equals to 3 respondents answered that they 

only know of employee commitment initiative. 

These findings confirm the existence of such initiatives and thus the findings signaled 

the right direction towards the discussion and drawing conclusion after carrying further 

analysis on the variables to be unveiled in the next aspect. 

Table 4.7: Employee commitment and quality service delivery initiatives 

Employee Commitment and Quality 

Service Delivery Initiatives Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 49 81.7 81.7 81.7 

Only employee 

commitment 

3 5.0 5.0 86.7 

Only quality service 

delivery 

8 13.3 13.3 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 
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Figure 4.3: Employee commitment and quality service delivery initiatives 

 

Source: Field data (February, 2018) 

4.5 Improvement on quality service delivery after introducing employee 

Commitment initiative 

As it was noted earlier, one of the parameter that was used in the questionnaire, was 

whether employee commitment framework exist in this institute, of which the findings 

indicated 81.7% said yes. Thus, it was expedient for a researcher to test whether there is 

any improvement in quality service delivery after the introduction and implementation 

of employee commitment initiative.  

The findings show that, 93.3% percent of 60 respondents believed that the improvement 

they have in providing quality service to clients was a direct result of employee 

commitment initiative. These results echo the findings from the aspect above where 

majority agreed that TOSCI implements employee commitment initiative and thus 

marking an important section of this study. 

However, as depicted below at Table 4.7, only 1.7% out of 60 respondents believed that 

there was no significant improvement to track as result of employee commitment 

initiative while 5% out 60 respondents did not answer the question for unknown reasons. 
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This had no significant effect on the findings as 93.3%, equivalent to 56 respondents 

agreed that there is a significant improvement. 

Table 4.8: Quality service delivery improvement 

Quality Service 

Delivery 

Improvement Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 56 93.3 98.2 98.2 

No 1 1.7 1.8 100.0 

Total 57 95.0 100.0  

Missing System 3 5.0   

Total 60 100.0   

Source: Field data (February, 2018) 

4.6 Customer complaints 

To make further analysis the researcher intended to know if there are dissatisfactions 

from the clients and if the institute is aware of them. The aim was to make validation of 

improvements credited above with the notion that if the institute is unaware of its 

clients’ feedbacks concerning the quality of service offered to them, then the institute 

would not be in a position to solidify or cite any improvement. Thus these findings, as 

portrayed on table 4.7, show that 57 respondents out of 60, when asked if the institute 

received any complaints or dissatisfaction from the clients, answered yes. This number 

is equivalent to 95% of the total respondents’ percentage, which means the institutes 

strategies for improvement does consider customers’ opinions and that these helps in 

identifying loops and loopholes for applying control measures.  

However, 5% of the respondents from the sample size, representing 3 respondents 

answered no. from these findings, the consensus among 60 respondents is that despite 

the fact that there is a significant improvement in the quality of service offered by 

TOSCI, there is still room for further improvement.  

 Table 4.7 illustrates customer complaints existence. 
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Table 4.9: Customer complaints 

Customer 

Complaints Frequency Percent Valid Percent Cumulative Percent 

Valid Yes 57 95.0 95.0 95.0 

No 3 5.0 5.0 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 

4.6.1 Types of customer complaints 

As 57 respondents out of 60 solidified the reception of clients’ complaints despite the 

improvement with regard to the quality of services offered by Tanzania Official Seed 

Certification Institute and as 3 disagreed, just as we have seen above, the researcher 

intended to know the most recurring complaints in order to apply analysis and identify 

whether there is an element of slackness, carelessness and/or withholding which mostly 

results from primary lack of commitment(this has been exhaustively discussed in the 

discussion of the findings. 

The findings though, indicated that 60% of the respondents attested that clients’ 

complaints mainly come from seeds related issues, including substandard/fake seeds 

available in the market, which distorts the trust of famers to prominent seed companies 

which are the major target of fake/substandard seeds sold by agro dealers. This 

percentage is equivalent to 36 respondents among 60 which means in the severity list of 

offenses encountered and dealt with by Tanzania Official Seed Certification 

Institute(TOSCI) is the issue of fake seeds distribution.  

Second to the issue of fake seeds distribution and selling is clients’ complaints about 

untimely delivery of Certification services. The actual percentage is 23.3% equivalent to 

14 respondents among 60. Untimely delivery of certification may have a number of 

causes based on researcher’s observation and through interviews as well as documentary 

review, but the most common setback that the researcher identified was the issue of 

organization work structure and work process. However, as the percentage counts, this is 

not the main problem that TOSCI is supposed to tackle compared to the issue of fake 
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seeds further discussion and recommendations are presented in their respective sections 

in chapter 5 and six of this study.  

The third complaint in the severity list is the issue of untimely inspection of seeds in 

agro shops and seed storage units. This is one of the mole in the issue of fake seeds 

presented above, but for the sake of arrangement further discussion is presented in the 

discussion of findings section. The findings however, show that 11.7 percent of 

respondents attested this to be one of the major complaint in the service delivery of 

TOSCI. This is equivalent to 7 respondents out of 60, and thus is the least of the three 

major customer complaints with regard to the services provided by TOSCI to the public. 

There are a number of issues that the researcher found out to be the cause of this issue 

including budgets and manning level.  

Some of the answers from the respondents were; 

“From what I know, many of complaints from customers are referring to the availability 

of fake seeds in the market”, “I can say that fake seed is the major problem that we 

face” in many cases, some of customers complain that we do not provide seed 

certification services timely”, “we receive complaints from customers and some of them 

points toward delay in seed field inspection services”, “mainly customer complain that 

it takes longer to release seed certification results”: (Translated from Kiswahili). 

Table 4.7 illustrates major types of customer complaints. 
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Table 4.10: Types of customer complaints 

Types of Complaints Frequency Percent Valid Percent Cumulative Percent 

Valid Seeds related complaints 

including 

Substandard/Fake seeds 

36 60.0 63.2 63.2 

Untimely delivery of 

Certification services 

14 23.3 24.6 87.7 

Untimely inspection of 

seeds in agro shops and 

seed storage units 

7 11.7 12.3 100.0 

Total 57 95.0 100.0  

Missing System 3 5.0   

Total 60 100.0   

Source: Field data (February, 2018) 

4.6.2 Control measures taken to address customer complaints. 

Given that the employees are the implementers of organization strategies and policies, 

and that the management team assumes the responsibility of planning which include 

forecasting in order to apply prognosis, and the allocation of resources to prioritized 

activities, the researcher intended to test the measures employed by TOSCI to tackle 

major customer complaints and if by any means there was a link to employee’s 

commitment. 

The findings indicated that the most prioritized measure TOSCI employs to tackle the 

problem of fake seed as highlighted on table 4.8 below, and as illustrated in figure 4.4 

below is inspection activities. This measure was vindicated by 53.3% out of 100% which 

is equivalent to 32 respondents out of 60. Inspection activities, here refers to those 

activities which Tanzania Official Seed Certification Institute (TOSCI) undertake to 

control the breeding and distribution of substandard agricultural seeds to the farming 

community and includes field seed inspection, and seed storage units seed inspection. 

Observation regarding this activity indicated that TOSCI employees carries out routine 

and coveted inspection activities to breeder’s sites and agro dealers’ shops which at 

times proves to be a bit dangerous especially when destruction of the seized substandard 

seeds units is required, as they are not allowed to carry self-defensed weaponry of any 



53 
 

sort. However, in most cases, interview and documentary review analysis indicated that 

when inspecting agro dealers’ shops, they are assisted with police officers for their 

protection. Despite being a bit dangerous, the researcher’s observation shows that most 

employees of TOSCI, especially those carrying out inspection activities, provides 

unwavering commitment and are enthusiastically carrying out their activities as needed. 

The findings also indicated that labels are also one of the primary control measures for 

controlling the distribution of fake seeds to the farming community.  

The second measure carried a support of 17 respondents out of 60, which equals to 

28.3% of the total respondents’ percentage. To tackle the problem of Untimely delivery 

of Certification services, the findings indicated that TOSCI improved certification 

services which includes timely effecting of sampling and testing, carrying out variety 

performance tests and pre- and post-control tests. Researchers’ observation in the matter 

at hand showed that to effect timely certification services, TOSCI employees, especially 

those in the certification department usually works up to Saturdays in order to 

accomplish the workload. This usually happens to the most part during on season where 

agriculture activities are mostly taking place and it covers the farming season of 

February to June. Further observation indicated that for the most part, they offer up their 

Saturdays and sometimes Sundays when work requires it to be so without the necessity 

for consideration of extra duty allowances from the Institute. On the other side, the 

observation findings come to an agreement with documentary reviews as records shows 

that time to time TOSCI rewards employees for the extra work they have carried in 

weekends. 

