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ABSTRACT 

This work is on employee welfare programme and service delivery in Anambra state civil service. It 

covered the period 2009-2017. Employee welfare programme is a wide variety of services provided by 

organizations for employees, and in some cases, for members of employees‟ families. It is something of 

value, apart from agreed regular monetary payments of salaries and wages given by an employer to an 

employee. The main objective of this study is to assess the effect of employee welfare programme on 

employee service delivery in Anambra State civil service. The study adopted descriptive survey design 

and an item structured instrument developed in likert form was used to elicit information from a sample 

of 320 respondents selected from a population of 1157 civil servants across six (6) ministries in the state 

civil service. The data generated from the study were analyzed using descriptive statistical tools while the 

hypotheses were tested using one sample t-test. All tests were conducted at 0.05 level of significance and 

9 degrees of freedom. Findings are that welfare programmes significantly affect employee job satisfaction 

and commitment to the realization of organizational goals. Drawing from the findings, we recommend 

among others that the government should articulate good welfare programmes and implement them for 

the workers so as to boast the morale and commitment of workers. This invariably will improve service 

delivery in the public sector.  
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INTRODUCTION 

Staff welfare is a corporate attitude or commitment reflected in the expressed care for employees at all 

levels concerning their work and the environment in which it is performed (Cowling and Mailer, 1992). 

The issues surrounding welfare and good quality of life for workers who are used in productive activities 

but denied basic social economic incentives to improve their quality of life are becoming more 

challenging and controversial these days (Bowen, 2013). These issues often result into conflicts leading to 

union members declaring dispute which may culminate to strike actions or lock-outs (Stiglitz, 2009). 

Although there are ample laws that have been put in place to compel employers to provide welfare 

packages to the employees, implementation and enforcement are the major impediments to the realization 

of the provisions of the laws (Weiler, 2009). Most times, employers renege in their promises to provide 

welfare services knowing very well that employees are vulnerable and would rather keep silent in the face 

of blatant violation of their rights to welfare than face the reprisal (Little, 2001). The foregoing could 

eventually culminate into disaffection between the employee concerned and his/her employer, with 

consequences for poor attitude to work (low morale) and low productivity.  

There is no gainsaying the fact that employees have an inalienable right to be managed fairly, except if 

under slavery. There is no pretense that several instances of industrial conflict arise from management‟s 
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indifference to the working conditions of the employees. The popular need to maximize profit for the 

organization, subsumed under „strong management philosophy‟ which is a subterranean justification to 

minimize expenditure including welfare of employees may have dangerously affected both labour and 

organizational performance.  

An employee is supposed to be entitled to a living wage, good working conditions, leave allowance 

benefits and vacations and other welfare services. 

 In spite of this, management in some organizations exploit the ignorance of workers about welfare 

programmes in their work place and so refuse to implement such welfare programmes. The extent to 

which these are actually made available to employees in the workplace however leaves much to be 

desired (Becker and Huselid, 2006). Existing labour literature has shown that employees tend to put in 

their best, work effectively and efficiently if the work environment is conducive and the management and 

corporate executives demonstrate the flexibility that they often demand of their employees (Fernandez, 

2003). 

It must however be noted that the relevance and the impact of staff welfare programmes depend on 

whether these programmes are tailored according to employee needs and the extent to which 

organizations implement these programmes. Equally crucial is the issue of whether employee welfare 

programmes have helped to enhance employee satisfaction, morale and commitment to organizational 

goal attainment as well as the effectiveness of the existing welfare programmes in motivating employees 

to superior performance. 

Apparently, there are some scholarly works on staff welfare and productivity (Owusu-Acheaw, 2010; 

Osterman, 2010; Singh, 2009; Cowling and Mailer, 1992; Coventry and Barker, 1988), but they mostly 

dwelt on industrial settings to the neglect of service organizations typified in government ministries and 

parastatals. Also empirical literature on the effect of employee welfare programmes on service delivery 

with particular reference to the Anambra State Civil Service between 2009 and 2017 is rare and 

inadequate. It is therefore the need to extend frontiers in knowledge on the area and in the subject matter 

that prompted this study. 

