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1.0 DESCRIPTION OF THE RESEARCH UNDERTAKEN 

According to Knight et al. (2007), in many economies in the developed world, procurement expenditure from 

the private sector represents around 40% - 50% in the public sector. Due to its obligations to the citizenry through 

acquisition of goods, works, and services, it has gain due attention from the media, civil society, donors, researchers, 

academicians, and other stakeholders.  This is because the public constitutes the taxpayers and they are the ones who 

contribute money to the government for all those acquisitions and therefore need to be served better. There are several 

benefits connected to the role of procurement activities but there are also challenges that hamper its effectiveness to 

achieve the intended purpose. Serpytis et al (2011) asserts that generation of monetary savings have been the main 

purpose of public procurement which directly has a great impact on the total costs of public institutions.  

Knight et al. (2007) assert that ‘even though there are substantial total value associated with public sector 

purchases, not much research has been undertaken to assess the public procurement systems across nations for 

improvement. In the report of Public Procurement Authority in 2009, it was stated that the government loses a 

significant percent of its annual budget through ineffective procurement practices in most government organizations. 

To what extent does this assertion apply to the current procurement processes in the public sector?  Therefore, it is 

significant for this research to be undertaken to investigate the effectiveness and issues related to public procurement 

and quality service in the public sector.  
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Abstract  

There has been a major concern about how corporate bodies’ especially public 

institutions apply the effectiveness and efficiency of procurement systems in 

achieving their procurement and organizational objectives respectfully. 

(OECD, 2010). Increasing the effectiveness and efficient use of state funds 

necessitates the existence, implementation and operationalization of an 

adequate procurement system by all public entities to achieve expected goal. 

This research sought to know the extent of effectiveness of procurement systems 

in attempt to achieve quality service in the public sector.  The objectives were 

to analyze factors that contribute to successful procurement systems and also 

identify challenges that hamper the achievement of effective procurement 

systems to achieve excellent quality service. The researcher randomly selected 

six (6) public institutions that served as the case study area. The target 

population included procurement practitioners and other internal procurement 

stakeholders. This research adopted the quantitative survey questionnaire as 

the main data collection instrument to gather information from fifty-one (51) 

respondents. Even though results revealed that the application of procurement 

principles was satisfactory to some extent, it was gathered that the entire 

procurement operation do not achieve value for money which should be a 

major concern for the government, institutions, procurement practitioners, 

donors, and other stakeholders. Centralized procurement systems is most 

practiced, preferred, and efficient to some extent. Lack of funds, conflict of 

interest, and poor team work were identified as the three most challenging 

factors facing procurement operations. It was finally established that there is 

positive relationship between procurement and quality service since quality 

service is seen as dependent on procurement operation. Therefore, with proper 

procurement management the expected quality service by institutions will be 

effected and where inefficient procurement management is exhibited, then the 

expected quality service is negatively affected. 
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1.2 Background to the Study  

Every organization aim of procurement is to make use of resources by reducing the spending of the 

organization’s cash resources so as to maximize profit.  Dobler et al (1996) asserts that ‘organizations can employ 

proactive measures of procurement strategies and techniques to maximize profit in order to contribute to the 

achievements of the organization. In corporate business, procurement professionals embark on strategies to explore 

opportunities in the supply market to acquire the right goods and services in their quantity for the right price at right 

time and place. These acquisitions are done through proactive planning, identification, sourcing, contracting and 

contract management that an organization need or may need to meet its strategic and commercial objectives. A 

procurement system can never be effective without employing strategic supply chain management which consist of 

all parties involved, directly or indirectly through constant flow of information, materials, and funds between different 

stages to fulfill a customer or employee request. The players in the supply chain management include both internal 

and external players to an organization. They may include manufacturers, suppliers, employees, management, 

transporters, warehouses, and others.   

In the year 2010, the report of Organization for Economic Cooperation and Development (OECD) indicated 

that governments as well as international development community are very much concern about how corporate bodies 

especially public entities apply the effectiveness and efficiency of procurement systems in achieving their procurement 

and organizational objectives respectfully. Increasing the effectiveness and efficient use of state funds necessitates the 

existence, implementation and operation of an adequate procurement system by all public entities to achieve the 

expected goal. There are several areas of interest within the procurement function to study such as contract 

management, supply relationship, inventory control, tendering, sourcing, just to mention a few that contribute to 

expected goal of procurement. This thesis is geared towards another significant area of procurement “effectiveness of 

procurement systems in achieving quality service in the public sector of Ghana”. Procurement systems can be 

describing as prescribe procedures, measure, and methods which organizations use for their acquisition of goods, 

works and services to meet their operational needs.  

 

1.1 Statement of the Problem 

Nowadays there are varied and practically endless goods, works and services procured by corporate entities. 

Some of these include cleaning services, IT systems and equipment, consultancy services, food supplies, real estates, 

and others. Most of these acquisition decisions are made at the strategic level because of procurement importance to 

corporate competiveness and attractiveness trend. Due to this, Parikh and Joshi (2005) reveals that organization 

decision makers are now restructuring their procurement function to achieve optimal operations. Procurement is now 

a big business and that the government remains the biggest entity that does procurement and disposal on a larger scale 

in most countries which attracts a countless players and stakeholders (Ondiek & Deya, 2013). The government does 

procurement from the smallest consumables to multi-million projects to meet the needs of the citizenry.  According 

to Knight et al. (2007), in many economies in the developed world, procurement expenditure from the private sector 

represents around 40% - 50% in the public sector. Due to its obligations to the citizenry through acquisition of goods, 

works, and services, it has gain due attention from the media, civil society, donors, researchers, academicians, and 

other stakeholders.  This is because the public constitutes the taxpayers and they are the ones who contribute money 

to the government for all those acquisitions and therefore need to be served better.  

There are several benefits connected to the role of procurement activities but there are also challenges that 

hamper its effectiveness to achieve the intended purpose. Serpytis et al (2011) asserts that generation of monetary 

savings have been the main purpose of public procurement which directly has a great impact on the total costs of 

public institutions. Knight et al. (2007) assert that ‘even though there are substantial total value associated with public 

sector purchases, not much research has been undertaken to assess the public procurement systems across nations for 

improvement. In the report of Public Procurement Authority in 2009, it was stated that the government loses a 

significant percent of its annual budget through ineffective procurement practices in most government organizations. 

To what extent does this assertion apply to the current procurement processes in the public sector? Therefore, it is 

significant for this research to be undertaken to investigate the effectiveness and issues related to public procurement 

and quality service in the public sector.  

 

1.2 Primary Objectives  

The primary objectives of study are to assess the effectiveness of procurement systems in achieving quality 

service in the public sector of Ghana 

 

1.4 Secondary Objective 

The secondary and main objectives of the study is being as follows: 
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o To analyze the factors that should be emit to make procurement systems successful.  

o To identify challenges (gaps) that hamper the achievement of effective procurement systems to achieve an 

excellent quality service. 

 

1.5 Limitation of Study 

This research work intends to assess the effectiveness of procurement systems in achieving quality service 

in the public sector. The constraints that confronted the study include the following: The research covered the 

procurement practices in selected public institutions.  However, selecting only six institutions to analysis their 

procurement systems may not be a fair reflection of public entities across the country. Considering the magnitude of 

time and finance involved and also difficulties in gathering the data, there were difficulties in face-to-face interactions 

with respondents at the headquarters. This limited the researcher to only use the quantitative method where survey 

questionnaires were used as the main data collection tool.  

 

1.6 Design and Overview of Study 

1.6.1 Scope of Study 

Six (6) public institutions were selected to represent the entire public sector. They include Ghana 

Broadcasting Corporation (GBC), Ghana Statistical Service (GSS), Ghana Irrigation Authority (GIDA), Lands 

Commission (Survey and Mapping Division), Management Development and Productivity Institute (MDPI), and the 

National Disaster Management Organization (NADMO). These institutions have other regional centres and offices 

but their headquarters were chosen for the study.  

 

1.6.2 Research Questions 

The following questions guided the formulation of the research questionnaires which facilitated data 

collection to arrive at the correct conclusion.  

 What can be addressed as effective procurement systems that helps to achieve customer satisfaction?  

 What are the gaps in the procurement systems that need to be addressed to achieve an effective for 

procurement systems and excellent quality service? 

 

1.6.3 Hypothesis 

Successful completion of thesis in the public sector depends mostly on how procurement policies, practices 

or procedures are effectively applied. Therefore, with proper procurement management, the public sector is sure to 

achieve value for money where sound policies, practices and procedures are ensured. In the year 2003, it was revealed 

that procurement expenditure consumed about 66.15% of the entire total budget as stated in the Government of Ghana 

Economic and Policy Statement (Obeng-Mensah, 2014). But there has been misappropriation of funds due to 

ineffective procurement operation in the public sector as reported by PPA in 2009. As a result, the rational of the study 

sought to investigate the extent of effectiveness to which the current procurement systems contribute to the 

achievement of quality service in the public sector.  

o Null Hypothesis (H0): There is no relationship between the effectiveness of procurement systems in 

achieving quality service in the public sector of Ghana at 95% confidence level.  

 

o Alternative Hypothesis (H1): There is a relationship between the effectiveness of procurement systems in 

achieving quality service in the public sector of Ghana at 95% confidence level.  

 

 

1.6.4 Organization of the Study 

This research work is divided into five main chapters. Chapter One which is the introductory part of the 

research work contains the background, statement of the problem, objectives, research question, scope, significance, 

limitation, and organization of the study. Chapter Two discusses the concepts in procurement and also review opinions, 

findings from different authors of books, journals, publications, and others.  The Chapter Three also deals with 

methodology used for the study. It presents the methodological procedures and approaches used in conducting the 

research. It comprises the research design, population, sampling method, and data collection methods.  Chapter Four 

discusses the results. It involves the use of tables and figures to explain and understand the data collected (responses) 

from respondents.  Chapter five deals with summary, conclusion and recommendations. This section summarizes the 

major findings and draws conclusion base on the findings and finally recommends appropriate interventions where 

necessary. Figure 1.1 below summaries the work flow of the study. 
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Figure 1.1: Workflow of the study 

1.7 Summary  

The government uses taxpayers’ money to fund procurement activities to provide the needs of the citizens. 

Public procurement is a major factor for public accountability through which taxpayers’ money can be used 

judiciously. The judicious use of taxpayers’ money can only be achieved through procurement when effective and 

efficient systems are implemented and operationalized. The main essence of public procurement is to contribute to the 

national economic growth and poverty reduction towards the achievement of national development goals.  This helps 

the government to attain its responsiveness and responsibility towards the needs of the citizens. It is therefore relevant 

for a study of this nature to be undertaken to highlight areas of success and challenges where government, 

organizations and partners can apply to evaluate the quality and effectiveness of procurement systems and operations 

to support a noble course. This will offer greater effectiveness in the use of funds in meeting their obligations. It will 

also help them formulate a capacity development plan and strategies to improve procurement systems.  

Finally, the study is also intended to provide value addition by way of identifying gaps and make 

recommendations to shrink the gaps in procurement activities for customer satisfaction. Primary and secondary 

sources were used for the data collection. Structured questionnaires were developed and administered to respondents 

(procurement officers, stores, auditors, accounts officers and other procurement stakeholders in the public sector. The 

source of secondary data used include newspapers, articles, journals, reports, and other documents relevant to the 

research area. Simple Random Sampling method was used in selecting the public entities for the study. Microsoft 

Excel and Statistical tools such as SPSS were used to analyze the data collected. 