The third strategy that TOSCI usually employs to topple off the issue of untimely 

inspection of seeds quality in the market and in the storage units is training. This 

strategy is implemented through organizing time to time training of seeds producers, 

authorized seeds inspectors. This according to TOSCI, enables them to utilize the 

available manpower effectively and helps to eliminate seed breeding errors and seed 
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storage errors while assisting to cover all agricultural zones through authorized seeds 

inspectors. 

Some of the respondents’ answers were as follows; 

“the institute initiated the use of labels stacked in every seed packet that is to be sold in 

the market”, “for example, there was every sign that the UKM 08 cotton seed variety 

was disappearing from the market after the original breeder ceased from producing it, 

however through TOSCI intervention, many alternative seed producers have registered 

to produce varieties for cotton”, “TOSCI conducts various seminars to stakeholders so 

that they may be aware of seed regulations ad seed act together with ways of identifying 

fake seed so that even agro dealers may recognize fake seed and report to the police 

instead of waiting for us”, “ we conduct training to seed producers, especially 

concerning better quality seeds on QDS class in order to have as many seeds and at a 

lower price” : (Translated from Kiswahili). 

Table 4.11 presents the findings on the control measures applied by TOSCI to improve 

delivery of quality service to the public. 

Table 4.11: Control measures for extenuating quality service delivery discrepancies 

Measures for Complaints Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Substandard/Fake seeds related 

measures including seed inspection and 

Labels 

32 53.3 53.3 53.3 

Certification related measures 17 28.3 28.3 81.7 

Farmers and breeders Seed related 

training 

11 18.3 18.3 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 
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Figure 4.4: Measures taken by TOSCI to address customers’ complaints 

 

 

Source: Field data (February, 2018) 

4.7 Distribution of employee commitment by types 

As Meyer and Allen (1984, 1990, 1991), through their research, affirmed of the three 

components of employee commitment as presented through their three component 

model of organizational commitment. The researcher intended to identify, these three 

components namely as Affective, Continuance and Normative commitment. The reason 

for this aspect was to ascertain whether improving Employee Commitment (EC) through 

its three components, improves quality service delivery. This objective is in tandem with 

question number four presented in chapter one aimed to check if improving Employee 

Commitment (EC) improves quality service delivery. These findings are illustrated in 

table 4.12 and figure 4.4. 
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I Continuance Commitment  

The findings showed that 11.7% of the respondents ponders to remain working in this 

institute and offer their skills and loyalty because they benefit from this institute and that 

finding another job is a tough task to accomplish. This means among 60 respondents, 7 

respondents associate their loyalty to TOSCI with the benefits they receive from this 

institute. It further mean that if there is any possibility or any chance that will present 

itself, one that is better than the current offer, they will not hesitate to leave the institute 

and offer their loyalty elsewhere. But the fact that they are still working at this institute, 

it’s an indication that the benefits they get from being TOSCI employees so far, exceeds 

their expectation of getting a better one elsewhere and this continuance commitment. 

II Affective commitment  

The findings also showed that 50% of the total respondents’ percentage which is 

equivalent to 30 respondents out of 60, attested that they offer their skills and loyalty to 

TOSCI mainly because they just love working at TOSCI than being elsewhere. Contrary 

to the 11.7% of respondents who only offer their loyalty as they benefit at TOSCI, these 

employees are emotionally attached to TOSCI and that their reason of supporting 

TOSCI in general is based on mutual philosophical view rather than benefits. Thus 

showing that 50% of respondents would turn down the offer of being employed 

elsewhere based on their emotional attachment with TOSCI. This type of employee’s 

commitment pushes the employees to identify an organization of their choice and seek to 

work harder, effectively and efficiently to support their organization of choice. 

III Normative commitment  

Further analysis indicated that among 60 respondents, 23 of them attributed their loyalty 

to TOSCI with a perception that the organization needs them in order for it to perform 

exceptionally. This number is equivalent to 38.3% of the total respondents’ percentage 

and thus means that only a difference of 11.3% exists between respondents attested to 

work at TOSCI based on their emotional attachment and those working at TOSCI based 
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on the feeling of obligation. This type of commitment, as expounded earlier falls in the 

category of normative commitment and that their reasons of belongingness and loyalty 

in organization is weighed over how much does the organization need them. From the 

findings, normative commitment occupies the second slot after affective commitment 

while continuance commitment occupies the third slot. For in-depth discussion these 

findings are presented in the next chapter. 

Table 4.12: Distribution of employee commitment by types 

Why work at TOSCI Frequency Percent 

Valid 

Percent 

Cumulative 

Percent 

Valid Because I benefit here and finding 

another job is not 

easy.(Continuance Commitment) 

7 11.7 11.7 11.7 

I just love working here than 

anywhere.(Affective 

Commitment) 

30 50.0 50.0 61.7 

I’m used to and the people are so 

good and I feel that the 

organization need me.(Normative 

Commitment) 

23 38.3 38.3 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 
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Figure 4.5: Distribution of employee commitment by types 

 

Source: Field data (February, 2018) 

4.8 Distribution of reasons for TOSCI’s employee commitment 

In order to make a link with types of employee commitment presented above, the 

researcher carried another analysis based on respondents own reasons for the motive 

behind their commitment to TOSCI. This aspect was endorsed by the researcher to test 

the validity of the above aspect as this was benchmarked on open based question and the 

answers were grouped based on their relatedness to the three components of employee 

commitment based on researcher’s knowledge about the subject matter. The findings as 

presented in table 4.13 and Figure 4.5 indicated as follows. 

I Motivation related reasons 

The findings indicated that 3.3% of the total respondents’ percentage when asked for 

their own reasons as to why the commit themselves to the undertakings of TOSCI, 
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answered that their commitment in the execution of TOSCI mandate is based on various 

motivation factors including financial motivations, recognitions and career development. 

This percentage is equivalent to two respondents out of 60, which means at TOSCI, only 

a fraction of employees complete their given responsibilities as required best when they 

are given some allowances and other forms of motivation which signals that without any 

form of motivation this type of employees would not perform at their best and thus 

affecting the organization’s overall quality service delivery. 

Relational findings show that the 3.3% of respondents in this aspect, relate with 11.7% 

of the previous findings which were based on researcher’s intentional closed question 

aimed directly to test the types of commitment existing at TOSCI with their frequency 

and percentage. 

This component of employee commitment was vindicated with answers that follows; 

“Because my benefits are only attached to this authority through various forms of 

motivation, so I work hard knowing that when TOSCI benefits, I also benefits but when 

TOSCI loose, I loose”, “In these days finding another job is not as easier as it seems, so 

I better stay here and finish my discourse rather than wandering around from 

organization to organization”: (Translated from Kiswahili). 

II Responsibility related reasons 

The second group findings indicated that 38.3% of the total respondents’ percentage 

when asked for their own reasons as to why they commit themselves to the undertakings 

of TOSCI, answered that their commitment in the execution of TOSCI mandate is based 

on the perception that they feel the obligation is rested upon them for the benefits of 

TOSCI. This percentage is equivalent to 23 respondents among 60 whose reasons to 

continue offering their best as technocrats of the organization is sorely based on the 

feeling that TOSCI needs them more and that without them the organization would not 

realize its set objectives.  
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The answers from the questionnaire included; 

“I dedicate myself more than usual and sometimes I work even at night and weekend, 

meaning Saturdays and Sundays if there is a need for doing so. For example, some seeds 

we test them in the laboratory through planting them in containers, what happens in 

weekends when water dries in the container? If the result fails because of our 

negligence, then it’s not fair”, I get involved in every duty that I know is in my area of 

expert, I am doing this because this TOSCI needs me, so it is my obligation to do so, 

otherwise if everyone should wait for others to do who then will do it?”, “because it is 

my responsibility as an employee of TOSCI”: (Translated from Kiswahili). 