 

CONCEPTUAL EXPLANATIONS  

Employee Welfare Programme 

Employee welfare programme has been defined in various ways by many authors. Yoder (1958) define 

the term as a wide variety of services provided by companies for employees, and in some cases, for 

members of employees‟ families. Shubin (1957) sees it as additional incentives given to employees by 

management to argument their wages. Also, Ejiofor (1986) perceives employee welfare package from 

monetary and non-monetary perspectives when he defines it as something of value, apart from agreed 

regular monetary payments of salaries and wages given by an employer to an employee. Going further, 

Ejiofor (1986) distinguished between benefits and welfare service. According to him, benefits are when 

direct monetary reward accrues to the individual worker. For example, pension, leave allowance, and 

salary advance, while welfare services involve no direct and identifiable monetary benefit. Examples of 

such include the establishment of staff clubs, recreation facilities, picnics, dances and festival parties, 

hospital retainership for the employee and four of the biological children not more than eighteen years. 

The International Labour Organization (ILO) (2009) broadly classifies welfare services into two; intra-

mural activities which are provided within the establishment such as latrines and urinals, drinking water, 

washing and bathing facilities, crèches, rest shelters and canteen,  arrangements for prevention of fatigue, 

health services including occupational safety, uniform and protective clothing and shift allowances. Extra-

mural activities are undertaken outside the establishment such as maternity benefits, social insurance 

measures like gratuity pension, provident fund and rehabilitation, physical fitness and efficiency, family 

planning and child welfare, education facilities, housing facilities, recreational facilities including sports, 

cultural activities, and transport to and from the place of work (Manju and Mishra, 2007). 

In Kenya, the Occupational Safety and Health Act, 2007 provide the guidelines for safety, health and 

welfare of workers and all persons lawfully present at workplaces (Republic of Kenya, 2007).  
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Within the context of this study, employee welfare programmes is seen as the provision of additional 

monetary and non-monetary incentives to employees by the management. Examples of such will include 

the ones reviewed above including giving room for labour union activities, cooperative credit ventures 

etc. 

Ejiofor (1986) identifies some problems inhibiting the implementation of welfare progammes for workers 

to include: False paternalistic assumptions, doubtful valence, intra-organization inequity and bad 

management of good benefits.  

 

Service Delivery 

Service delivery is an assessment of the efficiency of a worker or group of workers. It is commonly used 

to refer to the volume and quality of goods and services produced per worker within some specified unit 

of the year, month, day or hour (Oloko, 1983). It is a process that generates benefits by facilitating a 

change in customers, a change in their physical possession, or a change in the intangible assets. It 

involves considerable human activity; hence, human resource management is important as the human 

factor is often the key success factor in service industries (Franz, 2011). 

 Employee service delivery emphasizes result-output. According to Oronsaye (2010), service delivery is 

the process of meeting the needs of citizens through prompt and efficient procedures. It involves the 

provision and delivery of goods and services that will enable people to improve their living conditions.  

According to Pierce (2004), employee service delivery refers to the effectiveness and efficiency at which 

employees of any given organization carry out their day-to-day duties in order to meet the management 

and customers‟ expectations. Rehman (2009) cited in Onyekwelu (2018) posits that it is the level to which 

the employees apply their skills, knowledge and attitudes towards achieving the desired results and 

meeting specified objectives. 

While Hashim (2000) suggests that the measure of employee service delivery should be the determination 

of financial profitability and growth attributed to the individual employee as a contribution to the firm, 

Bohnstedt and Larsen (2008) believes that employee service delivery is often indirectly measured using 

aspects of employee behavior at work such as speed, courtesy, etiquette, precision, time management, 

consistency and influence on other employees.  

The increased concern for employee service delivery on the part of union and management is hinged on 

three factors. The first, according to Aderinto (1981), is the awareness that labour welfare cannot increase 

beyond the capacity generated by a given economy. Consequently how much union can increase the 

welfare of their members depends largely upon the resources generated by the productivity of total work 

force. Secondly, the age old tradition that productivity issue is an exclusive discretion of management is 

fast fading out. This is so because of the widespread adoption of the principle of labour participation in 

management at the enterprise levels. The third reason is the increasing awareness of labour on its social 

responsibility not only to its employer, but also to its consumer - user of labour output. 

According to Nwachukwu (2009), there are three major factors that influence employee service delivery.  

These are: the ability of the employee, the will to work hard and situational factors. 

Within the context of this study, service delivery is simply seen as getting services as expected and as 

quickly as possible to the intended recipients. 

 

Employee Welfare Programme and Job Satisfaction 

With respect to the field of administrative and management theory, the concept of job satisfaction has 

gained importance for two reasons. First, job satisfaction can be an indication for someone‟s general 

mental well-being. If a person is unhappy at work, it doesn‟t seem likely that this person will be happy in 

general. Secondly and more importantly, the general assumption is that happiness at work improves work 

motivation and in consequence, job performance (Arnold, 1998). 