 

2.0 LITERATURE REVIEW 

This chapter discusses the various concepts connected to the topic and also review opinions, findings from 

different authors of books, journals, publications, and others. It also serves as sources of foundation for this research 

work. To improve procurement in all sectors, the study of Lewis and Roehrich in 2009, (as cited in Musanzikwa, 

2013) suggest that ‘organizations should have clearly defined procurement policies for understanding. Shaw (2010) 

also recommends that before payments are made, organizations should always ensure that sufficient procedures 

including monitoring and evaluation are undertaken to ascertain that work has satisfactorily been performed and 

completed. This policy will help determine how procurement activities are carried out by organizational buyers and 

how they should conduct themselves. Maurer (2004) asserts that, it is important for companies to partly compare their 

procurement operations with other comparable companies through benchmarking process to test whether value for 

money is being achieved or not. This will help companies to seek continuous improvement and identify good practice.  

It is therefore significant for organizations to benchmark their operations which serves as critical part for improvement 

process for all areas.  

Again, procurement must be integrated seamlessly with the other functional areas (such as Finance, 

Distribution, Engineering, Production, Research and Development, HR and Warehousing) within the organization. 

This integrated approach will help contribute to efficient and cost effective service delivery in a timely manner for 

maximum satisfaction. (Shaw, 2010; Musanzikwa, 2013). Due to the significant impact of procurement in 

organizations, there is the need to develop public procurement. Accordingly, organizations can apply the Kaizen 

Continuous Improvement model which is the best Japanese thinking and management practices applied for improving 

efficiency, productivity, quality and, in general business excellence. Karkoszka and Honorowicz (2009) revealed that 

the system basically consists of defining areas and identification of cause for improvement; key problem selection 

through analysis; identification of the cause of improvement; measuring, analysing and comparing results; and 

standardization. 

 

2.1 Development of the Study 

2.1.1 Dependent and Independent Variables 

CHAPTER THREE 

Methodology  

CHAPTER FIVE 

Summary, Conclusion and 

Recommendations 

CHAPTER ONE 

Introduction 

CHAPTER WO 

Literature Review 

CHAPTER FOUR 

Results and Discussions 
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In this study quality service is the dependent variable which is the key concentration in which the variance is 

attempted to be described by the independent variable of procurement systems or management. Factors for dependent 

variables (quality service) is the level of customer satisfaction where a customer perceive a service delivered as being 

satisfactory, exceptional or failure.  Factors for the independent variable (procurement systems) also include 

procurement principles, planning, structure, and monitoring and control. These factors of the independent variables 

were examined to establish the effectiveness of application or usage by institutions towards the achievement of quality 

service.  

 

2.1.2 Concepts of Procurement   

The term procurement is usually confused with purchasing. Procurement is modern, complex and has a wider 

term than purchasing. According to Lyson and Farrington (2006), procurement generally includes activities prior to 

the act of purchase, such as: identification and definition of a business needs; surveying the market to identify potential 

suppliers and gather intelligence. They argued that traditional definitions of purchasing are outdated and insufficient 

when it comes to what organizational buyers actually do. They imply that purchasing is reactive, transactional, and 

tactical whilst procurement is proactive, relational, and strategic and has integrated role of the function in modern 

organizations. Hence its adoption in many organization charts and job titles. In the nutshell they defined procurement 

as ‘a functional area of business or a player in the supply chain responsible for acquisition of inputs or supplies to 

support an organisation corporate strategy and competitive advantage. It can be concluded from the explanation above 

that procurement is a business function that acquire inputs (goods and services) for the organization in relation to the 

right price, source, quantity, time, source to meet the needs of users and also contribute to the organisation financial 

and corporate objectives.  

 

2.1.3 Importance of Procurement  

Procurement function play an essential role in the achievement of organizations objectives with regards to 

operation, planning and spend. Musanzikwa (2013) recommends that expenditure on procurement should be managed 

effectively by spending officers to realize it optimum value since it absolves a larger portion of the total expenditure.  

There are three essential elements or principles that embraces procurement. These include transparency, 

accountability, and efficiency and effectiveness. The principle of efficiency and cost effectiveness of procurement 

relate to ways and means of attaining the ‘six rights’ of procurement which include price, time, quality, quantity, place 

and product. (Caldwell et al., 2009; Musanzikwa, 2013). It was further revealed by Benslimane et al. (2005) that the 

procurement rights can be realized to achieve the following specific objectives and importance. 

a. To bargain and acquire quality organizational inputs (goods and services) economically from right sources;  

b. To select capable and efficient suppliers and ensure timely delivery of supplies; 

c. To repetitively locate, assess and develop economical and dependable suppliers and guarantee stable supply 

of supplies to avoid disruption of production or operation. 

 

2.1.4 Procurement Systems 

Every organization has a set of systems which serve as a source of its foundation, operation and existence. 

All business functions (marketing, sales, procurement, accounting, research and design, production, human resource, 

etc.) within an organization have their own specific systems that regulate how they operate and contribute to the 

organization success. One of this is the procurement function which has a formulated system that regulate the 

procurement activities. An effective procurement system can be a means of problem solving and also provide win-

win situation to all stakeholders. It has become a nerve centre of performance in both public and private sector and 

therefore there is the need for a tight system to be adopted and followed. According to Wai-leong (2014), the 

procurement system would contain the authorization of procurement, drafting tender documents, sending out tender 

documents, the selection criteria of contractors, getting approval from management and incorporated owners, and 

finally signing of contract agreement.  

 

Various Systems of Procurement: Islam (2014) asserts that there are various systems of procurement implemented 

by various organizations. The common systems are centralized and decentralized systems or the hybrid systems. The 

Chartered Institute of Purchasing and Supply (CIPS) (2011) mentioned a number of key factors that influence the 

design of a procurement or supply function as follows: 

a. The size, nature and role of the procurement task in the organization. As the size and specialization grows, 

additional attention may need to be given to mechanism for control and communication. It may also be a dedicated 

function, reporting at the highest level of the organization – or it may be a subsidiary function reporting through 

production, finance or commerce. 
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b. The structure and environment within which procurement operates.  

The internal organization structure: what function procurement reports to (and at what level); what mechanisms are 

there to co-ordinate procurement activities with those of other functions; who the internal customers of procurement 

are; how procurement competence and contribution is perceived and measured in the organization; the impact of 

corporate policy on procurement roles and responsibilities; and so on. 

c. The external supply market and the organization’s supply base: its size, geographical spread, structure, degree of 

specialization, and critical success factors. 

d. The strategic objectives of the procurement function. For instance, if cost reduction is the priority, procurement 

may be centralized to enable economies of scale. If customer is a priority, it may have decentralized or ‘devolved’ 

to allow responsive ‘local’ decision-making or organized by customer group. If supply performance is a priority, 

the function may be organized by commodity (for specialization) or supplier group for better relationship 

management) 

 

Lyson and Farrington (2012) argued that the existence of diversified and / or geographically dispersed multi-divisional 

organizations raises the issue of whether to centralize or decentralize procurement functions. They further stated that 

an organization that operates through a number of branches or divisions, perhaps separated by considerable distances, 

may consider a single procurement function at the head office (centralization) or separated functions at each division 

(decentralization).  

 

Centralized Procurement systems: Dimitri et al. (2006) described centralized procurement as a system whereby 

procurement function is controlled at one local location of a firm in which the procurement needs of the organization’s 

units are undertaken by the central procurement unit, CIPS (2012) identified key advantages of centralized 

procurement:  

a. Specialization of procurement staff: It offers practitioners the opportunity to develop knowledge in specialized 

techniques, procedures or category of procurement. 

b. Potential for the consolidation of requirement: Requests from the various units can be put together into single, 

larger orders or contracts for cost reduction (transaction and transportation) and also obtain economies of scale. 

c. Better procurement activities coordination, and monitoring and control: Procurement activities are better 

coordinated, monitored and controlled to achieve better value for money.  

d. Specifications are better standardized: It may facilitate consolidation of orders; reduction of inventory and 

handling costs; focusing the supplier base and improve quality management. 

 

Disadvantages of Centralized Procurement:  
Cousins et al. (2008) identified the following as disadvantages of centralized procurement systems. 

a. Problem in controlling remote units and Occurrence of Attitudinal Problem: Even though it may run very 

excellently, officers at the other centres may criticize the system simply because it is seen as imposed, while one 

that leads to errors will be grasped with enthusiasm as an opportunity to show dissent. 

b. Sabotage: Divisional purchasing staff in other branches or other operating units who are, in effect, the ‘customers’ 

for purchasing servicers may often feel they have a right to autonomy, since it is they who answer for the 

performance of their operation. This commonly leads to ‘bucking the system’. Once this starts (and it is observed 

to be a very common practice) the integrity of the centralized system can never be assured. Local knowledge at 

the divisional level may be very valuable and a system that seeks to suppress this may lead to missed opportunities.  

 

Decentralized Procurement: Many of the advantages of decentralized procurement comes from removing the 

disadvantages of centralized procurement. (Cousins et al., 2008). Some of the advantages includes: 

a. Autonomy: Managers in the other divisions have absolute control over their own purchasing 

and therefore critical resources must be made available by corporate planners.   

b. Cross-Deals: It enhances communications and foster teamwork among staff. This will help 

operating departments to benefit from user expertise and minimizing maverick buying by 

users.  

c. Customer focus: It makes purchaser to be closer to internal and external customers which 

enables them to develop a better understanding of user needs and also react to environmental 

change more promptly. 

d. Reduce cost and risk of procurement operations. It offers reduced cost of transportation, 

transport risk and shorter delivery times due to the direct dealings with local suppliers.  
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Disadvantages of Decentralized Procurement   
Cousins et al (2008) identified lack of communication and coordination between units or divisions; and control 

difficulties as a result of maverick purchasing as some disadvantages of decentralized procurement system. 

 

Hybrid systems: This system uses both the centralized and decentralized systems which is common in practice in 

today’s business can be referred as the Matrix structure. (Lyson, 2012). According to CIPS (2012), there are specific 

hybrid models and approaches that have been developed. The most popular ones are as follows: 

a. Center Led Action Network (CLAN): This approach is relative decentralized model and has the following 

characteristics.  

 Procurement staff are mainly located in different business units and they primarily report to the local 

management of their business unit with secondary responsibility to a small procurement centre (generally 

located at corporate head office)  

 The system lead’s and coordinate the link between local buyers, by formulating policy, setting standards and 

encouraging best practices. 

 

b. Strategically-controlled Action Network (SCAN): This approach is relatively a centralized model.  

 Structurally, SCAN also operates like the CLAN, except that procurement staff at the other centres or 

branches report primarily to the central procurement unit of the head-office.  

 The central unit is responsible for strategy, policy, and training and performance management. It also includes 

centralized category managers, who are responsible for particular categories of goods or services procured 

across the organization. SCAN has overtaken CLAN in many large organizations which want to leverage 

procurement expertise although it shares the corresponding disadvantages of centralized operations.  

c. Lead Buyer Approach: Is one way in which responsibilities can be devolved in a CLAN. Defined procurement 

responsibilities are delegated to designated members of user departments, as ‘lead buyers’ for a particular category 

of procurement. The lead buyers are not procurement professionals, and may require support from policies, 

procedures and guidance from a centralized procurement team. However, where it is implemented effectively, it 

can serve to improve communication and relationships between procurement and user departments and to spread 

procurement best practices more widely in the organization. 

d. Business Partnering: With this approach, a member of the procurement team works within a user department 

(typically, one in which there is large or complex spend. He/she represents the procurement function, liaises with 

the user department, and identifies situations where procurement or supply chain expertise can add value. 

 

2.1.5 Private and Public Procurement  

Public procurement has progressively been used in both public and private sector due to its significance. The 

fundamental objectives that underpin procurement practices in private and public institutions often differ as a result 

of different business environment they operate. Though both may use similar techniques, their applications may differ 

due to the fact that they each have different intent. Capgemini (2012) defined public procurement as the use of public 

funds by government entities (ministries, agencies, departments and other state owned organizations) to acquire or 

secure goods and services to support operations of the organisation. 