Contrary to roman one of this aspect, these type of employees possesses an inner self-

drive to perform the best as they can due to the feeling that they are indebted to the 

organization. Hence these findings based on relational factor, at 38.3%, and based on the 

researcher’s knowledge about the three components of employee commitment, as 

expounded in this study, do match exactly with 38.3 % of the responded who chose the 

closed question related to Normative commitment as presented in the previous aspect.  

III Improvement related reasons 

The third group of findings in this aspect, showed that 58.3% of the total respondents’ 

percentage when asked for their own reasons as to why they commit themselves to the 

undertakings of TOSCI, they responded that their commitment in the execution of 

TOSCI functions rests upon on the perception that they strongly feel belongingness in 

this institute and that it’s in their primary desire to see TOSCI performs better. This 

percentage is equivalent to 35 respondents among 60 whose reasons to continue offering 

their best as employees of this organization of their choice is sorely based on the 

perception that they affectionately enjoy being at TOSCI, and that whatever they do, 

when they do and how they do is out of their love as they feel closeness in terms of 

TOSCI’s objectives with their objectives. 
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Responses from the questionnaire included the following; 

“To be honest, I love this work of seed certification because it is the kind of work that I 

dreamt of doing that is why I went to study about it. Also this Institute, in general aims 

on helping farmers to secure seeds that have been certified by TOSCI in order to 

transform of my country”, “I work beyond organization’s expectation in order to help 

TOSCI in enforcing seed regulations and certifying seeds quality for farmers”, I 

dedicate myself to this Institute because the farming community depends on TOSCI 

above all organizations. Hence my dedication will help farmers obtain certified seeds 

and improve their incomes”, “From the bottom of my heart, I love TOSCI, so I dedicate 

myself in serving this Institute”, “My job is very important for the success of TOSCI”, 

“dedicating myself in providing better services to customers is my priority in order to 

achieve my objectives as well those of the institute. Without the customers who deserve 

quality services TOSCI will cease to operate”: (Translated from Kiswahili). 

Hence contrary to roman one of this aspect, these type of employees possesses an inner 

self-drive to perform the best as they can due to the feeling that they love working at this 

particular organization. Also to the contrary of roman two, this type of employees 

perceives working in a particular organization is part of their life joy that they have 

achieved and thus perform beyond expectation as they willing execute their daily 

activities. Hence these findings based on relational factor, at 58.3%, and based on the 

researcher’s knowledge about the three components of employee commitment, as 

expounded in this study, do match with a 50 % of the responded who chose the closed 

question related to affective commitment as presented in the previous aspect.  These 

findings are presented in Table 4.13 and on Figure 4.5. 
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Table 4.13: Distribution of Reasons for TOSCI’s employee commitment 

Reasons for being Committed Frequency Percent Valid Percent 

Cumulative 

Percent 

Valid Responsibility related answers 23 38.3 38.3 38.3 

TOSCI Improvement related answers 35 58.3 58.3 96.7 

Motivation related answers 2 3.3 3.3 100.0 

Total 60 100.0 100.0  

Source: Field data (February, 2018) 

Figure 4.6: Distribution of Reasons for TOSCI’s employee commitment. 

 

Source: Field data (February, 2018) 

4.9 General findings 

The general findings indicate that there is awareness about employee commitment in this 

Institute and that the Institute recognizes the importance of employee commitment and 

how it impacts the quality of services delivery to customers. This was vindicated by the 

implementation of employee commitment initiatives and quality service delivery 

initiatives. It was further indicated that the distribution of employee commitment 

showed affective commitment having 50% while Normative commitment having 38.3% 

and continuance Commitment having 11.7%. this meant the distribution of employee 

commitment components varies between different organizations. 
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It was also indicated that the Institute receives customer feedback on the quality of 

services provided to them and that complaints decreased after the implementation of 

employee commitment and quality service delivery initiatives hence indicating the direct 

link between employee commitment and quality service delivery. However, the findings 

showed that there are still more efforts needed to be done. 

The distribution of gender indicated that females were 26 and males were 34 thus 

making a 43.3% to females and 56.7% to males hence the difference between females 

and males was only 13.4% or 8 respondents. 

Age distribution showed that most respondents with age below 36 occupied junior 

positions and were the majority while those above 36 occupied senior positions and were 

the decision makers. There was no respondent aged above 59 years old. 

Education wise, the findings showed that 80% of respondents had college to higher 

education level, while 11.7% of respondents had Secondary School education level and 

only 8.3% had Primary education level. 
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CHAPTER FIVE 

DISCUSSION OF THE FINDINGS 

5.0 Introduction 

This chapter presents discussion of the findings presented in chapter four of this study. 

The aim is to make highlight, reflections and extension of knowledge in the area of 

employee commitment and quality service delivery. 

5.1 Profiles of the respondents 

The respondents were comprised of both males and females with different age, 

educational levels, and positions across 5 different branches of TOSCI.  Knowledge 

about their characteristics was vital in understanding the reasons for the responses they 

have provided. 

Morogoro 

The findings indicated that among 60 respondents, 30 were from Morogoro which is 

equivalent to 50% of the total respondents. Given that this is the headquarter, the 

number of the population was higher than the rest of the branches. The distribution of 

gender and age indicated that 56.7% of the 30 respondents were males and their total 

number was 17 while females were 13 with a percentage of 43.3% 

Respondents with age between 18 to 35 were 18 which is equivalent to 60% of the 30 

respondents while respondents with age between 36-45 were 2 among 30 and those with 

age between 46 to 55 were 4 as 6 were between the age of 56 to 59. 

Further findings indicated that 73.3% of the 30 respondents equivalent to 22 had college 

to University Education level while 13.3% had Primary Education level and those with 

Secondary School Education level had also 13.3% of the 30 respondents. This means 

that among 30 respondents only 4 had Primary Education level and the other 4 had 
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Secondary Education level and thus making 8 respondents with primary to secondary 

education level and they were all beyond 55 years of age.  

Arusha 

The findings showed that among 60 respondents, 14 were from Arusha which is 

equivalent to 23.3% of the total respondents. The distribution of gender showed that 

57.1% of 14 respondents from Arusha were females with a total number of 8 while 

males were 6 with a percentage of 42.9. 

Respondents with age between 18 to 35 were 9 which is equivalent to 60% of the 14 

respondents as respondent with age between 36-45 was 1 and those with age between 46 

to 55 were 3 while 1 was between the age of 56 to 59. 

The findings Further indicated that 92.9% of 14 respondents equivalent to 13 had 

college to University Education level while 7.1% had Primary Education level and non 

with Secondary School Education level.  

Mwanza 

Among 60 respondents, 7 were from Mwanza which is equivalent to 11.7% of the total 

respondents. The distribution of gender indicated that 85.7% of 7 respondents from 

Mwanza were males having a total number of 6 while female respondent was only 1 

with a percentage of 14.3. 

Respondents with age between 18 to 35 were 5 which is equivalent to 71.4% of 7 

respondents while respondents with age between 36-45 were 2 which is equivalent to 

28.6% and non with age between 46 to 55 and 56 to 59. 

Further findings indicated that 87.7% of 7 respondents equivalent to 6 had college to 

University Education level while 14% had Secondary Education level and non with 

Primary School education level.  
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Njombe  

The findings showed that 7 respondents were from Njombe which is equivalent to11.7 

% of the total respondents. The gender distribution showed that 57.1% of 7 respondents 

from Njombe were males having a total number of 4 while female respondents were 3 

with a percentage of 42.9. 

Respondents with age between 18 to 35 were 6 which is equivalent to 85.7% while 

respondent with age between 36-45 was only 1 and non with age between 46 to 55 and 

56 to 59. 

Findings further indicated that 71.4% of 7 respondents equivalent to 5 had college to 

University Education level while 28.6% had Secondary Education level equivalent to 2 

respondents and non with Primary School education level. 

Mtwara  

The findings showed that among 60 respondents, 2 were from Mtwara which is 

equivalent to 3.3% of the total respondents. 

 Among the 2 respondents 1 was a female and the other was a male hence making 50-50 

% gender distribution rate and both of them had University Education level 

Age wise, both of them had the age range of 18 to 35 and thus representing a young 

demographic characteristic. 

