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ABSTRACT 

Tanzania, being one of the least developing countries has adopted the Public Service 

Reform Programs and thereby adopting the use of client service charters in all government 

Ministries, Departments, and Agencies (MDAs). The degree to which Client Service 



Charters are effective in ensuring effective and quality services provided by MDAs like 

Business Registrations and Licensing Agency (BRELA) requires a study. The general 

objective of the study was to examine the effectiveness of the client service charters in 

public service delivery at BRELA. A case study research design was used and qualitative 

data was collected and analysed in relation to the study objectives and research questions 

respectively. Additionally, data was collected through questionnaires and interviews from 

primary and secondary sources. A sample size of 90 respondents was drawn from which 

data was collected. The researcher also observed research ethics like anonymity and 

confidentiality and the analysis of data reflected the study objectives and questions.   
 

The study findings have indicated that client service charters are important in delivery of 

services at the agency at almost 57.8% through mechanisms like up holding of clients 

rights and preferences, provision of accurate information and liaison with stakeholders of 

the agency. The client service charters influence the delivery of quality services at 46.7% 

and the agency complies with the charter terms and conditions at only 33.3%. 

Additionally, the agency is faced with some challenges in the implementation of client 

service charters the major one being inadequate funding, and many of the service 

providers do not understand the contents of the charters because they are printed in 

English which a technical problem to many. However, several modalities have been put 

in place to address the challenges and these include establishing measures of receiving 

feedback from customers for instance through the customer care desk, use of controls and 

checking points in the service delivery process like the balance score card, use and 

integration of information technology, benchmarking and compliance to time frameworks 

set out in the charter. Therefore, the agency should effectively involve its stakeholders in 

the formulation of the charters and as well come up with tools for monitoring and 

evaluating the performance of the client service charters in relaion to the services 

delivered.   
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CHAPTER ONE 

 

INTRODUCTION 

 

1.1      Background to the Problem 

Serving the citizens better has become one of the major preoccupations of public 

administration, both in the developed and the developing countries. Public 

administration today has transcended the impersonal instrumental role it previously 

played whereby it simply served people as passive subjects (Njunwa, 2011). In other 

words, citizens or public administration clients are no longer expected to be passive 

recipients of goods and services. They are now active players in terms of calling upon 

the entire public administration including government ministries, departments and 

government agencies like the Business Registrations and Licensing Agency (Clark, 

2000). The involvement of citizens or clients to the services provided by government 

agencies has been taken as one of the critical prerequisites for the successful 

implementation of governmental development programs and extension of public 

services through government Ministries, Departments and Agencies (MDAs) 

(Elickson et al., 1983). 

 

One of the major steps that government ministries and agencies have taken to 

strengthen their capacity in serving the entire public and their clients more effectively 

has been the adoption of administrative and technological initiatives or innovations 

which have ultimately signified the importance of involving clients in the spheres of 

public service delivery (Njunwa, 2011). Globally, the process of adopting these 

administrative and the technological innovations in the process of strengthening public 

service delivery in government ministries, departments and agencies include, the 

Financial Management Improvement Program in Australia, the Administrative 

Management Project in Denmark, the Renewal of Public Service in France, the 

Fundamental Policy of Administrative Reform in Japan, the Major Options Plan in 



Portugal, the Financial Management Initiative and Next Steps in United Kingdom, the 

National Institutional Renewal Program in Ghana and the Public Service Reform 

Programs in almost all African countries of 1993 (Elencove et al., 2005).  

 

Additionally, many countries have adopted electronic innovations such as the World 

Wide Web and the use of information technology systems in order that government 

agencies and departments better serve their public clients more effectively and 

efficiently and in order to improve the interactive processes between government 

departments, agencies on one hand, as well as between citizens and government 

officials (Haque, 2005). In addition to electronic innovations, there have also been the 

adoptions of non-electronic innovations such as the Client Service Charters under 

which government MDAs have expressly committed themselves to delivering public 

services to their clients or citizens more effectively in terms of improved quality, 

openness and timelessness (Haque, 2005). Public partnerships have also been adopted 

as an innovation by public agencies and departments in order to utilize the civil society 

capacity and that of the private sector for the effective delivery of public services. 

However, the extent to which countries have succeeded in the implementation of these 

innovations varies from the developed to the developing countries. 

 

Tanzania, being one of the least developing countries has adopted the Public Service 

Reform Programs and thereby adopting the use of client service charters almost in all 

government MDAs (Bana, 2008). Client service charters, sometimes referred to as the 

citizen charters are one category of several non-electronic innovations that the 

government agencies and departments have adopted in the Tanzania public sector. The 

context within which client service charters are implemented in Tanzania is the Public 

Service Reform Program (PSRP) which was launched in 2000 (Njunwa, 2011). The 

PSRP partly funded by the World Bank to the extent of USD 94 million, aimed at 

supporting the attainment of a high rate of economic growth and ensure that delivery 

of quality services within priority sectors confirms with public expectation for value. 



The cardinal aim of the PSRP reflected the governments vision of the future public 

service as stated in the National Vision, 2025 (Bana et al., 2006).   

 

There was therefore need for Tanzania government and all its public Ministries, 

Departments and Agencies to strengthen the local capacity towards effective public 

service delivery and one of the initiatives through which Tanzania has translated 

actions and intentions of the United Nations Millennium Development goals that has 

been the introduction and usage of Client Service Charters in public agencies, 

departments and ministries (Ngowi, 2011). However, even though the innovation of 

using client service charters in government ministries and agencies is un-avoidable 

and are being desirable. This indicates that such innovations will not serve a useful 

purpose if they are limited to being mere imports, elitist and alien to the general public 

(Ngowi, 2011). It is therefore imperative that there implementation and effectiveness 

in public service delivery is keenly studied in order that their use, sustainability and 

effectiveness is portrayed in terms of enhancing effective public service delivery in all 

government ministries, departments and agencies. It is upon this foundation that this 

study examined the effectiveness of client service charters in the delivery of public 

services at BRELA. 

 

1.2  Statement of the Problem 

 By 1980’s the government of Tanzania by realized that there was need to undertake 

deliberate measures and introduce mechanism to reinvigorate and transform the public 

service into an institution of excellence capable of playing a significant role in 

ensuring effective public service delivery and accomplishing the government goals 

and objectives (World Bank, 2008). One of the earlier initiatives was the Civil Service 

Reform launched in July 1991 and it ran up to 1999 and this was succeeded by the 

Public Service Reform Program which was implemented in a series of overlapping 

and supportive phase (World Bank, 2008). The installation of client charters was 



designed for MDAs and regional secretariats. The charters were intended to support 

the peoples demand for accountability at the institutional level (Njunwa, 2011).  

 

This trend of improving public service delivery made the Tanzania public sector to 

undertake and implement many initiatives including enhancing performance 

management systems in the public institutions especially in government MDAs and 

regional secretariats (Bana, 2008). The initiatives were intended to install and 

institutionalize a performance management culture in the public institutions and 

thereby improving public service delivery. Most of the public institutions and agencies 

have reinforced performance management tools including but not limited to, 

Performance Improvement Fund (PIF), Strategic and Operational Planning (SOP), 

Open Performance and Review Appraisal Systems (OPRAS) and the Client Service 

Charters (CSC) (Bana, 2009). 

 

The degree to which Client Service Charters are effective in ensuring effective and 

quality services provided by government ministries, departments and agencies is a 

question of study. The effectiveness of client service charters in this study connotes a 

meaning in terms of which Client Service Charters bring about quality service 

provision on part of the service providers in relation to expectations of the clients, the 

degree to which the service providers and the clients comply to the set terms and 

conditions of the service charters themselves, the degree to which the Client Service 

Charters ensure competitiveness in public service delivery on the notions of openness, 

timely delivery of the prescribed institutional services, the mechanism used by 

government agencies in implementing the Client Service Charters and modalities used 

in overcoming the challenges faced in the process of implementing the client service 

charters in government departments and agencies (Ngowi, 2011).  

 

1.3 Objectives of the Study 

 



1.3.1 General Objectives 

The general objective of the study was to examine the effectiveness of Client Service 

Charters in public service delivery at BRELA. 

 

1.3.2  Specific Objectives 

The specific objectives of the study were as follows;- 

i. To examine the mechanisms used in implementing the Client Service Charters. 

ii. To examine the quality of services provided through Client Service Charters. 

iii. To determine the level of compliance to the terms and conditions of Client    

Service Charters.  

iv. To identify the challenges faced in the implementation of Client Service  

Charters. 

v. To explore on the modalities used in addressing the challenges faced in the  

implementation of Client Service Charters.   

 

1.4       Research Questions 

 

1.4.1  General Research Question  

The general research question was what is the effectiveness of Client Service 

Charters in public service delivery at BRELA. 

 

1.4.2  Specific Research Questions 

i. Are there mechanisms used in implementing the Client Service Charters? 

ii. How do  Client Service Charters Influence service delivery? 

iii. Is their level of compliance to the terms and conditions of Client Service 

Charters? 

iv. What challenges are faced in the implementation of Client Service Charters? 



v. What modalities are used in addressing the challenges faced in the 

implementation of Client Service Charters at the Business Registration and 

Licensing Agency? 

 

1.5  Significance of the Study 

At the organizational level, the study has illustrated and indicated the mechanisms 

used in the implementation of the Client Service Charters at BRELA and this has 

helped the management of the Agency in devising strategic approaches towards 

enhancing effective provision of services directed towards meeting the service set out 

in the Client Service Charters at the Agency.  

 

The study has increased the knowledge of the researcher through understanding at 

wide the significance and effectiveness of client charters in ensuring public service 

delivery in government agencies and particularly at BRELA. Consequently, the 

acquired knowledge will be used in influencing managerial policies and decisions in 

terms of providing competitive services to the public through Client Service Charters 

and suggesting initiatives to be undertaken in overcoming the challenges to effective 

implementation of Client Service Charters at the Agency. 

 

The study has helped other researchers to identify viable areas for further study since 

the study will be used as an additional reference in examining the effectiveness of 

Client Service Charters in relation to public service delivery in Tanzania.  

 

1.6  Scope of the Study 

The study has examined and focused on the effectiveness of Client Service Charters 

in relation to public service delivery at BRELA. The study was conducted at the 

Agency’s headquarters in Dar es Salaam and the findings cannot be substantially 



generalized in drawing impact on the effectiveness of client charters in relation to 

other public services delivered by other government agencies.  

 

 

1.7  Structure of the Dissertation 

The dissertation is organized in five chapters. Chapter one provides the background 

of the problem, the statement of the problem, the general and specific objectives, the 

research questions, significance of the study and structure of the dissertation. Chapter 

two provides,   overview on client service charters, typology of Client Service 

Charters, review of relevant theories to the study, the adoption and implementation of 

client service charters at a global persepective and a national persepective in the 

Tanzania context and the implementation of client service charters at BRELA. 

Additionally, the chapter provides the conceptual framework. 

 

Chapter three provides the research design adopted in the study, the location of the 

study, the study population, the sampling techniques and the sample size and the 

sourcesdd and the data collection methods.  Additionally, the chapter provides ethics 

that guided the researcher in the collection process and how data was analyzed and the 

limitations experienced in the study  

Chapter four provides the study findings and their analysis on the mechanisms used 

to implement client service charters at BRELA, how client service charters influence 

service delivery at BRELA, the level of compliance to service client charter terms and 

conditions, findings on challenges faced in the implementation of Client Service 

Charters and the identified modalitites of addressing the challenges faced. 

Lastly, chapter five provides a summary of findings, conclusions, recommendations 

and suggestions made for further research studies.  

 



CHAPTER TWO 

 

LITREATURE REVIEW 

 

2.1  Overview on Client Service Charters  

The need for quality service is being realized by many organizations today whether 

private or public. Citizens as customers or clients of the government are expecting 

public services to be delivered in a more transparent and accountable manner (Kiragu 

and Mutahaba, 2006). With this understanding, Ministries, Departments and Agencies 

within the government have established client service charters. These charters are 

pacts between service providers and service users which specify standards of service 

delivery in the form of a series of commitments or promises. The charters are there to 

inform users of the level and timeless of services they can expect to receive and 

provide guidance on procedures to be followed should the services fail to meet these 

standards (Kiragu and Mutahaba, 2006).  

 

Client Service charters can be defined as written commitments of an institution, public 

or private to its clients. The statement commits what the institution can do or not to do 

to its clients. Typical client service charters stipulate among other things, the kind of 

services offered by the institution, service standards to be adhered to, time for 

processing and delivering services, duties, responsibilities and rights of both clients 

and the institution, feedback mechanism to clients including but not limited to a 

system of handling complaints and contact information about the institution that 

clients can use for various kinds of communication. Additionally, a client service 

charter is a public document developed by an institution in consultation with its 

clients, staff and stakeholders (Clark, 2000). It is supposed to be a living document 

whose use in public institutions should be monitored and evaluated on a regular basis. 

Charters should be formally reviewed to determine their effectiveness in responding 

to the changing environment and circumstances.  



The Ministry of Finance and Economic Affairs (2009) describes client service charters 

as a social pact between service providers and receivers. They specify standards for 

service delivery which we believe our stakeholders have a right to expect and set out 

complaint handling and feedback mechanism if things go wrong. They are developed 

through consultation with customers and staff. The Prime Minister’s office, Regional 

Administration and Local Government (2010), describes a client service charter as a 

social pact between the Prime Minister’s office, Regional Administration and Local 

Government and its customers. It specifies services and standards for service delivery 

which the Prime Minister’s Office, Regional Administration and Local Government 

believes its users have a right to expect, and sets out feedback and complaint handling 

mechanism. 