 

2.1.6 Public Procurement Act, 2003 (Act 663), Ghana 

The Government of Ghana enacted the Public Procurement Act, 2003 (663) in the year 2003 to regulate the 

procurement function in the Ghanaian public sector. It provides general standards and procedures that governs 

procurement.  

 

2.1.7 Procurement Structures 

a. Public Procurement Authority (PPA): The Public Procurement Authority (PPA) was established as a 

constitutional advisory body to coordinate, direct and develop public procurement practices and procedures in 

Ghana. It ensures that rules and regulations as stipulated in the Act are consistently complied by all public 

institutions. The main objectives of the Act provide uniform procedures, transparency and accountability for all 

procurement operations to achieve value for money. It covers the standard procurement cycle from procurement 

planning to completion of contracts and general evaluation of procurement performance. Consistent application 

of the Act by public institutions is important to realize and improve effectiveness, efficiency, transparency, 

uniformity of documents and decisions as expected. 
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b. Procurement Entity (PE): The Act describe Procurement Entity as any organization or person that is mandated 

legally or administratively to do procurement. 

 

c. Head of Procurement Entity (HE): The Head of Procurement Entity is any officer to whom power is given to 

ensure that the rules and regulations enshrined in the Act are abided. The HE is mandated by the Act to establish 

Procurement Unit and recruit or staff the unit with experience and competent personnel with requisite 

qualifications to manage procurement operations on behalf of the organization. The procurement responsibilities 

include assessing and approving contracts recommended or submitted by the Procurement Unit or the Tender 

Evaluation Panel; act’s as Chairman for the Entity Tender Committee or sit as a member in the case of Tender 

Review Board.; sign contracts on the entity’s behalf; and resolve or review complaints submitted by aggrieved 

tenderers (suppliers, contractors, or consultants) under Section 79 of the Act. 

 

d. Procurement Unit (PU): A Procurement Unit is a functional area in the Procurement Entity responsible for all 

procurement acquisitions and management of procurement processes.  

 

e. Entity Tender Committee (ETC): Section 1 of the Act stipulates that every Procurement Entity is required to 

establish a Tender Committee to review, update and approve procurement plans submitted by the Procurement 

Unit. The committee is also responsible to reject a submission with reasons for award of contracts within its 

approving threshold submitted or recommended by either the Tender Evaluation Board or the Procurement Unit. 

 

f. Tender Evaluation Panels: Is an adhoc body of not more than five members appointed to assist the work of the 

Entity Tender Committee by evaluating tenders. The members are required to be skilled, knowledgeable and 

experience relevant to procurement requirements.  

 

2.1.8 Procurement Principles  
Public as well as private procurements are subject to central principles which in effect achieve the intended 

purpose of all procurement activities. As stipulated in the Act 663, the public procurement principles include 

Professionalism, value for Money, Competition, Accountability, Fairness, Efficiency, Ethical Approach, and 

Separation of Duties.  

 

a. Professionalism: It is required that procurement operations is to be managed by competent, knowledgeable, 

skilled and qualified personnel in order to make informed procurement decisions in every Procurement Entity.   

 

b. Transparency: It is expected that public procurement is executed in a fair and transparent procedures where 

same procedures and information are applied to all prospective tenderers that want to do business with the 

government.  

 

c. Value for Money (Economy): This principle is vital in measuring the effectiveness of procurement process 

(inputs and outcomes). It is the ideal way of assessing the whole life cost and quality to procurement that meet 

users’ expectation or needs. Organizations are expected to achieve value for money for every items procured or 

in their procurement processes. Some time ago, organizations have the assumption that the value for money is 

achieved by just accepting the lowest tender price submitted by a prospective supplier. But currently, whole value 

for money in procurement is considered on the basis of the whole life cost of the item procured. This include price 

of the item, installation, maintenance, and other non-monetary factors. 

 

d. Competitiveness: The Act require entities to encourage larger participation of suppliers in the tendering 

processes. Procurement practitioners are to use advertising, sourcing reviews, pre-qualifications, and transparent 

procedures to encourage fair and transparent competition for suppliers so as to minimize costs and increase 

potential supply base for their entities. 

 

e. Ethical Approach: This is connected with beliefs and principles about what is right and wrong. It governs actions 

and decisions.   

 

f. Separation of Duties: The Head of Entity in every public institutions is required to ensure that the principle of 

separation of duties is maintained through the assistance of the procurement officer or project manager (in the 

case of projects).  This prevents interference in public procurement processes. In situations where there are staff 
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constraints, management should try as much as possible to ensure that the procurement processes are controlled 

by someone with procurement background or knowledge.  

 

2.1.9 Procurement Cycle  
This is the cycle that establishes what is required or done at every stage of the procurement process. It begins 

with planning through sourcing, contracting and contract management, storage, distribution, disposal and evaluation 

as captured below. 

 

 

 

                         

                                                             PROCUREMENT CYCLE 

 

 

  

 

 

 

 

 

 

 

Fig 2.2: Procurement Cycle 

 

 

a. Planning: The procurement cycle is initiated by planning whereby the needs of user departments are determined 

and specified. It is stipulated in Section 21 of the Act that by the end of each financial year, the Procurement Unit 

is required to prepare a procurement plan for the subsequent year. The plan is to be approved by the Entity Tender 

Committee before it is implemented. The plan consists of source of funding; aggregation of common items into 

single; estimate of each procurement package value; start and end date of each package; and others.  

 

b. Sourcing: At this stage, the Procurement Unit apply the necessary procedures to source for potential suppliers 

through advertising, pre-qualification using the appropriate procurement method. It also include issuing prepared 

tenders documents to suppliers, evaluation of tenders to select the most economical and advantageous tenderer.  

c. Contracting: After selecting the most qualified tenderer, effort is made by the procurement personnel by 

preparing the contract document where rights and obligations for both the buyer and supplier are spelled out and 

signed by the appropriate head. A Local Purchase Order may also be used for procurement that are of low value 

or with simpler requirements.  

 

d. Contracts Management: After contract has been awarded, the next stage is to manage the contract where parties 

are expected to perform their contractual obligations. The Procurement Unit is expected to expedite action to 

monitor, receive, and inspect deliveries. Other duties include freight forwarding, establishing letter of credits, 

confirming documents for payment. The inspection team which is normally headed by the Internal Auditor and 

assisted by procurement officers, stores, finance or accounts officers, project officers etc. are to ensure that 

deliveries are inspected before they are received by the stores and payment made.  

 

e. Storing: Store Officers are required to manage items procured from the time of receipt to the time of issue or 

disposal by ensuring that items are not loss or damaged. Appropriate storage facilities are required to be used for 

items that may require certain storage conditions.  Entities are expected to ensure that measures are duly taken to 

protect goods from damage or loss even when they are not used immediately.    

 

f. Distribution: Store items are required to be issued or delivered in accordance to the requirements specified by 

the user.  Where distribution is complex (e.g. in-country supply chains), entities are to ensure that the needed 

logistics or infrastructure are in place to ensure timely delivery.  
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g. Disposal: Application of the appropriate disposal method must be used to dispose public goods that are obsolete, 

unserviceable, or surplus as stipulated by the Act. They may be disposed by transferring them to another public 

departments; public tender or auction; destroying or burying depending on their nature and conditions. 

  
h. Evaluation: The entire procurement operations is assessed through formal procurement audit to ascertain its 

effectiveness whether it achieved the intended purpose. This helps to detect areas of strength and weaknesses and 

make recommendations.  

 

2.1.10 Procurement Methods 

The various procurement methods stipulated in the Act include the following:  

a. International Competitive Tendering (ICT): This method is mostly used when procurement are of high value 

or where the nature of procurement is not likely to attract domestic suppliers due to its nature or scope.  

 

b. National Competitive Tendering (NCT): NCT is type of competitive procurement method that is unfavorable 

or unattractive for foreign competition due to its nature or scope.  

c. Restricted Tendering: This type of procurement method is applied when it is not appropriate for open tender; 

the requirement is of specialized nature, public safety or for security reason; or inability to award a contract due 

to failed open tender. Potential or pre-qualified suppliers are directly invited or written to or short-listed to 

participate in tendering processes subject to the approval by PPA.  

 

d. Two-Stage Tendering: This type of procurement involve two different stages. In the first stage, tenderers are 

invited by the Procurement Entity to contribute the detailed specification of the goods. Evaluation is done through 

review and consultation where incompetent or unfavorable suppliers are rejected. New detailed specifications are 

stated and issued to restricted tenders who were not rejected in the initial stage. 

 

 

e. Single Source: This method of procurement is without competition and is subject to PPA approval where there 

is a concern for national security; the physical, technical or for policy reasons the requirement can be gotten from; 

or requirement is urgently needed by the entity which an open tender is not favourable or inappropriate as a result 

of time. 

  

f. Request for Quotation (RFQ): RFQ is a procurement method conducted by comparing price quotations obtained 

from three to six suppliers. This is done to ensure competitive pricing. It is usually used when the estimated value 

of the goods which are of low vale and readily available in the supply market.  

 

 

2.2 Different Theories 

2.2.1 Procurement Effectiveness, efficiency and Performance  

There is a connection in efficiency, effectiveness and performance in procurement processes as asserted by 

Van Weele (2006). The Oxford Advanced Dictionary define ‘Effectiveness’ as producing the outcome of what is 

expected, whereas ‘Efficient’ is describe as ‘exceptionally doing, achieving or performing something well without 

wasting energy, money, and time. In other words, “effectiveness is about doing the right things, while being efficient 

is about doing the things in the right manner” (Islam, 2014). Performance also describe how well or badly someone 

does something; or how well or bad something works. Batenburg and Versendaal (2006) are of the view that a 

company may achieve a lower performance when management lack performances means in their processes, plans and 

procedures which finally affects the company overall strategic and financial performance. It serves as the basis where 

companies can monitor, control and evaluate the extent at which they are achieving their strategic and financial 

objectives and also detect weak areas for improvement. 

 

2.2.2 Procurement issues across Africa 

The study of Thai et al. conducted in 2005, (as cited in Musanzikwa, 2013) shows that every country has a peculiar 

challenges confronting their public procurement processes or operations.  Public procurement practice in every 

country is required to follow a set of defined steps which are set forth in its laws and regulations. But there have been 

some challenges which confront its intended purposes. A few reported procurement cases in some countries in Africa 

have been selected to support this research.  
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a. Malawi: In the work of Ameyaw et al., (2012), it was captured in the 2006/2007 Annual Report of the Director 

of Public Procurement, Malawi, that lack of office space, over pricing by potential tenderers, poor procurement 

records, lack of funds and personnel, and non-compliance of the Act were some of the major challenges 

confronting the public procurement in Malawi.  

b. Nigeria: Ezekwesili (2005) revealed that during the tenure of office of President Obasanjo of Nigeria, Budget 

Monitoring and Price Intelligence Unit was established to crack down on the “Business as Usual Syndrome” on 

public procurement processes. Procurement processes were implemented strictly with government guidelines on 

Due Process Certification.  Due Process mechanism made reasonable progress in Nigeria specifically in the 

elevation of free and fair in procurement and contract awards.  This mechanism implementation has helped tackled 

corruption and increase transparency and accountability in Nigeria. 

c. Zimbabwe: Musanzikwa (2013) revealed that public procurement in Zimbabwe is froth with a myriad of 

challenges. Some of the major problems include delays in implementation of projects; corruption; political 

interference; indigenization policy. For instance, the need to comply with indigenization policy has resulted in 

tenders being awarded to incompetent companies. 

 

2.2.3 How to Improve Procurement Function? 

To improve procurement in all sectors, the study of Lewis and Roehrich in 2009, (as cited in Musanzikwa, 

2013) suggest that ‘organizations should have clearly defined procurement policies for understanding. Shaw (2010) 

also recommends that before payments are made, organizations should always ensure that sufficient procedures 

including monitoring and evaluation are undertaken to ascertain that work has satisfactorily been performed and 

completed. This policy will help determine how procurement activities are carried out by organizational buyers and 

how they should conduct themselves.   

