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INTRODUCTION

A situation of disorder can  be regarded  as one of turbulence non-linear, 
irregular and erratic. It is a time of great uncertainty. But it is also one of 
great opportunity for those who can appreciate, accept and exploit the new 
realities. It is above all a time of opportunity for leadership to manage 
change. Why? Because entrepreneurs can increase their companies' 
visibility and better respond to the uncertainties of the new world disorder by 
actually re-engineering and repositioning their operations and businesses.  

Looking at the international business horizon, there are great elements of 
change and discontinuities  that are driving these momentous shifts and 
upheavals. The shift from local to international market place is irreversible 
and is gaining momentum. No one can lose sight of globalization and 
information and communications technology because national barriers are 
quickly tumbling down and opportunities for trade far exceed what could be 
imagined  twenty years ago.

Global financing is also changing the business landscape. Consumers are on 
the move while high technology input into business and manufacture is on 
the increase. Today nothing is predictable.

Therefore, in the face of all these developments, entrepreneurs need to 
develop skills and competencies that will enable them understand  and 
manage situations so as to improve the level of service quality in their 
organizations and cope with a lot of variables and challenges from time to 
time.

WHAT ARE COMPETENCIES?
It was George Klemp (1980) that defined “competency as an underlying 
characteristic of a person, which results in effective and/or superior  
performance on the job”. And because competencies tend to respond to the 
demands of the job which are congruent with the culture and environment 
of the organization, the competencies needed by an entrepreneur, as owner 
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of a business are different from those of a manager of an enterprise. 

Let us now review the entrepreneurial competencies  needed in a world of 
disorder with focus on  service quality.

COMPETENCY IN PROVIDING EFFCTIVE LEADERSHIPSHIP IN 
QUALITY SERVICE DELIVERY

Because of the important role service quality now plays in the survival of 
organizations today, any entrepreneur should be in the fore-front of 
providing leadership for quality service in his organization.

No organization can produce outstanding quality customer service unless 
the leaders of such organizations are visibly and relentlessly  committed to 
the idea of customer satisfaction because it focuses not on profit, the 
primary motive of any business but in having a satisfied pool of customers.

Since the customer is the soul of the business and without the customer the 
business will collapse and die, any entrepreneur must provide the necessary 
leadership to build customer loyalty and sustain it even in difficult times 
through strategic quality market offering.

BUILDING COMPETENCY FOR INNOVATION
Considering the complexity of forces operating in the environment in the 
time of disorder and the various corporate strategies  adopted by 
organizations to  stimulate growth and build a strong and viable base, 
developing the capacity for innovation becomes crucial. From the strategic 
point of view, this is the competency to experiment with new ideas or 
methods of carrying out certain functions in order to bring about operational 
efficiency. Innovation is crucial particularly in times of depression because it 
is the vehicle by which new products and process enter into the market.

Innovation or process of charge requires large doses of strategic intellectual 
capital. It provides the ability to face uncertainty and risk. The secret of 
success in the corporate world today is learning innovation and refusal to 
compromise standards. The innovative concept helps to strengthen and 
provide the necessary armour for competition in the market and no  
entrepreneur can ignore this.



COMPETENCY IN MANAGING ORGANIZATIONAL CHANGE

As part of an overall plan for repositioning in order to provide quality service, 
entrepreneurs must be prepared to manage changes. The present world  
disorder coupled with information and communications technology induce 
organizational and management changes. Changes in business 
environment and technology induce organizations to change their modus 
operandi. It has long been established that there are strong inter-
relationships among the environment, technology, organizational structure, 
people in the organization, organizational strategy and management 
processes.

Therefore, and because change in one company can impact on other 
companies creating more business pressure that could lead to one  of many 
developments such as

- Business alliances 
- Business process re-engineering
- Reducing time to market 
- Customer focused approach etc.

all aimed at improving the level of services quality, an entrepreneur must see 
managing change as  crucial for business success and must possess the 
competency for managing and modeling it.

COMPETENCY IN FINANCE MOBILIZATION
In times of disorder as reflected by the present global recession, many 
sources of credit usually dry up due to a squeeze in most money and capital 
markets. But because money is the oil that lubricates the wheel of business, 
companies must be sure of a ready source of credit in order to keep their 
operations afloat.