 

According to Njunwa (2011), a client service charter is a form of contract between the 

providers of goods and services and users of those goods and services. Under this 

contract, the service provider expressly makes a commitment to serve the users 

according to acceptable standards of improved service quality, frequency, openness 

and timelessness. The service provider furnishes the users with relevant 

communication mechanisms through which they can express their satisfaction or 

dissatisfaction over the services and goods provided. 

 

2.2  The Typology of Client Service Charters 

The classification of Client Service Charters or client service charters is attributed to 

theoretical perceptions. There are basically two major classifications. 

 

1) National and Local Client Service Charters;- National service charters refer 

to the one developed for services offered across the country at the national level and 

at one service delivery point or at several points. Such charters can be published by 

ministries, independent departments and executive agencies (Roggers and Shoemaker, 

1971). These charters set minimum standards of services that need to be observed by 



public institutions delivering them. Whereas, Local client service charters are also 

developed by ministries, independent departments and executive agencies and other 

public service institutions. They relate to specific services delivered directly by a 

public institution. They may be offered in a local area and tailored to a local audience. 

The minimum standards of local charters are set in the national charters and 

implemented at the local levels 

 

2) Institutional and Unit Client Service Charters: - Institutional client service 

charters refer to the one that are developed by organizations be it in the public or 

private sector. Most of the organizations or companies that are typical service 

providers have embraced these innovations and they have spelled out what they do in 

terms of service provision to their customers (Ohemeng, 2010) Their commitments 

and standards of public service delivery are clearly spelled out in the organizational 

client service charter. Whereas unit client service charters are formulated by 

subsidiary organizational units defining the nature, service provision processes and 

service standards offered to their respective clients. However unit client service 

standards must conform to the set objective and service standards in the organizational 

client service charter (Ohemeng, 2010).  

 

2. 3  Review of Relevant Theories  

Theoretically, practitioners and scholars like Hobbes, Machiavelli and Downs studied 

how public agencies and other public organizations can improve public service 

delivery. Similarly many theories have been explained on how the public sector can 

improve public service delivery. These theories have been demonstrated through 

initiatives within which MDAs have made deliberations on improving their services. 

The following theories are relevant to the study;- 



 

2.3.1  The Public Choice theory 

The public choice model is defined as the application of the rational model to non-

market decision making (Johnson, 1991). The theory in essence considers the 

preferences and choices of the public and it signifies that those in public organizations 

or MDAs have to take into the interests and preferences of the citizens or client 

(Morse, 1997). The origin of the public choice model is traceable in the works of 

Duncan Black (1948) are seen as the beginning of the modern public choice era and 

by 1965, the theoretical foundations of the public choice were in place and prior to the 

public choice revolution of 1950’s, most analysts tended to think of government as 

simply a mechanism that would do good if given enough resources (Johnson, 1991). 

 

Additionally, the public choice theory is principally concerned to demonstrate the 

inconsistencies in the classical model of representative democracy and to propose an 

alternative basis for decision making in government or public choice. In essence and 

according to Downs (1957) the theory is built on Social demands which are expressed 

by the society and the electorate and mediated by the parliament, where they are 

treated and where decisions are made jointly with the government which is responsible 

for all problem definitions and implementation of policies. The theory considers the 

following elements;- 

 

a) The government prepares and implements legally enforceable decisions by 

means of public administration which though it provides public services to the pre-

determined categories of citizens, is not allowed to be otherwise selective in its 

relations with the people as the electorate. 

 

b) The democratic welfare state functions in practice are in response to the rational, 

economic, atomistic behavior of all relevant actors and in so doing favors bureaucrats. 

 



c) The bureaucracy in public organizations maintains a monopoly of information 

and expertise in relation both to its own sponsor or political representatives and the 

people. Politicians are too busy safeguarding their political assets and futures to 

discuss policy decisions by bureaucrats, who alone determine the costs and benefits 

of bureaucratic action. More over bureaucracies act as monopolies since there is 

seldom competition between them to produce a given public output (Johnson, 1991) 

 

d) The result of bureaucratic rationality is therefore excess supply of bureaucracy. 

In terms of neo-classical economies bureaucracies ignores the law of diminishing 

marginal utilities and continues to produce an output even when the marginal utility 

of that output is has become too law. The general result is waste or in other words 

progressively rising levels of public spending and progressively falling levels of 

public service (Johnson, 1991). 

 

The latter implies that even though MDAs may be given enough resources they may 

not deliver services to the satisfaction of the citizens who are regarded as clients in the 

public sector. The theory therefore presupposes that, in case government organizations 

or MDAs are to deliver efficient services to its clients, then all preferences and 

interests of citizens or clients have to be considered.  

  

2.3.2  The Agencification Theory 

The agencification theory is a reform initiative through the new public management 

approach or theory.  The agencification theory in essence connotes a reform initiative 

of which independent government agencies are created. The creation of executive 

agencies has become a common feature of the contemporary public sector 

management (Van Thei, 2004).  The current agencification within the public sector is 

widely inspired by reform doctrine of the NPM. The key elements of the 

agencification movement have been described as structural disaggregation of the 

traditional bureaucracies, managerial autonomy and the contractualisation of the 



public sector management. The adoption and implementation of the agencification 

initiatives have been widely adopted in Tanzania since several government executive 

agencies have been established with executive autonomy and they provide specific 

public services, for example BRELA  (Sulle, 2010).   

  

2.3.3  The New Public Management Theory  

The new public management theory is defined as a public sector management theory 

that sought to make the government more efficient and responsive by employing 

private sector techniques and creating market conditions for the delivery of public 

services (Dunley, and Hood, 1994). The NPM theorists suggested that since much of 

the civil service focuses on the delivery of core services that are free of political 

mechanism, governments should employ private sector management principles and 

try to create market conditions to make the delivery of services more efficient and 

autonomous (Dunley and Hood, 1994).The prime focus of the theory is on re-

examining what governments do and attempting to make it more strategic and result 

oriented, increasing the flexibility of staffing, improve financial management and rely 

increasingly on competitions and contracts and to change the relationship between the 

government and the public (Dunley and Hood, 1994). 

 

Wikert (2001) asserts that the ideas behind this theory are not certainly new and the 

NPM builds long history of using business practices in government and reflects a 

resurgence of old ideas about the form and functions of the government. The NPM 

theory relies on market place and business principles to improve government activities 

in MDAs (Tom and Per, 2002). Additionally, the NPM theory takes its intellectual 

foundations from the public choice theory which looks at the government from the 

standpoint of markets and productivity, managerialism and focuses on managerial 

approaches to active productivity and efficient public service delivery (Tom and Per, 

2002). The NPM theory in essence centres on elements like, downsizing and reducing 

the size and scope of the government, Managerialisms, using business protocols in the 



public sector, decentralization, and privatization. Further, citizen centre services, 

value for tax payers and a responsive public service work force (Tom and Per, 2002). 

 

Therefore, the practice of adopting and implementing client service charters in 

government organizations and MDAs has been embraced through the wide spread of 

the NPM theory as an initiative of improving effectiveness in public service delivery 

in public organizations. 

 

2.4   The Adoption and Implementation of Client Service Charters: A Global 

Perspective 

Globally, the idea of the Client Service Charters was first introduced in the United 

Kingdom under the Conservative government of John Mayor in 1991. The idea was 

re-launched by the new Labor Government of Tony Blair in the summer of 1998 

(Falconer and Ross, 1999). The core reason for the launching of this innovation was 

to empower the public in relation to public service delivery. The idea quickly spread 

to other developed countries, in particular other developed commonwealth countries 

including Australia, Canada, New Zealand as well as the United States of America 

and too many other European countries for instance France and Spain. This precedent 

move for effective public service delivery saw many international organizations such 

as the World Bank and the United Nations embracing the idea of Client Service 

Charters. They have also now helped to disseminate it around the world (Falconer and 

Ross, 1999). As the years went by, many other countries especially those in the 

developing countries including Latin America, Africa and South East Asia adopted 

the system as part of their public service delivery mechanisms.  

 

The implementation of client service charters at the international scene has been 

plausible in many countries. The United Kingdom’s Charter initiative aroused 

considerable interest around the whole world and several countries implemented 

similar programs. For instance, Australia Service Charter of 1997, the Belgium Public 



Service User’s Charter of 1992, Canada Service Standards Initiative of 1995, France 

Service Charter of 1992, India Citizen Charter of 1997, Jamaica Citizens Charter of 

1994, Malaysia Client Charter of 1993, Portugal, the Quality Charter in Public 

Services of 1993, and Spain, the Quality Observatory of 1992 (Sastry, 1999).  Some 

of these initiatives are very similar to the United Kingdom model, while others take 

new ground by learning on the service quality paradigm of the total quality 

management movement or approach. However, even in the United Kingdom and in 

the context of the steps or modernizing Government Initiatives, citizen or client 

service charters have acquired a service quality face for delivery of public services 

(Sastry, 1999).   

 

2.5   The Adoption and Implementation of Client Service Charters: A National 

 Perspective 

Unlike in Tanzania, the context in which client service charters are implemented is the 

Public Service Reform Program (PSRP) which was launched in 2000 (Njunwa, 2011). 

The PRSP partly funded by the World Bank to the extent of USD 94 million aimed at 

supporting the attainment of a high rate of economic growth and ensure that delivery 

of quality services within the priority sectors conforms to public expectations for 

value, satisfaction and relevancy by the year, 2011. The aim of the PRSP reflected the 

Governments Vision of the future public service delivery as stated in the National 

Vision, 2025. The PSRP has three overlapping phases, that is, Phase (I), installing 

Performance Management Systems (2000-2004), phase (II), installing a Performance 

Management Culture (2005-2008) and phase (III), installing Quality Improvement 

Circles (2009-2011) (Ngowi, 2011). 

 

The introduction of client service charters was carried out during phase one. It has 

since been an on-going on initiative. It covered key service areas in all government 

ministries and it was one of the twelve interventions that the government strived to 

put into place (Ngowi, 2011). Some of these interventions included improving 



compensation levels for professional, technical and management staff, defining key 

result areas, objectives and service delivery targets, introducing Open Performance 

Appraisal Systems (OPRAS), establish a merit-based system of appointments in the 

public service, improving service standards in key sectors and through the quick-wins 

program (Kiragu  and Mutahaba, 2006). 

 

The manner of introducing the client service charters entailed the government 

ministries, executive agencies and departments drafting their own charters. The 

adoption enabled each government institution to make its core objectives, mission, 

vision, core values, services provided and service standards and the rights and 

obligation of the service providers and those of the clients to be known (Ngowi, 2011). 

In Principle, the charters express the organizations commitment to serving the people 

fairly and promptly. Moreover, the charters outline redress mechanisms that the 

citizens would use to register their satisfaction or dissatisfaction over the services 

provide (Ngowi, 2011). 

 

The introduction of Client service charters in Tanzania has been viewed with mixed 

feelings. It has been noted that all government ministries as well as executive agencies 

have adopted the implementation of this innovation.Additionally, a significant number 

of employees in most of these government agencies including BRELA, commissions 

and independent departments have developed the required awareness about the 

purpose of client charters in relation to public service delivery (Njunwa, 2011). This 

has made it relatively possible for some residents for instance in Dar es Salaam, to 

build the capacity of exercising their right to demand quality services from 

government agencies and departments. 

 

However, despite these successes in the adoption of client service charters in 

Tanzania, their adoption is subject to limitations. Initially, Tanzania’s public service 

is made up two major sectors namely, the Central Government as well as the Local 

Government Authorities which comprise of municipal councils, townships, district 



councils, ward and village committees. Client service charters have been introduced 

only at the levels of the ministries, regional and district administration units (Njunwa, 

2011).  The regional and district administration units numbering 26, and 128 

respectively have yet to introduce the client service charter system.  Further, the local 

government authorities numbering to 133 as well as over 2685 village governments 

have not been assisted by the central government to use and adopt the client service 

charter system. Further, over 80% of the Tanzania population leaves under regional 

and district administration units as well as under the local government authorities 

(Njunwa, 2011).    

 

In this regard, the vast majority of the citizens or clients of the public institutions are 

not aware of this innovation and therefore the idea of reaching out the people at the 

national level is very far from being attained (Njunwa, 2011). Additionally, the level 

of general education and literacy in Tanzania is still a very big limitation on the 

adoption of this innovation. For example, only 15% of adult Tanzanians know how to 

read and write. 75% of rural residents do not have education and this is in contradiction 

to the second millennium goal which seeks to achieve universal primary education 

and therefore citizens with a low level of education do not have the required 

confidence to understand and widely acknowledge the significance of client service 

charters in relation to public service delivery in Tanzania (Njunwa, 2011).   

 

Never the less, the adoption of the client service charters in the government ministries, 

departments and agencies may have registered some progress but their implementation 

and effectiveness in public service delivery is questionable and this is why this study 

examined the effectiveness of client service charters in public service delivery at 

BRELA.  

 



2.6. The Adoption and Implementation of the Client Service Charter at 

BRELA 

The Agency is among the public institution in Tanzania established under the 

Executive Agency Act No. 30 of 1997, that has adopted and implemented the initiative 

of enhancing public services through the frameworks of client service charters and the 

agency has been extending public services on the basis of the client’s charter signed 

in 2004 between the agency and its clients. The Agency being a public institution 

provides public services including registration of both local and foreign companies 

operating in Tanzania, registration of Business Names, Trade and Service Marks 

registration, granting of Patents and issuance of industrial licenses to its clients 

(BRELA, 2004) 

  

The charter of the agency spells out the purpose as to why the agency adopted the 

charter, the core functions of the agency, its vision and mission. Some of the core 

values that guides the agency on the services provided include, that the customer is 

always right, value and respect for customers, courtesy to all customers, pursuit of 

excellence, proper use of official information and diligence to duty (BRELA, 2004). 