Maurer (2004) asserts that, it is important for companies to partly compare their procurement operations with 

other comparable companies through benchmarking process to test whether value for money is being achieved or not. 

This will help companies to seek continuous improvement and identify good practice.  It is therefore significant for 

organizations to benchmark their operations which serves as critical part for improvement process for all areas.  

Again, procurement must be integrated seamlessly with the other functional areas (such as Finance, Distribution, 

Engineering, Production, Research and Development, HR and Warehousing) within the organization. This integrated 

approach will help contribute to efficient and cost effective service delivery in a timely manner for maximum 

satisfaction. (Shaw, 2010; Musanzikwa, 2013). Due to the significant impact of procurement in organizations, there 

is the need to develop public procurement. Accordingly, organizations can apply the Kaizen Continuous Improvement 

model which is the best Japanese thinking and management practices applied for improving efficiency, productivity, 

quality and, in general business excellence. Karkoszka and Honorowicz (2009) revealed that the system basically 

consists of defining areas and identification of cause for improvement; key problem selection through analysis; 

identification of the cause of improvement; measuring, analysing and comparing results; and standardization. They 

further stated that the process is closed to PDCA cycle, where: 

P = Plan: This is where the aim for the improvement is established 

D = Do: The stage where the plan for improvement is implemented. 

C = Check: The stage where the implemented plan is evaluated by evaluating the implemented plan to establish 

whether the plan has achieved the intended purpose or not.  

A = Act:  Is the last stage of the cycle where measures are taken to standardize operations so as to prevent initial 

problems happening.  

 

2.3 Historical Thinking   

2.3.1 Quality Service and Service Delivery 

Quality Service is the extent to which a rendered service level meets the expectation of the customer (Lewis & Booms, 

1983). A service is considered exceptional when customers’ expectations are exceeded with the service rendered. On 

the other hand, it is described as satisfactory when customers’ expectations are met by the perceived service. It is also 

considered as unacceptable when the perceived service fails to meet customers’ expectations. Customers use certain 

dimensions to evaluate what a quality service is. Parasuraman et al. (1988); Zeithaml et al. (1993) and Maass (2012) 

identified five of these dimensions used by customers. They include: 

a. Reliability: The ability to perform a service as promised.  

b. Responsiveness: This describe the attempt, preparedness or enthusiasm exhibited by service providers or 

employees especially front liners in serving or assisting customers without any reason.  

c. Assurance: This relates to information, politeness, trust and confidence possessed and exhibited by employees.  
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d. Empathy: The ability of employees to understand customers’ feelings and take the necessary steps to care for 

them.  

e. Tangibles: It relate to things that can clearly be seen to exist such as equipment, employees, buildings, 

communication materials, and others.  

 

2.3.2 Relationship between Procurement and Quality Service 

Procurement operation is very essential to quality service which goes a long way to enhance the growth of 

every organization. In achieving an excellent quality service, the process of procurement has a direct and significance 

effect on how service is delivered. This is due to the fact that properties of procurement acquisitions are generally and 

easily traced in the values of the main quality features of the service rendered. Therefore, in the efficient execution of 

the processes of procurement, Deac (2013) suggests that practitioners should have a clear definition and purpose of 

the process.   

Since procurement and quality management are vastly expanding, it requires a mutual understanding between 

the people in each function. According to Cârstea et al. (2014), procurement play a vital role in quality management 

processes because procurement process has the tendency of affecting the quality of the service and in general the 

organizational performance. In other words, quality service can be considered as dependent on procurement operation 

and therefore with proper procurement management, the expected quality service by organizations can be effected. 

Where inefficient procurement management is exhibited, the expected quality service is also negatively affected.  

 

3.0 RESEARCH METHODOLOGY  

This chapter describe the procedures used in collecting information and data to realize the aim of the research 

work. It includes the research design, population, sampling size, method and procedure, sources of data and data 

collection instruments used for the research work. 

 

3.1 Research Design 

Oppenheim (1992) asserts that ‘the basic plan or strategy, and logic behind any research is the Research 

Design. In the work of Trochim in 2006 (as cited in Nantege, 2011), it was discovered that design of a research 

structure’s the work to show how various parts of the research are connected and to address the central aim of study. 

The researcher used the quantitative research approach in order to establish a clear and objective orientation, a 

systematic, vigorous, discipline procedures and reality bound methodology.  

 

3.2 Ethical Considerations 

A recommendation letter was received from the university and shown to the respondents and the various 

institutions that were used for the study. The respondents were assured of an outmost confidentiality. All information 

gathered was used purposely for this study. The philosophical foundation of this study is Epistemology. As defined 

by Venables and Ripley (2013), epistemology is scenery of information or ideas that agree with queries as they are, 

the truth, or many different ways of unearthing liable remedy to issues. Lincoln and Guba (2004) also defined 

epistemology as a guiding philosophy that informs the researcher about the appropriate methodology to use based on 

his or her views of the world.  

 

3.3 Research Methods 

3.3.1 Sampling Design and Procedure 

Sekaran (2003) defined Sampling as the process of selecting the research units of the target population, which 

are to be included in the study. Sampling techniques was used to determine the sample size. In other words, purposive 

sampling technique was adopted in conducting this study to gain an insight into the phenomena. It is considered as 

the most appropriate method for collecting members of a population that are near and readily available for research 

purposes. The exact sample size used for the study were 51 participants.  

 

3.3.2 Population of the Study 

Cardwell (1999) described Research Population as a group of people around which the research is conducted 

and the findings applies to. The population of this study were samples of officers (procurement stakeholders) from 

various departments of the selected institutions that plays a significance role in procurement activities. Both sexes, 

thus male and female employees were all considered for the study because the findings are to be representative of the 

organization’s gender diversity.  The reason for choosing these institutions was to help the researcher solicit views 

from public officers in different entities to ascertain the extent to which procurement activities are operationalized in 

achieving quality service in the public sector.  The target population included procurement practitioners, officers from 

http://www.businessdictionary.com/definition/process.html
http://www.businessdictionary.com/definition/information.html
http://www.businessdictionary.com/definition/data.html
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stores, finance, audit, administration, IT and others. The target population under study was sixty (60) employees in 

the selected institutions. 

 

 

3.3.3 Result  

A research becomes stronger, more credible and represents a true picture when more than one data instrument 

is used (Patton, 2002). The research used both the primary and secondary data. 

 

3.3.2.1 Primary Data 

Questionnaire is described by Sarantakos (2005) as a type of data collection tool where information or data 

is collected either orally (interviews) or through written questionnaire. Written questionnaire is achieved by 

formulating and writing down the needed information in the form of questions and administered personally to 

respondents or via e-mail. Self-administered questionnaires were the main research instrument used to gather 

information from respondents within the sample frame in the research population.  The questions were both closed 

and open ended (structured and unstructured). The open-ended questionnaire provided respondents room to formulate 

answers at their own convenience without feeling being coerced. 

 

3.3.2.2 Secondary Data 

The researcher also used journals, reports, manuals, and others to solicit information pertaining to the 

problem at stake. 

 

3.3.3 Questionnaire  

In order to detect and eradicate potential vagueness and achieve a uniform response with the purpose of the study, the 

researcher prepared a preliminary questionnaire and pilot tested with five (5) respondents. Few questions were revised 

to improve the validity and reliability of the questionnaire.  

 

3.3.4 Interviews and Data Analysis  

Questionnaires which were fully completed by respondents were collected and edited and finally coded with 

the use of version 20 Statistical Package for Social Scientist (SPSS) software and Microsoft Excel 2013 programme. 

Respondents were required to give their responses by ticking or choosing the best answers that suited their views 

based on a respective point Likert Scale rating to a specific question. The data was interpreted and analyzed using 

percentages, bar charts, pie charts, and other descriptive statistics methods.  Comparative rating of the responses was 

accomplished by matching individual mean score and the standard deviation for each criterion or question. 

 

3.3.5 Organizational Profile of Selected Institutions 

3.3.5.1 Ghana Irrigation Development Authority (GIDA) 

Ghana Irrigation Development is one of the agencies of Ministry of Food and Agriculture established under 

the SMC Decree 85 in 1977. It has the primary responsibility of identifying possible irrigation projects by exploring 

all water resources at suitable scales for all communities to produce crops and other agricultural purposes.  

 

3.3.5.2 Ghana Statistical Service (GSS) 

The Ghana Statistical Service was established by the Provisional National Defense Council (PNDC) Law 

135 as an autonomous body that report to the presidency. It has the primary responsibility of advising the government 

by collecting, compiling, analysing, and publishing statistical information. It is also charged for conducting statistical 

survey and census in Ghana periodically.  

 

3.3.5.3 National Disaster Management Organization (NADMO) 

NADMO is a department under Ministry of Interior established in 1966 to manage disasters and emergencies 

by ensuring that in times of emergency, proactive measures are undertaken to rehabilitate services for victims of 

disasters or safeguarding that the government is prepared to provide relief efforts.  It is also required to coordinate 

both government and non-governmental programmes in the management of disasters in the country. 

 

3.3.5.4 Ghana Broadcasting Corporation (GBC) 

Ghana Broadcasting Corporation was originally established in 1935 as a state broadcasting house and an 

independent Information Service Department of the government. It used to be known as Gold Coast Broadcasting 

System (GCBS) but was renamed as GBC after Ghana attained its independence in 1957. Subsequently, the legislation 
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that established it was the National Liberation Council 226 of 1968.  Currently, GBC operate six television stations 

and other regional radio stations. They are GTV, GBC 24, GTV Life, GTV Govern, Obonu TV, and GTV Sports via 

satellite, Uniiq FM, Obonu FM, and others.  

 

3.3.5.5 The Lands Commission  

The 1992 Constitution, Article 258 established the Lands Commission Act, 2008 (Act 767) to primarily 

manage government lands and other lands vested in the presidency by constitution. It formulates policies to advice 

government, local authorities including traditional ones for land development by ensuring that development of 

individual lands are in line with relevant land development plan regarding suitability or capability.  Other 

responsibilities include assisting the government on land acquisition; registering land deeds and instruments; and 

others. Departments under the commission includes Survey and Mapping Division; Land Registration Division; Land 

Valuation Division; and the Public and vested land.  

 

3.3.5.6 Management Development and Productivity Institute (MDPI) 

MDPI is government department established in 1967 operating under the Ministry of Employment and 

Labour Relations. It replaced the National Productivity Centre (NPC) which was established in June 1964 by the 

Legislative Instrument (LI) 1077.  It is charged to educate and enhance productivity in government institutions 

including private ones for sustainability and national development. It organizes training and offer consultancy services 

to organizations to build capacity, and improve productivity.  

 

4.0 DATA AND INFORMATION DESCRIPTION  

This chapter discusses the results of the data collected based on the sequence of information gathered from 

the survey questionnaire to accomplish the purpose of the study. The primary goal was to assess the effectiveness of 

procurement systems in achieving quality service in the public sector. The questionnaire was divided into eight 

sections. Section ‘A’ concerns background information of the respondents which includes place of work, gender, 

position held by respondents, age, qualifications and length of service spent in respective institutions. Section ‘B’ also 

comprises the kind of procurement systems practiced by the selected institutions being it centralized, decentralized or 

hybrid (Matrix). Section ‘C’ focus on how institutions applies’ the procurement principles to achieve free and 

transparent operations to attain value for money. Section ‘D’ also concerns how institutions plan for their procurement 

activities or acquisitions and challenges confronting it.  