Here an entrepreneur needs skills and knowledge in finance mobilization in 
order to keep his business going and thus be able to meet market and other 
demands of customers. Adequate finance is crucial in achieving other 
objectives of the organization including service quality  and new product 
development.



COMPETENCY IN CORPORATE COMMUNICATION  AND 
INFORMATION MANAGEMENT

 A creative and effective entrepreneur needs skills in communication 
because communication has long been considered a tool of management by 
objective. Effective corporate communication requires ability to 
communicate with diverse people within the organization through listening, 
discussion and writing. Ideas and opinions about quality must be 
communicated clearly and unambiguously so as to achieve the desired 
result of improving performance. Effective corporate communication seeks 
to carry along everyone in the organization so that there can be free flow of 
ideas thus removing any obstacle to understanding. Power, leadership and 
decision making rely on the communication process whether explicitly or 
implicitly.

Then a proper management of the information system can be a veritable 
tool for maximizing productivity and safety because in the present world of 
business, he who has more information wins the race. In fact access to it 
often enough affords a crucial knowledge edge. 

Competency in communication and information management is vital 
because information management is making organizations to become more 
efficient and better organized in order to gain competitive edge through 
cutting edge strategies and thinking.

COMPETENCY IN FOSTERING TOTAL QUALITY MANAGEMENT

TQM is a concept based on quality management anchored on top 
management leadership role in quality movement. The way to make quality 
improvement effective in such areas as customer service, marketing 
research and development is by having a closely articulated strategy that 
ties all these efforts and focuses the company including top management on 
strategic quality improvement.

Since Total Quality Management is a total company-wide customer driven 
effort that seeks continuously to improve the quality of products and 
processes to meet the needs and expectations of clients and customers,  
entrepreneur must have the competency to foster it. as Ray J. Groves, 
Chairman Ernest  & Young noted: “The quality movement challenges 
organizations to work harder than ever to meet and exceed the needs of 
their customers”.



COMPETENCY IN CHOOSING OPTIONS FOR BUSINESS GROWTH 
IN TIME OF DISORDER

While it must be understood that growth is the logical aim of any business 
not only because of the profit motive but as a safeguard against the business 
being endangered either by unforeseen risks or changes in the basic 
demand in the market, an entrepreneur must have the knowledge and skill 
to determine the type of growth and the necessary business options to 
pursue in order to satisfy his markets.

Therefore, he should have the competency to choose among consolidation 
in existing market in order to serve the customers better or go for market 
penetration to increase market share, product development, market 
development, mergers or diversification so as to have viable market 
standing instead of becoming marginal in delivering quality product and 
services to its customers.

CUSTOMER SERVICE ORIENTATION COMPETENCY

In times of disorder, the drive to retain market share is great and there is 
genuine desire to meet customer needs by creating and nurturing a service 
culture with the customer as the centre-piece of the business strategy. There 
is the imperative thus to solve and handle customer complaints and 
problems as part of total customer retention strategy.

Have the entrepreneur must empower all employees to assume 
responsibility for good customers relations in order to achieve effective 
service delivery and ultimately service leadership in a situation of economic 
disorder.

More than ever the customer is king and should be treated as an 
appreciating asset while service quality helps to build customer loyalty and 
sustain it even in difficult times.

FLEXIBILITY AND RESPONSIVENESS AS A COMPETENCY

stIt has been noted that success in the 21  century can only come to those 
who could think and move fast and remain constantly alert and responsive to 
global trends, developments and changes everywhere.

Lack of flexibility either due to physical barriers or self-imposed restrictions 



and limitations can only limit available opportunities. An entrepreneur must 
be able to react promptly to external forces and developments and thus 
increase this capacity to manage situations. With this flexibility has replaced 
the ability to manage corporate complexity as a key organizational 
competency.

CNN is a classic example of a broad-cast organization that  has used 
flexibility as a competitive advantage in its service delivery over other 
broadcast networks. As Tom Johnson, the Chief Executive of CNN noted that 
network flexibility and fast response time are one of its key strategies to its 
global success.

