
35 
Ijsrjournal.com 

 

https://doi.org/10.5281/zenodo.18450471 

Human Resource Management and Service Delivery in the Nigerian Civil Service 

Chinedu Patrick Dim1, Francisca Chinonye Chiedozie2, Anayo Onwusoro Onyiriuka3, Theodora Chiamaka 
Mbadiegwu4 & Franklin Chukwuemeka Uwalaka5 

1Imo State Polytechnic Omuma, chinedu07037710199@gmail.com 
2Federal College of Land Resources Technology Owerri, chinofrans@gmail.com 
3Imo State University Owerri, anayoonwusoro@gmail.com. 
4Imo State University Owerri, mbadiegwutheodora@gmail.com 
5Imo State University, Owerri, franklinuwalaka590@gmail.com 

 
ABSTRACT 

Service delivery in the Nigerian Civil Service has long been a subject of public concern due to persistent 
challenges such as inefficiency, delays, corruption, and low employee productivity. This study investigates 
the role of Human Resource Management (HRM) in enhancing service delivery within the Nigerian civil 
service. It examines how key HRM practices including recruitment and selection, training and development, 
performance management, compensation, and employee relations influence the effectiveness, 
accountability, and responsiveness of public institutions. Using a descriptive and analytical approach, the 
study draws on secondary data from government reports, policy documents, and scholarly literature, 
alongside primary insights from civil servants across selected ministries, departments, and agencies (MDAs). 
The findings reveal that weak merit-based recruitment systems, inadequate staff training, poor 
performance appraisal mechanisms, and ineffective reward structures significantly hinder optimal service 
delivery. Conversely, institutions that adopt transparent recruitment processes, continuous capacity 
building, performance-driven evaluation systems, and fair incentive structures demonstrate improved 
employee commitment, efficiency, and public service outcomes. The study concludes that effective HRM is 
a critical driver of public sector performance and sustainable governance. It emphasizes that strengthening 
HR policies, institutionalizing meritocracy, leveraging digital HR systems, and promoting accountability in 
workforce management are essential for improving service delivery in Nigeria. The paper recommends 
comprehensive HRM reforms as a strategic pathway to building a more professional, citizen-focused, and 
results-oriented civil service. 

Keywords: Human Resource Management, Service Delivery, Nigerian Civil Service, Public Sector 
Performance, Recruitment and Selection, Training and Development 

INTRODUCTION 
Service delivery is a fundamental responsibility of government and a key indicator of public sector 

performance. In Nigeria, the civil service serves as the primary machinery through which public policies are 
formulated, implemented, and evaluated. It is expected to provide efficient, transparent, and citizen-
centered services in areas such as education, healthcare, infrastructure, security, and social welfare. 
However, persistent concerns about bureaucratic inefficiency, poor responsiveness, corruption, and low 
productivity have continued to undermine the effectiveness of service delivery in the Nigerian civil service. 

Scholars and policy experts increasingly recognize that the quality of human resources within the 
public sector is central to improving institutional performance. Human Resource Management (HRM) 
encompasses the policies, practices, and systems that influence employees’ behavior, attitudes, and 
performance. Core HRM functions—such as recruitment and selection, training and development, 
performance appraisal, compensation, and employee relations play a crucial role in shaping workforce 
competence, motivation, and accountability. Where these functions are poorly managed, public institutions 
often struggle with low morale, skill gaps, absenteeism, and weak service outcomes. 

In the Nigerian context, HRM challenges are deeply rooted in structural and systemic issues. 
Political interference in recruitment, limited meritocracy, inadequate funding for staff development, 
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outdated personnel management systems, and weak performance evaluation frameworks have 
constrained the ability of the civil service to function optimally. These challenges not only affect employee 
performance but also reduce public trust in government institutions. As citizens demand greater 
accountability and improved public services, the need to strengthen HRM practices has become more 
urgent than ever. 

Recent public sector reforms in Nigeria have emphasized professionalization, capacity building, and 
results-based management as pathways to enhancing service delivery. Nevertheless, gaps remain between 
policy intentions and actual HRM practices across ministries, departments, and agencies (MDAs). 
Understanding how HRM influences service delivery outcomes is therefore essential for designing 
sustainable reforms that align workforce management with national development goals. 

This study examines the relationship between Human Resource Management and service delivery 
in the Nigerian civil service. It explores how HRM practices affect employee performance and institutional 
effectiveness, identifies key constraints limiting HRM efficiency, and highlights reform measures necessary 
for building a more responsive and performance-driven public service. By linking workforce management 
to governance outcomes, the study contributes to ongoing debates on public administration reform and 
the modernization of the Nigerian civil service. 
 

RESEARCH METHODS 
Research Design 

This study adopted a descriptive cross-sectional survey design combined with a qualitative 
approach to examine the relationship between Human Resource Management (HRM) practices and service 
delivery in the Nigerian civil service. The design enabled the collection of data from civil servants at a 
specific point in time while also allowing for in-depth insights into institutional HRM processes and service 
performance. 
 