Section ‘E’ and ‘F’ of the questionnaire relates to procurement monitoring and controls; and pertinent 

challenges affecting the overall procurement activities. Section ‘G’ concerns the procurement knowledge base of 

stakeholders and the overall effectiveness of the procurement processes towards quality service. The last section, 

which is ‘H’ also focused on procurement factors that helps to achieve quality service for maximum user/customer 

satisfaction and the link between procurement and quality service.  

Generally, a five-point and three point Likert Scale were used for the coding where appropriate. For five-

point Likert Scale rating, the coding is as follows: Strongly Disagree (1); Disagree (2); Neutral (3); Agree (3); Strongly 

Agree (5). Percentages, Mean Scores, and Standard Deviation were used in interpreting views of the respondents. A 

criterion is considered significant when it attains a mean of 3.5 or more based on the five-point Likert scale rating. 

Again where two or more criteria have the same mean, the one with the lowest standard deviation is assigned the 

highest significance ranking. A standard deviation value of less than 1.0 depicts uniformity of responses and agreement 

in the responses of the stated level of results (Ahadzie, 2007). Standard deviations greater than 1 predicts the level of 

inconsistencies in the responses. A set of ten (10) of the survey questionnaires were administered to staff of the six 

distinct public institutions which were randomly selected. In all sixty (60) survey questionnaire were administered. 

Out of the 60, fifty-one (51) were retrieved and adjudged responsive representing 85.0% response rate as displayed in 

table 4.1 below. 

 

Table 4.1 : Institutions and Response Rate  

Name of Institution No. of 

Questionnaires 

Administered 

Retrieved 

Questionnaire 

Percent Cumulative 

Percent 

Response Rate 

GBC 10 8 15.7 15.7  

GIDA 10 8 15.7 31.4  

GSS 10 9 17.6 49.0  

Lands Commission 10 9 17.6 66.7 85% 
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MDPI 10 10 19.6 86.3  

NADMO 10 7 13.7 100.0  

Total 60 51 100.0   

Source: Field Data, 2019 

 

4.1 CONTEXT OF RESEARCH 

4.1.2 Profile of Respondents   

Background of respondents were meant to ascertain their credibility and the answers provided. The personal 

data of the respondents gathered includes their age, place of work, department, position, highest level of education, 

and length of service. 

 

 

 

Table 4.2.a: Cross Tabulation of Characteristics of Respondents 

       GENDER DEPT AGE HIGHEST 

EDUCATION 

LENGTH OF 

SERVICE 

Sex No. % Name N

o. 

% Range No. % Qualif

i-

cation 

N

o. 

% Rang

e 

No. % 

 

 

 

 

Male 

 

 

 

 

33 

   

 

  

 

64.7 

Proc. Unit 19 37.3 
20-

30yrs 
25 49.0 

HND / 

DIP 

 

6 

 

11.

8 

 

1-

5yrs 

23 45.1 

Finance 

Dept. 
12 23.5 

31-

40yrs 
11 21.6 

 

Degree 

 

34 

 

66.

7 

 

6-

10yrs 

14 27.5 

Stores 7 13.7 
41-

50yrs 
10 19.6 

 

Master

s 

 

11 

 

21.

6 

  

11-

20yrs 

7 13.7 

 

 

Fema

le 

 

 

18 

 

 

35.3 

Audit Unit 6 11.8 
51 and 

above 
5 9.8     -  -   - 

 

>20yr

s 

7 13.7 

Admin. 4 7.8      -     - 
       

- 
     -   -     -       -     -     - 

Tech. Unit 3 5.9      - - -      - - -       - -     - 

Total 51 
100.

0 
Total 51 

100.

0 
Total 51 

100.

0 
Total 51 

100

.0 
Total 51 

100.

0 

Source: Field Data, 2019 

 

Table 4.2.b: Workplace / Department Cross Tabulation 

INSTITUTIO

N 

 

Department 

TOTAL 

 

PROCUREMEN

T UNIT 

STORES 

 

FINANC

E 

 

AUDIT 

UNIT 

TECHNICA

L 

ADMI

N. 

GBC 3 0 3 1 1 0 8 

GIDA  3 2 1 1 0 1 8 

GSS  4 2 1 1 0 1 9 

Lands Comm.  5 

 

2 1 0 1 0 9 

MDPI  2 1 3 1 1 2 10 

NADMO  2 0 3 2 0 0 7 

Total 19 7 12 6 3 4 51 

Source: Field Data, 2019 
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From Table 4.2.a above, it was shown that majority of the respondents were males representing 64.7% whilst 

the females were 35.3%.  Among the departments, most of the respondents were from the procurement units 

representing 37.3%.  The finance department and the stores also had a response rate of 23.5% and 13.7% respectively.  

The audit unit had 11.8%, administration 7.8% and the technical unit which comprises staff from the general services 

and IT departments had the least response rate of 5.9%. The responses from these departments especially procurement 

units, finance, stores and the audit units were really relevant to the research work since they play a significant role in 

procurement operation through teamwork, monitoring and evaluation. Their background and knowledge made it easy 

to understand and respond simply to the information in the survey questionnaire to realize the aim of the research 

work. 

Forty-nine percent (49%) of the respondents fell in the age brackets of 20-30 years, followed by 31-40 years 

which attained a percentage of 21.6 %. Respondents between the age brackets of 41-50 years also attained 19.6% 

whilst those with age 51 years and above had the least percentage of 9.8%. With regards to highest education attained 

by the respondents, it can be deducing from the table that majority of them were first degree holders which had 66.7%, 

followed by holders of masters’ degree which also had 21.6%. It was surprising to realize that just 11.8 percent of the 

respondents were HND and other diploma holders. These findings affirm that respondents were personnel and matured 

with experience and good educational background to give the right responses expected of them. It was shown that 

45.1% of the respondents had spent not more than five years in their institutions. Those with 6 10 years’ experience 

had 27.5% whilst those with 10-20 years and above 20 years all attained 13.7% each. These give a clue that 

respondents had adequate knowledge and experience in their profession and high level of experience that makes 

responses from them more reliable and realistic for the study.  

 

4.1.3 Procurement Systems Practiced / Procurement Structures 

It was relevant to sought from respondents the kind of particular procurement system practiced in their respective 

institutions and their views on the effectiveness. They were also asked about the kind of the procurement system they 

would have preferred. A five-point Likert scale rating was used to rate their responses. The researcher anticipated that 

information of this nature would serve ground to realize how these variables affect the selection of a specific 

procurement system. 

 

Table 4.3: Procurement Systems Practiced in Institutions 

VARIABLE FREQUENCY PERCENT CUMULATIVE %  MEAN STD. 

DEVIATION 

VARIANCE 

Centralized 34 66.7 66.7 

1.5490 

 

 

0.83220 
 

0.693 

Decentralized 6 11.8 78.4 

Hybrid (both) 11 21.6 100.0 

Total 51 100.0 100.0 

Effectiveness and Efficiency of Procurement Systems Practiced 

 FREQUENCY  

PERCENT 

CUMULATIVE %  MEAN    STD. 

DEVIATION 

VARIANCE 

     

2.5294 

 

0.83314 

 

0.694 No 11 21.6 21.6 

To some extent 2 3.9 25.5 

Yes 38 74.5 100 

Total 51 100.0  

Preferred Procurement Systems 

VARIABLE FREQUENCY PERCENT CUMULATIVE %  MEAN STD. 

DEVIATION 

VARIANCE 

Centralized 30 58.8 58.8 

1.6275 

 

0.82367 
0.678 

Decentralized 10 19.6 78.4 

Hybrid (both) 11 21.6 100.0 

Total 51 100.0  

Source: Field Data, 2019 

 

From the table above, most of the respondents (66.7%) were of the view that their institutions practice 

centralized procurement system. Whilst 21.6% indicated that they use hybrid system, 11.8% of them said they use the 
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decentralized system. It is assumed that since most of the institutions have other centres or branches across the country, 

there might be some kind of decentralized procurement system practiced in some of the institutions since the mean 

score was 1.5490. The local procurement staff might report primarily to the head-office central procurement unit 

which is responsible for the strategy, policy, and training and performance management. On the effectiveness of the 

centralized system of procurement, the mean score of 2.5294 suggests that to some extent the system is effective. This 

is supported by the variables captured in the table 4.4 below.  

 

Table 4.4: Perception of Preferred Procurement Systems (Centralized System) 

 Ease of Use Suitability Optimum 

Cost 

Time 

Saving / 

Speed 

Dispute 

Avoidance 

Mini. Risk Enhance 

Quality 

 Fre

q. 
% 

Freq

. 
% 

Freq

. 
% 

Freq

. 
% Freq. % 

Fre

q. 
% 

Freq

. 
% 

Strongly 

Agree 
- - - - - - - - - - - - - - 

Disagree - - 3 5.9 3 5.9 1 2.0 1 2.0 1 2.0 3 5.9 

Neutral 1 2.0 1 2.0 6 11.8 6 11.8 10 19.6 12 23.5 5 9.8 

Agree 28 54.9 24 47.1 18 35.3 33 64.7 31 60.8 26 51.0 27 52.9 

Strongly 

Agree 
22 43.1 23 45.1 24 47.1 11 21.6 9 17.6 12 23.5 16 31.4 

TOTAL 51 100 51 100 51 100 51 100 51 100 51 100 51 100 

Mean 4.4118 4.3137 4.2353 4.0588 3.9412 3.9608 4.0980 

Std. Dev. .53578 .78715 .88517 .64535 .67563 .74728 .80635 

Variance .287 .620 .784 .416 .456 .558 .650 

Range 2 3 3 3 3 3.00 3.00 

Source: Field Data, 2019 

 

From table 4.4 above, a five-point Likert Scale was used to establish the benefits of a preferred procurement 

system (Centralized system) over the others. Most of the respondents agreed with mean scores ranging from 3.9412 

to 4.4118 that the centralized system of procurement is most preferred and more easy to use, suitable, cost saving, 

speedy, avoid disputes, low risk and enhances quality operation. The variable with the highest mean was “Ease of 

Use” which scored 4.4118 and a Standard Deviation of 0.53578 whilst “Avoidance of Disputes” obtained the lowest 

mean score of 3.9412 with a standard deviation of 0.67563.  With these responses, it can be conceded that there was 

consistency among the respondents as the standard deviation scores of the variables were all less than 1. This revelation 

is in line with CIPS (2012) advantages on centralized procurement system. It indicates that the centralized system is 

characterized with specialization of procurement staff; greater standardization of specifications; potential for 

consolidating requirements; and a high degree of co-ordination and effective control in procurement activities.  

For instance, request from the various units and centres or branches can be put into single order where 

uniform policies, specialized techniques, procedures, knowledgeable procurement staff can be employed to obtain 

cost reduction and also enjoy economies of scale. It also enables procurement activities to be easily controlled, 

monitored and compared with defined Key Performance Indicators (KPIs). The least mean score of 3.9412 for 

“Dispute Avoidance” supports the disadvantages asserted by Cousins et al. (2008) that “even though the system may 

run very excellently and avoid disputes, officers at the other centres or branches may criticize the system simply 

because it is considered as imposed. Where there is an error, other divisional officers may grasp it with enthusiasm as 

an opportunity to show dissent. This is because divisional purchasing staff in other branches or other operating unit 

who are in effect the ‘customers’ for purchasing servicers may often feel they have a right to autonomy.  