Further, Article 3.4 of the charter spells out the core management principles in the 

services provided by the agency and Article 3.5 spells out the standards upon which 

the services are provided. The standards include, setting out standards of services that 

users can expect, being open and communicate clearly, endeavoring to make services 

easily accessible, treating all people fairly, use resources effectively and continuously 

look for ways to improve the service and facilities. Article 4.0 spells out the strategic 

objectives, Article 5.0 spells out the clients and stakeholders expectations, Article 6.0 

sets out the relationship between the agency and its clients and stakeholders, Article 

7.0 sets out the quality of service standards, Article 8.0 sets out the rights and 

obligations of clients and Article 9.0 sets out the feedback and complaints handling 

mechanisms (BRELA, 2004). Therefore, effective client service charters  share a 

number of key characteristics, including clear and simple language, realistic and 

measurable performance standards, a dedicated grievance redress mechanism, an 



effective public relations strategy directed towards increasing the users awareness 

about the client charters (Government of United Kingdom, 1999). If designed and 

implemented effectively, Client Service Charters have the potential of influencing 

effective service delivery.  

 

Therefore basing on the above extracted theoretical framework, the underlying theory 

that will guide the researcher in the study process in the service quality approach or 

theory which signifies that, ministries, departments and public agencies should focus 

on providing quality services to their clients through the implementation of client 

service charters. 

 

2.7 Perceptions on the Implementation of Client Service Charters   

 After reviewing the different theories and arguments on the effectiveness, 

implementation and on weaknesses of client service charters, it is perceived that even 

though there has been a wide spread on the implementation of Client Service Charters, 

there implementation and effectiveness in improving public service delivery has not 

been effectively realized. The latter is attributed to the way the client service charters 

are implemented and also due to weaknesses of the client service charters as a reform 

in improving public service delivery. Empirical evidence from Tanzania and in other 

African developing economies can serve as a validation of this. Additionally, at the 

international level or even in the developed economies, some weaknesses of client 

service charters have been pointed out and this implies that even though they have 

been implemented as a reform, their effectiveness in improving public service delivery 

has not been fully realized. 

 

 In the case of Tanzania, there have been some negative perceptions from the general 

public on whether Client Service Charters are effective in improving public service 

delivery. The negative perceptions are a result of continued public service delivery 

almost in all government ministries, departments and agencies despite wide adoption 



and implementation of Client Service Charters in Tanzania.  A study conducted by 

Njunwa, (2011) on achieving the Millennium development goals through innovative 

public service delivery by making a critical assessment of implementing client service 

charters in Tanzania. The findings of this study indicated that the implementation of 

Client Service Charters in Tanzania is faced with some challenges despite a few 

successes in improving public service Delivery (Njunwa, 2011).  The findings 

indicated that Client Service Charters have been introduced only at the levels of 

ministries, executive agency, commissions and independent departments and they 

have not been introduced effectively at the local administration levels (Njunwa, 2011). 

The latter implies that most of the citizens do not benefit from the adoption of the 

Client Service Charters since many of them access basic social services through the 

local and district administration units where Client Service Charters have not been 

neither effectively adopted nor implemented in improving public service deliver. 

 

Given the wide spread of public outcry for improved public service delivery, the 

implementation of service client charter have not been very effective in 

simultaneously  improving the delivery of public services in the public sector at large.  

This is a result of weakness attributed to the implementation of Client Service Charters 

under the theme of improving public service delivery in Tanzania. The other 

weaknesses include interlia on the terms and conditions of Client Service Charters that 

are in most cases spelled out in the English language that the majority of Tanzania 

who are illiterate do not know how to read and write and this implies that service client 

charts are not beneficial to them in terms of demanding for better services from 

government ministries, departments and agencies (Njunwa, 2011). 

 

Additionally the implementation of client service charters is faced with some 

challenges and this limit on the effectiveness of the Client Service Charters in 

improving public service delivery in Tanzania (Njunwa, 2011). The above findings 

indicate that most citizens in Tanzania who do not have basic or adequate education 

have lack the required confidence and enlightenment to appreciate the significance or 



effectiveness of Client Service Charters in public service delivery. Additionally the 

other weakness pointed out on the implementation of Client Service Charters is 

attributed to the fact that the adoption and implementation of service client charter was 

a foreign demand from the development partners especially from the World Bank, the 

Canadian International Development Agency, the Danish international Development 

Agency and the British Department for International Development (Njunwa, 2011). 

This indicates that the service client charter approach was adopted from the western 

economies and its sensitization in Tanzania was less and this is why its implementation 

has not been effective in improving public service delivery. 

 

Additionally, another study on the weakness of Client Service Charters in Tanzania 

was conducted on the limitation and inspiration in public sector reforms in Tanzania 

by drawing lessons from the commonwealth experiences (Rob and Richard, 2007). 

The findings of the study indicated that the adoption and implementation of Client 

Service Charters in Tanzania have not improved public service delivery despite their 

78% wide spread and implementation in government ministries, departments and 

agencies. This was attributed to weakness of Client Service Charters including poor 

structuring of client preferences in Client Service Charters, usage of technical 

language and terms, poor evaluation mechanisms for Client Service Charters, non 

involvement of clients in the consultation processes and limited publication and 

sensitization of their existence before clients and the existing ones have to be reviwed 

and ammened(Rob and Richard, 2007).  

Similar findings have been indicated in other studies. For instance a study conducted 

on the civil service of the Malaysia on strengthening the government’s administrative 

mechanism where the implementation of Client Service Charters was been evaluated, 

the findings indicated that, most service providers are not very familiar with the 

philosophy, goals and features of the charters, there is inadequate publicity and no 

funds have been provided to sensitize clients or citizens on the key components of the 

Client Service Charters(Government of Malaysia, 1998). This is turn affects the 



implementation and effectiveness of Client Service Charters in improving public 

service delivery.  

 

Further, a similar study on the situation of client service charters in Tanzania on the 

implementation of client service charters in the Public sector. The findings of the study 

indicated that Client Service Charters have remained internal shelved documents; 

most MDA’s do not monitor and evaluate the implementation and impacts of their 

client service charters on services provided and this hinders their effectiveness in 

general service delivery. Additionally, the findings indicated that Client Service 

Charters are documents with technical language and this makes them dormant that 

most citizens are not using them to demand better services (Ngowi, 2003).  

Additionally, Bana (2009) conducted a study on performance management in the 

Tanzania public service and the findings of the study pointed out some weaknesses in 

the implementation and effectiveness of the Client Service Charters including, client 

charters not being operational, citizens not using them in demanding better services 

and most MDA’s have not monitored the impacts of the charters and have not 

reviewed or amended them with the aim of generating more legitimacy between the 

service provider and the clients (Bana, 2009). 

 

The process of implementing and attaining effectiveness of Client Service Charters in 

other African countries has also raised concerns in relation to improving public service 

delivery.  One of the studies conducted on the implementation of Client Service 

Charters was on performance improvement and customer satisfaction as a focus on 

Public service reform on the trends and challenges in Africa (Balgoun, 2001). The 

findings of this study revealed on the modalities within which public administration 

can improve performance and satisfy the expectations of the citizens through Client 

Service Charters. The findings of the study indicated that satisfying clients preferences 

through the implementation of Client Service Charters be done by setting of 

performance standards for the charters themselves and setting evaluation criteria’s on 

how these can be monitored and evaluated (Balgoun, 2001).  



 

Therefore, by reflecting the findings from the above studies in relation to the theories 

reviewed, the implementation and effectiveness of Client Service Charters in relation 

to improving public service delivery needs to be further analyzed in terms of their 

effectiveness and the way they are implemented towards improved public service 

delivery. Therefore most of the available empirical literature has examined on the 

adoption and implementation of the client service Charters, the issues and challenges 

faced in the implementation and some literatures have pointed out their weakness of 

the Client Service Charters. However, little has been examined on their effectiveness 

in terms of public service delivery and this raises a study gap and that is why this study 

examined the effectiveness of client service charters in public service delivery in 

Tanzania and particularly at BRELA. 

 

 

2.8  The Conceptual Framework 

The conceptual framework presented in Figure 2.1 below indicates how variables 

interact to produce the intended outcome of effective public service delivery at 

BRELA. Once the client service charters have been adopted at the organizational 

level, the agency undertakes its implementation process through technological, 

corporate, organizational and financial strategies. The technological strategy involves 

the use and integration of information technologies in the provision of services at the 

agency. Implementation mechanisms involve the use of the internet in serving clients, 

electronic dissemination of the core values, functions and services provided by the 

agency through the internet, websites. Additionally this strategy enables clients to 

demand and receive services on line and all this is done in relation to the adoption of 

technology basing on the standards set in the Client Service Charters. The 

implementation of the client service charters also requires the organizational strategies 

like managerial commitment towards realizing improved services, for instance 

developing mechanism of solving problems and client complaints. Further, the 



corporate strategy takes an approach of transforming the commercial transactions of 

the agency by prioritizing the preferences and demands of clients in relation to the 

spelled out services in the agency charter. All these independent variables are 

measured relation to performance output in terms of services. 

 

The main objective of the implementation of Client Service Charters is to produce 

competitive services to the general public through the compliance to the terms and 

conditions set out in the service client charter being implemented by the agency. 

Competitive services provided are measured in terms of percentages at which the 

agency meets preferences of the clients, the demand at the market and the amount of 

revenue collected. However this cannot be realized in the implementation of the Client 

Service Charters unless the agency addresses the problems faced in the 

implementation process. The challenges are of a technological, financial, 

organizational and they can be tentatively addressed through effective engagement of 

clients in the consultation process in regard to deliver quality services to the public.   

 

Additionally, since the prime aim of the implementation of client service charters is 

to improve public service delivery, through prompt and timely would be of quality 

and competitive services and general performance of the organization or the agency. 

This would be achieved if the agency and the clients comply with the terms and 

conditions set forth in the service client charter of the agency. The degree to which the 

agency and the clients comply to the terms and conditions would be measured on time 

scales met by the agency in prompt service provision, timely response to client 

complaints and maintaining efficient communications with clients. If all the later is 

done, the implementation of Client Service Charters would be effective in improving 

public service delivery in Tanzania and specifically in MDA’s.  

 

 

 

 



  



Figure 2.1: The conceptual framework of the study 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Researcher, (2014). 
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1  Introduction 

This chapter gives a description of how the study was conducted and it describes the 

research design used, the research variables determined, the location of the study, 

study population, the sample size and sampling procedures or techniques used in the 

study, the sources of data and the data collection tools or instruments used. It also 

addresses ethical issues that the researcher considered when obtaining information 

from respondents. Finally, the chapter indicates how data collected was analyzed.  

 

3.2  Research Design 

Aaker (2002) defines a research design as a detailed blue print used to guide a research 

study towards its objectives. Basing on this definition a research design is a detailed 

plan of work to be done to achieve the research objectives (Adam and Kamuzora, 

2008). A research design according to Kothari (2004) is taken to mean a blue print for 

the collections, measurement and analysis of data.  

 

In this study, the research design used was a case study research design.  A case study 

research design involved an extensive and a depth description of the variables under 

investigation and the analysis of the variables reflected the effectiveness of Client 

Service Charters and public service delivery at the business registration and licensing 

agency. Additionally, this research design involved an examination of the mechanisms 

of implementing the client service charters at BRELA, the quality of services provided 

through the implementation of client service charters, the level of compliance to which 

the agency as a service provider and the clients comply to the terms and conditions of 

the charters and the challenges faced by the agency in the implementation of the client 

service charters and the modalities used by the agency in addressing the faced 



challenges. The case study research design was used in the study mainly to make a 

depth analysis on the effectiveness of client charters in relation to the services 

provided at the agency. 

  

3.3  Study Area 

The area of study was the Business Registration and Licensing Agency. The agency 

is a government executive agency established under the government executive 

agencies Act, NO. 30/1997. The agency was established on the 28th of October, 1999 

it was officially inaugurated on the 3rd December, 1999. The strategic objectives of 

the agency is to administer companies and business names laws, to regulate business 

by administering business and industrial laws, to administer intellectual property laws, 

to encourage and facilitate local and foreign investment and to protect the 

development of creativity in artistic, literary works and expression of folklore by 

protecting such work in conjunction with rights owners.  

 

The agency structure has a span of control for managers, the need to group related 

functions together in order to avoid overlapping and duplication and the need to reduce 

operational overheads. The agency structure is comprised of the chief executive, four 

divisions and units and these include, the commercial division, intellectual property 

division, licensing division, business support division and the internal audit division. 

The agency provides services including and not limited to, registration of companies, 

business names registration, issuance and reservation of trademarks, renewal of trade 

and service marks, grant of patents and issuance of industrial licenses and all these 

services reflects the service standards set out in the service client charter of BRELA.  

Further, services of the agency are provided at the Agency’s headquarters in Dar es 

Salaam since there are no branches established in other regions.  

 



3.4  Population of the Study 

A study population refers to the totality of all respondents, items or groups from which 

data is to be collected or items under investigation (Adam & Kamuzora, 2008). 

According to Kothari (2004) a study population is the entire group of people or items 

from which information is being collected. In this study, the study population included 

managers of the agency, subordinate employees and the service receipts or clients. 

The population of the study was 2,205 which comprised of employees and clients.  