Job satisfaction according to Jex (2002, 116) is a “pleasurable or positive emotional state resulting from 

the appraisal of one‟s job or job experience”. The appraisal involves various elements related to the job 

such as salary, working conditions, colleagues and boss, career prospects and, of course, the intrinsic 
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aspects of the job itself (Arnold, 1998). Simply put, job satisfaction is connected to how our personal 

expectations of work are in congruence with the actual outcomes. 

A worker who cannot get a sufficient wage will be faced with the problem of maintaining his/her family. 

This makes the worker far from being satisfied. Low wages and lack of status and social security affect 

motivation. Job satisfaction cannot be discussed where there is absence of motivation. This is turn affects 

the quality of service rendered (Adeyinka, 2007). Job satisfaction according to Jex (2002) can be seen as 

containing three components: an affective component, a cognitive component and a behavioural 

component. While the affective component refers to a feeling about a job, the cognitive component 

represents a belief in regard to a job. Often these two aspects are related. The behavioural component is 

an indicator for behavioural intentions towards a job such as getting to work in time, working hard etc. 

Locke and Lathan (1976) gave a comprehensive definition of job satisfaction as pleasurable or positive 

emotional state resulting from the appraisal of one‟s job or job experience. It is a result of employee‟s 

perception of how well their job provides those things that are viewed as important. According to 

Mitchell and Lasan (1987), it is generally recognized in the field  of organization behaviour that job 

satisfaction is the most important and frequently studied attitude. 

Job satisfaction is an important variable in organizations for multiple reasons: increased satisfaction is 

suggested to be related to increased productivity, promoting employee satisfaction has inherent 

humanitarian value (Smith 1969), job satisfaction is also related to other positive outcomes in the work 

place such as increased organization citizenship behaviours; increased life satisfaction; decreased counter 

productive work behaviours; and decreased absenteeism (Organ and Ryan, 1995; Dalal, 2005, Hardy, 

Woods and wall, 2003). 

To make employees satisfied and committed to their jobs, there is need for strong and effective 

motivation.  It should be noted that the relationship between the organization and its members is governed 

by what motivates them to work and the satisfaction they derive from it.  

Results of some research works have shown meaningful relations between job satisfaction, wages, and 

welfare packages especially in countries with dwindling economy and its concomitant such as poor 

conditions of service and late payment of wages (Nwagwu, 1997; Fafunwa 1994). Akintoye (2000) 

asserts that employee welfare package remain the most significant motivational strategy. 

Most managers recognize the vital role job satisfaction (satisfaction of members of the organization) plays 

on productivity (Cohein, Fink, Gadon and Willitts, 1995; Mitchell, 1978). According to Ibbestson and 

Whitmore (1977), several researches suggest that people must find their work satisfying in order to be 

motivated to do a satisfactory job.  

Job satisfaction is so important in that its absence often leads to lethargy and reduced organizational 

commitment (Levinson, 1997; Moser, 1997). Lack of job satisfaction is a predicator of quitting a job 

(Jamal, 1997). 

Sometimes workers may quit from public to the private sector and vice versa. At the other times, the 

movement is from one profession to another that is considered a greener pasture. The later is common in 

countries grappling with dwindling economy and its concomitant such as poor conditions of service and 

late payment of salaries (Nwagwu, 1997). It affects the quality of the service an employee renders. 

Explaining its nature, some researchers such as Flanegan, Johnson and Berret, 1996; Kadushin, and 

Kulys, 1995, tend to agree that job satisfaction is essentially controlled by factors described in Adeyemo‟s 

(2000) perspectives as external to the worker. From this viewpoint, satisfaction on a job might be 

motivated by the nature of the job; its pervasive social climate and the extent to which workers peculiar 

needs are met. Other inclusions are the availability of power and status, pay satisfaction, promotion 

opportunities, and task clarity (Bolarin, 1993; Gemenxhenandez, Max, Kosier, Paradiso and Robinson, 

1997). According to Zare, (2012) employees‟ job satisfaction is increased in different manners by 

different tools. The two major factors that raise employee job satisfaction level are intrinsic and extrinsic 

motivational factors in form of rewards and welfare system. 
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Welfare Programme and Employee Commitment 

In contemporary work environment, organizations strive to retain staff and ensure their effectiveness. 