 

4.1.4 Procurement Structures 

The researcher sought to know whether there is an existence of internal structures of procurement such as 

Procurement Unit (PU), Entity Tender Committee, Evaluation Panel, and adequate, qualified and competent 

procurement personnel that manage procurement activities in institutions. All of the respondents indicated that their 

institutions have in existence PU’s and ETCs and an adhoc Evaluation Panels as supported with a mean score of 3.0 

and a standard deviation of 0. It was also revealed that there were procurement personnel occupying procurement units 

and the mean score of 2.6471 suggests that they were enough and qualified to some extent. Training on the 
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implementation of the procurement law by key stakeholders was very encouraging as they attained mean scores of 

2.5686. The above information is displayed in table 4.5 below. 

 

Table 4.5: Procurement Structures 

 Existence of 

Procureme

nt 

Unit 

Existence  of 

Entity Tender 

Committee 

(ETC) 

Existence 

of 

Evaluation Panel 

Enough and 

Qualified 

Procurement Officers 

Stakeholders 

Training on 

PPA 

 Freq

. 
% Freq. % Freq. % Freq. % Freq. % 

No  - - - - - - 6 11.8 10 19.6 

To Some 

Extent 
- - - - - - 6 11.8 2 3.9 

Yes 51 100 51  100 51  100 39 76.5 39 76.5 

TOTAL 51 100 51 100 51 100 51 100 51 100 

Mean 3.0000 3.0000 3.0000 2.6471 2.5686 

Std. Dev. 0 0 0 .68771 .80635 

Varianc

e 
0 0 0 

.467 .650 

Source: Field Data, 2019 

 

These findings are in line with the rules and regulations enshrined in the procurement law. The findings 

exhibit that Heads of Entities are strictly discharging their responsibilities with regards to the section under the law.  

They are to exercise sound ruling when making procurement decisions and also refer for approval to the appropriate 

committees specifically ETC and Tender Review Committee for thresholds beyond his/her approving authority. 

Schedule 1 of the Act states that entities are required to establish ETC’s to make informed procurement decisions for 

approval; update and approve annual Procurement Plans and any recommended award of contract. 

 

4.1.5 Application of Procurement Principles  

Procurement activities are expected to be guided by principles to achieve its intended purpose. Therefore, 

views of the respondents were sought to ascertain how far these applications are being implemented and complied. A 

five-point Likert scale rating was used. Responses gathered revealed that suppliers compete for tenders and that 

procurement processes are fair and transparent which was supported with a mean score of 3.9020 and a standard 

deviation of 1.02479 which showed some level of inconsistencies in the responses. They indicated that competition 

among suppliers for public goods, works and services were very encouraging as it attained an agreed mean score of 

4.0392 and a standard deviation of 0.84760. This revelation can be said to be good since it serves as a basis for 

increasing potential supplier base and creating confidence in the public sector. On the other hand, with a mean score 

of 3.3529 and a standard deviation of 1.07375, it shows that procurement activities are achieving low value for money 

as captured in table 4.6 below. Though the standard deviation shows some level of inconsistencies in the responses, 

the revelation is crucial in measuring the effectiveness of procurement process since value for money is the optimum 

combination of whole life cost of goods procured for quality service to be achieved. Besides the above, respondents 

were of the view that there is separation of duties among officers but there were inconsistencies in their responses to 

the question whether only procurement officers do purchases. Even though the mean score was 3.7451 which meant 

“agree” the standard deviation value was of 1.23034 as displayed in the table below. 

 

Table 4.6: Application of Procurement Principles 

 Free and 

Transparent 

Procurement 

Processes 

Achievement 

of Value for 

Money for All 

Procured 

Items 

Enough 

Competition 

among 

Suppliers 

Segregation of 

Duties among 

officers 

Only Procurement 

Officers do purchases 

 Freq

. 
% Freq. % Freq. % Freq. % Freq. % 
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Strongly 

Disagree 
1 2.0 2 3.9 - - - - 1 2.0 

Disagree 6 11.8 12 23.5 3 5.9 2 3.9 11 21.6 

Neutral 5 9.8 8 15.7 8 15.7 9 17.6 7 13.7 

Agree 24 47.1 24 47.1 24 47.1 29 56.9 13 25.5 

Strongly 

Agree 
15 29.4 5 9.8 16 31.4 11 21.6 19 37.3 

TOTAL 51 100 51 100 51 100 51 100 51 100 

Mean 3.9020 3.3529 4.0392 3.9608 3.7451 

Std. Dev. 1.02479 1.07375 .84760 .74728 1.23034 

Varianc

e 
1.050 1.153 .718 .558 1.514 

Range 4.00 4.00 3.00 3.00 4.00 

Source: Field Data, 2019 

 

There is a great concern for procurement activities not achieving value for money because generation of 

monetary savings have been the main purpose of public procurement which directly has a great impact on the total 

costs of public institutions. Serpytis et al. (2011). As captured in the report of Public Procurement Authority in 2009, 

the government loses a significant percent of annual budget through ineffective procurement practices in most 

government institutions. According to Knight (2007), expenditure on procurement consumes between 40-50% of the 

total spend of government in most countries in the developed world.  This might be the result of most institutions 

basically awarding contracts to suppliers or tenderers that offers lowest bids without considering other non-monetary 

factors as Shaw (2010) suggested. Again, institutions can ascertain value for money by partly comparing itself with 

other comparable organizations through the process of benchmarking. Benchmarking is critical to the process of 

continuous improvement for the purpose of refining the performance. This helps to test whether the procurement 

operation is attaining the intended purpose and the extent which procurement performance is improving. 

It is a responsibility of institutional heads to ensure that there is strict separation of duties among officers. 

Where principle of separation of duties is maintained, there is assurance that procurement process is not controlled by 

one person to encourage and contribute to free, open and transparent operation. Heads of institutions also has the duty 

to ensure that procurement activities are undertaken by personnel with the requisite qualifications, skills and 

experiences to achieve the intended purpose of procurement and for improvement. 

 

4.1.6   Issues Concerning Procurement Planning 

Table 4.7: Findings of Issues Concerning Procurement Planning 

 Planning for 

Procurement 

Process 

Every Year 

Definition of 

Needs by 

Responsible 

Personnel 

All 

Purchased 

Items 

Captured in 

Annual 

Budget 

Tender 

Committee 

Decides on 

What to 

Procure 

Full 

Commitment 

by Top Mgt. 

on 

Procurement 

Planning 

Most Items 

Bought on 

Schedule in a 

Fiscal Year 

 Freq

. 
% Freq. % 

Freq

. 
% Freq. % 

Freq

. 
% Freq. % 

Strongly 

Disagree 
1 2.0 - - 1 2.0 7 13.7 - - 

  

Disagree 1 2.0 - - 4 7.8 4 7.8 1 2.0 21 41.2 

Neutral 5 9.8 9 17.6 15 29.4 13 25.5 13 25.5 7 13.7 

Agree 17 33.3 22 43.1 20 39.2 21 41.2 25 49.0 23 45.1 

Strongly 

Agree 
27 52.9 20 39.2 11 21.6 6 11.8 12 23.5 

- - 

TOTAL 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 51 100.0 

Mean 4.3333 4.2157 3.7059 3.2941 3.9412 3.0392 

Std. Dev. .88694 .72976 .96528 1.20489 .75926 .93725 

Varianc

e 
.787 .533 .932 1.452 .576 .878 
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Range 4.00 2.00 4.00 4 3.00 2.00 

Overall Mean Score =3.7549 

Source: Field Data, 2019 

 

It is strictly stipulated in Section 21 of the Procurement Act that for each fiscal year, public entities prepare 

procurement plan for approval by the Entity Tender Committee. At every quarter, the plan is to be updated and 

approved before it is operationalized.  From the table above, the general weighted mean achieved for the planning 

variables was 3.7549 indicating that the institutions procurement planning processes are good.  However, critical 

analysis of variable to variable indicates that Entity Tender Committee (ETC) do not always decide on what to procure 

and that most of the items are not bought on schedule within a particular fiscal year. Decisions by ETC on purchases 

attained a mean score of 3.2941 and the question of whether most items bought on schedule scored a mean of 3.0392.   

In the Act, it is stipulated that all approval for award of contracts (i.e. goods, works, and services) are supposed to be 

captured or part of the procurement plan for the fiscal year and the ETC are to ensure that there are availability and 

adequate funds to support, initiate and complete the specific procurement work. The committee is required to work 

within the threshold limits specified in the Second Schedule and the method thresholds specified in the Fifth Schedule. 

Therefore, breaking of bulk of planned procurement items could prevent application of appropriate procurement 

method which subsequently affects the approving thresholds.  

 

4.1.7   Monitoring and Controls of Procurement Activities 

Table 4.8: Monitoring & Controls of Procurement Activities 

 Evaluation Team 

Different from 

Personnel Receiving 

Tenders 

Received Goods 

always checked 

against LPO, Invoices 

& Waybills 

Stores Personnel 

different from 

Procurement 

Officer(s) 

Annual Audit by 

PPA influence 

Procurement 

Compliance by 

Procurement 

Officers 

 Freq. % Freq. % Freq. % Freq. % 

Strongly 

Disagree 
- - 1 2.0 1 2.0 - - 

Disagree 7 13.7 1 2.0 - - 2 3.9 

Neutral 11 21.6 4 7.8 11 21.6 6 11.8 

Agree 14 27.5 22 43.1 20 39.2 16 31.4 

Strongly 

Agree 
19 37.3 23 45.1 19 37.3 27 52.9 

TOTAL 51 100.0 51 100.0 51 100.0 51 100.0 

Mean 3.8824 4.2745 4.0980 4.3333 

Std. Dev. 1.07046 .85037 .87761 .84063 

Range 3.00 4.00 4.00 3.00 

Source: Field Data, 2019 

 

In establishing whether there is independent Evaluation Panel that evaluate tenders and are different from 

personnel receiving tenders, results from the survey disclosed that 37.3% strongly agreed, 27.5% agreed, 21.6% 

neutral whilst 13.7% disagreed.  The mean score of 3.8824 with a standard deviation of 1.07046 supports the views 

that indeed there are independent Evaluation Panel that assesses tenders. Members are also different from personnel 

that receives tenders as depicted in table 4.7 above. 

There was also positive and high response that Store Officers are different from Procurement Officers. They also 

check goods that are received against waybills, invoices and Local Purchase Orders (LPOs). This ensures segregation 

of duties among personnel to enhance free, open and transparent procurement activities.  Again, the researcher sought 

to know views from respondents whether the annual procurement audit (inspection) conducted by Public Procurement 

Authority have positively influenced the behavior of officers to comply with the rules and regulations. From the data, 

responses revealed that annual procurement audit by PPA is enhancing procurement processes in institutions through 

recommendations, monitoring practices, planning, and training for all procurement stakeholders.   

 

4.1.8 Procurement Challenges 
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Challenges confronting the achievement of successful procurement systems was one of the main objectives 

of the study. Therefore, the section ‘E’ of the survey questionnaire contained issues regarding procurement challenges 

where views from respondents were sought. Questions asked under this section included whether institutions were 

utilizing their assets well or not. Respondents were also asked to identify factors that hinders the achievement of an 

effective procurement system. With utilization of assets, most of the respondents were of the view that assets were 

highly utilized as displayed in table 4.9 below.  

 

Table 4.9: Utilization of Procured Assets / Items  

Nature of Use of Procured Items  

 Frequency Percent Valid Percent Cumulative Percent 

 

Highly Utilized of Assets 43 84.3 84.3 84.3 

Poorly or Under  

Utilized of Assets 
3 5.9 5.9 90.2 

Damages of Assets 4 7.8 7.8 98.0 

Lost of Items or Assets 1 2.0 2.0 100.0 

TOTAL 51 100.0 100.0  

 Mean 1.2745 

 Std. Deviation  .69508 

 Variance  .483 

 Range 3.00 

Source: Field Data, 2019 

 

The mean score of the data indicates that there had been highly utilization of public assets or items and the standard 

deviation of 0.69505 indicates uniformity in the responses.  

These responses are also displayed in Figure 4.1 below. 