 

3.5  The Sample and Sampling Techniques 

 

3.5.1  The Sampling Frame  

A Sampling frame is the complete list of all objects or elements in the population from 

which the sample is drawn (Adam & Kamuzora, 2008). The sampling frame of the 

study was drawn from the list of all managerial and subordinate employees of the 

agency and from the list or register of clients of the agency and this was obtained from 

the Business registration and Licensing agency at its headquarters in Dar es Salaam.   

 

3.5.2  The Sample Size  

A sampling size is the exact number of items selected from a population to constitute 

a sample (Adam & Kamuzora, 2008). In the course of the study, the study sample 

adopted is indicated in Table 3.1below.  

 

 

 

 

Table 3.1:  The sample size  



 

 

 

The Sample size selected in the study process is as indicated in Table 3.1above. A 

total of 20 respondents were selected from the managerial employees of the agency, 

30 respondents were selected from the subordinate employees of the agency and only 

40 respondents were selected from registered clients of the agency. This therefore 

made the total number of respondents who formed the sample size of the study to be 

90 respondents.  

 

3.5.3  The Sampling Techniques  

In the course of the study, the researcher used the non-probability sampling in the 

sampling process to obtain information or the relevant data from the study population 

(Adam and Kamuzora, 2008). This was justified by the fact that this type of sampling 

does not provide any basis for estimating on the probability that each item or entity in 

the study population has a chance of being included in the sample size.  

 

Similarly, in the process of the study, the researcher was guided by the accidental or 

convenience sampling. The accidental or convenience sampling refers to This 

Sampling frame Total 

Number 

Sample size 

Managerial employees of 

the agency  

35 20 

Subordinate employees of 

the agency 

170 30 

Clients 2000 40 

Total 2205 90 



sampling technique guided him on the availability and willingness of the respondents 

in the study population to fully and collaboratively participate in the study. The 

operationalization of the technique involved a direct access and engagement in 

interviews and distribution of questionnaires to managers within the agency, the 

subordinate employees and a direct contact to some clients whom the researcher 

believed that they were aware of the BRELA operations and had some knowledge on 

the implementation of client service charters in the  operations of the agency.  

 

Further, the researcher used the snowball sampling type (Adam and Kamuzora,  2008),  

as a supplement in the sampling process and this helped the researcher to allocate and 

identify respondents especially clients who had relevant data through those who had 

been already identified and interviewed by the researcher in regard to the research 

problem and the selection criteria considered variables like, knowledge or awareness 

on client service charters, the general services offered by the agency, the credibility of 

their information and the willingness to cooperate in the study process. The 

operationalization of the technique for selecting respondents with the relevant data 

involved setting a criteria for the use of this sampling technique  which considered 

variables like, knowledge or awareness on service clients charters and the operation 

systems at the agency, the general services offered by the agency, the credibility of 

their information and the willingness to cooperate in the study process.  

Table 3.2 below shows the sampling techniques used, category of sampled 

respondents, their number and operationalization of the sampling technique.  

 

 

 

Table 3.2: Summary of the sampling techniques and category of respondents  

Sampling 

technique 

Category of 

Respondents 

sampled 

No. of 

Respondents 

sampled 

Operationalization of the 

technique 



Accidental/Convenie

nce sampling 

Managers 

Other employees 

Clients 

 

20 

30 

12 

 

Direct access/contact with 

respondents, scheduling 

direct interview engagements 

and direct distribution of 

questionnaires 

Snow ball sampling Clients 28 Request for identification of 

respondents with relevant 

data, direct contact with 

them, seeking interview 

appointments and distribution 

of questionnaires. 

2 Techniques 3 Categories 90 respondents  

Source: Field Survey (2014).  

 

 

3.6    Data Type and Sources  

In the course of the study, the researcher collected qualitative data and examined the 

effectiveness of Client Service Charters in public service delivery and particularly at 

the business registration and licensing agency. Additionally the researcher collected 

quantitative data in determining the level of compliance to the service client charter 

terms and in determining the level of quality services provided by the agency through 

the implementation of Client Service Charters.  

 

As for the primary data, the researcher collected it by using primary data collection 

tools and as for secondary data; the information collected included that from the 

published and unpublished ones. The key sources for secondary data were literature 

sources including, textbooks, research reports/dissertations, journals, annual reports, 

public policies and laws and secondary data used was relevant to the study because it 

required little time and costs and it broadened the data base from which generalizations 

were made.  

 



3.7  Data Collection Methods  

In the course of the study, the researcher used the following data collection methods;- 

 

3.7.1  Interviews 

An interview refers to a process by which the researcher engages a respondent in oral 

questioning with aim of gathering information on a problem under study (Adam & 

Kamuzora, 2008). In the process of data collection, the interview method of data 

collection was used in the collection of primary data and the method involved direct 

contact between the researcher and the respondents and the researcher fully engaged 

the respondents in oral questioning and discussion and the interview solely reflected 

the research questions and objectives. The researcher conducted interviews with all 

the 20 top managers of the agency, the selected subordinate employees and the clients 

as well. The use of interviews in this study was because they are flexible and helped 

the researcher in collecting primary data since they involve a high response rate and 

there was direct control of the interview situation by the researcher to the respondents. 

Accordingly, Appendix I shows the interview guide used in the study. 

  

3.7.2  Questionnaires  

A questionnaire is defined as a series of questions, each one providing a number of 

alternative answers from which the respondents can choose (Adam & Kamuzora, 

2008). In the course of the study and in the data collection process, this instrument of 

data collection was used and it involved an administration of a written set of structured 

questions and each one providing a number of alternative answers. The researcher 

administered and distributed questionnaires to the top managers, subordinate 

employees and clients to the agency and the structured questions in the questionnaires 

reflected the research objectives as well as the research questions. Further, the 

questionnaires were used in the collection of primary information on the effectiveness 

of client service charters in public service delivery, on strategies used in implementing 



client service charters at BRELA, information on the quality of services provided 

through the implementation of client service charters and on the challenges faced by 

BRELA in their implementation.  

 

Accordingly, the researcher used self-administered questionnaires and he guided 

properly responses from the targeted respondents and as well, mailed questionnaires 

were used on to respondents who never had time to share their information directly 

with the researcher. The researcher employed self administered questionnaires to 27 

subordinate employees and 15 clients from the respondents. Appendix II shows the 

questionnaire used in the data collection process. 

 

3.7.3  Documentary Review 

Documentary review refers to a process by which the researcher reads and reviews the 

published literatures with the aim of extracting out the literatures relevant to the 

problem under study (Kumar, 2010). This method of data collection was also used and 

especially in the collection of secondary data.  This method of data collection was 

used for analyzing various publications, reports, papers, journals, dissertations, annual 

reports and policies in relation to the adoption and implementation of client service 

charters in Tanzania. The information collected through this method was on the 

mechanisms used to implement client service charters in MDAs, the level at which 

government MDAs provide quality services through client service charters and on the 

challenges faced in the implementation of the charters in public organizations and 

especially in government MDAs like BRELA. The underlying objective of 

documentary review was to identify any areas of relevancy to the topic of study in 

relation to the effectiveness of Client Service Charters in public service delivery in 

Tanzania at BRELA.   



 

3.8  Data Processing and Analysis 

Data analysis refers to the computation of certain measures along with searching for 

partners of the relationship that exists among data groups (Kothari, 2004). Data 

analysis also involved cleaning or processing and mining of the data. In the course of 

the study and before data analysis, the raw data collected from the field was processed. 

The researcher also collected qualitative data in the study process.  

 

3.8.1    Qualitative Data Analysis   

Qualitative data is concerned with data which describes meaning, rather than with 

drawing statistical inferences and qualitative methods for instance, what interviews 

lose on reliability they gain it in terms of validity since they provide a more depth and 

rich description. Qualitative data can be arranged into categories that are not 

numerical. These categories can be physical traits, gender, colors or anything that does 

not have a number associated to it. Qualitative data is sometimes referred to as 

categorical data. The qualitative process of data analysis was an inductive one, in 

which the data was examined from a "bottom-up" approach (Kothari, 2004). The 

specific data was examined to identify more general themes that were used to 

understand the meaning of the data. The qualitative data collected was analyzed 

through qualitative process of breaking it up, separating, or disassembling of research 

materials into pieces, parts, elements, or units and the facts broken down into 

manageable pieces, through; 

 

 

Central editing: Data editing was used in identifying mistakes, spelling errors, 

incorrect information and omissions in the raw data collected (Adam and Kamuzora, 

2008). The underlying objective of data editing was to secure quality standard of the 

data and it entailed making necessary corrections in the interview and questionnaire 



information. In the course of the study, the researcher edited the information collected 

from the field through the central data editing process and errors in the data were 

accordingly rectified.  

 

Making connections to the research questions: this technique involved describing 

and further developing the themes from the data to answer the major research 

questions. The themes identified were revisited with the major research questions as 

the lens for analysis of data and this was applied to each research question and the data 

collected on it.  

 

Interpreting findings: Once the data was collected and it was coded, the data was 

then divided into themes. This was done by cutting up the interview data "blocks" and 

sorting them into each of the codes. This further involved making multiple copies of 

the transcripts to limit data being placed into more than one category and was 

important that it kept the original information in its entirety. The data was then 

reviewed within the themes or categories, and an understanding of each theme was 

reached.  

 

3.8.2    Quantitative Data Analysis    

Quantitative data collected were analyzed through a descriptive way whereby graphic 

presentations indicating percentages on the responses of respondents and drawing 

conclusions in relation to the study objectives and research questions. The quantitave  

data collected  was analysed with a reflection of stsudy findings in relation to the study 

objectives and the research questions and the analysis was done  by using the 

Statistical Package for Social Sciences (SPSS).   

3.9  Ethics 

In the course of the study, the researcher observed research ethics and all the 

respondents were given the opportunity to know their rights and obligations as 



respondents and the researcher communicated to them the purpose of the study and 

why data was being collected from them. In the entire process of the study, important 

research ethics including but not limited to, confidentiality, anonymity, time 

management and confidentiality were rightly observed by the researcher. 

 

3.10  Limitations of the study 

The study examined and focused on the effectiveness of Client Service Charters in 

relation to public service delivery at BRELA. The limitations encountered by the 

researcher in the study process included few respondents were not willing to 

participate in the study and some respondents failed to return the questionnaires in 

time. Additionally the researcher sustained financial constraints in the study process.  

In addressing these challenges, the researcher reminded the respondents to return back 

the questionnaires and they complied and the financial constraints were addressed by 

outsourcing finance from personal business transactions.   

 

 

 

 

 

 

 

 

 

CHAPTER FOUR 

 

PRESENTATION OF FINDINGS AND DISCUSSION 

 



4.1  Introduction 

This chapter presents the study findings and their discussion. The chapter is composed 

of four major sections; the first section presents findings on mechanisms used by 

BRELA in implementing the client service charters, the second section presents 

findings and discussion on the quality of services provided by the agency through the 

implementation of client service charters, the third section presents findings and 

discussion on the level at which the agency and its clients comply to the terms and 

conditions of the service client charter being implemented by the agency. Additionally 

the fourth section presents findings and discussion on the challenges faced by the 

agency in the process of implementing the Client Service Charters and the fifth section 

presents findings and discussion on the modalities used by the agency in addressing 

the challenges faced in the implementation of Client Service Charters at BRELA.  

 

The general objective of the study was to examine the effectiveness of the client 

service charters in public service delivery at the Business Registrations and Licensing 

Agency (BRELA).  Further, the study was carried out basing on research questions 

which included determining what mechanisms are used in implementing the Client 

Service Charters at BRELA, what is the influence of Client Service Charters on the 

quality of services delivered at the agency, what is the level of compliance to the terms 

and conditions of Client Service Charters, what challenges are faced in the 

implementation of Client Service Charters and what modalities are used in addressing 

the challenges faced in the implementation of Client Service Charters at the Business 

Registrations and Licensing Agency. The study findings and their discussion reflect 

the study objectives and the research questions as well.  

4.2  Characteristics of Respondents 

Sex of Respondents 

The findings indicate 68 out of the 90 respondents were male respondents and this is 

equivalent to 75.6% and this implie that most of the respondents who parcticipated in 

the study were males compared to females who were 22 out of the 90 respondents 



which is equivalent to 24.4%. On part of the clients, even the males are more than 

female clients who access the offices of the agency on a daily basis. 

 

Table 4.1:  Age of respondents 

The findings  presented in Table 4.1 indicate that 61 out of the sampled respondents 

were between the ages of 25-35 years and this is equivalent to 67.8%, 11 out 90 

respondents were between the ages of 35-45 yaers  and this is equivalent to 12.2% and 

also 11 out of the 90 respondents were between the ages of 45-55 years of age and this 

is equivalent to 12.2% as opposed to 7 out of the 90 respondents who were between 

the ages of 55-65 years of age and this is equivalent to 7.8%.  

 

  

 

 

 

 

 

 

 

Source: Field Survey (2014).  

 

These findings imply on part of the agency that most of the the respondents who 

participated in the study are not within the retirement age and this means that if the 

Brela employees are given more skills on on the implementation of Client Service 

Charters, the agency can deliver more quality services to the public. 

 

Table 4.2:  Respondents' level of education 

The  findings presented in Table 4.2 below indicate that 11 out the 90 sampled 

respondents had attained the primary level of education and 16 out of the 90 

Ages  Frequency   Percentage  

25-35 61 67.8 

35-45 11 12.2 

45-55 11 12.2 

55-65 7 7.8 

Total 90 100.0 



  

repondents had attained the secondary level of education and this is equivalent to 

17.8%. Further, 33 out of 90 respondents had attained tertiary eduction and this is 

equivalent to 36.7% compared to  20 out of the 90 respondents who had attained the 

degree education and this is equivalent to 22.2% compared with 10 out of the 90 

respondents who had only attained masters level of education and this is equivalent to 

11.1%.  

