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Abstract 

The study on Re-appraising servicom as effective tool for value re-orientation in Public 
Secondary School Administration in Imo State was informed by poor service delivery attitudes 
observed among administrators of Public Secondary Schools in Imo State which amounts to a 
negation of quality and transparent service delivery option annunciated and enforced by the 
federal government of Nigeria through servicom programme since 2004. The purpose was to 
identify students’ entitlement as consumers of public secondary education services, examine 
quality services designed to satisfy students’ requirements by school authorities, assess the 
level of empowerment extended to public secondary education providers to enable them serve 
the students and evaluate the students’ confidence in the public secondary school system in 
Imo State. The survey was based on four research questions. Using multistage random 
sampling technique a sample size of 600 comprising 100 principals and 500 students was 
drawn from a population of 395 principals and 201, 428 students in 284 secondary schools in 
Imo State. Data were analyzed using mean ratings of respondents. The findings were among 
others, that teachers and administrators are not empowered to provide quality services for 
students. It was recommended that servicom should be extended to public secondary schools 
in Imo State.   

 
 
 Value according to Hornby (2001) means beliefs about what is right and wrong and what is 
important in life. In the words of Asiabaka and Emenalo (2011), value implies following right and 
acceptable standards of bahaviour, and ability to know and do what is right and to know and avoid 
what is wrong at any given time. Thus viewed, value orientation entails directing people’s aim, 
interests, actions and conduct towards what is right and important in the affairs of a given society.  
 A major goal of the Nigerian nation as expressed in the constitution of the Federal Republic 
of Nigeria is to build a free and democratic society (Federal Government of Nigeria, 1999). In line 
with this goal perhaps, the nations education philosophy was built on the belief that education is an 
instrument for national development and social change. Hence the goals of Nigeria education include 
among others, the development of the individual into a morally sound, patriotic and effective citizen; 
and the provision of equal access to qualitative educational opportunities for all citizens at all levels of 
education (FGN 2008). Article 7(a) of the National Policy on Education (2008) specifically seeks 
among others to ensure and sustain unfettered access and equity to education for the total 
development of the individual.  
 These enunciations of the constitution of the Federal Republic of Nigeria as well as the 
National Policy on Education, unequivocally spell the direction of Nigeria’s value orientation. No 
wonder then, the Nigerian public service of the old was a master piece. In obedience to prescribed 
ethics and regulations of civil service, public officers of those days inculcated good conducts of 
discipline, honesty, respect, loyalty, courtesy, avoidance of delay in official business among others.  
 However, trends in our national development have not only evolved but also compromised 
some of our cherished national values and pride. Things are no longer the same again.  
 Obasanjo (2004) in his special presidential retreat on service delivery, (Servicom) reminded 
Nigerians of the good old days of quality and transparent public service delivery, when letters posted 
on an express train got to their destinations and got replies without any follow-up; when public 
servants would greet one with: “can I help you sir?”, and treated their clients accordingly. He 
lamented the present circumstance when public servants have invented a new norm called ‘Nigerian 
Way’. In this new order according to Obasanjo, “If they serve you at all, do so as a favour or at a 
price”. Consequently; Obasanjo (2004) affirmed that: 
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Many Nigerians have grown accustomed to regarding public service as something you 
battle for, and you cannot succeed unless you know someone inside the system. Few 
Nigerians expect to get routine acknowledgment of letters written to public offices, let alone 
getting attention for telephone enquiries. Few Nigerians apply for services without 
budgeting time and money to follow their application from desk to desk; while bracing 
themselves for the phenomenon of the ‘missing file’ that would re-appear after settling 
someone. 

 
 This scenario instigated protest and agitations in many patriotic minds, informing a clarion 
call for conscious efforts to redirect Nigerians, particularly, public officers towards the desirable. 
During his address to the inaugural session of the National Assembly, a former President of Nigeria, 
Olusegun Obasanjo also declared:  
 

Public offices are the shopping floor for government business. Regrettably, Nigerians have 
for long been feeling short-changed by the quality of public service delivery by which 
decisions are not made without undue outside influence and files do not move without being 
pushed with inducements. Our public offices have for too long been show-cases for the 
combined evils of inefficiency and corruption, whilst being impediments to effective 
implementation of government policies. Nigerians deserve better. And we will ensure they 
get what is better.  

(http://frsc.gov.ng/government-charters/servicom). 
 