PROACTIVE PERFORMANCE SKILL

This entrepreneurial competency will involve:

- An obsession with responsiveness to customers
- Constant innovation in all areas of the firm 
- Participation and building a strong team for success.
- Change leadership that shares and instills an inspiring vision, and
- Flexibility through empowered people, high involvement  and 

minimum hierarchy and increased rewards based on new 
performance parameters aimed at improving the quality of service 
delivery.

Proactive skill is important in times of disorder where various strategies and 
processes need to be tried from time to time.

CONCLUSION
Just as every business situation requires specific competencies for 
successful performance on the job and to meet the challenges of the time, so 
an entrepreneur needs distinct competencies that will enable him build and  
run an enterprise that will imbibe the culture of quality service and thus 
achieve the desired success.
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INTRODUCTION

If there is any concept in the business world that is generating waves of 
interest, it is simply quality service delivery. This is because globalization and 
information and communications technology with all their tremendous 
challenges and opportunities have so transformed the face of the business 
world that no section of the society is immune to these developments. 
Governments, individuals and corporate bodies are responding in different 
ways giving rise to dramatic and phenomenal changes.

Today while service quality has assumed a make or break factor, the 
difference between success and failure in the private sector, the response in 
the public sector to these changes remains slow although quite a lot has also 
been done in the area of due process and servicom  in the last eight years.

REVIEW OF THE PERSENT STATE OF SERVICE DELIVERY IN 
BOTH THE PUBLIC SERVICE AND EDUCATIONAL INSTITUTIONS

Perhaps it is pertinent to review the state of service delivery in our 
educational institutions and the public  service so as to be able to evolve new 
strategies on superior quality service delivery. Despite the civil service 
reforms with the emphasis on quality service delivery, little attention is paid 
to service quality by many establishments of government from the smallest 
to the biggest whereas these reforms should actually drive the business of 
government to a new level of quality performance. Instead we have in our 
everyday life endless incidents  of service failure which continue unabated.

The following examples are intended to highlight the service crisis in 
diversified departments of government and the educational institutions and 
the attendant problems they pose to the national economy and the society in 
general.

(a) Until the deregulation of the telecommunications sector and the 
emergence of service providers, telecommunication was virtually 



dead inspite of the monopoly  enjoyed by NITEL. This is due to the 
fact that the system has been bedeviled by wrong  investment 
choice, wrong choice  of technology and poor worker attitude. Yet 
there is no doubt that the telecommunications sector is the driving 
force of the country's future economic growth.

(b) In our health sector the situation is pathetic if not hopeless. The 
poor state of infrastructures coupled with the slow and lackadaisical 
response to casualty  and other emergency cases by hospital staff 
have raised the death toll  in our hospitals considerably.

(c) Take the case of power supply in Nigeria; here the situation is 
chaotic and disruptive with power supply getting more epileptic 
despite all the promises and supposed investments in power 
generation in the last few years. Lack of power supply is one factor 
that has continued to retard industrial and commercial 
developments in Nigeria.

(d) Alert the police of any danger in your  locality and they will be 
despicable enough to ask you to send a vehicle to convey them to 
the scene, which is another way of saying we cant make it.

(e) What about the fire service? How many markets and buildings have 
been gutted by fire completely due to poor state of readiness and 
lack of professional touch by staff as a result of bureaucratic delays.

(f) Considering the educational sector, the situation is just as 
embarrassing with quality and standards falling to an all time low. 
The whole system is riddled with corruption and vices and discipline 
has been thrown to the winds. The admission  process into federal 
and state universities he has been compounded by the post JAMB 
screenings which most universities have turned into  a money 
spinning  avenue.

(g) There is crisis of confidence in the educational system in Nigeria. 
Students everywhere are in a haste to jump the educational hurdles 
at all costs and by any means. Examination malpractices and 
indiscipline abound. The teachers want to improve their financial 
well-being and attain a measure of comfort. There are widespread 
vices in the system. Effective leadership is generally lacking.



With all this malaise, what are the strategies that can be evolved to improve 
and provide superior service delivery in both the public service and 
educational institutions at all levels.

PUBLIC SERVICE/SERVICOM

First let us consider the public service. The first strategy is the government's 
own initiative which has focused on servicom, a service compact with 
Nigerians to improve the quality of service delivery in all departments of 
government. Interestingly the charter of servicom contains rights and 
obligations and concern for citizens including grievance redress in the case 
of service failure or poor service delivery.