     

Primary Level of 

Education 
11 12.2 

Secondary Level of 

Education 
16 17.8 

Tertiary Level of 

Education 
33 36.7 

Degree Level of 

Education 
20 22.2 

Masters Level of 

Education 
10 11.1 

Total 90 100.0 

 

Source: Field Survey (2014). 

 

These findings imply that the level of education attained by the sampled respondents 

can be made usefull in the implementation of client service charters if there is effective 

engagement of the clients and the employees in the formulation of the charters and 

consequrly this can lead to effective and qualitituve service delivery at the agency. 

The findings reflect the need for having stakeholders involved in the preparation of 

the charters to incorporate the preferences of the clients and this is dependent on the 

knowledge and skills posesed by personell involved in their preparation (Rob and 

Richard, 2007). If there is no adequate involvement of people with the right skills in 

 



   

the preparation of charters, they will likely remain documents where citizens cannot 

use them in demanding quality services from public institutions (Bana, 2009).  

 

4.3  Mechanisms used in Implementing the Client Service Charters 

The respondents were further asked on the importance of client service charters in 

public service delivery and the findings  presented in table 4.3 indicate that, 17 out of 

the 90 respondents said that client service charters help an agency like BRELA in 

improving the quality of services through service standards which is equivalent to 

18.9%, 9 out of the 90 respondents said that it promotes innovation in service delivery 

which is equivalent to 10.0%, 11 out of the 90 respondents said that it promotes 

openness and provision of information to clients within the agency and this is 

equivalent to 12.2% and 12 out of the 90 respondents said that it facilitates effective 

utilization of resources and this is equivalent to 13.3%. Additionally, 15 out of the 90 

respondents said that client service charters promote competitiveness in service 

quality and this is equivalent to 16.7% and 9 out of the 90 respondents said that client 

service charters set out standards for meeting customer expectations and this is 

equivalent to 10.0% while 6 out of the 90 respondents said that they are tools for 

measuring organizational performance for the services provided and this is equivalent 

to  6.7% as compared to 11 out of the 90 respondents who said that they assure clients 

on time delivery of services and this is equivalent to 12.2%.  

Table 4.3:  Importances of client service charters in public service delivery 

 Varid  frequency  percentage  

Improving the quality of services 

through service standards 
17 18.9 

 

Promotes innovation in service 

delivery 

9 10.0 

 

Openness and provision of 

nformation to clients 

11 12.2 

 

Effective utilization of resources 
12 13.3 

 15 16.7 



Competitiveness in service delivery 

 

Sets out Standards for meeting 

customer expectations 

9 10.0 

 

A tool for measuring organizational 

Performance 

6 6.7 

 

Assures clients on time Delivery of 

ervices 

11 12.2 

 

Total 
90 100.0 

  

Field Survey (2014) 

 

These findings reflect that service client cheaters are important not only for the 

delivery of services within the agency but also on re assuring clients that timely and 

competitive services will be delivered to them with accurate timely information in 

meeting their expectations from the service provider. These findings also reflect the 

importances elaborated by Kiragu and Mutahaba(2006) that, charters inform the 

clients or users on the level and time of the services they expet, provide guidance on 

procedures to be followed in the delivery of services and they specify standards for 

service delivery(Kirangu and Mutahaba,2006).  Also on the importances of charters 

in the delivery of services that it is a framework of exercising the clients right to 

demand for quality services from the public institutions(Ngowi, 2011). 

The respondents were further asked on the situation or their perceptions on the client 

service charters in the delivery of public services in Tanzania and Table 4.4 below 

shows their responses and findings.  

 

The findings presented in table 4.4  indicate that 28 out of the 90 respondents said that 

clients service charters are part of broader reforms in public service since 2000 and 

this is equivalent to 31.1% and 32 out of the 90 respondents said that they are widely 

operationalized by government Ministries, agencies and departments and this is 

equivalent to 35.6% while 18 out of the 90 respondents said that they form part of the 



service framework for management of performance and this is equivalent to 20.0% 

compared to 12 out of the 90 respondents who said that even though they are 

implemented by most MDA’s they need to be reviewed and this is equivalent to 13.3% 

 

Table 4.4: Perceptions of client service charters in public service delivery 

 

Variable  Frequency  Percentage  

Part of broader reforms in public 

service since 2000 28 31.1 

Widely operationalized by 

MDA's 
32 35.6 

   

A service framework for 

management of performance 
18 20.0 

Client Charters in MDA's need to 

be reviewed 
12 13.3 

Total 
90 

100.

0 

            Source: Field Survey (2014).  

 

These findings reflect that the respondents had varying perceptions on the current 

situation of client service charters and this implies that client service charters  is a 

reform adopted by mostly MDA’s in the public sector and its cardinal aim is to 

measure performance in relation to service delivery. Additionally Ngowi(2011) also 

maintains a position that the client service charters are implemented as a public service 

reform while Kiragu and Mtahahaba(2006) are of the view that the charters were 

basically adopted in the management and delivery of public services as a means of 

managing performance in public service delivery since they set out the stanadards for 

delivery of competitive and quality services. Additionally client service charters have 

been widely implemented in government development programs and used as 

frameworks for the extension of public services through government Ministries, 

Departments and Agencies(Elickson et al, 1983). 

 



The respondents were further asked to mention the policies, programs and regulations 

that are associated with the client service charters and the findings presented in table 

4.5 indicate that 22 out of the 90 respondents said that the public service program 2002 

is associated with the implementation of client service charters in MDA’s and this is 

equivalent to 24.4%, 26 out of the 90 respondents said that client service charters are 

associated with the Civil service programme of 1991-1999 and this is equivalent to 

28.9% while 31 out of the 90 respondents said that they are associated with the public 

service management and employment policy, 2008 and this is equivalent to 34.4% 

compared to only 11 out of the 90 respondents who said that the client service charters 

are related to the Public private partnership Act, Rules and regulations and this is 

equivalent to 12.2%. 

 

 

 

 

 

 

 

Table 4.5: Policies, programs and regulations associated with client service 

charters 

Variables Frequency percentage 

Public service program, 2002 22 24.4 

The Civil Service Reform 

Program 1991-1999 
26 28.9 

The Public Service Management 

and Employment Policy,2008 
31 34.4 

The Public Private Partnership 

Policy/Act/Regulations 
11 12.2 

   

Total 90 100.0 

  

Source: Field Survey (2014). 



 

These findings reflect that the adoption and implementation of client service charters 

in MDA’s was through adoption and implementation of certain policies and programs 

within the public sector and all were directed to improve public service delivery. For 

instance, in Tanzania, the context in which client service charters are implemented is 

the Public Service Reform Program (PSRP) which was launched in 2000 (Njunwa, 

2011). Similary at the same time the implementation of client service charters find 

course in the civil service reform programe and the Public service management and 

employment policy. This is because, the delivery of public srrvuces has to be improved 

through new innovations and frameworks and one of this has been the implementation 

of client service charters despite the challenges in its implementation(Bana,2009). 

 

Information was also sought on the policy interventions that should be carried out to 

achieve the objectives or goals of the Client Service Charters in Tanzania. 

 

The respondents were also asked to identify the policy interventions through which 

the goals of the client service charters in the delivery of client service charters would 

be archieved and the findings presented in table 4.6 indicate that The findings indicate 

that 18 out of the 90 respondents said that review of client charters be made a policy 

intervention in achieving the goals of the agency’s service client charter and this is 

equivalent to 20.0%, 12 out of the 90 respondents said that the use of transparent 

participatory approaches in preparation of client service charters at BRELA be made 

in intervention and this is equivalent to 13.3% while 36 out of the 90 respondents said 

that  the use of reader friendly versions in Client Service Charters be made an 

interventions in achieving the goals of the agency charters and this is equivalent to 

40.0% compared to the use of sign languages in the charters for clients with disabilities 

and this is equivalent to 13.3% and 12 out of the 90 respondents said that incorporation 

of the private public partnership in the implementation of client service charters be 

made an intervention in achieving the agency’s charter goals and this is equivalent to 

13.3%. 



 

Table 4.6: Policy interventions on achieving the goals of client service charters  

Variable 

 
Frequency  Percentage  

Review of client charters regularly 

 
18 

20.

0 

Use of a transparent participatory 

approach in the preparation of client 

service charters 

 

12 
13.

3 

Use of reader friendly versions in 

client service charters 36 
40.

0 

Use of sign languages for clients with 

disabilities 
12 

13.

3 

   

Incorporation of the Public Private 

Partnership in Implementing client 

service charters 

12 
13.

3 

 

Total 
90 

100

.0 

 

 

These findings reflect that in order that the goals set forth in BRELA’s service charters 

be attained, these interventions have to be incorporated within the charter at the 

organizational level of the agency in order that the Client Service Charters are made 

more effective in the delivery of public services by the agency. Such interventios are 

related to the one pointed out Robb and Richard(2007) through which clients service 

charters can be effectively implemented for instance, through involvement of clients 

in the preparation process, open publication and sensitization of their existence and 

review or amendment of the existing charters(Robb and Richard, 2007). The 

implication of this is that if client chartes are not reviewed regulary and the 

participation of other stakeholders is limited, then it is likely that the intended 

outcomes of implementing them at the agency or in public organizations will not yield 

timely services, improved and competitive quality services and organizational 

performances as indicated in the conceptual model adopted in this study.  

 

Source: Field Survey (2014). 

 



The respondents were further asked on the existence of any organizational procedures 

for implementing the service client charter at the agency.  

 

The respondents were also asked to state the procedures used by BRELA in 

implementing the client service charters at BRELA and the findings presented in table 

4.7 indicates that 26 out the 90 respondents mentioned liaison with the Ministry of 

Industry and Trade as the initial procedure in implementing the charter and this is 

equivalent to 28.9%, 13 out of the 90 respondents said that this is followed by the 

preparation of the contents of the charter and this is equivalent to 14.4% while 31 out 

of the 90 respondents said that said that preparation is followed by execution of the 

charter objectives in relation to performance standards and this is equivalent to 34.4%. 

Additionally, 10 out of the 90 respondents said that execution is followed by 

monitoring and evaluation of the performance in relation to charter terms and 

conditions and this is equivalent to 11.1% and 10 out of the 90 respondents said that 

review and making any amendments in the charter is the last procedure in 

implementing the charter at the agency.   

Table 4.7: Organizational procedures for implementing the client service charter 

at BRELA 

Variable  Frequency  Percentage  

Liaison with the Ministry of 

Industry and Trade 
26 28.9 

Preparation of the contents of the 

client service charters with 

stakeholders 

13 14.4 

Execution of charter objectives in 

relation to set performance 

standards 

31 34.4 

   

Monitoring and evaluation of 

performance in relation to charter 

terms and conditions 

10 11.1 

   



Review and amendment of client 

service charters 10 11.1 

   

Total 90 100.0 

Source: Field Survey (2014). 

The  above findings imply that organizationally at the agency certain procedures are 

followed in not only preparing the charters but also in implementing them and this 

involves their liaison with the stake holders, execution of charter objectives in relation 

to performance standards set, monitoring and evaluation of performance in relation to 

charter terms and conditions and their review and amendment. The findings reflect  an 

element in their implementation that in order that client service charters produce 

quality services, they have to be reviewd or amended after ther publication and 

sensitization of their existence to clients(Robb and Richard, 2007).  Additionally, 

Ohemeng(2010) argues that in order that client service charters are implemented 

organizationally, the charters must confirm to the set objectives and service standards 

set in the organizational client service charters.  

 

The respondents were further asked to identify the mechanisms used by BRELA in 

implementing the client service charter. Mechanisms used in the implementation of 

client service charter at Brela are presented in table 4.8 and the findings indicate that, 

21 out of the 90 respondents said that close liaison with the BRELA stakeholders is a 

mechanisms used in implementing the client service charter and this is equivalent to 

23.3%, 12 out of the 90 respondents said upholding the clients rights and obligations 

and this is equivalent to 13.3% and 13 out of the 90 respondents said setting of clear 

standards of service delivery is also a mechanism used and this is equivalent to 14.4% 

while 9 out of the 90 respondents said monitoring and review of performances in 

relation to the set standards of the charter is also a mechanism used and this is 

equivalent to 10.0%. Additionally 7 out of the 90 respondents said publishing of 

performance results with the necessary information is also mechanism used and this 

is equivalent to 7.8% compared to 15 out of the 90 respondents who said provision of 



courtesy to customer is also used as a mechanism for implementing the charter, while 

6.7% represents 6 out of the 90 respondents who said use of modern business practices 

like information technology is a mechanism used for implementing Client Service 

Charters at BRELA and 7 out of the 90 respondents said the use of client care desks 

in implementing the service client charter is used and this is equivalent to 7.8%.  

 

 

 

 

 

 

Table 4.8: Mechanisms for implementing client service charter at BRELA 

Variables  Frequency  Percentage  
Close liaison with BRELA stakeholders 

 
21 23.3 

Upholding of clients rights and obligations 

 
12 13.3 

   

Setting of clear standards of service 13 14.4 

   

Monitoring and review of performances 9 10.0 

   

Publishing of results by providing necessary 

information 
7 7.8 

   

Provision of courtesy to customers 15 16.7 

   

Application of modern business practices like 

Information Technology 
6 6.7 

   

Use and commissioning of customer care desks 7 7.8 

 

Total 
90 

100.

0 

Source: Filed Survey (2014). 