5.2 The value of employee commitment on quality service delivery 

Employee commitment has an enormous value in the quality service delivery of an 

organization.  It was noted that through emotional attachment to the organization, which 

leads an employee to have the zeal or enthusiasm in serving a specific organization, an 

employee experiences a conviction that bind him/her to a certain sequence of activities 

which sustain him/her in to a focus of completing the given task with a quality based 

conscience.  The findings also showed that employees do experience and exert their 
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commitment in the form of Continuance Commitment (CC), Affective Commitment 

(AC) and Normative Commitment (NC). 

 These findings are in unison with the findings from the study conducted by Meyer and 

Herscovitch (2001) and Meyer and Allen (2003) whereby in these studies, about 

employee commitment and the three components model of employee commitment, the 

findings indicated that there is an emotional tie or attachment that ties an employee to a 

sequence of action based on the relevance to a single or more work targets of an 

organization. Their study also, indicated that employees, do perceive an emotional force 

of attachment to an organization in the form of three scales called affective commitment, 

continuance commitment and normative commitment, and that employee commitment 

includes terms of behavior that defines the implication of the bond or attachment. 

Furthermore, the findings are in tandem with the study conducted by Dixit V and Bhati 

M (2012) whereby in their study about employee commitment and its impact on 

sustained productivity in Indian auto-component industry with a specific reference to 

Greater Noida (India) where the findings indicated too, that there is a value of employee 

commitment on sustained productivity of an organization. According to the findings, 

Dixit and Bhati, determined that in auto-component industry, sustained productivity 

depended more on Affective Commitment and Continuance Commitment while 

normative Commitment trailed among the three, signifying that these three forms of 

commitment exists but not in unanimous ratio to every organization. 

It was noted also through the findings that as TOSCI covers the whole of Tanzania with 

seed regulatory services aimed at controlling the standards of seeds produced locally and 

those imported in the country, organization’s manning level is quite low, having a total 

number of 71 staff, in which among them are Drivers, Office Attendants, Fields 

Attendants, Office Secretaries, Accountants, Laboratory Technician, Human Resource 

Officers, Supplies Officers, Auditor and seeds technical staff as presented in the findings 

section, but still the emotional force guides their behavior and self-motivation to execute 
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their mandate as required due to emotional attachment guided by the belief that they 

ought to do more and better. 

These findings on the value of employee commitment on quality service delivery, were 

also confirmed through documentary review and backed up by researcher’s observation 

about  their work processes and work organization whereby it was noted that despite 

having different educational and positional levels, especially those professing seed 

technical knowledge, when it came to executing functions like seed and seed field 

inspection, seed purity, seed germination, pre and post control during peak seasons, 

commitment to the organization pushes them to work together effectively as a team as 

they form groups and work on a given task without any conspicuous element of 

education or position differences.  

The findings indicated also that these employees in many cases not only perform under 

hostile situations especially when performing inspection services, but also face car 

breakdowns as their work involve seed field inspections and necessitate to travel long 

distances throughout the year and thus many times, sleeps in cars, along roadsides 

especially when motor vehicles breaks down or when motor vehicles get stuck in muddy 

fields during rainy seasons just in the verge of providing required services to clients.  

As a proof of their commitment, the findings indicated too that in order to deliver 

regulatory services timely, in many occasions, especially during farming seasons, 

TOSCI employees usually extend tasks execution up to weekends in order to provide 

timely services even when they know that the organization may not manage to reward 

them every time with extra duty allowances due to budget cuts based on government 

prioritization. 

It was indicated also based on their inspection work, when substandard seeds are seized, 

or when farmers file claims to court for poor seed germination, TOSCI seed inspectors 

and analysts have to stand in court as witnesses, to provide further proof of the claim 

through laboratory and fields findings. 
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However, despite the odds, these 71 employees, including senior officers, seed technical 

and non-technical staff, operational and officers, as witnessed by the researcher do 

perform and offer their unwavering support to TOSCI, in such a way that TOSCI has 

been applauded many times for good performance by clients through farmers and 

breeders as documentary review indicated through TOSCI archives. 

5.3 Distribution of employee commitment by types 

Guided by the specific objective of this study the three forms of employee commitment 

were identified. The findings indicated that employee commitment as an emotional 

attachment to the organization manifest itself in the three bases or scales called 

continuance, affective and normative. These three scales manifests based on the inner 

drive to one’s desire and attachment to the objectives of the organization, treatment of 

employees by the organization and, work structures and work processes. 

The study indicated that the distribution of employee commitment components in an 

organization is not unanimous to every organization as these components may be 

watered up through various ways.  

I. Affective Commitment  

The findings indicated that Affective Commitment component manifested its character 

more on all five locations of TOSCI with 50% of the total, which is equivalent to 30 

respondents among 60, which suggest that TOSCI is composed more of employees who 

feels that they are at the right organization and that the organizations objectives meet 

with their objectives and thus living their dream off this organization. It was signified 

with responses like; 

 “I love working here”, “I enjoy working in this organization”, “my aim is to help the 

farming community in the area of quality seeds and this organization aims to that end 

too”, “I work hard because I enjoy seeing customers satisfied with our services”.: 

(Translated from Kiswahili). 
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It was noted also that these 30 respondents who fell in this category showed some sign 

of contentment and even when asked for more reasons in order to attest the validity of 

the concept, their answers encompassed around the idea that they are working to fulfil 

their desire of seeing TOSCI succeed and that when TOSCI achieve its objectives they 

too achieve. In such a component, the performance of these employees professed 

teamwork spirit, open to new ideas aimed at improving their organization and requires 

little motivation due to the fact they their greatest motivation is the alignment of their 

work life objective with the organization objectives. It means such a category will only 

be contented once they identify organization philosophy that is in unison with theirs, 

otherwise they will not affectionately perform as they ought to. 

This is in line with the study conducted by Dixit and Bhati (2012) when they tested their 

hypothesis that employee commitment in its three components of Normative 

Commitment, Continuance Commitment and Affective Commitment does influence 

sustained productivity, they discovered that Affective Commitment was one of the two 

elements which auto-component industry depended on more, and that the relationship 

between affective commitment and sustained productivity was a positive relationship. 

II. Normative Commitment  

The findings indicated that Normative Commitment component manifested its behavior 

slightly below Affective Commitment and way above Continuance Commitment on all 

five locations of TOSCI with 38.7% of the total respondent’s percentage, which is 

equivalent to 23 respondents among 60, which implies that TOSCI is composed of 

38.7% of employees who feels that they are obliged to perform better for the benefits of 

the organization. This obligation arises from the emotional tie that makes employees 

perceive that they are indebted to the organization they serve and that the only way to 

repay the organization is through their commitment. 

This indebtedness according to Meyer and Allen (2003), on whose proposition of the 

three components model, suggested that it arises due to the feeling or perception that the 
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organization, including the colleagues and bosses have done more to them than they 

really deserve. Thus conforming their loyalty to the organization for as much, and long 

as they feel that they have to repay through making their enormous contribution. This 

revelation justifies why TOSCI, being a public regulatory authority, functions with such 

a small man power. This component of Employee Commitment was signified with 

responses like; 

 “I feel that this organization needs me “, “I think this organization takes care of me and 

my family needs, so I must show my appreciation by working hard” the people in this 

organization are so kind to me and I love them “I want to show to the organization that 

they didn’t make a mistaken in hiring me”, “I am used to this organization and I feel 

that this is the best organization for me”: (Translated from Kiswahili). 

Further findings indicated also that these 23 respondents who fell in this category 

showed some sign of contentment and even when asked for more reasons in order to 

attest the validity of the concept, their answers encompassed around the idea that they 

are working beyond their given limit because they feel obliged to do so and that their 

satisfaction is when they notice an improvement in what TOSCI delivers to the public 

and succeed in fulfilling the mandate that TOSCI was established for. In such a 

component, the performance of these employees professed semi-independency and 

teamwork spirit, while brainstorming new ideas that seem to improve TOSCI quality 

service delivery due to the fact that their greatest motivation is the fulfillment of their 

given tasks and recognition, that they have contributed to the greater good of the 

organization. 

III. Continuance Commitment  

The findings showed that 11.7% of respondents professed a Continuance Commitment 

component. This means out of 60 respondents, only 7 respondents were identified to 

have an emotional tie with the organization based on continuation, rather than normative 

or affective commitment. This component of employee commitment is guided with a 
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force that pushes them to attach themselves in the organization they serve on the basis 

that they have accumulated so much that leaving their current organization risks them of 

losing their accumulations better known as side bets. These side bets refer to such as 

pension schemes, side benefits achieved as a reason of continued performance, career 

and of the sort. 