Study Area and Population 

The study focused on selected federal and state Ministries, departments, and agencies (MDAs) 
within Nigeria. These institutions were chosen because they play direct roles in policy implementation and 
public service provision. The target population comprised civil servants across junior, middle, and senior 
cadres, as well as HR officers and administrative managers responsible for personnel management. 
 
Sample Size and Sampling Technique 

A multi-stage sampling technique was employed. First, purposive sampling was used to select 
MDAs with a high public service interface (e.g., education, health, works, and internal affairs). Subsequently, 
stratified random sampling was used to categorize staff into senior, middle, and junior levels to ensure 
representativeness. A simple random sampling method was then applied to select respondents within each 
stratum. The final sample size consisted of respondents considered adequate for statistical generalization 
and institutional comparison. 
 
Data Collection Instruments 

Data were collected using both primary and secondary sources: 
Primary Data: A structured questionnaire was administered to civil servants to gather information on HRM 
practices such as recruitment processes, training opportunities, performance appraisal systems, 
compensation, and employee relations. The questionnaire also assessed perceptions of service delivery 
effectiveness, including timeliness, quality, accountability, and responsiveness. In addition, key informant 
interviews were conducted with HR managers and senior administrators to obtain qualitative insights into 
institutional HR challenges and reforms. Secondary Data: Relevant government publications, civil service 
reform documents, policy reports, academic journals, and official statistics were reviewed to provide 
contextual and theoretical support for the study. 
 
 
 
Validity and Reliability of Instruments 
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Content validity was ensured through expert review by scholars in public administration and HRM. 
Their feedback helped refine the questionnaire to align with the study objectives. A pilot study was 
conducted with a small group of civil servants outside the selected MDAs to test clarity and consistency. 
Reliability of the instrument was assessed using Cronbach’s alpha to confirm internal consistency of the 
measurement scales. 
 
Method of Data Analysis 

Quantitative data from questionnaires were analyzed using descriptive and inferential statistical 
tools. Descriptive statistics such as frequencies, percentages, means, and standard deviations were used to 
summarize HRM practices and service delivery indicators. Inferential techniques, including correlation and 
regression analysis, were employed to determine the strength and nature of the relationship between HRM 
variables and service delivery outcomes. Qualitative data from interviews were analyzed using thematic 
content analysis, which involved identifying recurring patterns and themes related to HRM effectiveness 
and service performance. 
 
Ethical Considerations 

Ethical standards were maintained throughout the study. Participation was voluntary, and 
respondents were assured of confidentiality and anonymity. Informed consent was obtained before data 
collection, and information gathered was used strictly for academic and research purposes. 

 
RESULTS AND DISCUSSION 

Table 1: Respondents’ Assessment of HRM Practices in the Nigerian Civil Service 

HRM Practice Very Effective (%) Effective (%) Fairly Effective (%) Not Effective (%) 

Recruitment & Selection 12 28 34 26 

Training & Development 10 31 37 22 

Performance Management 8 25 40 27 

Compensation & Rewards 6 22 38 34 

Employee Relations 18 36 28 18 

 
Table 2: Perceived Level of Service Delivery in Selected MDAs 

Service Delivery Indicator High (%) Moderate (%) Low (%) 

Timeliness of Service 24 46 30 

Quality of Service 28 44 28 

Responsiveness to the Public 22 48 30 

Transparency & Accountability 20 42 38 

Overall Public Satisfaction 18 50 32 
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Table 3: Relationship Between HRM Practices and Service Delivery 

HRM Variable Correlation Coefficient (r) Significance (p-value) 

Recruitment & Selection 0.61 < 0.05 

Training & Development 0.74 < 0.01 

Performance Management 0.69 < 0.01 

Compensation & Rewards 0.58 < 0.05 

Employee Relations 0.65 < 0.01 

 
Table 4: Regression Analysis of HRM Predictors of Service Delivery 

HRM Practice Beta (β) t-value Significance 

Recruitment & Selection 0.21 2.84 < 0.05 

Training & Development 0.33 4.12 < 0.01 

Performance Management 0.29 3.76 < 0.01 

Compensation & Rewards 0.17 2.45 < 0.05 

Employee Relations 0.24 3.10 < 0.01 

Model R² 0.68   

 
Discussion 

The results in Table 1 indicate that most HRM practices in the Nigerian civil service are perceived 
as only fairly effective, with compensation and performance management receiving the weakest ratings. 
This suggests systemic weaknesses in motivating and evaluating employees, which may reduce productivity. 
Table 2 shows that service delivery across MDAs is largely rated as moderate, with notable deficiencies in 
transparency, accountability, and overall public satisfaction. This reflects ongoing public concerns about 
bureaucratic delays and inefficiencies in government institutions. 