 



The findings imply that, the agency uses different mechanisms in implementing of 

client service charters and each of the mechanisms supports the other in ensuring that 

the implementation process is effective in delivering the services to the Public. Further 

the provision of courtesy to customers involves giving them the necessary information 

and advice on how they can access information and services of the agency in the 

attempt to achieve the objectives of the charter including satisfying the client 

preferences in timely service delivery.Similary, Sastry(1999) holds that since client 

service charters are intended to improve the service quality paradigm, then there is 

need to set clear standards of service (Dunly and Hood, 1994), engage stakeholders in 

monitoring their performances and as well devising means of upholding clients rights 

and obligations. Dunly and hood(1994) also support this argument that 

implementation of charters require some private management techniques for instance 

application of modern business techniques which are more in the private sector and 

not in public agencies like Brela. If the identified mechanism are not effectively and 

transparently used by the agency, then there will likely be a low rate in addressing the 

preferences of clients in the charters and this will affect the qualityof services to be 

delivered in relation to the conceptual model of the study.  

 

Additionally, the respondents were also asked to give there perceptions and as well 

identify some reasons as to why the mechanisms are not effective and the responses 

given are indicated in table 4.9 and the findings indicate that 20 out of the 90 

respondents said that the mechanisms are ineffective due to inadequate funding  for 

client related  operations and this is equivalent to 22.2%, 27 out of the 90 respondents 

said that lack of awareness on client service charters by clients is a cause of 

ineffectiveness of the mechanisms used and this is equivalent to 30% as opposed to 

16 out of the 90 respondents who said poor integration of information and technology 

in BRELA operations affects the effectiveness of the mechanisms used  and this is 

equivalent to  17.8%. Additionally 15 out of the 90 respondents said that the absence  

of effective client management techniques within the agency affects the effectiveness 

of the mechanisms used for implementing the client service charters and this is 



equivalent to 16. 7% as opposed to 12 out of the 90 respondents who said that low 

managerial commitment to implement the client service charters and this is equivalent 

to 13.3%. 

 

 

 

 

  

Table 4.9: Reasons for ineffectiveness of mechanisms for implementing Client 

Service Charters  

 

Variables 
Frequency  percentage 

Inadequate funding for client service 

charter related operations 20 22.2 

Lack of awareness on client service 

charters by customers 
27 30.0 

   

Poor integration of  ICTs in BRELA 

operations 
16 17.8 

   

Absence of effective client 

Management techniques 15 16.7 

   

Low managerial commitment to 

implement client service charters at 

BRELA 

12 13.3 

 

Total 
90 100.0 

 

Source: Filed Survey (2014). 

 



The findings imply that the mechanisms used for implementing the client service 

charters are affected by organizational and technological barriers and this includes 

lack of adequate information technology, poor client management techniques and 

managerial commitment of achieving the objectives of the charter. Such barriers to 

the effective implementation of the mechanisms to client charters have also been 

identified by Njunwa(2011) who asserts that one of the barriers to such mechanisms 

is the lack of required confidence and enlightment to appreciate the effectiveness and 

significance of client service charters and this is related to low managerial 

commitment, general level of illiteracy on part of the clients being high(Njunwa, 

2011). The identified barriers affect the organizational and corporate strategies of 

implementing charters in the attainment of its goals like organizational growth and 

demand for quality services on part of the clients as a corporate strategy for their 

implementation.  

 

Information technology can make clients easily demand quality services from the 

agency on line and as well access correct information and the managerial commitment 

can make use of stakeholders opinion in the implementation of the charters and hence 

the mechanisms can be made more effective in producing quality services at the 

agency.  

 

The respondents were also asked to identify ways of improving the mechanisms used 

for implementing the client service charters at BRELA and there responses are 

presented in Table 4.10 and the findings indicate that, 18 out of the 90 respondents 

said that effective integration of information technology can improve the mechanisms 

used for implementing the client service charter at BRELA and this is equivalent to 

20.0%, 9 out of the 90 respondents said ensuring transparency of clients care desks 

can as well improve the mechanism used for implementing the charter and this is 

equivalent to 10.0% while 9 out of the 90 respondents said that  formation of client 

service policy and regulation is one way through which the mechanisms can be 

improved and this is equivalent to 10.0%.  



 

Further, 15 out of the 90 respondents said that use of the service marketing strategy 

can in one way improve the mechanisms for client service charter implementation and 

this is equivalent to 16.7% as opposed to 27 out of the 90 respondents who mentioned 

training personnel in relation to client service charter operations and this is equivalent 

to 30%. Additionally, 5 out of the 90 respondents said effective use of customer value 

chain which is equivalent to 5.6% as opposed to 7 out of the 90 respondents who said 

use of concurrent controls to monitor compliance to the terms and conditions of the 

charter can improve the effectiveness of the mechanisms for implementing the client 

service charters at BRELA 

Table 4.10: Ways for improving the mechanisms for implementing client service 

charters at BRELA 

Variables Frequency  Percentage  

Effective integration of ICT's in dealing 

with Clients preferences 
18 20.0 

Ensuring transparency of clients care 

desks 
9 10.0 

Formation of the client service charter 

policy and regulations 
9 10.0 

Use of the service marketing strategy 15 16.7 

Training and supporting personnel in 

Relation to Client Needs 
27 30.0 

Effective Use of customer service value 

chain 
5 5.6 

Use of concurrent controls to monitor 

legal compliance to charter terms and 

conditions 

7 7.8 

Total 
90 

100.

0 

 

Source: Field Survey (2014). 

 



These findings imply that these ways are key components in the implementation of 

the clients service charters at BRELA for instance, the marketing strategy focuses on 

informing the public more of the procedures and services provided by the agency and 

this involves giving them tips on how to access them, the customer value chain 

involves giving the clients more value in terms of assisting them from the time they 

lodge their applications to when they are processed and the controls will as well act as 

check points in monitoring whether the client or the service provider complies with 

the terms and conditions. The findings also reflect what Robb and Richard(2007) 

reffed to as structuring of client preferenaces in the Client Service Charters as this 

incorporates effective use of customer service value chains, marketing strategies of 

the services offred. The aspect of empowering citizines in relation to public service 

delivery is a key element in implementing service charters(Falconer and Ross, 1999)  

and this is related to ensuring of clients care desks as it gives clients an opportunity to 

demand quality services.  

 

4.4  The Quality of Services Provided through Client Service Charters 

In determining the quality of services provided through the implementation of Client 

Service Charters at the agency, clients even some did not know about is but it has an 

opportunity within which clients can demand quality services from the agency. The 

respondents were further asked how client service charters are implemented in the 

provision of quality services to the clients or the public and Table 4.11 below indicates 

how the Client service charter can influence delivery of quality services delivered by 

the agency. 

 

The findings presented in table 4.11 indicate that, 16 out of the 90 respondents said 

that client service charters can produce quality services through the acknowledging 

value and respect to clients and this is equivalent to 17.8%, 12 out of the 90 

respondents said that through pursuit of excellence in service delivery and this is 

equivalent to 13.3% while 19 out of the 90 respondents said through impartiality in 



service delivery to clients and this is equivalent to 21.1% as opposed to 20 out of the 

90 respondents who said that compliance to charter terms and conditions which is 

equivalent to 22.2%. Further, 7 out of the 90 respondents said expansion of customer 

bases to access BRELA information is used delivering quality services and this is 

equivalent to 7.8%, 10 out of the 90 respondents said that through enhanced service 

morals client service charters can produce quality services and this is equivalent to 

11.1% as opposed to 6 out of the 90 respondentswho said through responsiveness and 

accountability in service delivery quality services can be a result of the 

implementation of client service charters. 

 

 

Table 4.11: Influence of client service charters on the quality of services delivered 

by the agency 

Variables  Frequency  Percentage  

Through acknowledging value and 

respect to customers 
16 17.8 

Through pursuit of excellence in 

service delivery 
12 13.3 

Maintaining impartiality in service 

delivery to clients 
19 21.1 

Through compliance to charter terms 

and conditions 
20 22.2 

Through expansion of customer bases 

to access BRELA information 
7 7.8 

Through enhanced public service 

morals and ethics 
10 11.1 

Through responsiveness and 

appropriateness in service delivery 
6 6.7 

Total 
90 

100.

0 

 

Source: Filed Survey (2014).  

 

These findings reflect that the implementation of client service charters at the agency 

can produce quality services if these key components to quality services are sustained 



by the agency in the process of implementing the charters. Quality services require 

customers to be valued and respected coupled with responsiveness to their preferences 

and complainants and the service provider has to be accountable for any deviations 

that occur in the provision of the services. The findings also reflect that  charters can 

produce quality services if there is compliance to charter terms and 

conditions(Ohemeng, 2010) and through satisfying clients preferances(Balgoun, 

2001) and this relates to responsiveness and approprpateness in delivery of services 

through the client service charters and setting up redress mechanisms through which 

clients can check out and enforce accountability from service providers(Ngowi, 2011). 

However the latter can be attained if there is acknowledge value and respect to 

customers on part of the service provider, expansion of bases where clients being 

stakeholders can acesss information on the services provided and conmpliance to 

charter terms and conditions.  

 

The respondents were further asked to mention the set standards in the service client 

charter upon which quality services are delivered by the agency and the respondents 

responses and indicated in Table 4.12. 

 

The findings presented in table 4.12 indicate that, 16 out of the 90 respondents said 

diligence to duty in service delivery is a standard in delivering quality services at the 

agency and this is equivalent to 17.8%, 20 out of the 90 respondents said proper use 

of official information is a standards for delivery of quality services and this is 

equivalent to 22.7%, 7 out of the 90 respondents said that value and respect to 

customers and this is equivalent to 7.8% while other 7 out of the 90 respondents said 

that result oriented management is a standards as well for delivery of quality services 

which is equivalent to 7.8%. Further, 9 out of the 90 respondents said maintain of 

mutual beneficial alliance and partnerships enhance quality services and this is 

equivalent to 10.0%, 8 out of the 90 respondents mentioned teamwork and 

professionalism influences quality services and this is equivalent to 8.9% while 12 out 

of the 90 respondents said responsibility and accountability which is equivalent to 



13.3% as compared to 11 out of the 90 respondents who said customer orientation to 

quality service delivery which is equivalent to 12.2%. 

 

 

 

 

 

 

 

 

Table 4.12: Standards set within the charter for delivery of quality services at 

BRELA  

Variables  Frequency  percentage 

Maintaining diligence to duty in service delivery       16       17.8 

Proper use of official information         20          22.2 

Value and respect to customers         7         7.8 

Result oriented Management 7 7.8 

Mutual beneficial alliance and partnership 9 10.0 

Responsibility and accountability 8 8.9 

Customer orientation to service delivery 12 13.3 

Total 90 100.0 

 

Source: Field Survey (2014).  

 

These findings reflect that a client service charter that does not set out the standards 

upon which the intended services are to be delivered qualitatively is difficult to 

implements since the services will not be easily measured in terms of the objectives 

of the charters. However, the quality services require measuring their output and that 

is why there is a standards of  result oriented management in the implementation 

process of the client service charter at the agency. Further in order that the charters 

produce the intended goals as indicated in the conceptual model of this study, the 

charters must conform to the set objectives and service standards in the organizational 



charters(Ohemeng, 2010). Additionally Haque (2005) argues that the functionallty of 

clients service charters requires sharing of information between the service provider 

and the clients and result oriented managwment. Threfore proper standards in the 

charter which reflect client preferences can laed to timely, efficient and quality 

services eventhough this may also depend on the level at which the service provider 

and the clients comply to charter terms and conditions. 

 

According to Bana and Ngware(2006) the standards set out in the client service 

charters represent the terms upon which the objectives of the charters and the client 

expectations can be attained. However, satisfying clients preferences require their 

orientention to the nature of the services provided by a public entity.  

 

The respondents were further asked on the nature or characteristics of quality services 

expected to be delivered by the agency through the implementation of the client 

service charter and Table 4.13 below shows the findings on the nature and 

charecteristics  of quality services delivered. 

 

These findings indicate that 6 out of the 90 respondents said that quality services must 

meet the standards set in the client service charter and this is equivalent to 6.7%, 8 out 

of the 90 respondents said timely service delivery depicts the nature of quality services 

and this is equivalent to 8.9%, 10 out of the 90 respondents said reduction in customer 

complaints indicates quality services and this is equivalent to 11.1% as opposed to 10 

out of the 90 respondents who said competitive services and this is equivalent to 11.1% 

compared to 6 out of the 90 respondents who said that satisfying customer 

expectations indicates quality services and this is equivalent to 6.7%. Further, 11 out 

of the 90 respondents said mentioned value for money and this is equivalent to 12.2%, 

16 out of the 90 respondents said effective utilization of resources presupposes quality 

services and this is equivalent to 17.85. Additionally, 9 out of the 90 respondents 

mentioned timely provision of accurate information and this is equivalent 10.0% as 



opposed to 6 out of the 90 respondents who said provision of affordable services 

depicts quality services delivered at the agency.  

 

 

 

 

 

 

 

Table 4.13: Nature of quality of services delivered through implementation 

service client charter 

Variables  Frequency  Percentage  

Services provided meeting set standards 6 6.7 

Timely service delivery to clients 8 8.9 

Reductions in customer complaints 10 11.1 

Delivery of quality and competitive services 10 11.1 

Satisfying customer expectations 6 6.7 

value for money 11 12.2 

Effective utilization of resources 16 17.8 

Timely provision of accurate and reliable 

information to clients 
9 10.0 

Provision of affordable services 6 6.7 

Total 90 100.0 

Source: Field Survey (2014).  