 This proclamation became the genesis of a movement that justified a national re-orientation 
and culminated in the institution of servicom as a Federal Government agency in the later years. This 
study examines servicom as a public value remediation programme, its mandate, objectives and 
execution, and particularly re-appraised its impact on public secondary school administration in Imo 
State with a view to justifying its essence in human resource development, value re-orientation and 
national development.  
 
Servicom 
 Servicom is an acronym derived from the words SERVICE COMPACT. According to 
Obasanjo (2004) service is what we offer ourselves for, and what the people are entitled to expect 
from the government and its institutions. Compact on the other hand is an agreement, contract, 
convenant between parties. Servicom therefore, is a social contract and formal agreement between the 
Federal Government of Nigeria, including all its organs and the Nigerian people. It is an agreement by 
extension, between public servants and all Nigerians by which the Federal Government through its 
institutions promise to render the basic service to which each citizen or consumer is entitled to, in a 
timely, fair, honest, effective and transparent manner. Thus, servicom is a public service reform 
programme conceived to change the system of service delivery in Nigeria.  
 Servicom was inaugurated by the Federal Government of Nigeria on 21st March 2004. 
Thereafter, all tiers of government, ministries, parastatal and agencies of government were instructed 
to inaugurate their own respective servicom units with a mandate to:  
� Prepare and publish quality services designed around customers requirements.  
� Set out citizens entitlements in ways they can readily understand.  
� List fees payable and prohibit illegal demands  
� Demonstrate commitment to provision of services within realistic time frame.  
� Specify officials to whom complaints may be addressed  
� Publish those details in conspicuous places accessible to the public  
� Conduct and publish surveys of customers satisfaction. http://frsc.gov.ng/government-
charters/servicom.  
The broad objectives of servicom include:  
• To provide quality service to the people  
• To set out the entitlement of the citizens  
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• To ensure good leadership  
• To educate the citizens (customers) on their rights  
• To empower public officers to be alert to their responsibilities in providing improved, 
efficient, timely and transparent service.  
http://frsc.gov.ng/government-charters/servicom  
 The ministerial servicom unit of the Federal Ministry of Education was inaugurated on the 9th 
of June 2005 (http://www.Education.gov.ng/servicom).  
 As at November 2016, virtually all Federal parastatals and agencies in Imo State had 
inaugurated their own servicom units, including Alvan Ikoku Federal College of Education, Federal 
University of Technology Owerri, the Polytechnic Nekede, Federal Medical Centre Owerri etc.  
 Earlier in 2008, the Head of service of Imo State had on 2nd July mounted a 3-day training 
workshop on servicom for Imo State public officers on salary grade level 15 and above, including the 
State Ministry of Education and the Secondary Education Management Board (SEMB), managers of 
public secondary schools in Imo State (Kadiri 2008). Impliedly therefore, servicom coverage extends 
to Imo State and its organs, including public secondary schools.  
 
Statement of the Problem  
 By virtue of its mandate and objectives, servicom is supposed, by now, to have impacted on 
the service delivery attitude of public Secondary education providers, particularly, the teachers and 
school administrators, through selective recruitment, training, and motivation to empower them to 
work efficiently for their customers (students) as well as educate the students sufficiently on their 
entitlement from public secondary education providers, to be able to desire for the best service 
delivery practice which servicom stands for. Unavoidably however, majority of public secondary 
school student in Imo State still wallow in ignorance; very timid about their right and entitlements in 
school-customers relations, and bracing themselves with the phenomenon of dearth of teachers, loss 
of valuable learning periods, illegal and exploitative fees etc which result in examination malpractice, 
cultism, low academic standard etc. On the other hand, teachers and administrators of schools still 
involve themselves in unauthorized extra-moral classes, bribery and corrupt practices, intimidation 
and the sort.    
 Whither servicom one may ask. Who is to blame? It thus becomes absolutely imperative to re-
appraise the essence and implementation of servicom in Imo State public secondary schools visa vis 
its mandate and objectives.  
 
Purpose of the Study  
 The general purpose of this study was to re-appraise the effectiveness of servicom as a tool 
for correcting identified wrong value orientations particularly of public secondary education providers 
and students in Imo State. Specifically, the objectives were set out to:  

1. Identify students entitlements in their position as consumers of public secondary education.  
2. Examine quality services designed to settle students’ requirements by school authorities.  
3. Assess the level of empowerment extended to public secondary education providers to work 

for the students.  
4. Evaluate students’ confidence in public secondary education.  

 
Research Questions  
 The study was guided by the following research questions. 