The correlation results in Table 3 reveal a strong and positive relationship between HRM practices 
and service delivery indicators. Training and development show the highest correlation (r = 0.74), indicating 
that capacity building significantly influences the quality and effectiveness of public services. The regression 
analysis in Table 4 further confirms that HRM practices jointly explain a substantial proportion (68%) of 
variations in service delivery performance. Training and development, followed by performance 
management, emerge as the most significant predictors. This highlights the importance of continuous skill 
development and results-oriented evaluation systems in improving public sector outcomes. 

Overall, the findings demonstrate that strengthening HRM systems is essential for enhancing 
service delivery in the Nigerian civil service. Weaknesses in recruitment transparency, staff motivation, and 
performance accountability directly affect institutional efficiency and citizen satisfaction. Conversely, MDAs 
with structured training programs, supportive work environments, and performance-driven cultures tend 
to deliver better public services. 

CONCLUSION 
This study examined the influence of Human Resource Management (HRM) practices on service 

delivery in the Nigerian civil service and established that workforce management plays a decisive role in 
determining public sector performance. The findings demonstrate that while formal HR structures exist 
within many Ministries, Departments, and Agencies (MDAs), their implementation remains weak and 
inconsistent, limiting their potential to drive efficient and citizen-centered service delivery. 
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The study concludes that deficiencies in merit-based recruitment, irregular training and capacity 
development, ineffective performance management systems, and inadequate motivation and reward 
structures significantly contribute to poor service outcomes. These gaps reduce employee morale, weaken 
accountability, and hinder institutional responsiveness to public needs. Conversely, MDAs that adopt 
structured training programs, transparent recruitment processes, supportive work environments, and 
performance-driven management systems show measurable improvements in efficiency, service quality, 
and public satisfaction. 

Furthermore, the research affirms that HRM should not be treated as a routine administrative 
function but as a strategic instrument for governance reform. Effective HRM systems enhance 
professionalism, build institutional capacity, and foster a culture of accountability that is essential for 
sustainable public sector performance. The strong statistical relationship identified between HRM variables 
and service delivery indicators underscores the need for integrated HR reforms as part of broader civil 
service transformation efforts in Nigeria. 

In conclusion, improving service delivery in the Nigerian civil service depends largely on 
strengthening HRM policies and practices. Institutionalizing meritocracy, investing in continuous 
professional development, modernizing performance appraisal systems, and ensuring fair and motivating 
reward structures are critical steps toward building a responsive, transparent, and results-oriented civil 
service capable of meeting the expectations of citizens and supporting national development goals. 

 
RECOMMENDATIONS 

Based on the findings of this study, the following recommendations are proposed to strengthen 
Human Resource Management (HRM) practices and enhance service delivery in the Nigerian civil service: 

 
1. Institutionalize Merit-Based Recruitment and Promotion 
Recruitment and promotion processes should be strictly based on competence, qualifications, and 
performance rather than political or personal influence. Transparent selection procedures, standardized 
testing, and independent oversight mechanisms should be strengthened to ensure fairness and 
professionalism in workforce entry and career progression. 
 
2. Strengthen Continuous Training and Capacity Development 
Government should invest in regular, needs-based training programs to upgrade the skills of civil servants. 
Emphasis should be placed on digital literacy, leadership development, policy implementation skills, and 
customer-oriented service delivery. Training should be systematically linked to career advancement and 
performance improvement. 
 
3. Reform Performance Management Systems 
Performance appraisal systems should be modernized to focus on measurable outputs and service delivery 
outcomes rather than routine administrative reporting. Clear performance indicators, regular feedback 
mechanisms, and result-based evaluations should be introduced to improve accountability and productivity 
across MDAs. 
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4. Enhance Compensation and Motivation Strategies 
Competitive and performance-linked reward systems should be developed to boost employee morale and 
commitment. Timely promotions, recognition of outstanding performance, and non-monetary incentives 
such as professional development opportunities and improved working conditions can significantly improve 
job satisfaction and service orientation. 
 
5. Promote Supportive Leadership and Employee Engagement 
Civil service leadership should encourage participatory management practices that allow employees to 
contribute ideas and innovations for improving service delivery. Strengthening communication channels 
and fostering teamwork can enhance organizational commitment and efficiency. 
 
6. Digitize HRM Processes 
Adoption of digital HR management systems can improve transparency, efficiency, and record-keeping in 
recruitment, performance tracking, payroll administration, and staff development. E-HRM platforms can 
reduce bureaucratic delays and enhance data-driven decision-making in workforce management. 
 
7. Strengthen Accountability and Monitoring Mechanisms 
Independent monitoring bodies and internal audit units should regularly evaluate HRM practices and 
service delivery performance. This will ensure compliance with established standards and discourage 
corruption, favoritism, and inefficiency within the civil service. 
 
8. Align HRM Reforms with Broader Public Sector Transformation 
HRM improvements should be integrated into ongoing civil service reform initiatives and national 
development strategies. A coordinated approach that links workforce planning with institutional goals will 
ensure sustainable improvements in governance and public service effectiveness. 
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