 

These findings reflect that the quality of services that the agency must deliver must 

meet these components and since the adoption and implementation of client service 

charters at BRELA, the services have delivered are now relatively competitive to the 

extent that the agency has for instance registered more than 200 patents and 

trademarks for international companies and the processing of the time for processing 



of industrial licenses had reduced from three weeks to one and a half weeks, issuance 

of the business name is now made in one day. Additionally, the findings reflect the 

variables indicated in the conceptual model of this study in relation to the adoption of 

client service charters that competitive services which can be expressed in terms of 

the rate at which client preferences and complaints areadrssed in relation to their 

demand for quality services. Balgoun(2001) argues that the performance standards in 

the charters must be directed towards satisfying the clients preferances and this is 

indicated by the a higher rate of responding to customer complaints on services 

delivred, provision of accurate information to clients and provision of adequate 

services. However all this depend on how the service provider adrsesess the 

organizational and coprportae challenges in the implementation of the charters and 

how the clients monitor and evaluate the performances of Client Service Charters in 

the delivery of the expected services.  

 

4.5  The Level of Compliance to the Terms and Conditions of Client Service 

Charters 

In determining the level at which the service provider and the agency comply with the 

client service charter at BRELA, the respondents were asked on their perceptions as 

to whether the agency and the clients comply with the charter terms and conditions. 

The respondents were further asked how the agency and its clients comply with the 

charter terms and conditions and this is presented in the Table 4.14 below. 

 

The findings presented in table 4.14 indicate that, 23 out of the 90 respondents said 

that compliance to the charter terms and conditions is made through acknowledging 

of constructive criticisms and feedback and this is equivalent to 25.6%, 18 out of the 

90 respondents said through maintenance of privacy and confidentiality on clients 

information which is equivalent to 20.0% while 16 out of the 90 respondents said 

abiding with staff codes of conduct and this is equivalent to 17.8% compared with 

only 13 out of the 90 respondents who said compliance to the charter terms is made 



through engagement of officers of appropriate seniority in dealing with clients 

complaints and this is equivalent to 14.4%. Additionally, 5 out of the 90 respondents 

said that reference of client’s complaints to Arbitration and reconciliation processes 

influences compliance to charter terms and conditions and this is opposed to 15 out of 

the 90 respondents who mentioned regular reporting on performances against 

standards which is equivalent to 16.7%. 

 

 

 

Table 4.14: Compliance with the client service charter terms and conditions  

 Variables  Frequency P|ercentage 

Acknowledging constructive criticisms 

and feedback 
23 25.6 

Maintaining of privacy and 

confidentiality to clients information 
18 20.0 

Abiding with staff codes of conduct 16 17.8 

Engagement of officers of appropriate 

seniority in dealing with clients 

complaints 

13 14.4 

Reference of clients complaints to 

arbitration and reconciliation procedures 
5 5.6 

Reporting on performance against 

standards 
15 16.7 

Total 90 100.0 

 

Source: Field Survey (2014). 

These findings reflect that BRELA  terms and conditions of the charter are to a 

reasonable extent complied with and this is because the compliance techniques focus 

on both the management of the agency as they are involved in handling employee 

complaints, and the subordinate employees must comply with staff codes of conduct 

and the clients if aggrieved with the services they can lodge complaints as  and this 

indicates that there are opportunities within which the terms are put in practice and the 



deviations seen are a result of certain limitations including not being conversant with 

the charter terms and conditions. The findinsg reflect the standards and terms in the 

BRELA client service charter and this reflects that the key intended purpose as to the 

compliance to charter terms is the delivery of services in a more transparent and 

accountable way(Kiragu and Mutahaba, 2006).  

 

The respondents were also asked to mention the charter terms and conditions fupon 

whichthe client service charter reflectes and the findinsg are presented in table 4.15. 

 

The findings presented in table 4.15 indicate that  6 out of the 90 respondents said that 

charter has a terms and conditions on the core functions of the agency and this is 

equivalent to 6.7%, 16 out of the 90 respondents mentioned the vision, mission and 

core values and this is equivalent to 17.8% while 7 out of the 90 respondents 

mentioned terms on core management principles and this is equivalent to 7.8% as 

compared to 23 out of the 90 respondents who mentioned the terms and conditions on 

the performance standards and this is equivalent to 5.6%. Additionally 3 respondents 

mentioned terms on the relationship of client and this is equivalent to 3.3%, 15 out of 

the 90 respondents mentioned terms on feedback and complaints handling 

mechanisms ad this is equivalent to11.1% as compared to 5 out of the 90 respondents 

who mentioned terms on maintaining and review of the charter and this is equivalent 

to 5.6%.  

 

Table 4.15: Terms and conditions of the charter 

Variables  Frequency  Percentage  

Core functions of BRELA 6 6.7 

Vision, Mission and Core values 16 17.8 

Core management principals 7 7.8 

Performance standards 23 25.6 

Clients and stakeholders expectations 5 5.6 

Relationship with clients 3 3.3 

Rights and obligations of parties 15 16.7 



Feedback and complaints handling 

mechanisms 
10 11.1 

Maintain and review of the charter 5 5.6 

Total 90 100.0 

 

Source: Filed Survey (2014). 

 

These findings imply that the client service charter implemented at BRELA has terms 

and conditions that incorporate the vision of the agency, the performance standards 

for providing quality services, the rights and obligations of the clients and the service 

provides this indicates that it can effectively influence public service delivery at the 

agency.  According to Clark(2000), the terms and conditions are very essential in that 

they  spell out the duties, responsibilititres and rights of both parties to the charters 

and this ensures protection of the rights of the parties. Additionally monitoring and 

evualtion of client service charters depends on feedbacks given on the performances 

of the charters(Balgoun,2011) and this can be attained through client-service provider 

relationships which depends on efficient coomunication with clients which forms part 

of the variables indicated in the conceptual model adopted in the study.  

 

On part of the level at which the agency and the clients comply with the charter terms 

and conditions, the findings are indicated in Table 4.16 and they indicate that The 

findings above indicate that 30 out of the 90 respondents said that the compliance level 

is ranges between 1 to 25% (33.5%), 32 out of the 90 respondents said that the 

compliance level is ranges between 25-45% (35.6%) while 23 out of the 90 

respondents said that the compliance level ranges between 45-75% (25.6%) as 

compared to only 5 out of the 90 respondents who said that it ranges from 75-100% 

(5.65%).  

 

Table 4.16: Level of compliance to to charter terms and conditions 

Variables  Frequency  Percentage  

1-25% 30 33.3 



25-45% 32 35.6 

45-75% 23 25.6 

75-100% 5 5.6 

Total 90 100.0 

Source: Filed Survey (2014).  

These findings reflect that the level at which the terms and conditions of the charter 

are complied with is very low and this is because of certain limitations which lack of 

wide knowledge on the terms and conditions of the charter by both clients and the 

agency employees as well.  The low levels of none compliance is attribute to the 

general level of ilitracy on clients service chartets in Tanzani which is very 

high(Njunwa, 2011), clients of public institutions not being aware of their significance 

and existence(Njunwa, 2011) and that most of the terms and condtions of the charter 

are expressed in technical language(Ngowi, 2013) 

 

On part of the limitations as to why the agency and its clients do not comply effectively 

with the charter terms and conditions and the findinsg are indicated inn Table 4.17 

below. 

 

The findings as presented in table 4.17 indicate that 13 out of the 90 respondents said 

that low managerial commitment to the charter compliance is a factor affecting 

compliance to the charter terms and conditions of the agency and this is equivalent to 

14.4%, 31 out of the 90 respondents said that inadequate publication(s) of the charters 

affects the compliance level to its terms and conditions and this is equivalent to 34.4% 

while 26 out of the 90 respondents said that usage of technical language in the charter 

affects the level of compliance to charter terms and conditions and this is equivalent 

to 28.9% as compared to 20 out of the 90 respondents said that absence of mechanisms 

to monitor compliance to the charter terms and conditions affects the level at which 

the charter terms and conditions are complied with. 

 



 

 

 

 

Table 4.17: Limitations to non-compliance to charter terms and conditions 

Variables Frequency  Percertage  

Low managerial Commitment to charter Compliance 13 14.4 

Inadequate Publication of charter terms to the Public 31 34.4 

Usage of Technical Language in the charters 26 28.9 

Absence of mechanisms to Monitor Compliance to 

charter terms and conditions 
20 22.2 

Total 90 100.0 

Source: Field Survey (2014). 

These findings reflect that since certain factors affect the rate at which the clients and 

the agency complies with the set terms and conditions. For instance usage of technical 

languages and versions leaves many of the employees of the agency and the service 

beneficiaries not to understand at wide the content of the charter terms and compliance 

to them becomes difficult.  

 

Further, if the agency lacks monitoring tools or controls that can act as check points 

for compliance to the charter terms and conditions this can as well affect the 

effectiveness of the client service charter in the delivery of public services at the 

agency. According to Balgoun(2001) who argues that, monitoring and evaluataion of 

client service charters is very important in determining its coutcomes which are timely 

and quality service delivery require a monitoring and evaluation framework within the 

charter it self. The Brela charter has no specific monitroring and evaluation framework 

and this makes it very hard to determine whether there has been any positive 



performances interms of quality services de;ivtred through the implementation of the 

Client Service Charters since its adoption in 2004.  

 

4.6  Challenges Facing the Implementation of Client Service Charters 

In determining this objective, the respondents  mentioned the challenges faced by the 

agency in implementing the client service charters. The responses are presented in 

Table 4.18 below. 

 

The findings presented in table 4.18 indicate that 32 out of 90 respondents said that 

inadequate funding is a challenge to the implementation of client service charters and 

this is equivalent to 35.6%, 16 out of the 90 respondents said that absence of effective 

publication of Client Service Charters is a challenge and this is equivalent to 17.8% 

while 15 out of the 90 respondents said that usage of technical languages and versions 

in charters is a challenge and this is equivalent to 16.7% as compared to 12 out of the 

90 respondents who said that absence of monitoring and evaluation tools to measure 

the impact of client service charters on service delivery is a challenge and this is 

equivalent to 13.3%. Additionally 15 out of the 90 respondents said that inadequate 

training of staff on operationalization of client service charters affects the 

effectiveness of implementing Client services charters in delivery of public services. 

 

 

Table 4.18: Challenges facing BRELA in implementing client service charters 

Variables  Frequency  Percentage  

Inadequate funding 32 35.6 

Absence of effective Publication of Client Service 

Charters 
16 17.8 

Usage of technical language and versions in charters 15 16.7 

Absence of monitoring and evaluation tools on the 

impact of client service charters on service delivery 
12 13.3 

Inadequate training of staff on operationalization of 

client service charters 
15 16.7 



Total 90 100.0 

Source: Field Survey (2014) 

 

These findings imply that the implementation process of Client Service Charters is 

faced with challenges and some of these challenges are organizational, technological 

and technical challenges and they all affect the possibility of client service charters to 

produce timely, competitive and quality services in relation to the expectations of 

clients as indicated in the conceptual mode of this study. Additionally, Ngowi(2011) 

points out that one of the challenges facing the implementation of client service 

charters is the appearance of charter documents in technical language and this leaves 

many users on part of the service provider and the clients not to fully understand 

itsterms and conditions. The impact of such technicalities is that they have limited 

room for clients to demand quality services from the service providers(Bana, 2009). 

Other challenges also include little awareness on client service charters(Njunwa, 

2011) and inadequate funds reserved for improving the delivery of quality services by 

the agency through charters, technology and training of competent staff to monitor 

their performances in the delivery of services at the agency.  

Additionally, the budget or funding component also affects the implementation of the 

charter since it cannot be published for the many users who access the services of the 

agency.  

 

4.7  Modalities used in Addressing the Challenges in the Implementation of 

Client Service Charters   

In determining this objective, the respondents  identified the modalities used or which 

can be used by the agency in addressing the challenges faced by the agency in 

implementing the client service charter. Table 4.19 below presents the study findings. 

 

The findings presented in table 4.19  indicate that, 12 out of the 90 respondents said 

that the agency has established measures of receiving feedbacks from clients on the 



services delivered and this is equivalent to 13.3%, 22 out of the 90 respondents said 

that the agency is adhering to set more practicable service delivery through adherence 

to controls and this is equivalent to 24.4% while 14 out of the 90 respondents said that 

the agency is also encouraging clients to demand quality services and this is equivalent 

to 15.6% as compared to 11 out of the 90 respondents said that the agency is intending 

to review client charters regularly and this is equivalent to 12.2%, and 9 out of the 90 

respondents said that the agency is integrating client service charter operations with 

Information technology and this is equivalent to 10.0%.  

 

Additionally 9 out of the 90 respondents said that benchmarking with other MDA’s is 

also a modality to address the challenges faced by the agency and this is equivalent to 

10.0% as opposed to 13 out of the 90 respondents who asid that the agency is devises 

means of complying with the set time frames in order to deliver effective and quality 

services to its clients. 

 

Table 4.19: Modalities for addressing challenges faced by BRELA in 

implementing client service charters  

Variable  Frequency  Percentage  

Establishing of measures for receiving feedback 

by clients 
12 13.3 

Adherence to set service delivery standards 

through controls (Balanced Score Card) 
22 24.4 

Encouraging clients to demand quality services 14 15.6 

Review of client charters 11 12.2 

Integration of client service charter operations 

with Information Technology 
9 10.0 

Benchmarking with other MDA's implementing 

client service Charters 
9 10.0 

Compliance to time frames set out in the Client 

service charters 
13 14.4 

Total 90 100.0 

 Source: Filed Field (2014). 