Figure 4.1: Utilization of Procured Assets / Items 

 

 
Source: Field Data, 2016 

 

As specified in the Act, every item procured with public funds by institutions (either fully or partly) it is 

expected to be managed effectively from date of acquisition, storage, usage and to disposal. Again where goods or 

assets are not readily used, all effort are to be made to keep them and also prevent damages or losses. Appropriate 

storage facilities need to be used for goods that requires particular storage conditions or have limited shelf life since 

value for money in procurement is ascertain through total cost of ownership. Appropriate disposal option must be 

applied timely to dispose of unserviceable, obsolete or surplus stocks as stated in the Act.  

Again, each respondent was asked to identify the three most challenging factors hindering the effectiveness 

of public procurement processes. Majority of the Respondents mentioned that lack of funds is the most prevalent 

factor of procurement challenges which had 25.5% followed by conflict of interest with 22.9%. Poor team work was 

adjudged as the third challenging factor with 19.6%.  

Highly Utilized 
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84%
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Other challenges identified includes long procurement processes (11.8%); political interferences (8.5%); lack of 

procurement personnel training (4.6%); Lack of Personnel (4.6%), Short bidding processes (1.3%) and poor records 

management (1.3%) in that order as displayed in table 4.10 below. From table 4.11a. and 4.11.b above, the respondents 

identified lack of funds as the major problem affecting procurement management in institutions.  

This could be the inability and delay on the part of the government to release budgetary allocation for 

procurement activities. Lack of funds which is a major concern has the tendency of affecting the entire procurement 

processes and could lead to long-term issues that can seriously affect organizations. These may include delay of 

projects execution; complete inability to undertake projects; shoddy works done by contractors or consultants or 

inferior goods supplied by suppliers; inadequate goods and others. Conflict of interest could be describing as a 

situation where an individual(s) or organization is involved in an official activity which is outside their jurisdiction to 

gain a financial interest, multiple interest or otherwise. It could be interference from bosses, directors, and politicians 

who get themselves involve in procurement activities for selfish interest. It automatically affects the morale of 

procurement personnel and distort the procurement processes.  

Achievement of procurement effectiveness or excellence can never be realized when there is poor team work 

among colleagues. Teamwork requires effective communication, cooperation and collaboration to achieve the overall 

goals of procurement and the organization as a whole. Achieving a procurement objective with regards to specification 

drawing, contracting and contract management, receipt and distribution and others requires the support from user 

departments, management, directors and other stakeholders. When there are differences among working colleagues, 

it will be difficult for the team to perform effectively. Effect of poor team work result in unwillingness of departments 

to communicate, cooperate and share important information timely. This revelation of procurement challenges is no 

different from the study conducted by Musanzikwa (2013) that Zimbabwe public procurement is faced with numerous 

of challenges which includes delays in projects, corruption, political interference, indigenization Policy. Possible 

solutions were also suggested by the respondents to curb or minimize these challenges of procurement processes. 

Their recommendations are captured in table 4.12 below. 

 

Table 4.12: Respondents’ Recommendations for Procurement Challenges  

S/N Respondents Proposed Solutions  

1.  There should be proper appropriation of Funds by government and heads of entities 

2.  Needs of various units should be factored into the planning 

3.  There should be clear limitation on boarder lines between Accounts and Procurement Unit 

4.  Procurement should be involved in organizational budget to help procurement planning to be very 

easy 

5.  Internal stakeholders should be trained in the Public Procurement Law and educate them that 

procurement duties is undertaken by procurement staff only 

6.  User department must be trained on specifications drawings 

7.  Procurement Unit must timely liaise with users department for their necessary inputs  

8.  Some funds should be set aside purposely for procurement of goods and services 

9.  Quarterly budgetary releases should be timely 

10.  All employee should participate in decision making and teamwork so that each department will 

know their needs 

11.  Good teamwork, proper planning and liaising with donor partners for extra funding  

12.  More funds must be available and more procurement personnel need to be recruited  

13.  In order to prepare adequately, institutions need to buy in excess, so as to be able to provide and 

supply relief during disaster especially in the case of NADMO. 

14.  There should be huge speculative buying to forestall days of shortage of relief items. 

15.  Management must involve all directors when procurement planning is being done 

16.  Huge speculative buying to forestall days of relief items shortage as in the case for NADMO 

operation 

17.  Government should increase budget for goods and service since IGF is not sufficient. 

18.  Segregation of duties and timely response to procurement processes 

Source: Field Data, 2019 
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4.1.9 Procurement Performance on Service Delivery 

In achieving an excellence service delivery, an effective procurement performance can never be ignored to 

ascertain the level of excellence. Therefore, the researcher found it necessary to seek views from respondents about 

the extent of effectiveness of the entire procurement process in achieving quality service. 

A Likert scale rating from 1 to 4 was used to rate respondent’s responses where:  

 Excellent =1; Very Good = 2; Satisfactory = 3; and Bad = 4 

 

From the survey, it was revealed that the entire procurement process was very good. This was supported with 

a mean score of 2.2745 and standard deviation of 0.82652. From the scores, 19.6% of the respondents said the process 

is excellent, 37.3% also indicated that is very good whilst 39.2% were of the view that the process is satisfactory. Only 

3.9 of the responses said it was bad as captured below. 

Table 4.13: Overall Efficiency and Effectiveness of procurement process  

 Frequency Percent  

Cumulative Percent 

 

Excellent 10 19.6 19.6 

very Good 19 37.3 56.9 

Satisfactory 20 39.2 96.1 

Bad 2 3.9 100.0 

Total 51 100.0  

     

Mean 2.2745 

Standard Deviation .82652 

Variance .683 

Range 3.00 

Minimum 1.00 

Maximum 4.00 

Source: Field Data, 2019 

 

 

Figure 4.2: Overall Efficiency and Effectiveness of procurement processes 

 
Source: Field Data, 2019 

 

Efficiency and effectiveness in procurement principle concerns the ‘six rights’ of supply chain (Caldwell et 

al, 2009; Musanzikwa, 2013). The responses suggest that procurement practitioners take proactive measures to bargain 

and acquire organizational inputs economically from right sources; selecting capable and efficient suppliers and 

ensuring delivery of supplies; buying according with organizational policies; and others. A Likert scale rating from 1 

to 3 was used to assess whether the overall procurement operation achieves quality service, where: 

 No = 1; To Some Extent = 2; and Yes = 3.  

In table 4.14, data gathered indicates that the overall procurement system achieves a quality service to some 

extent as it scored a mean of 1.8431 as captured table 4.14 below.  
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Table 4.14: Overall Procurement Operation Achieving Quality Service 

 Frequency Percent Cumulative Percent 

 

No 5 9.8 62.7 

To Some Extent 19 37.3 100.0 

Yes 27 52.9 52.9 

TOTAL 51 100.0  

     

Mean  1.8431 

Standard Deviation .94599 

Variance .895 

Range 2.00 

Minimum 1.00 

Maximum 3.00 

Source: Field Data, 2019 

 

Organizations that lacks performance means in their procedures, plans, and processes, always fail to make 

their customers satisfied (Batenburg & Versendaal, 2006). Though it was gathered that procurement performance on 

service delivery was very good with a mean score of 2.2745, the achievement of excellent quality service was 

satisfactory to some extent with a mean score of 1.8431.  This revelation should empower corporate institutions the 

desire to continuously monitor, control and evaluate procurement operations to safeguard that the overall procurement 

performance is effective and efficient. The evaluation of the procurement processes or operation will enable 

organization to identify areas of strength and weakness that may need improvement. 

 

4.1.10 Procurement Pitfalls affecting Efficient Service Delivery  
There was also the need for the researcher to seek from respondent’s procurement pitfalls that affects efficient 

service delivery. As displayed in the table below, 41.2% of the respondents hinted that untimely delivery of goods 

create employee’s dissatisfaction. This was followed by inadequate procurement of goods and services which had a 

response rate of 39.2%. Untimely distribution of procured items to user departments was also a concern to some 

respondents as it achieved 13.7%, whilst wrong specification of procured goods had the least rate of 5.9%. 

 

Table 4.15a: General Procurement Pitfalls affecting Efficient Service Delivery  

Variable  Frequency Percent Valid  

Percent 

Cumulative  

Percent 

Untimely delivery of goods, works and services creates user 

dissatisfaction 
21 41.2 41.2 41.2 

Untimely distribution of procured items to user departments 7 13.7 13.7 54.9 

Procurement of wrong specification of goods 3 5.9 5.9 60.8 

Inadequate procurement of goods and services 20 39.2 39.2 100.0 

Total 51 100.0 100.0  

 

MEAN 2.4314 

STANDARD DEVIATION 1.37484 

Variance 1.890 

Range 3.00 

Minimum 1.00 

Maximum 4.00 

Source: Field Data, 2019 

 

Figure 4.3: Procurement Pitfalls affecting Efficient Service Delivery 
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Source: Field Data, 2019 

 

Untimely delivery and inadequate procurement of goods, works and services which creates user 

dissatisfaction may be the result of lack of funds to initiate and implement procurement plans; conflict or poor team 

work among procurement professionals and other internal stakeholders (user departments) which result in failure to 

share or communicate goals and expectations affects delivery of supplies in the long run. Failure of procurement 

officers or project managers (in the case of projects) to manage contracts effectively could also affect delivery of 

supplies. Poor coordination between units (procurement, projects, stores, accounts and audits) has the tendency to 

hinder goods to be timely supplied, inspected and distributed to user departments. The situation becomes worse when 

there are poor infrastructure and where distribution involve cross country supply chain. 

Effective specifications can also support value for money procurement by specifying requirements clearly 

and in a non-technical language, allowing ease and speed of use, understanding and evaluation. Consequence of 

ineffective specification processes can be potentially costly to the organization which may create misunderstandings 

with suppliers over requirements and expectations (e.g. if the specification was vague, inaccurate or overly technical. 

This could lead to rejection of deliveries, loss of production times, legal disputes and damage supplier relationships. 

In situations where items procured do not conform to users’ needs, it may be leading to misunderstanding with other 

stakeholders over requirements and expectation, internal conflict, resistance to use the product and loss of credibility 

for purchasing. Poorly defined specifications may mean that, even if the procured materials or services conform to 

specification, they may fail to function as they should (or to meet the business need). The risk and cost of such a failure 

is borne by the buyer. Cross tabulation of institutions and departmental views on procurement pitfalls affecting service 

delivery is displaced in table 4.15b and 4.15c below. 

 

Table 4.15b : Cross Tabulation of  Procurement Pitfalls affecting Efficient Service Delivery in Institutions 

 

 

 

INSTITUTIONS 

Procurement Pitfalls affecting Efficient Service Delivery  

TOTAL Untimely delivery of 

goods, works and services 

creates users unsatisfaction 

Untimely distribution 

of procured items to 

user departments 

Procurement of 

wrong specification 

of goods 

Inadequate 

procurement of 

goods and services 

 

GBC 3 2 2 1 8 

GIDA 4 1 0 3 8 

GSS 6 3 0 0 9 

Lands Comm. 6 0 0 3 9 

MDPI 2 1 1 6 10 

NADMO 0 0 0 7 7 

Total 21 7 3 20 51 

Source: Field Data, 2019 
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Table 4.15c: Cross tabulation of Departmental views on Procurement Pitfalls affecting Efficient Service 

Delivery 

DEARTMENT  Procurement Pitfalls affecting Efficient Service Delivery  

 

TOTAL 
Untimely delivery of 

goods, works and 

services creates users 

unsatisfaction 

Untimely distribution 

of procured items to 

user departments 

Procurement of 

wrong specification 

of goods 

Inadequate 

procurement of 

goods and services 

 

PROCUREMENT 10 3 1 5 19 

STORES 4 1 0 2 7 

FINANCE 2 2 0 8 12 

AUDIT 3 1 0 2 6 

TECHNICAL 0 0 1 2 3 

ADMINISTRATIO

N 
2 0 1 1 4 

       Total 21 7 3 20 51 

    Source: Field Data, 2019 

 

Again, a Likert scale rating from 1 to 3 where 1 represents ‘No’, 2 represents ‘To Some Extent’, and 3 

represents ‘Yes’ was used to seek opinions from respondents to establish the link between procurement and quality 

service. From table 4.16 and figure 4.5 below, respondents were of the view that to some extent there is a link between 

procurement and quality service which was supported with a mean score of 2.4314 and a standard deviation of 

0.87761. From the general responses gathered, 68.6% were of the view that there is a strong link whilst 25.5% said 

otherwise. Only 5.9% of the respondents said the link is to some extent.  This revelation concedes to the fact that 

procurement operation is a contributing factor for quality service and therefore quality service is dependent on 

procurement management. Therefore, in the efficient execution of the procurement activities, practitioners must define 

a clear purpose of the process, determine how to achieve each activity within a specific sub-process (Deac, 2013). In 

other words, with proper procurement management the expected quality service in institutions will be realized or 

effected and where inefficient procurement management is exhibited, then the expected quality service is negatively 

affected. 