1. What are the students’ defined entitlements in their position as consumers of public secondary 
education?  

2. What quality educational services have schools designed to satisfy students’ requirements.  
3. To what extent is the public secondary school administrator empowered to work for the 

students.  
4. What level of confidence has the students’ in public secondary schools to settle their 

requirements. 
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Methodology 
 The study was a descriptive survey designed to assess servicom operations in public 
secondary schools in Imo State. The population of this study was 201823 comprising 395 principals 
and 201,428 students from 284 public secondary schools in Imo State (SEMB 2013, the SEMB 
Herald 2015). Guided by Kreijcie and Morgan graphical method of determining minimum sample size 
(Kpolovie 2011), a sample size of 560 respondents, comprising 190 principals and 370 students was 
drawn from six educational zones of Imo State using multistage random sampling technique.  
 Four research questions guided the study and researcher made 24 – item questionnaire with 
four point options of SA, A, D, SD was used for data collection. The instrument was validated by 
measurement and Evaluation and Educational Management experts who scrutinized and vetted the 
objectives (purpose) and research questions of the study as well as assessed the question contents of 
the questionnaire to ensure their relevance, suitability and un-ambiguity to respondents. 
 To establish the reliability of the instrument, the final draft of the questionnaire was trial 
tested on 6 randomly sampled respondents who were not part of the study sample. The Cronbach 
Alpha (∝) method of reliability was used to estimate co-efficient of their responses (scores) with 
version 7 of the statistical package for social sciences (SPSS). A reliability co-efficient of 0.75 was 
obtained. The questionnaire was distributed to respondents and data collected were analysed with 
frequency tables and mean scores. Mean score of 2.50 was used as decision point to answer the 
research questions.  
 
Results 
After collation, the data were presented in frequency tables to address the research questions.  
 
Research Question 1 
 What are the students’ defined entitlements in their position as consumers of public secondary 
education?  
Table 1: Mean Scores of Principals and Students on Students Defined Entitlements as 
Consumers of Secondary Education 
S/N Item statement: 

Students entitlements include:  
Principals 
Response 

Student 
Response 

X Decision X Decision 
1 Condusive classroom environment for learning  2.96  Agree  2.72 Agree  
2 Protection from exploitation by school authority.  

3.00 
 
Agree  

 
3.31 

 
Agree  

3 Students freedom of expression and association  2.76 Agree  3.21 Agree  
4 Quality teaching by qualified teachers  2.81 Agree  2.93 Agree  
5 Covering prescribed syllabuses within time frame   

3.00 
 
Agree  

 
2.87 

 
Agree  

6 There are things that students have the right to 
demand for, which the school must do for them  

 
3.13 

 
Agree  

 
3.44 

 
Agree  

7 These entitlement are clearly set out in the students 
handbook  

 
1.25 

 
Disagree  

 
0.67 

 
Disagree  

8 Students’ entitlement are enforced only when the 
school authority wishes to honour them  

 
2.15 

 
Disagree  

 
3.21 

 
Agree  

  
In table 1, data show that principals and students have consensus opinions on what constitutes 
students’ entitlement as consumers of secondary education. In other words, students have right to 
demand and enjoy condusive classroom environment for learning, protection from  exploitation, 
freedom of expression and association, quality teaching by qualified teachers and coverage of 
prescribed syllabuses within time frame.  
 This is authenticated by their high mean scores of 2.96 and 2.72, 3.00 and 3.31, 2.76 and 3.21, 
2.81 and 2.93, 3.00 and 2.87; and 3.13 and 3.44 respectively for principals and students on item nos 
1,2,3,4,5 and 6. On the other hand, they unanimously disagree to item no 7 with mean scores of 1.25 
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and 0.69 respectively, indicating that students’ entitlement are not set out in the students handbook. 
However, they disagree on item no 8. While student opine that students entitlements are enforced only 
when the school authority wishes to honour them, principals hold the opposite view. Mean scores of 
2.15 and 3.21 for principals and students’ illustrate this stand.  
 
Research Question 2 
 What quality educational services have schools designed to satisfy students’ requirements in 
Imo State 
Table 2: Mean Scores of Principals and Students on Quality Educational Services Designed by 
Schools to Satisfy Students’ Requirements 
  S/N Item statement: 

Quality educational services that satisfy students’ 
requirements   

Principals 
Responses 

Student 
Response 

X Decision X Decision 
9 Well paid, trained and motivated teaching staff that 

demonstrate zeal and commitment. 
 