For the first time in the history of this nation, quality service delivery is being 
emphasized as a public sector philosophy. The government is visibly 
committed and devoted to this new concept so as to remove the age long 
bureaucratic strangleholds that have frustrated initiatives in the past. If is 
expected that in all areas of dealings with government actions will be taken 
in such a way as to shorten the period for any transaction from weeks to a 
matter of few days be it clearing of goods from the ports or even renewing 
one's passport.

SERVICOM SO FAR
But has servicom achieved its goals as a public sector philosophy? Not much 
so far. The rigid bureaucratic setups which have refused to give way to 
change and poor implementation are largely responsible. An obvious change 
in this area will definitely involve doing away with some of the limitations 
imposed by bureaucratic structures and thus enhance the freedom and new 
roles for civil servants while doing away with some of their toxic behaviours 
in their official conduct.

STRATEGY  FOR BUILDING A PERSONAL ACCCOUNTABILITY 
AND DOING AWAY WITH CORRUPTION

From the various changes taking place under the new dispensation civil 
servants must accept personal accountability for their actions. The three 
basic pillars of accountability are fairness, loyalty and responsibility and 
every civil servant must see this as a way to improve service quality. Then 
they must shun corruption which negates not only the best use of resources, 



but also creates a situation of non-accountability. Therefore, with a state of 
personal accountability and transparency and zero tolerance of corruption, 
civil servants will be able to take decisions that are rational, far-sighted and 
motivated by the common good rather than greed and thus offer quality 
service delivery to the public.

This is equally applicable to the educational institutions in Nigeria.

THE PUBLIC SERVICE SHOULD ADOPT TOTAL QUALITY  
MANAGEMENT (TQM) AS A STRATEGY

The public service should adopt total quality management approach as a 
service instrument and as part of the new revolution in its economic, social 
and political management. This may involve repositioning the civil service, 
restructuring and redesigning its internal environment to make for greater 
effectiveness.

There will also be a need for a redefinition of tasks and re-orientation 
including building new relationships with the public which they serve. The 
way to make quality improvement effective is to have a quality-driven 
planning coupled with strategic response. The quality movement should 
challenge the civil service to work harder than ever to meet and exceed the 
needs of the public and government.

STRATEGY FOR PUTTING SERVICE POLICY IN PLACE:

Here policy and objective settings which see service quality as a public sector 
philosophy must be adopted by all. A consistent effort should be made to 
pursue the policy to a logical  conclusion and tie it with servicom instead of 
abandoning it midway. The policy should help create and nurture service 
culture, inform, motivate and inculcate  in all civil servants how to handle 
service problems and complaints easily.

The policy should emphasize that offering quality service is a  right and not a 
privilege to be enjoyed by few, while challenging also the status quo.

AWARENESS CREATION STRATEGY

Awareness should be created on the need for quality service delivery  
amongst civil servants and for them to assume responsibility for good public 
relations in order to achieve effective services delivery. Every civil servant 



should be empowered and given  freedom to assume responsibility  and 
authority to treat service related problems in their departments without let 
or hindrance and thus make quality service delivery a universal business 
within the public service.

By this a conducive environment for service delivery will be created within 
the civil service. The awareness campaign should be backed by adequate 
publicity and communication flow.

BUILDING COMPETENCES FOR QUALITY SERVICE DELIVERY AS 
A STRATEGY

Civil servants need to improve on the level of service delivery in order to 
respond adequately to changes occasioned by globalization and information 
and communications technology in a fast-paced changing world. They need 
competencies such as effective communication skills, competencies in 
responsiveness, flexibility and adaptability to situations and ability to 
provide connective edge to the government and be a focal point for 
orderliness, discipline, creativity and excellence.

To succeed in the present operating environment civil servants must 
increase their capacity to manage situations.

STRATEGIES FOR SUPERIOR SERVICE DELIVERY IN 
EDUCATIONAL INSTITUTIONS

While the educational sector as a service agency plays a critical role in the life 
of the nation, there is no doubt that some form of refocusing and redirection 
is needed  in order to improve the quality of service delivery. Here are some 
strategies that can help to achieve this basic objective.