It further means that 11.7% of TOSCI employees considers the possibility of leaving, 

however the cost associated with leaving, or the possibility of getting a better job stands 

at odds and thus is outweighed by the benefits they receive at the current organization, 

hence they would rather continue attaching themselves. 

According to Meyer and Allen (2003), this type of commitment is characterized with the 

perception of gains and losses associated with working in the organization which may 

also include social attachments like friendship with work colleagues or even the cost of 

losing the exclusive right to membership of the organization.  

These findings are also supported by Becker’s theory of side bets (1960) where the 

theory approves that effects like costs associated with economy which includes pension 

accruals and friendships while also considering the availability of alternatives such as 

different organizations do tie an employee with current organization until he/she is 

satisfied that there is better job somewhere else and is safe to leave the current job. 

However, due to accumulation of these side bests, which increases with age and 

position, an employee ends up protecting his/her accumulation and is committed to 

perform better in order to safeguard his/her investments. 

 This component of Employee Commitment was signified with responses like; 

 “I benefit while working here “, “I can’t go anywhere else because I am satisfied with 

what I receive here”, “finding another job is not easy so I am better off here “, “I have 

established myself in this organization, it would take much efforts and time to establish 

myself elsewhere”: (Translated from Kiswahili). 
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In such a component, the performance of these employees was characterized with a bit 

of a mixed reaction like desire to achieve more and at times complaining. However, they 

have professed a high level of confidence in their execution of work and in most cases 

they openly criticized and tended to offer their suggestions with the aim of improving 

TOSCI quality service delivery due to the fact that their greatest motivation is when this 

organization keeps on performing better and better, their investments are safe and that 

there is a possibility of expanding their investments. 

Thus, as findings indicated, and as discussed above, it is certain that there is a value of 

employee commitment on quality service delivery of an organization. However, the 

components of employee commitment being found to be three as proposed by Meyer 

and Allen (2003), their distribution level may not always be equated to all organizations 

and their importance scale may not always be the same. This signify that in an 

organization X, the composition of employee commitment may be leaning towards 

continuance and affective with normative being the lesser while organization Y’s 

composition may be leaning towards normative and affective. This was confirmed when 

Dixit and Bhati (2012) found out that in auto-motive industry, India, the two major 

components of employee components were Continuance and Affective, Normative 

component being the lesser with regard to the auto-motive industry dependency ratio on 

the three components of employee components,  while at TOSCI, Tanzania although all 

the three components were found, but the level of dependence by TOSCI to these 

components was dissimilar to that of auto-motive industry in India, with Affective  and 

Normative Commitment  being the main and Continuance Commitment being the lesser. 

5.4 Distribution of reasons for TOSCI’s employee commitment 

To validate the above distribution of employee commitment, the researcher aimed at 

extracting respondents’ personal reasons to why they preferred working at this 

organization rather than somewhere else. In a simple form, the aim was to obtain 

respondents own reasons for the motive behind their commitment to TOSCI. This aspect 

was used to test the validity of the above aspect as this was benchmarked on open based 
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question and the answers were grouped based on their relatedness to the three 

components of employee commitment based on researcher’s knowledge about the 

subject matter.  

I Motivation related reasons 

It was noted that 3.3% of the total respondents’ percentage responded that their 

commitment in the execution of TOSCI mandate is based on various motivation factors 

including financial motivations, recognitions and career development. This percentage is 

equivalent to two respondents out of 60, only a fraction of employees complete their 

given responsibilities as required best when they are given some allowances and other 

forms of motivation which signals that without any form of motivation this type of 

employees would not perform at their best and thus affecting the organization’s overall 

quality service delivery. 

Linking with section 5.3, these findings indicate that the 3.3% of respondents in this 

aspect, relate with 11.7% of the previous findings which were based on researcher’s 

intentional closed question aimed directly to test the types of commitment existing at 

TOSCI.  

II Responsibility related reasons 

It was also indicated that 38.3% of the total respondents’ responded that their 

commitment in the execution of TOSCI mandate is based on the perception that they 

feel the obligation is rested upon them for the benefits of TOSCI. This percentage is 

equivalent to 23 respondents whose reasons to continue giving their best as technocrats 

of the organization is sorely based on the feeling that TOSCI needs them more and that 

without them the organization would not realize its set objectives.  

This type of employees possesses an inner drive to perform the best due to the feeling 

that they are indebted to the organization. Hence these findings based on relational 

factor, at 38.3%, and based on the researcher’s knowledge about the three components 
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of employee commitment, as explained in this study, do match exactly with 38.3 % of 

the respondents who chose the closed question related to Normative commitment as 

discussed in the previous aspect.  

III Improvement related reasons 

The findings in this aspect, indicated that 58.3% of the total respondents’ percentage 

responded that their commitment in the execution of TOSCI functions rests upon the 

perception that they strongly feel belongingness in this institute and that it’s in their 

primary desire to see TOSCI performs better. This percentage is equivalent to 35 

respondents among 60 whose reasons to continue offering their best as employees of this 

organization is sorely based on the perception that they affectionately enjoy being at 

TOSCI, and that whatever they do, when they do and how they do is out of their love as 

they feel closeness in terms of TOSCI’s objectives with their objectives. 

This type of employees possesses an inner self-drive to perform the best as they can due 

to the feeling that they love working at this particular organization. Contrary to roman 

two of this section, this type of employees perceives working in a particular organization 

as part of their joy that they have achieved and thus perform beyond expectation as they 

willingly execute their daily activities. Hence these findings, at 58.3%, and based on the 

researcher’s knowledge about the three components of employee commitment, as 

expounded in this study, do match with a 50 % of the respondents who chose the closed 

question related to affective commitment as discussed in the previous aspect.  

5.5 Knowledge of employee commitment and quality service delivery 

As the findings indicated in the presentation of the findings section, 98.3% of the 

respondents had knowledge about employee commitment where else just 1.7% of the 

total respondents did not know what employee commitment is. It means that out of 60 

respondents, only one respondent had no idea of what employee commitment is, as the 

rest of the respondents affirmed that they had knowledge of employee commitment.  

This is a significant finding, meaning that only 1.7% of all employees knows nothing 
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about employee commitment while 98.3 knows what employee commitment is. This 

signifies that for an organization that aims on improving the quality of service delivery, 

one important aspect to deal with is investing in employee commitment, because the 

emotional attachment is conceived within each individual’s mind and it is the exact force 

behind their emotional attachment or detachment. 

With 98.3% of TOSCI employees being aware of employee commitment while 

manifesting the same though accomplishing their day to day activities signifies that 

TOSCI can easily stir up their commitment to further reflect in the results of their 

services to the public. This provides an assurance to the organization and is one of the 

strategies that can lead to quality service delivery if applied correctly. 

Also TOSCI, being one of the public service providers, authorized to regulate 

agriculture seeds standards in the country, with the likes of TBS and TFDA, when 

respondents were tested of their knowledge of quality service delivery as they deal daily 

with tasks leading to provision of services to the public especially farming community, 

the findings indicated that all 60 respondents answered yes on the question of whether 

they had knowledge about quality service delivery. It means TOSCI invested more on 

training of its staff to grasp the concept of quality service delivery. This was also 

indicated through documentary review where a number of staff training sessions has 

been carried out regarding service provision, with the latest training being in proposition 

to be carried out in June or July 2018. This shows the link between the efforts this 

organization puts in to bridge the gap between the two and it is the reason for their 

improvement in the delivery of quality services.  

5.6 Existence of employee commitment and quality service initiatives 

It was noted through documentary review that TOSCI has initiatives relating to 

employee commitment and quality service delivery. This revelation was backup up by 

the findings from the questionnaire on this aspect which indicated that majority of the 

respondents, making a total of 81.7% of the total respondent’s percentage which equals 
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to 49 respondents out of 60, agreed that TOSCI has such initiatives relating to employee 

commitment and quality service delivery that guide the organization and that this 

organization recognizes the importance of employee commitment in ensuring quality 

service delivery to the public. Documentary review also indicated that TOSCI, by the 

time this research was conducted, was on the verge of producing a client charter. 

