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ABSTRACT 

The purpose of the study was to examine the relationship between communication, accountability 

and quality service delivery among local governments in six selected districts in Teso sub region. 

Specifically, the study assessed the relation between communication and quality service delivery, 

communication and accountability, accountability and quality service delivery, and the mediating 

role of accountability in the relationship between communication and quality service delivery. The 

study used a cross-sectional research design with a quantitative approach. A population of 103 

local governments which included districts local governments, a city, town councils, and sub 

counties were considered. A sample of 80 local governments was derived based on the guidelines 

of Kregcie and Morgan (1970). Data was collected using a structured questionnaire. Out of 80 

local governments, 65 participated in the study giving a response rate of 82.3%. The findings 

indicate that accountability mediated the relationship between communication and quality service 

delivery accounting for 50.6% while the direct effect of communication on quality service delivery 

accounted for 49.4%. Based on these findings the study concluded that accountability is the 

mechanism through which communication influences quality service delivery in local 

governments in Teso sub region. The study has limited ability to track changes over time thus 

longitudinal suggestion, Self-reported response and researchers encourages citizen satisfaction 

surveys and geographical limitation which the researcher recommends research in other regions. 

The study recommends the integration of communication and accountability as a vital tool for 

enhancing quality of service delivery.  
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1 CHAPTER ONE 

INTRODUCION   

 Introduction 

This chapter provides the study's background, problem statement, purpose, objectives, hypotheses, 

scope, conceptual framework and significance of the study, while also identifying key knowledge 

gaps. 

 Background 

Quality service delivery (QSD) in the public sector is essential for fostering citizen satisfaction, 

trust, and inclusive governance (Abili et al., 2012; Dick-Sagoe et al., 2021; Karusigarira et al., 

2024). Quality service delivery not only fosters public trust but also indicates effective utilization 

of public resources (Khan, 2021). It entails delivering services reliably, responsively, and 

empathetically, while instilling assurance through professionalism and competence (Parasuraman 

et al., 1988). Quality service delivery is measured through dimensions such as responsiveness 

(promptness in service provision), reliability (consistency and accuracy), empathy (personalized 

attention and care), and assurance (confidence inspired by knowledgeable and courteous staff). 

However, public service delivery across the globe especially in developing countries continues to 

fall short of these benchmarks. Despite their critical role, local governments around the world, 

particularly in developing countries, continue to face profound challenges in delivering high-

quality services. 

Globally, A World Bank (2023) review of over 60 developing countries found that more than 55% 

of local governments failed to meet reliability and responsiveness benchmarks in service provision, 

with most delays attributed to poor infrastructure, weak coordination, and under-resourced 
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