This is because organizations are primarily established to achieve specific goals and these goals are tied to 

various degrees on staff motivation, retention and productivity (Agba, 2010; Efik, 1990; Onyere, 2001). 

One key to achieving the desire of organizations to actualize their goals is a thorough understanding of 

what drives the employees of an organization (Muller, 2011). 

Organizational commitment according to Porter, Steers, Mowday and Boulian, (1974), is a belief and 

perception of employee about the acceptance of organizational values and goals as their own goals and 

values. When employees feel that organizational rewards and incentives are for their development and 

care, they are found more satisfied and committed to their jobs (Dewhurst, 2010), thus, Armold (2005) 

defines organizational commitment as “the relative strength of an individual‟s identification with and 

involvement in an organization”. It is a stage in which an employee identifies with a particular 

organization and its goals, and wishes to maintain membership in the organization (Miller, 2003). 

Organizational commitment is therefore the degree in which an employee is willing to maintain 

membership due to interest and association with the organization‟s goals and values. Organizational 

commitment is characterized by attitude and behaviour. As an attitude, it reflects feelings such as 

attachment, identification and loyalty to the organization as an object of commitment. As an attitude, it 

relates to individual‟s mindsets about the organization. 

Commitment as an attitude is also characterized by a favourable positive cognitive and effective 

components about the organization. The second characteristic that is used to describe the concept of 

organizational commitment is behaviour. Committed individual‟s exhibits specific behaviour due to the 

belief that it is morally correct rather than personally beneficial. As behaviour, organizational 

commitment is visible when organizational members are committed to existing groups within the 

organization.  Organizational commitment is therefore a state of being, in which organizational members 

are bound by their actions and beliefs that sustains their activities and their own involvement in the 

organization. 

Most of the literature according to Rhoades, Eisenberger, and Armeli (2001) proves that the 

encouragement and the appraisal or the reward system of the organization and for the employees result in 

higher employee commitment to goal achievement, retention rates, productivity and job satisfaction. 

Organizations whose employees have the perception that the organization treats them in sufficiently well 

manner will get the best effort from their employees toward the work. For instance, well treated 

employees are more engaged with the work and much more committed to the organization; and the 

organizations whose employees are like a machine will leave the organization or work with less 

commitment with the organization (Allen, Shore and Griffeth, 2003). 

Employee commitment on their job depends on perceived organization support which also affects 

employees‟ attitude towards work and the organization - employee attitude and morale describes the 

actions of employees towards objectives and goals.  

Gibadamosi (2003) contends that the more favourable an individual‟s attitude toward the organization, the 

greater the individual‟s acceptance of the goals of the organization as well as their willingness to exert 

more effort on behalf of the organizational.  Guest (1991) believes that high organizational commitment is 

associated with lower turnover and absence. 

The performance of an organization highly depends on the commitment of its employees; the more the 

employees are committed, the better the performance of the entire organization (Holden, 1998; Shore, and 

Martin, 1989; Meyer, Paunonen, Gellaty, Goffin, and Jackson, 1989; Meyer, Stanley, Herscovitch, and 

Topolnytsky, 2002; Siders, George, and Dharwadkar, 2001; Jaramillo).  In fact, employee commitment is 

the key factor that determines the success of an organization since, in the situation of increasing 

competition and constant technological advancements, an organization needs to have skilled, reliable and 

committed human resources to maintain its competitive position in the market (Feldman, and Moore, 

1982). 

Employee commitment has variously  been found to be positively and significantly correlated to lots of 

positive organizational outcomes such as job satisfaction (Zanini, 2007; Bateman, and Strasser, 1984; 
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Mowday, Porter and Steers, 1982), Motivation (Mowday, Steers, & Porter, 1979; Carmeli, 2005; 

Mathieu, and Zajac, 1990; Ketchand, and Strawser, 2001) and attendance (low rates of absenteeism), 

which resultantly enhance employees‟ service delivery and ultimately organizational performance and 

productivity (Zanini, 2007). 

Top performing organizations strongly  believe in the concept of employee commitment as committed 

employees display better job performance, desire to stay with the organization for longer periods and 

make significant contributions in gaining sustainable competitive advantage for the organization in 

today‟s dynamic service industry (Schuler, and Jackson, 1999; Jackson, 2004; Janssen, 2004) Also, 

employee commitment may be cost saving since committed  employees are highly motivated that means 

that they don‟t need much financial rewards for their work, though it doesn‟t necessarily means that such 

top performing employees should not receive financial rewards and recognitions at all, but the expenses 

of the organization may decrease at this point (Mowday, Steers, and Porter, 1979; Zanini, 2007).  