However, 8 respondents, which equals to 13.3% of the total respondents’ percentage, 

responded that they only know of quality service delivery initiative while 3 respondents 

equal to 5% of the total respondents’ percentage responded that they only know of 

employee commitment initiative. These findings confirm the existence of such initiatives 

and that TOSCI ensures such efforts are not left unnoticed by the employees. This is 

what many organizations, especially public organizations need to venture on and make 

an important endeavor of putting their plans, initiatives, frame works and policies to the 

open so that the organization’s technocrats may be aware of such initiatives for further 

implementation.  

These findings mean that TOSCI’s intention was to link any given success or failure that 

would have risen regarding employee commitment and quality service delivery with the 

initiatives that have been prepared or used, through which the organization could easily 

track down the direction of its goals and hence easily apply control measures.  

Nevertheless, the efforts despite being successful, still an 18% of all the staff have not 

fully gripped with the existence of both initiatives and hence may prove to be the 

setback during the implementation of such initiatives in order to effect the success of the 

organization. 

5.7 Improvement on quality service delivery after introducing employee 

Commitment initiative 

It was noted through documentary review that there were some improvements in the 

quality service delivery. The findings indicated that among the nagging or standing out 

issues that were limiting TOSCI in the provision of better services to seed breeders was 
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failure to satisfy service standards requirements of Organization for Economic Co-

operation and Development (OECD) and laboratory standards 0f International Seed 

Testing Association (ISTA). This discrepancy limited local seed breeders to export their 

seed varieties to the international market and thus TOSCI was blamed for failure to meet 

standards required by the mentioned international organizations. However, after the 

introduction of employee commitment initiative and quality service delivery initiative 

which included comprehensive employees training, updating standard operating 

procedures, and its laboratories, TOSCI was able to be registered as an OECD member 

in 2017 after the team of OECD auditors audited TOSCI service provision standards in 

2016. As a token of improvement in service provision, in the year 2017 ISTA was able 

to send also the team of auditors to audit laboratory standard and laboratory procedures 

where the result was satisfactory with minor issues to rectify in order for the laboratory 

to be accredited. This was achieved through 71 employees who worked concomitantly 

among themselves and thus the result proves to be positive. 

These findings were backed up by 93.3% of the total respondents’ percentage who 

conferred that the improvement they have in providing quality service to clients was a 

direct result of employee commitment initiative when asked if there are any 

improvements notable after the introduction of employee commitment initiative. These 

results echo the findings from the aspect above where majority agreed that TOSCI 

implements employee commitment initiative. 

However, only a fraction of respondents totaling 1.7% out of 60 respondents believed 

that there was no significant improvement to track as result of employee commitment 

initiative while 5% did not answer the question for reasons not known to a researcher. 

Nevertheless, this fraction has no significant effect on the findings as 93.3%, equivalent 

to 56 respondents agreed that there is a significant improvement, although it only means 

that a little more work may need to be done in communicating the general performance 

results concerning service delivery to all employees so that all may be aware of the 

progress. 
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5.8 Customer complaints 

Despite the fact that the findings indicated a great deal of improvement with regard to 

quality service delivery after the introduction of employee commitment initiative and 

quality service delivery initiative, it was expedient to know whether there were still 

complaints from customers and how TOSCI intended to tackle such complaints. The aim 

was to make validation of improvements credited above with the notion that if the 

institute is unaware of its clients’ feedbacks concerning the quality of service offered to 

them, then the institute would not be in a position to solidify or cite any improvement 

before and after the introduction of employee commitment initiative and quality service 

delivery initiative. As presented in chapter four of this study, the findings indicated that 

57 respondents out of 60, when they were asked if the institute still receives any 

complaints or dissatisfaction from the clients they answered yes. This number is 

equivalent to 95% of the total respondents’ percentage, which means the institutes 

strategies for improvement does consider customers’ opinions and that these helps in 

identifying loose ends for applying control measures.  

Nevertheless, 5% of the respondents from the sample size, representing 3 respondents 

answered no. this is understandable especially when among the respondents some are 

working in operational cadre, which means they may not directly be in a position of 

being informed of the complaints raised by customers. It also signifies that despite the 

significant improvement in the quality service delivery, there is still room for further 

improvement.   

5.9 Types of customer complaints and their measures. 

It was noted that 60% of the respondents attested that clients’ complaints mainly came 

from seeds related issues, including substandard/fake seeds available in the market, 

which garbles the trust of famers to prominent seed companies which are the main target 

of fake/substandard seeds sold by agro dealers. The percentage is equivalent to 36 
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respondents among 60, thus this offense is the number one problem among the 

complaints railed to TOSCI by the public.   

It was also noted that 23.3% equivalent to 14 respondents among 60 pointed to untimely 

delivery of Certification services as another complaint, while 11.7 percent of 

respondents, equivalent to 7 respondents out of 60 indicated that untimely inspection of 

seeds in agro shops and seed storage units was another major complaint from the public.  

Given that the employees are the implementers of organization strategies and policies, 

and that the management team assumes the responsibility of planning which include 

forecasting in order to propose prognosis measures, and the allocation of resources to 

prioritized activities, the researcher intended to test the measures employed by TOSCI to 

tackle major customer complaints and if by any means there was a link to employee’s 

commitment. 

The findings showed that 53.3% out of 100% which is equivalent to 32 respondents out 

of 60 attested that the organization mostly respond by increasing Inspection activities 

both in agro shops and seeds storage units where a number of incidents were reported to 

police and the offenders were fined or jailed or both after the court being satisfied while 

other incidents warranted to destruction of such seeds as some shops were closed and 

their permits withdrawn. This was noted through the archives where newspaper copies 

and court reports were stored but due to some legal grounds, I was not allowed to 

retrieve these evidences for referencing. 

Seed inspection, here refers to those activities which Tanzania Official Seed 

Certification Institute (TOSCI) undertake to control the breeding and distribution of 

substandard agricultural seeds to the farming community and includes field seed 

inspection, and seed storage units. 

Observation findings regarding this matter indicated that TOSCI employees carries out 

routine and coveted inspection activities to breeder’s sites and agro dealers’ shops which 

at times proves to be a bit dangerous However, in most cases, they are assisted with 
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police officers for their protection. The researcher’s observation shows that most 

employees of TOSCI, especially those carrying out inspection activities, provides 

unwavering commitment and are enthusiastically carrying out their activities as needed. 

The findings also indicated that labels are also one of the primary control measures for 

controlling the distribution of fake seeds to the farming community.  

To tackle the problem of Untimely delivery of Certification services, the findings 

indicated that TOSCI keeps on improving certification services which includes timely 

effecting of sampling and testing, carrying out variety performance tests and pre and 

post-control tests. Researcher noted that to effect timely certification services, TOSCI 

employees, especially those in the certification department and research and promotion 

department usually commit to their work up to Saturdays and Sundays in order to 

accomplish the workload without the necessity of being considered for extra duty 

allowances from the Institute. On the other side, the observation findings agree with 

documentary review as records shows that time to time TOSCI rewards employees for 

the extra work they have carried in weekends during peak seasons or where there is an 

increase in workload. This usually happens to the most part during on season where 

agriculture activities are mostly taking place and it covers the farming season of 

February to June. 
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CHAPTER SIX 

SUMMARY, CONCLUSION, RECOMMENDATIONS AND POLICY 

IMPLICATIONS 

6.0 Introduction 

This chapter holds presentation of the summary of the study, general conclusion of the 

study, recommendations of the study and the policy implication of the study through 

which concerned stakeholders may put to consideration with regard to employee 

commitment value and quality service delivery. 

6.1 Summary of the major findings 

As this study intended to identify the value of employee commitment on quality service 

delivery at Tanzania Official Seed Certification Institute (TOSCI), the major findings as 

presented in chapter four are as follows: 

i. Employee Commitment has a significant value in the quality service delivery of 

the Institute. 

ii. Improving Employee Commitment (EC) in the Institute, results to an improved 

work processes that leads to quality service delivery. 

iii. Employees do experience and exert their commitment in the form of 

Continuance Commitment (CC), Affective Commitment (AC) and Normative 

Commitment (NC). 

iv. The distribution of Continuance Commitment, Affective Commitment and 

Normative Commitment values is not uniform in every organization. 

v. Employees with Continuance Commitment component tend to show high level 

of commitment to the organization as age and position increases in order to 

protect their accumulations or investments.  