1.91 

 
Disagree  

 
1.52 

 
Disagree  

10 Healthy, safe and gender-sensitive learning 
environment  

 
2.56 

 
Agree  

 
2.01 

 
Disagree   

11 Rich learner oriented curricular  2.50 Agree  2.32 Disagree  
12 Application of modern instructional resources and 

technology  
 
2.48 

 
Disagree  

 
2.16 

 
Disagree  

13 High standard measure of students’ academic 
performance  

 
2.59 

 
Agree  

 
1.89 

 
Disagree   

14 School programmes are relevant but not effective to 
satisfy students requirements  

 
2.62 

 
Agree  

 
2.61 

 
Agree  

15 School services/activities need to be reviewed and 
upgraded to be able to satisfy students requirements 

 
 
2.71 

 
 
Agree  

 
 
2.83 

 
 
Agree   

16 There is nobody to complain to when services 
rendered are not satisfactory  

 
2.41 

 
Disagree  

 
3.16 

 
Agree  

 Cluster Mean  2.41  2.31  
 
 Data on table 2 indicate that both respondents agree that public secondary school programmes 
are relevant but not of quality and advocate that they should be up-graded to be able to satisfy 
students requirements. This is illustrated by high mean scores of 2.61, 2.61 and 2.71, 2.80 for 
principals and teachers respectively in item nos 14 and 15. Also, low mean scores of 1.91, 1.52 and 
2.48, 2.16 for both respondents in item nos 9 and 12 show that teaching staff are not well paid or 
trained and that modern instructional resources and technology that yield quality educational service 
are not applied. Principals and students differ in their opinions on item nos 10, 11, 12 and 15 with 
divergent mean scores of 2.56 and 2.01, 2.50 and 2.32, 2.59 and 1.89 and 1.96 and 3.16 respectively. 
However, low cluster mean score of 2.41 and 2.31 show that educational services designed by school 
administrators are not quality enough to achieve students’ requirement.  
 
Research Question 3  
 To what extent is the public secondary school administrator empowered to work for the 
students.  
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Table 3: Mean Score of Principals on Extent of Empowerment of Public Secondary School 
Administrators to Work for Students 
S/N Item statement: 

Extent of empowerment of school administrators  
Principals Responses 

X Decision 
17 Selection and deployment of qualified teachers of public 

secondary schools for servicom schedules   
 
1.98  

 
Disagree   

18 Conduct of regular training workshops and seminars for serving 
teachers/administrators on servicom   

 
2.10 

 
Disagree  

19 Improvement of service conditions and remunerations for public 
secondary school workers involved in servicom duties    

 
1.72 

 
Disagree  

20 Enlightenment of teachers/administrators on the rights and 
entitlements of students  

 
0.96 

 
Disagree  

21 Recognition and prompt reward for satisfactory services 
rendered.  

 
1.24 

 
Disagree  

  
Table 3 contains items on extent of empowerment of public secondary school administrators. 
Respondents disagree with all the items in this cluster, as shown by low mean scores of 1.98, 2.10, 
1.72, 0.96 and 1.24 for items nos 17, 18, 19, 20 and 21. This indicates the teachers and principals 
(school administrators) are not involved in servicom duties trainings and benefits to empower them to 
work for students to the satisfaction of their requirements.  
 
Research Question 4  
 What level of confidence has the students’ in public secondary school to settle their 
requirements  
Table 4: Mean Score of Students on Students Level of Confidence in Public Secondary Schools  
S/N Item statement: 

Students’ level of confidence   
Principals Responses 

X Decision 
22 Public secondary schools have all that it takes to satisfy students’ 

requirements    
 
1.93  

 
Disagree   

23 Public secondary schools need to be up-graded to be able to satisfy 
students requirements  

 
2.72 

 
Agree  

24 Public secondary schools are not equipped and cannot satisfy 
students requirements in this 21st century.  

 
2.51 

 
Agree  

  
 Data on table 4 on students confidence in public secondary schools revealed high mean score 
of 2.72 on item no 23 indicating students low confidence in the capability of public secondary schools 
to satisfy their requirements and interests. Mean score of 2.51 on item no 24 affirm the fact that public 
secondary schools in Imo State are not equipped for the purpose. While low mean score of 1.93 on 
item on 22 rejects the view that public secondary schools have what it takes to satisfy students 
requirement and consolidates students’ low confidence.  
 