 

METHODOLOGY 

The research design adopted for the study is the descriptive survey design. The study was carried out in 

the Anambra state bureaucracy (the civil service). The population consist of six ministries which were 

randomly selected from Anambra State Civil Service with a total staff strength of one thousand, one 

hundred and fifty seven (1,157) . The Sample size of three hundred and twenty was obtained. The 

respondents were selected from the six ministries using multi stage sampling technique. A likert type 

questionnaire was the chief instrument of data generation. The data generated from the administered and 

returned questionnaires were collated and presented in tables according to the objectives of the study. 

Responses from the set of questionnaires administered to selected civil servants were analyzed using 

descriptive statistical tools. The hypotheses formulated were tested at 0.05 levels of significances using 

the one sample t-test. 

  

DATA ANALYSIS 

Test of Hypotheses 

Hypothesis One 

Hypothesis one sought to determine whether welfare programmes can actually enhance employee job 

satisfaction significantly. Accordingly, the null and alternative hypotheses were stated as follows: 

Ho: Welfare programmes have no effect on employee job satisfaction in Anambra State Civil Service. 

H1: Welfare programmes have an effect on employee job satisfaction in Anambra State Civil Service. 

To test the hypothesis, t-test for one and small sample of (n<30) was applied to the data presented in 

Table 1 at 0.05 level of significance and 10-1 degrees of freedom.  

Table 1: Summary of t-test Result for Hypothesis 1 

Variable Sample 

size (n) 

Df Population 

mean (N) 

Estimated 

mean (x) 

SD Tcal. Tcrit Sig. 

level 

(DC) 

Decision 

rule 

Respondents 309 9 3.0 3.69 1.59 2.690 1.833 0.05 Rejected  

 Note: tcal, means calculated value of t and tcrit, means the critical value of t. 

Decision Rule 1: 

At 0.05 level of significance and 9 degrees of the calculated value of t (2.690) is greater than the critical 

value of t (1.833). Consequently and given this weight of evidence against the null hypothesis, it was 

rejected while the alternative which suggests that welfare programmes significantly affect employee job 

satisfaction in the state civil service was accepted. 

Hypothesis Two 

Hypothesis two wants to determine whether welfare programmes have an effect on employee 

commitment toward the realization of organizational goals. Accordingly, the null and alternative 

hypotheses were stated as follows: 

Ho: Welfare programmes have no effect on employee commitment towards the realization of 

organizational goals. 
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H1: Welfare programmes have an effect on employee commitment towards the realization of 

organizational goals. 

To test the hypothesis, t-test for one and small sample of (n<30) was applied to the data in table 2 at 0.05 

level of significance and 9 degrees of freedom.  

Table 2: Summary of t-test Result for Hypothesis II 

Variable Sample 

size (n) 

Df Population 

mean (N) 

Estimated 

mean (x) 

SD Tcal. Tcrit Sig. 

level 

(DC) 

Decision 

rule 

Respondents 309 9 3.0 3.86 1.64 2.480 1.833 0.05 Rejected  

 Note: tcal, Means calculated value of t and tcrit, means the critical value of t. 

 

Decision Rule II: 

At o.o5 level of significance and 9 degrees of freedom, the calculated value of t (2.480) is greater than the 

critical value of t (1.8330). Consequently, we rejected the null hypothesis while the alternative which 

suggests that welfare programmes affect employee commitment to the realization of organizational goals 

was accepted. 

  

FINDINGS 

In summary the findings are: 

1. That welfare programmes significantly affect employee job satisfaction in Anambra state civil 

service. 

2. That welfare programmes affect employee commitment to the realization of organizational goals 

 

RECOMMENDATIONS 

Based on the findings above, we recommend that: 

1. Since welfare programmes have been found to relate positively to job satisfaction of the 

employee. There is therefore the need for government to ensure that the welfare programmes are 

effectively tailored to the needs of employees. This will boost employee job satisfaction and 

promote stability in work environment. 

2. When an employee enjoys good welfare package, it makes him show commitment and undivided 

loyalty to the organization. The government should articulate effective welfare programmes for 

the employees to enlist their cooperation towards the realization of organizational goals which are 

efficient service delivery to the public.  
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