These  findings imply that, in order that the implementation of client service charters 

produces timely, quality and efficient services, mechanism of providing feedback to 

the stakeholders especially clients and there should be effective engagement in its 

operatiosn as well. Additionally Robb and Richard(2007) argue that the compent of 

reviewing and amending charters can make the implementation of charters to produce 

quality services since this would encourage change incorporation of standrsds, rights 

that reflect the preferences of clients and the demand for quality services by the service 

reciepients will be more operative. Similary on part of the agency, benchmarking the 

operation in other agencies is significant in addressing the challenges faced in the 

implementation of the service client charter by the agency and this will improve on 

the set standards and result in the delivery of more competitive services.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

CHAPTER FIVE 

 

SUMMARY, CONCLUSION AND RECOMMENDATION 

 

5.1  Summary of the Findings 

The general objective of the study was to examine the effectiveness of the client 

service charters in public service delivery at the Business Registrations and Licensing 

Agency (BRELA) in terms of mechanisms used by BRELA in implementing the client 

service charters, the quality of services provided by the agency through the 

implementation of client service charters, the level at which the agency and its clients 

comply to the terms and conditions of the client service charter being implemented by 

the agency, on the challenges faced by the agency in the process of implementing the 

Client Service Charters and on the modalities used by the agency in addressing the 

challenges faced in the implementation of Client Service Charters at BRELA.  

 

Further, the study was carried out basing on research questions which included 

determining what mechanisms are used in implementing the Client Service Charters 

at BRELA, what is the influence of Client Service Charters on the quality of services 

delivered at the agency, what is the level of compliance to the terms and conditions of 

Client Service Charters, what challenges are faced in the implementation of Client 

Service Charters and what modalities are used in addressing the challenges faced in 

the implementation of Client Service Charters at the Business Registrations and 

Licensing Agency.  

 

The study findings have indicated that client service charters are important in delivery 

of services at the agency at almost 57.8% and the engages uses mechanisms like up 

holding of clients rights and preferences, provision of accurate information and liaison 



with stakeholders of the agency and the use of the mechanisms is equivalent to 52% 

though they are effective only at 41.1%. The client service charters influence the 

delivery of quality services at 46.7% and the agency complies with the charter terms 

and conditions to only 33.3%. Additionally, the agency is faced many some challenges 

in the implementation of client service charters for  instance, inadequate funding 

which is almost 35.6% and many of the service providers do not understand the 

contents of the charters because they are printed in English which a technical problem 

to many at a rate of almost 16.7%. However, several modalities have been put in place 

to address the challenges and these include establishing measures of receiving 

feedback from customers for instance through the customer care desk, use of controls 

and checking points in the service delivery process like the balance score card, use 

and integration of information technology, benchmarking and compliance to time 

frameworks set out in the charter.  

  

5.4  Conclusion 

The general objective of the study was to examine the effectiveness of the client 

service charters in public service delivery at the Business Registrations and Licensing 

Agency (BRELA) in terms of mechanisms used by BRELA in implementing the client 

service charters, the quality of services provided by the agency through the 

implementation of client service charters, the level at which the agency and its clients 

comply to the terms and conditions of the client service charter being implemented by 

the agency, on the challenges faced by the agency in the process of implementing the 

Client Service Charters and on the modalities used by the agency in addressing the 

challenges faced in the implementation of Client Service Charters at BRELA.  

 

On part of the mechanisms used for implementing the Client Service Charters the 

study has indicated that the agency uses some mechanisms in implementing the client 

service charter for instance, liaison with BRELA stakeholders in preparation of the 

client service charter and this used at 23.3%, upholding of clients rights and 



obligations used at 13.3%, maintaining and review of client of the agency client 

charter is used as a mechanism at 10.05 and the publishing of results with necessary 

information for clients use is used as a mechanism for implementing client service 

charters at 7.8%. All these mechanism held the agency in delivery of effective and 

quality services to the public.  

 

In terms of the quality of services through the implementation of client service charters 

the study has indicated that the services provided by the agency meet the standards set 

in the client service charter at 6.7%, there is timely delivery of services to 8.9% and 

this is increasing from time to time, quality and competitive services are being 

delivered though at a low level of only 11.1% and at least accurate information is 

provided to the service beneficiaries at a rate of 10.0%. However, the delivery of 

quality and effective services is still faced with some challenges including inadequate 

funding.  

 

Further, on the level of compliance to the charter terms and conditions, the study has 

indicated that there is compliance to the charter terms and conditions though at a law 

level of only 33.3% and this is because of certain limitations for instance many of the 

clients are not aware of the charter and many of the employees of the agency are not 

conversant with its terms and conditions. Further, on part of the challenges faced by 

the agency in the implementation of client service charters at the agency the study has 

indicated that there is absence of effective publication of the charters, inadequate 

funding, usage of technical languages and versions, no monitoring and evaluation 

tools to measure the impact of  client service charters and effective delivery of services 

and above it all most of the employees of the agency do not have skills in 

operationalizing of the client service charter towards effective and quality delivery of 

services by the agency. 

 

However, in spite of these challenges the agency has employed some modalities in 

addressing the challenges faced and these include, use of controls and checking points 



in the service delivery process like the balance score card, use and integration of 

information technology, benchmarking and compliance to time frameworks set out in 

the charter and regular monitoring of performances.   

 

5.3  Recommendations 

In reflection of the study objectives and the research questions in relation to the 

findings of the study, the following recommendations can make the agency benefit 

more in the implementation of client service charters in terms of effectively delivering 

quality and competitive services to the public. 

 

The agency should regularly and frequently involve its stakeholders on issues 

pertaining the delivery of quality services and implementation of the charter as this 

would raise more awareness on the charter on both part of the service provider and the 

clients and it turn influence compliance to the charter terms and conditions. 

 

The agency should embark on investing and building of information technology 

infrastructures because this is the back this will add value to the agency operations 

related to the implementation of the client service charter and delivery of effective 

public services.  If the technological infrastructures are neither established nor 

developed, the agency will not benefit from the client service charters even if when 

the systems have been partially integrated with information technology. 

Infrastructures like reliable power supply, internet, monitors and other technological 

equipments should be used as this will enable the clients to easily access the relevant 

information the services they receive from the agency. 

 

The agency should strategically develop long term plans of how the objectives and 

goals of the charter can be best timely achieved. This involves coming up with 

strategic managerial frameworks on how the charters will be made effective tools of 

influencing effectiveness and quality of services. 



 

The agency should come up with effective tools of monitoring and evaluating the 

impact of client service charters on the services delivered by the agency and this will 

help the agency in determining whether the set performance standards in the client 

service charters have been met or not. 

 

5.4  Recommendations for Further Study 

In reflection of the findings of the study on the effectiveness of client service charters 

on the delivery of public services at the Business Registration and Licensing Agency, 

I suggest that a study be conducted on the role of clients (stakeholders) in the 

formulation of effective client service charters for public service delivery in Tanzania.  
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APPENDICES 

 

APPENDIX 1: Interview guide used in data collection  

  

1)  Do you know anything about client service charters 

2) Are you aware of client charters between BRELA and its clients? 



3) In your opinion, do you think client service charters are important in public 

service delivery?  

4)  Briefly state why they are important in public service delivery. 

5) What is the situation of Client service charters generally in Tanzania 

6) Briefly mention the policies, programs, regulations and projects that are 

associated with Client service charters. 

7) What policy interventions should be carried out to achieve the goals of client 

service charters in Tanzania? 

8) Does BRELA implement a client service charter? 

9) Are there any organizational procedures for implementing the charter at 

BRELA? 

10) Briefly state the procedures used by BRELA in implementation the client service 

charters. 

11) How are they formulated?  

12) Are there mechanisms used by BRELA in implementing the client Service 

charters 

13)  What are the mechanisms used in implementing the Client Service Charters at 

BRELA.  

14) In your opinion, do you think the mechanisms are effective? 

15) In your opinion, why are they not effective? 

16) Briefly mention way(s) of improving the above mechanisms 

17) Who has the obligation to implement the client service charter? 

18) Does the implementation of client service charters produce quality service to the 

public? 

19) Are there any standards set by the Client Service Charters as to quality of 

services? 

20) Can you kindly the above set standards. 

21) In your opinion, what are conditions/characteristic of quality services? 

22) Does BRELA and its clients comply with the terms and conditions of the 

Charter? 



23) Briefly state any term(s) and condition(s) which you are aware with. 

24) In your opinion, would you rate the level of compliance to the charter terms and 

conditions, 

25) In your opinion, are there any limitations as to why the terms and conditions of 

the charter may not be complied with? 

26) In your opinion, what mechanism can be used in order to improve the level of 

compliance to the charter terms and conditions? 

27) Kindly mention the challenges faced in the implementation of the client service 

charters at BRELA. 

28) What modalities are being used by the agency in addressing the above 

challenges. 

 

Thank you for sharing with me your knowledge and experience. 

 

 

 

 

 

 

 

APENDIX II: Questionnaire used in data collection 

 

Instructions: 

a) The objective of this study was to investigate on the effectiveness of Client 

Service Charters in public service delivery in Tanzania particularly the business 

registration and licensing agency.  



b) Kindly tick appropriately to the coded answers in this questionnaire.   

c) Kindly answer the questions clearly and honestly and the researcher hereby 

guarantees that the information given shall be solely used for the study and the 

information shall be treated with high confidentiality. 

Personal Information: 

a) Name of the Respondent: ……………………………………… 

b) Place of Residence: …………………………………………….. 

c) Place of work and Department: ……………………………… 

d) Position held: …………………………………………………… 

1. General Information about Client service charters 

a)  Do you know anything about client service charters 

Yes (          ) 

No (           ) 

b) Are you aware of client charters between BRELA and its clients? 

Yes (          ) 

No (           ) 

c) In your opinion, do you think client service charters are important in public 

service delivery? 

Yes (           ) 

No (            ) 

d) If yes, briefly state why they are important in public service delivery. 

…………………………………………………………………… 

…………………………………………………………………… 

…………………………………………………………………… 

e) If no, kindly state why client service charters are not important? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………… 

 



f) What is the situation of Client service charters generally in Tanzania                     

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………… 

 

g) Briefly mention the policies, programs, regulations and projects that are 

associated with Client service charters. 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………… 

 

h) What policy interventions should be carried out to achieve the goals of client 

service charters in Tanzania? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………… 

 

2. Information on mechanisms for implementing Client Service charters at 

BRELA 

a) Does BRELA implement a client service charter? 

Yes (          ) 

No (           ) 

 

 

b) Are there any organizational procedures for implementing the charter at 

BRELA? 

Yes (        ) 

No (        ) 

 



If yes, briefly state the procedures used by BRELA in implementation the client 

service charters. 

…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………………… 

 

c) Are there mechanisms used by BRELA in implementing the client service 

charters 

Yes (          ) 

No (           ) 

 

If yes, briefly mention the mechanisms used in implementing the charter at BRELA. 

i. ………………………………………………………………………… 

ii. ………………………………………………………………………… 

iii. ………………………………………………………………………… 

iv. ………………………………………………………………………… 

v. ………………………………………………………………………… 

 

d) In your opinion, do you think the mechanisms are effective? 

Yes (           ) 

No (            ) 

 

 

 

e) If no, briefly state why are they not effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 



f) If yes, how are they effective? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

g) Briefly mention way(s) of improving the above mechanisms 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

h) Who has the obligation to implement the client service charter 

…………………………………………………………………………………………

…………………………………………………………………………………… 

 

3. Information on quality services through implementation of client service 

charter 

a) Does the implementation of client service charters produce quality service to the 

public? 

Yes (            ) 

No (             ) 

If yes, how are they implemented in the provision of public services? 

…………………………………………………………………………………………

…………………………………………………………………………………… 

 

b) Are there any standards set by the Client Service Charters as to quality of 

services? 

Yes (            ) 

No (              ) 

 

If yes, briefly state the above set standards. 



…………………………………………………………………………………………

…………………………………………………………………………………………

…………………………………………………………………………………………

……………………………………………………………………………… 

 

c) In your opinion, what are conditions/characteristic of quality services? 

i. ………………………………………………………………………… 

ii. ………………………………………………………………………… 

iii. ………………………………………………………………………… 

iv. ………………………………………………………………………… 

 

4. Information on level of compliance on the terms and conditions of client 

service charters. 

 

a) Does BRELA and its clients comply with the terms and conditions of the 

Charter? 

Yes (            ) 

No (             ) 

b) If yes, how do they comply to the terms and conditions of the client service 

charters. 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

c) If no, why are the terms of the client service charters not complied with? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

d) Briefly state any term(s) and condition(s) which you are aware with. 



……………………………………………………………………………..… 

………………………………………………………………………………… 

………………………………………………………………………………… 

 

e) In your opinion, would you rate the level of compliance to the charter terms and 

conditions? 

i. …………….% 

ii. …………….% 

iii. ……………..% 

f) Kindly justify why are you rating the level of compliance to the terms and 

conditions to the percentage given? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

g) In your opinion, are there any limitations as to why the terms and conditions of 

the charter may not be complied with? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

h) In your opinion, what mechanism can be used in order to improve the level of 

compliance to the charter terms and conditions? 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

5. Information on the challenges faced in the implementation of the client service 

charters at BRELA. 

 



a) Kindly mention the challenges faced in the implementation of the client service 

charters at BRELA. 

…………………………………………………………………………………………

…………………………………………………………………………………………

………………………………………………………………………………… 

 

b) What modalities are being used by the agency in addressing the above 

challenges. 

 

i. ………………………………………………………………………… 

ii. ………………………………………………………………………… 

iii. ………………………………………………………………………… 

iv. ………………………………………………………………………… 

 

Thank you for sharing with me your knowledge and experience. 

 

 