STRATEGY BASED ON EFFECTIVE LEADERSHIP AND DISCIPLINE

The challenges of effective leadership in educational management must be 
seen in the context of developments. Despite the crisis of confidence within 
the educational system, there is need for school administrators to provide 
effective leadership that will raise standards and instill discipline into the 
system so that the system can survive to the benefit of all and ensure good 
social relations. We need leaders that can build support and confidence into 
the system as a whole.



For discipline to succeed and be effective, it will require firmness, the 
support of government and other responsible opinions such as 
presents/teachers associations. With effective leadership and discipline all 
the vices including examination malpractices that have negated quality 
service delivery will be wiped out.

STRATEGY BASED ON RATIONAL EDUCATIONAL PLANNING AND 
IMPLEMENTATION

Like in other areas of our national life, educational planning is not lacking, 
but poor implementation coupled with frequent changes in policy options 
that have led to lopsided development of the educational system. Yet a firm 
and purposeful implementation can help redirect the educational scene in 
Nigeria.

It is poor implementation that killed the objectives of the junior secondary 
school where creating a cadre of artisans was aborted in favour of 
curriculum that is geared towards university education.

Effective Planning and change of the present  curriculum which has led to 
many problems can help to improve the quality of service delivery in the 
school system.  Subjects like entrepreneurship, finance, investment  in 
stocks should be taught to students who will have rudimentary  knowledge  
about them right from secondary school.

STRATEGY BASED ON EFFECTIVE GUIDANCE COUNSELLING
Obviously, the urgent need for an integrated guidance counselling system 
covering all levels of the Nigerian educational system is quite evident and 
cannot be overemphasized. Of tremendous  usefulness, therefore, is a 
vertically designed  guidance counselling mechanism that cuts across 
educational levels since the choice of courses by Nigerian university 
students is to a large extent determined by their secondary educational 
background. Besides mistakes made in the choice of courses have often led 
to failure and eventually drop out.

Guidance counseling should help to re-orient students in the choice of 
courses and careers  right from al the levels of education and thus help 
redirect the products of the system to success.

STRATEGY BASED ON ADEQUATE MOTIVATION
Motivation is the will to act Teachers, lecturers etc must be taken into 



confidence when changes are to be introduced. Equally their needs  and 
expectations must be met in terms of prompt payment of salaries. They  
need to  be adequately motivated, so that they can continue to put in their 
best.

While good pay is satisfying, authorities should actually employ such 
motivating factors as recognition, promotion and growth, job security and 
improved working conditions to galvanize the efforts of teachers to improve 
productivity.

CONLFICT MANAGEMENT STRATEGY
This is an area that requires tact and diplomacy since conflict is inevitable in 
the educational systems due to the centrifugal forces at work, focus should 
be on converting, channeling and harnessing  it into a constructive 
instrument. Knowing that students, teachers and lecturers are restive 
nowadays, the goal of any school authority should be to manage it in such a 
way as to obtain maximum benefit and at little cost. Conflict which often 
results in strikes affect the quality of service delivery through reduced 
output. 

Therefore, managing conflicts successfully will improve the level of service 
delivery in the educational system.

Actual conflict management should always go with effective communication 
and dialogue in trying to resolve disputes and achieve harmony.

TRATEGY BASED ON ADEQUATE FUNDING
The educational system at all levels needs adequate funding so that 
institutions can get equipments and instructional materials that will improve 
their instructional methodology and achieve good end results. Poor and/or 
under funding has often created frustrations and apathy both for 
administrators and students alike. It has dried up research efforts in the 
universities Besides most of our educational institutions lack facilities that 
could enhance service delivery in them for example, overcrowded lecture 
halls  in the universities. It must be noted that spending money on education 
is the best investment a society can make.

CONCLUSION
As corporate organizations all struggle to embrace quality assurance and 
achieve “fitness for purpose” in their service delivery, the public service and 
our educational institutions must not exclude themselves  from these 



developments. The various strategies outlined above if pursued will 
eliminate shoddy performance and improve the quality service delivery 
greatly in all departments of government and our educational institutions. 
As Thomas A. Edison noted: “if we did all things we are capable of doing, we 
would literally outstound ourselves”.
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