Discussion of Findings 
 The findings of the study indicate that the expected change in service delivery has not 
occurred. Poor service delivery and failure to meet public expectation is visible in public secondary 
schools of Imo State, implying that servicom service charter is perhaps yet to come afoot in the sector.  
 The study revealed that as consumers of public secondary education, students require and 
expect to be accorded the right to condusive classroom environment for learning, the right to 
protection from exploitation, freedom of expression and association, quality teaching by qualified 
teachers and coverage of prescribed syllabuses within time frame. These identified rights, aspirations 
and interests represent according to Obasanjo (2004) services that institutions (schools) offer 
themselves for and which the people (students) are entitled to expect from them. They are  also, the 
entitlements which servicom demands and mandates agencies and parastatals to set out in ways that 
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can be readily understood (http://frsc.gov.ng/government-charters/servicom). However, the study 
further disclosed that these students’ entitlements are not clearly set out or enforced by school 
authorities in Imo State. It is therefore pertinent to insist that these identified entitlements need to be 
articulated and set out as a document in clear and understandable terms, to be legitimate and 
enforceable, pursuit to servicom mandate. Else, teachers and school administrators will continue to 
dictate the tone of service delivery which the study has described as unsatisfactory to the students.  
 It is the finding of this study also, that educational services designed by public secondary 
schools in Imo State are relevant to students requirements but not qualitative and effective to satisfy 
them. For instance, it is made evident by the study that teaching staff are not well paid or availed of 
training opportunities and that application of modern instructional resources and technology in 
classroom teaching is relegated. It must be recalled however, that servicom mandate includes among 
other things, that institutions and units should prepare and publish quality services designed around 
customers requirements. (http://frsc.gov.ng/government-charter/servicom). In the opinion of the 
students, health, safe and gender-sensitive learning environment, Rich learner oriented curricular and 
High standard measure of students’ academic performance are some of the desired quality educational 
services that are relevant to their requirements but lacking. The study substantiated students’ opinion 
that there are no specified officials to whom complaints may be addressed. This scenario falls short of 
servicom mandate to institutions to specify officials to whom complaints may be addressed 
(http://frsc.gov.ng/government-charter/sercicom).  
 The broad objectives of servicom as a public service reform programme include among 
others, to empower public officers to be alert to their responsibilities in providing improved, efficient, 
timely and transparent service, and to educate citizens (customers) on their rights 
(http://frsc.gov.ng/government-charter/servicom). But the study has made it evident that teachers and 
principals are not involved in servicom duties, trainings and benefits in Imo State. The implication is 
that they are precluded from the entire servicom programme. This finding puts to question, Kadiri’s 
report that a 3-day training workshop on servicom for Imo State public officers on salary grade level 
15 and above mounted by the Head of Service of the state included the Ministry of Education and 
Secondary Education Management Board (SEMB) staff and teachers (Kadiri 2008), and confirms that 
servicom is not in vogue in public secondary schools in Imo State. A reform programme that 
precludes teachers and students is to say the least faulty. This situation lends credence to the assertion 
by Obasanjo that “our public offices have for long been show-cases for the combined evils of 
inefficiency and corruption, whilst being impediments to effective implementation of government 
policies” (Obansanjo 2004).  
 Finally, the study indicated that students have low confidence in the capacity of public 
secondary schools in Imo State to satisfy their requirements. Neither the Secondary Education 
Management Board (SEMB) nor the Ministry of Education has conducted a survey of customers 
satisfaction with the operation of servicom in public secondary schools in the state as mandated by 
servicom (http://frsc.gov.ng/government-charter/servicom). This study has taken note of students’ 
contention that public secondary schools in Imo State are not equipped and cannot satisfy students 
requirements in the 21st century. This proclamation is an affirmation of failure on the part of servicom 
as a reform programme, and by extension the Federal Government of Nigeria to live-up to her contact 
and promise to render through its institutions timely, fair, honest, effective and transparent basic 
service entitlements of the citizenry. (Obasanjo 2004).                 
  
Conclusion 
 The usefulness of servicom as a public service reform programme has not registered in Imo 
State. it is essentially necessary to re-orient public officers and particularly teachers and school 
administrators service delivery attitudes towards quality, timely, honest, effective, fair and transparent 
service delivery culture practiced all over the world. This will improve human resource efficiency, 
enlist qualitative education and enhance national development.  
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Recommendations 
 Based on the findings of this study, the researchers recommend the following:  

1. Imo State government should investigate to determine possible hindrances that incapacitate 
servicom programme in Imo State, with a view to reactivating it.  

2. Servicom units should train selected public officers to help prosecute servicom reform 
programme in Imo State and particularly Ministry of Education and Public secondary schools 
of the state.  

3. Ministerial servicom units in the state should start creating awareness and sensitizing Imo 
citizenry against prevalent poor service delivery culture in the state.  
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