 

Table 4.16: Linkage between Procurement Operation and Quality service  

 Frequency Percent Cumulative Percent 

Valid 

No 13 25.5 25.5 

To Some Extent 3 5.9 31.4 

Yes 35 68.6 100.0 

Total 51 100.0  

 

Mean  2.4314 

Standard Deviation .87761 

Range 2.00 

Minimum 1.00 

Maximum 3.00 

 

Source: Field Data, 2019 
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Figure 4.4: Linkage between Procurement and Quality service  

 
Source: Field Data, 2019 

 

 

4.1.11 Views on Procurement achieving Quality service for Employees Satisfaction  

From Table 4.17a, it was further indicated with a mean score of 1.82535 and a standard deviation of 0.95301 

that to some extent procurement achieves a quality service for employees’ satisfaction.  

Table 4.17a: General Views on Procurement achieving Quality service  for Satisfaction by Employees  

 Frequency Percent Cumulative Percent 

 

No 28 54.9 54.9 

To Some Extent 4 7.8 62.7 

Yes 19 37.3 100.0 

Total 51 100.0  

    

 

Mean  1.8235 

Standard Deviation .95301 

Variance .908 

Range 2.00 

Minimum 1.00 

Maximum 3.00 

Source: Field Data, 2019 

 

 

Table 4.17b : Cross tabulation of Institutional Views on Procurement achieving Quality service  for Employee 

Satisfaction  

 

INSTITUTION Views of Procurement Achieving Quality service  for Satisfaction Total 

No To Some Extent Yes 

 

GBC 3 0 5 8 

GIDA 5 0 3 8 

GSS 7 0 2 9 

Lands Comm. 3 2 4 9 

MDPI 5 0 5 10 

NADMO 5 2 0 7 

Total 28 4 19 51 

Source: Field Data, 2019 
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Table 4.17c : Cross Tabulation of Departmental Views on Procurement 

achieving Quality service  for Satisfaction  

DEPARTMEN

TS 

Views of Procurement Achieving Quality service  

for Satisfaction 

Total 

No To Some Extent Yes 

 

PROCUREME

NT 
9 1 9 19 

STORES 5 0 2 7 

FINANCE 8 1 3 12 

AUDIT 3 1 2 6 

TECHNICAL 1 1 1 3 

ADMINISTR

ATION 
2 0 2 4 

TOTAL 28 4 19 51 

Source: Field Data, 2019 

 

According to Lewis and Boom (1983) quality service is the extent to which the service level delivered equates 

to customer expectations. Achieving quality service for employee satisfaction through procurement has been a 

challenging factor. The mean score of 1.8235 indicates that the achievement has been satisfactory to some extent 

where users’ expectation is somehow met. This is due to the challenges confronting procurement operations. For 

instance, it was gathered that conflict of interest is a major factor affecting GBC, Lands Commission and MDPI 

procurement operations. Therefore, the extent at which they achieve quality service through procurement can be 

regarded as satisfactory.   

The achievement of quality service by GIDA, GSS and NADMO has been unsatisfactory due to lack of funds 

which is a major challenge affecting their procurement operations. Other major challenges that prevents excellent 

quality service to be achieved includes long procurement processes; poor team work; and political interferences. These 

challenges contribute to drawbacks of procurement identified. These include untimely delivery of goods, works and 

services; untimely distribution of procured items to user departments; procurement of wrong specification of goods; 

and inadequate procurement of goods and services to achieve the intended quality service expected. These draw backs 

prevent the five dimensions of quality service identified by Parasuraman et al. (1988); Zeithaml et al. (1993) and 

Maass (2012) to be met successfully for customer satisfaction. The dimensions include responsiveness, empathy, 

assurance, reliability, and tangibles. 

 

4.2 Analysis of Research objectives 

Objective I: Description of the prevailing procurement systems and the factors that contribute to successful 

procurement systems: 

A centralized procurement system is most preferred and practiced since its benefits outweighs both the hybrid 

and decentralized. It is a good choice since most strategic decisions are taken at the strategic level and always at the 

headquarters. As a result, procurement activities can easily be monitored and controlled by directors and divisional 

heads. Establishment of procurement structures such PU (with qualified, knowledgeable and adequate staff) ETC, and 

Evaluation Panels in institutions serves as the fundamental requirement for procurement operation. These internal 

structures are there to ensure that procurement regulations, principles and requirements for procurement planning are 

duly adhered. Segregation of duties and responsibilities also ensures open, free and transparent procurement processes. 

 

Objective II: Challenges (gaps) that hamper the achievement of effective procurement systems: 

Lack of funds, conflicts of interest, and poor team work (communication, cooperation and coordination) are 

the three major challenges hindering procurement effectiveness. Others identified includes long procurement 

processes, political interferences, lack of training, and poor specifications which needs serious attention. These 

challenges especially lack of funds prevent institutions procurement management to be able to plan on time and 

adequately procure goods and services for users in the organization. It also causes delay for user departments to receive 

goods on time to contribute excellently quality service for satisfaction.   

The entire procurement system can be described as effective but inefficient due to the problems or challenges 

identified. Van Weele (2006) described ‘Effectiveness’ as “producing the result that is wanted or anticipated or 

expected” and Efficiency as “doing something well and thoroughly with no waste of time, money, or energy.  
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The work of Lewis and Booms (1983) also suggested that customer satisfaction with a service can be evaluated by 

matching what is perceived of a service received with expectations of service preferred or desired. When expectations 

are exceeded, the service is perceived to be of exceptional quality and it is considered unacceptable when 

expectations are not met. But it is considered satisfactory when expectations are confirmed by perceived service. 

Therefore, in conclusion, the general procurement operation can be described as effective (satisfactory) and inefficient 

(not exceptional) due to the fact that expectations are met but not exceeded. 

 

5.0 EVALUATION OF THE RESEARCH  

This chapter is the concluding part of the research work. It highlights major findings as well as providing 

recommendations to policy makers and implementers for further research.  

 

5.1 Findings and Discoveries  

The centralized system of procurement is the type of procurement system which is mostly practiced, preferred 

and efficient to some extent by most public organizations. Even though it is characterized with disputes from 

procurement officers and other personnel from other branches, the systems were considered as easy to use, suitable, 

cost saving, speedy, avoid disputes, low risk and enhances quality operation. 

All the selected institutions under study has in place internal procurement structures. These include 

Procurement Unit, Entity Tender Committee, and Evaluation Panel that manages procurement activities. This was in-

line with Schedule 1 of the Act. The number and caliber of personnel managing procurement activities in the various 

procurement units of the institutions was very encouraging. Most procurement staff and other stakeholders have also 

been trained on the implementation of the Act.  

Even though results and analysis revealed that the application and achievement of procurement principles 

was satisfactory to some extent, findings revealed that the entire procurement operation do not achieve value for 

money. This must be seen as an area of major concern to the government, heads of entities, procurement practitioners, 

donors, employees and other key stakeholders to undertake proactive measures to address the issue. 

The entire procurement planning processes of the institutions stands tall but it was discovered that ETC do 

not always make decisions on purchases. Monitoring and evaluation policies on procurement activities was 

satisfactory as there is strict separation of powers or responsibilities for officers. For instance, store officers are 

different from procurement personnel. There was highly utilization of goods or assets by institutions. 

Lack of funds, conflict of interest, and poor team work were identified as the three most challenging factors 

facing procurement operations.  Others identified includes long procurement processes; political interferences; lack 

of procurement personnel training; and poor records management. Lack of funds was the highest and has the tendency 

of affecting proper budgetary and procurement planning to procure adequate goods, works and services on time within 

a particular fiscal year.  This has a long way of affecting the role of procurement in achieving an excellent quality 

service. 

The effectiveness and efficiency of procurement activities in the public sector was considered to be 

satisfactory but not excellent in achieving quality service. This was because the procurement operations were 

considered as effective but not efficient due to drawbacks which creates dissatisfaction for user departments or 

customers. It was established that procurement and quality service are positive and directly related due to the fact 

quality service is dependent on procurement operation. 

 

5.2 Limitation  

This research work intends to assess the effectiveness of procurement systems in achieving quality service 

in the public sector. The constraints that confronted the study include the following:  The research covered the 

procurement practices in selected public institutions.  However, selecting only six institutions to analysis their 

procurement systems may not be a fair reflection of public entities across the country.  Considering the magnitude of 

time and finance involved and also difficulties in gathering the data, there were difficulties in face-to-face interactions 

with respondents at the headquarters. This limited the researcher to only use the quantitative method where survey 

questionnaires were used as the main data collection tool.  

 

5.3 Recommendations  

The following suggested recommendations may go a long way to mitigate the challenges facing procurement 

operations to achieve the intended quality service when implemented. Heads of Entities must ensure that their 

procurement units are adequately staff with qualified, skilled and knowledgeable officers who are committed to 

manage procurement activities to achieve value for money and to reduce procurement weaknesses. 
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In building a good spirit for team work, there should be effective communication, coordination and 

cooperation among the various units, divisions or departments in institutions. This will help achieve departmental or 

functional objectives including procurement and the organization in general. It will also enable the procurement 

processes to be faster and help contracts awarded to be executed in a timely manner. The government must ensure that 

budgetary allocations or funds are readily and adequately available. They should be disbursed on time to respective 

institutions to implement their various procurement activities effectively and efficiently. Heads of Entities must have 

liaised with or solicit support from donor partners for funds to support government support projects since the monies 

disbursed from the government are insufficient. 

Top management and directors must exhibit total commitment for procurement processes to ensure that 

principles and policies for procurement operations and the Procurement Act are strictly complied. This will help realize 

the essence of procurement performance on quality service in institutions. Management can also apply the Kaizen 

Continuous Improvement model which is the best Japanese thinking and management system practices. This can help 

improve and make procurement operations more effective, efficient, quality and, in general achieve business 

excellence. Management can apply the PDCA cycle by establishing and planning for implementation areas for 

improvement.   

Finally, there should be proactive planning, identification of need and, effective sourcing, contracting and 

contract management that an organization need or may need to meet its strategic and commercial objectives. 

 

5.4 Suggestions for further research 
The study particularly focused on the level of effectiveness of procurement operations on quality service in the public 

sector of Ghana. Therefore, further research should be carried out in other institutions on other relevant areas such as 

contract management in achieving efficient service delivery in institutions; effectiveness of procurement team on 

quality service; level of procurement compliance towards excellent service delivery; and others.  

 

5.5 Conclusion  

It can be concluded from the above summary of findings that, procurement and quality service are positive 

and directly related. Therefore, with proper procurement management the expected quality service in institutions can 

be effected positively. Variables with strong points, heads of institutions can highlight them to serve as springboard 

for achieving excellent service delivery. Proactive measures must be undertaken to arrest procurement challenges. The 

government, heads of institutions, management, and other stakeholders must ensure that procurement systems or 

operations are very effective and efficient to achieve excellent quality service in the public sector. 
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