83 
 

vi. Employees with Affective Commitment component requires little motivation 

efforts as their greatest motivation is the alignment of their work life objective 

with the organization objective 

vii. Employees with Normative Commitment component commits better in an 

organization when they perceive that the organization they serve have done more 

to them than they have to the organization and that its their obligation to perform 

exceptionally to repay the debt.  

viii. Employee Commitment knows no educational or positional boundaries as each 

employee is pushed to prove his/her loyalty to the organization based on his/her 

commitment conviction or belief. 

ix. Employee Commitment initiatives do assist in stirring up the emotional 

attachment of employees to the organization for better quality service delivery. 

x.  Lack of employee commitment knowledge and recognition of its value among 

organization’s management team, is one of the main causes of many public 

organizations’ poor quality service delivery. 

xi. Not all employees can easily be satisfied through high pay grades and 

allowances, some employees loyalty to an organization can only be won through 

a sense of responsibility and recognition that they are an important part in an 

organization system. 

xii. Even committed employees in an organization, may fail to prove their worthiness 

with regard to quality service delivery, if an organization direction and objectives 

are not clearly communicated to employees. 

xiii.  Organization performance feedback is crucial for improving quality service 

delivery. 

6.2 Conclusion 

Based on the findings of the study, the following are the conclusions; 

i. Employee Commitment initiatives are the key success factor in improving 

quality service delivery. Many public organizations fail to deliver quality 



84 
 

services to the public because of lacking employee commitment initiatives 

that are aimed to stir employee’s emotional attachment that would inspire 

them to make an emotional bond with the organization and perform at their 

best. 

ii. Failure to acknowledge the importance of employee commitment among 

many public organizations management teams, have led to the existence of 

Work Abhorrence among many employees in the public sector where 

employees attend in their work stations for the sake of being noticed of their 

presence but would rather stay home if it was their choice or resign if better 

opportunity presented its self.  

iii. Each employee needs to be clear of his/her role in the organization. Failure to 

understand one’s role in the organization disorient employees, and thus 

tainting positive perception about work, direction and finally leads to in 

ability to perform as expected which ultimately results to poor delivery of 

services. 

iv. Organization performance feedback is one of the best source for quality 

service delivery improvement and employee commitment enhancement. If 

used effectively and the results communicated to all levels of organization, 

employees would have the opportunity to assess their efforts as implementers 

of organization objectives. 

v.  Motivations should be aimed to address both three components of employee 

commitment which are Continuance Commitment, Affective Commitment 

and Normative Commitment.  

vi. Employee trainings, in the form of workshops or seminars aimed to enlighten 

employees about specific organization needs is crucial for preparing their 

attitude towards the intended objective. 

vii. Public organizations should nurture the culture that is aimed at instilling 

customer satisfaction mentality in the minds of employees, and that their 

work process does account in the end results of the services provided. 
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viii. Having low employee turnover in an organization should not be taken as a 

positive sign, or be used as a basis for measuring Employee Commitment. 

6.3 Recommendations 

In this section, recommendations are provided with regard to the given findings and 

conclusions with the aim of shedding more light on the issues that needs attention in 

order to add value to the delivery of quality services in the public organizations through 

employee commitment. These recommendations are provided on the basis of aspects 

involving the area for action and the area for further researches. 

6.3.1 Recommendations for Action 

With regard to the findings which have been indicated and presented in this study, 

employees should not be considered as assets, but rather partners who comes in an 

organization with their objectives and visions that needs to be fulfilled if employee 

commitment is the target of an organization. Education and skills alone does not prove 

human resources as the most important element in the quality service delivery, rather the 

attention should be given to study the distribution of employee commitment in the 

organization in order to apply motivational measures based on the scales of their 

emotional attachment. Organizations should set budgets aimed at devising employee 

commitment initiatives and quality service delivery in order to harbor improvements 

with regard to employee emotional attachment to the organization and quality service 

delivery. 

6.3.2 Recommendations for further research 

Based on the findings of this study, more knowledge is required on the distribution 

levels of employee commitment components of Affective, Continuance and Normative. 

Therefore, further studies need to be conducted to shed more light on the distribution 

levels of employee commitment components in an organization and their varied value in 

the provision of quality services. Given that this study was conducted only in one public 



86 
 

organization, more studies need to be conducted both in public and private organizations 

in order to increase knowledge about the value of employee commitment on quality 

service delivery. 

6.4 Policy implications 

The findings from this study have shown that employee commitment, in its three 

components of Continuance Commitment, Affective Commitment and Normative 

Commitment, adds value in the organization’s quality service delivery. Since the 

government aims on transforming Tanzania’s economy into middle income nation by 

2025, knowing that employees are the implementers of government development 

strategies, it is high time that Staff welfare policies be revised to include employee 

commitment enhancement in order to recognize, stir up and maintain employee 

emotional attachment in the public organizations for quality service delivery and social-

economic status transformation. 
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APPENDIX I 

TOSCI ORGANIZATION STRUCTURE 

Source: TOSCI Organization Structure Document. 
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APPENDIX II 

DODOSO YA MASWALI YA USAILI KWA WAKUU WA IDARA, VITENGO 

NA MATAWI 

Salamu! 

Kwa majina naitwa Stanford J. Chijenga, ni mwanafunzi wa shahada ya uzamili katika 

usimamizi wa rasilimali watu toka Chuo Kikuu cha Mzumbe. Lengo langu hapa ni 

kufanya utafitiki kuhusu “Thamani ya mtumishi kufanya kazi kwa kujitoa katika utoaji 

huduma bora wa Taasisi ya Kuthibiti Ubora wa Mbegu Tanzania-TOSCI. 

Utafiti huu ni ninaofanya ni sehemu ya hitaji linalotakiwa ili kutunukiwa shahada ya 

uzamili katika usimamizi wa rasilimali watu toka Chuo Kikuu cha Mzumbe. 

Yafuatayo ni maswali yanayohitaji majibu toka kwako. Naomba ushiriki wako ili 

kukamilisha utafiti huu. Taarifa itakayokusanywa ni siri na itatumika kwa 

madhumuni ya kimasomo tu.  

Natanguliza shukurani zangu kwa muda uliojitolea kujibu maswali. 

 

MAELEKEZO YA JUMLA: 

- Jaza nafasi zilizoachwa wazi 

- Chagua jibu lililo sahihi kwa kuweka alama ya tiki (v) kwenye kisanduku 

kilichowekwa 

 

Fomu namba…………………. 

1. Umri wako ………………………… 

2. Jinsi……………………………………. 
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3. Kazi 

yako……………………………………………………………………………………

……………............................. 

4. Kazi unazofanya kwenye Idara/Kitengo/Tawi 

…………………………………………………………………………………………

……………………………… 

…………………………………………………………………………………………

……………………………… 

…………………………………………………………………………………………

……………………………… 

5. Kiwango chako cha elimu 

 

a) Msingi 

b) Sekondari 

c) Chuo au Elimu ya juu 

d) Elimu ya Watu wazima 

6. Iwapo jibu lako kwenye swali namba tano ni “C” eleza ubobezi wako 

…………………………………………………………………………………………

………. 

…………………………………………………………………………………………

……… 

7. Je! Unafahamu chochote kuhusu utayari wa mtumishi kufanya kazi kwa kujitoa? 

(a) Sifahamu chochote 

(b) Nafahamu kidogo 

(c) Nafahamu kwa nadharia tu 

(d) Nafahamu kwa nadharia na vitendo 
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8. Kwa jinsi unavyofahamu, kuna mchango au thamani yoyote inayotokana na utayari 

wa mtumishi kufanya kazi kwa kujitoa katika utoaji wa huduma bora? 

(a) Ndiyo 

(b) Hapana 

(c) Sina hakika 

9. Iwapo jibu lako hapo juu ni (a), unaweza toa sababu kwanini ? 

(a) ……………………………………………………………………………………

……………………………………………….. 

(b) ……………………………………………………………………………………

……………………………………………….. 

(c) ……………………………………………………………………………………

……………………………………………….. 

(d) ……………………………………………………………………………………

……………………………………………….. 

10. Iwapo jibu lako kwenye swali la 8 lilikuwa hapana, unaweza toa sababu kwanini 

hakuna mchango au thamani yoyote inayotokana na utayari wa mtumishi kufanya 

kazi kwa kujitoa katika utoaji wa huduma bora? 

(a) ……………………………………………………………………………………

……………………………………………….. 

(b) ……………………………………………………………………………………

……………………………………………….. 

(c) ……………………………………………………………………………………

……………………………………………….. 

(d) …………………………………………………………………………………… 

11. Je! Ziko hatua zozote ambazo zinachukuliwa katika Idara /Kitengo/Tawi au 

Taasisi kwa ujumla zinazolenga kuwawezesha watumishi kufanya kazi kwa kujitoa? 

(a) Ndiyo 

(b) Hapana 
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12. Iwapo jibu lako hapo juu kwenye swali namba 11 ni ndiyo, Je! Ni mabadiliko yapi 

chanya yaliyoanza kujitokeza katika utoaji wa huduma bora tangu hatua hizo za 

kuwawezesha watumishi kufanya kazi kwa kujitoa zilipoanza kutekelezwa? 

(a) ……………………………………………………………………………………

……………………………………………….. 

(b) ……………………………………………………………………………………

……………………………………………….. 

(c) ……………………………………………………………………………………

……………………………………………….. 

(d) ……………………………………………………………………………………

……………………………………………….. 

13. Je watumishi walio chini yako wanaelewa mchango au thamani yoyote inayotokana 

na utayari wa mtumishi kufanya kazi kwa kujitoa katika utoaji wa huduma bora? 

(a) Wanaelewa sana 

(b) Wanaelewa 

(c) Wanaelewa kidogo 

(d) Hawaelewi 

 

14. Je! Watumishi walio chini yako wanajitoa kisawasawa kufanya kazi ili kuhakikisha 

huduma bora zinatolewa kwa wateja? 

(a) Wanajitoa kisawa sawa 

(b) Wanajitoa kwa kiasi fulani 

(c) Hawajitoi kabisa 

15. Ni changamoto zipi zinazoikumba Idara/Kitengo/Kituo  katika harakati za 

kusimamia watumishi kufanya kazi kwa kujitoa. 

(a) ……………………………………………………………………………………

……………………………………………….. 
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(b) ……………………………………………………………………………………

……………………………………………….. 

(c) ……………………………………………………………………………………

……………………………………………….. 

(d) ……………………………………………………………………………………

……………………………………………….. 

16. Ni hatua zipi ambazo zimechukuliwa katika kutatua changamoto ulizotaja hapo 

juu? 

(a) …………………………………………………………………………………… 

(b) ………………………………………………………………………………… 

(c) …………………………………………………………………………………… 

(d) …………………………………………………………………………………… 

 

17. Je una maoni au mapendekezo ya kuboresha utoaji wa huduma bora? 

(a) …………………………………………………………………………………… 

(b) ……………………………………………………………………………………… 

(c) ……………………………………………………………………………………… 

(d) ……………………………………………………………………………………… 

18. Maoni yako ya mwisho ni yapi kuhusu thamani au mchango wa mtumishi kufanya 

kazi kwa kujitoa katika utoaji wa huduma bora?  

(a) ……………………………………………………………………………………… 

(b) ……………………………………………………………………………………… 

(c) ……………………………………………………………………………………… 

(d) ……………………………………………………………………………………… 

 

 

Nashukuru kwa ushikiano wako. 
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APPENDIX III 

DODOSO HOJAJI KWA WATUMISHI 

Salamu! 

Kwa majina naitwa Stanford J. Chijenga, ni mwanafunzi wa shahada ya uzamili katika 

usimamizi wa rasilimali watu toka Chuo Kikuu cha Mzumbe. Lengo langu hapa ni 

kufanya utafitiki kuhusu “Thamani ya mtumishi kufanya kazi kwa kujitoa katika utoaji 

huduma bora wa Taasisi ya Kuthibiti Ubora wa Mbegu Tanzania-TOSCI. 

Utafiti huu ni ninaofanya ni sehemu ya hitaji linalotakiwa ili kutunukiwa shahada ya 

uzamili katika usimamizi wa rasilimali watu toka Chuo Kikuu cha Mzumbe. 

Yafuatayo ni maswali yanayohitaji majibu toka kwako. Naomba ushiriki wako ili 

kukamilisha utafiti huu. Taarifa itakayokusanywa ni siri na itatumika kwa 

madhumuni ya kimasomo tu.  

Natanguliza shukurani zangu kwa muda uliojitolea kujibu maswali. 

 

MAELEKEZO YA JUMLA: 

- Jaza nafasi zilizoachwa wazi 

- Chagua jibu lililo sahihi kwa kuweka alama ya tiki (v) kwenye kisanduku 

kilichowekwa 

 

Fomu namba…………………. 

1. Umri wako ………………………… 

2. Jinsi……………………………………. 
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3. Kazi 

yako……………………………………………………………………………………

……………............................. 

 

4. Kiwango chako cha elimu 

 

a) Msingi 

b) Sekondari 

c) Chuo au Elimu ya juu 

d) Elimu ya Watu wazima 

 

5. Iwapo jibu lako kwenye swali namba tano ni “C” eleza ubobezi wako 

……………………………………………………………………………………… 

6. Je! Unafahamu chochote kuhusu utayari wa mtumishi kufanya kazi kwa 

kujitoa? 

(a) Ndiyo 

(b) Hapana 

(c) Sina hakika 

7. Unafahamu chochote kuhusu utoaji wa huduma bora? 

(a) Ndiyo 

(b) Hapana 

(c) Sina hakika 

8. Ni kazi zipi za kila siku ambazo unazifanya? 

…………………………………………………………………………………… 

…………………………………………………………………………………… 

…………………………………………………………………………………… 

 

 

 

 

 

 

 

 

 

 

 

 

 



100 
 

 

9. Je! Kuna hatua zozote ambazo TOSCI kwa ujumla wake imewahi chukua ili 

kuwachochea watumishi kufanya kazi kwa kujituma au hatua za kuleta mabadiliko 

kwenye utoaji wa huduma bora? 

(a) Ndiyo 

(b) Hapana 

(c) Za kufanya kazi kwa kujituma pekee 

(d) Za utoaji huduma bora pekee 

10. Iwapo jibu lako kwenye swali la namba 9 ni (a) au (c) je kumekuwa na mabadiliko 

chanya? 

 

a) Ndiyo 

b) Hapana 

 

11. Je! Idara/Kitengo/Kituo unachofanyia kazi kinatekeleza mpango wowote wa 

kuboresha utoaji wa huduma bora? 

(a) Ndiyo 

(b) Hapana 

(c) Imeanza tu kutekelezwa 

(d) Uko kwenye mpango wa kutekelezwa 

 

12. Je! Kuna malalamiko yoyote ambayo TOSCI imekuwa ikipata toka kwa wateja? 

a) Ndiyo 

b) Hapana 
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13. Iwapo jibu lako kwenye swali namba 12 ni (a) je malalamiko hayo yanahusu nini? 

 

(a) …………………………………………………………………………………… 

(b) …………………………………………………………………………………… 

(c) …………………………………………………………………………………… 

(d) …………………………………………………………………………………… 

14. Je ni hatua zipi unazozifahamu ambazo zimechukuliwa ili kutatua malalamiko hayo 

uliyo orodhesha kwenye swali namba 13? 

(e) ………………………………………………………………………………… 

(f) ………………………………………………………………………………… 

(g) ………………………………………………………………………………… 

(h) ………………………………………………………………………………… 

 

15. Kipi kinakufanya uendelee kufanya kazi TOSCI na si kwingineko? 

 

(a) Kwakuwa nanufaika hapa zaidi na si rahisi kupata kazi mahali pengine 

(b) Ninapenda tu kufanya kazi hapa, malengo yangu yanaoana na ya Taasisi. 

(c) Taasisi imenitendea mengi, nnawiwa kubaki, nahisi inanihitaji zaidi 

16. Je unajituma kisawa sawa, na pengine zaidi? 

(a) Ndiyo 

(b) Hapana 

 

17. Iwapo jibu lako ndiyo au hapana kwenye swali namba 16 toa sababu?  

 

(a) ………………………………………………………………………………… 

(b) …………………………………………………………………………………… 

(c) …………………………………………………………………………………… 

(d) …………………………………………………………………………………… 

Nashukuru kwa ushikiano wako 

 

 

 

 

 


