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ABSTRACT

The study examined the effects of monitoring on Service delivery in Non-Governmental
Organizations in Sudan; A Case Study of International Aid Services. The study adopted cross-
sectional design and this was applied because it is the most relevant research design basing
on the nature of the objectives. The study adopted both quantitative and qualitative data
collection approaches. A sample of 80 respondents were selected using simple random
sampling technique together with purposive sampling which helped the researcher to correct
information from the specific respondents. Pretesting of questionnaires were done by
administering questionnaires to 80 respondents from international Aid services which helped
the researcher to identify the gaps and make modifications accordingly. A content validity
index method was used in determining the validity of the instruments and the reliability of
the instruments was established through a pilot test of the questionnaire to ensure
consistency and dependability and its ability to tap data that would answer the objectives of
the study. Both questionnaire and interview guide were used as instruments for data
collection. The reliability of the instruments was established through a trial test of the
questionnaire to ensure consistency and dependability and its ability to tap data that would
answer the objectives of the study. Quantitative data was analyzed mathematically through
arranging the responses from the different target population to be summarized in tables from
the general analysis was printed and used to collect data to be used for analysis. The study
found out that strict monitoring and guidance of supervisor encourages the employees and
workers to be more disciplined in their activities. The study concluded that strict monitoring
and guidance of supervisor encourages the employees and workers to be more disciplined in
their activities. This study based on the finding recommended that there is a need to consider
and put in place measures to ensure that monitoring contributes on the service delivery of
an organization.

Keywords: Monitoring, Service delivery, Non-Governmental, Organizations and Sudan.

INTRODUCTION

Internal control systems including internal organizational objectives [3]. In African
audits are intended primarily to enhance countries, the system of internal control
the reliability of service delivery, either gives assurance to management of the
directly or indirectly by increasing dependability of the accounting data used
accountability among information in the decision making of the organization.
providers in an organization. An Internal According to [4], the component of internal
control system facilitates proper recording control highlights the importance of
of transactions so as to achieve efficacy in management carefully identifying and
the organization. Internal control systems evaluating factors that can preclude it
help the organization to improve the from achieving its mission. [5] stipulated
quality-of-service  delivery [1]. The that risk assessment, control environment,
pronouncements of the Committee of information and communication identify
Sponsoring Organizations which was and evaluate the service delivery of an
formed in 1985 provided the ideal internal organization, forming a Dbasis for
control  framework used in  the determining how the risks should be
organizations and it’s upon management managed.

to adopt fitting controls to prevent and Service delivery is a form of attitude
detect potential risks to its limited representing a long run overall evaluation.
resources [2]. In countries like USA and Maintaining service delivery at certain
Germany, organizations institute internal level and improving service delivery must
control systems as mechanisms intended be an effort to those companies who
to ensure that available resources are conduct contract management [6]. Service
properly utilized to achieve the delivery is defined by [7] as the process of
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providing the required satisfaction to
Customers in an organization. [8] defined
service delivery as “the consumer’s overall
impression of the relative inferiority,
superiority of the organization and its
services”. This means that, service
delivery is the key of survival to all
servicing companies. Some of the main
differences between service and physical
goods are that services are processes; they
are intangible and heterogeneous [9]. A
non-governmental organization (NGO) is
any non-profit, voluntary citizens' group
which is organized on a local, national or
international level [10]. Task-oriented and
driven by people with a common interest,
NGOs perform a variety of service and
humanitarian  functions, bring citizen
concerns to Governments, advocate and
monitor policies and encourage political
participation  through  provision of
information [11].
Aim of the study
To examine the effects of monitoring on
Service delivery in Non-Governmental
Organizations.
Research questions
What is the effect of monitoring on Service
delivery in Non-Governmental
Organizations?
Monitoring

Monitoring is descriptive in nature and
gives information on where the
organization is at any given time relative
to respective targets and outcomes [12].
Monitoring is seen as a continuous
function that uses systematic collection of
data on specified indicators to provide
management and main stakeholders of an
on-going organization with indications of
the extent of progress and effective service
delivery [6]. The supervisor makes sure
that all the instructions are communicated
to each and every employee in Non-
Governmental Organizations. Control
means match between actual and planned
output [4]. Constant monitoring, the
monitoring function ensures strict control

over the activities of subordinates. But if
there is no monitoring or check on workers
they may result in wastage of resources [3].
[1] says that the strict monitoring and
guidance of supervisor encourages the
employees and workers to be more
disciplined in their activities. The
supervisors are directly dealing with the
subordinates. The managers give the
report regarding the working of every
worker which becomes the base for the
performance appraisal for the employees.
The supervisor gives the feedback
regarding complaints, grievances and
problems of subordinates to superiors in

Non-Governmental Organizations.
Supervisors give guidelines and
instructions to the employees and

supervisors play the role of the linking pin
or mediator the supervisor tries to remove
the communication gap between the
superiors and subordinates as he passes
on the complaints and problems of
subordinates to superiors and instructions
of superiors to subordinates [8]. The
relationship with the supervisor is a very
good incentive to improve the motivation
level of the employees in Non-
Governmental Organizations. Supervisor is
an individual engaged in monitoring. He
supervises the work of subordinates. He is
the link between workers and
management. He ensures that plans and
procedures are implemented as per
schedule. Supervisor maintains a direct
contact with the workers; he acts as a
friend, philosopher and guide to the
workers [5]. Monitoring of employees in
Non-Governmental Organizations ensures
performance of work as per the targets.
Supervisor assumes responsibility for the
accomplishment of task undertaken and
motivates his fellow workers. It results in
maintenance of discipline. It maintains
unity among workers. Supervisor plays an
importance role in sorting out internal
differences and maintaining harmony
among workers [9].

METHODOLOGY

Design of the research
A case study research design was based
on a practical, logical and structured
manner of the organization relating to the
area of study. A case study is an empirical
enquiry that investigates a contemporary
phenomenon within its real-life context,
especially when the boundaries between
phenomenon and context are not clearly
evident and it relies on multiples sources
of evidence. Case study research
investigated pre-defined phenomena but
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does not involve explicit control or
manipulation of variables: the focus is on
in-depth understanding of a phenomenon
and its context. Case studies typically
combined data collection techniques such
as interviews, observations,
guestionnaires, and document and text
analysis. The research used case study
research design because it produces
information only on the particular cases
studied. A case study research design is
combined with both quantitative and
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qualitative methods that were used for
this study. The study adopted cross-
sectional design because it is the most
relevant research design basing on the
nature of the objectives. The study
adopted both quantitative and qualitative
data collection approaches. The study
used quantitative approaches because
statistics are very vital to determine the
features of the target population.
Qualitative approach was used to capture
some comments, views, opinion and the
respondents’ feelings about the study.
[11], qualitative approach helps to
capture qualitative data, based on
qualitative aspects that may not be
quantified. It aids in discovering the
motives and desires or what people think
and how they feel about a given subject or
situation. The data was collected from
both primary and secondary sources.
Area of study

The research was conducted at
International Aid Services offices found in
Sudan in Red Sea state, South Kordofan,
West Darfur, Blue Nile, Khartoum and

Table 1: Sample Size

South Darfur states. This is because
International Aid Services head office in
Khartoum is the center of control of all
operations. The study majorly focused on
all these six states. This area is selected
because International Aid Services has
strong internal control system which may
greatly affect service delivery in that
organization.
Population of the study

The population (100) of the study covered
(4) directors, (6) heads of departments, (2)
state program coordinators, (27) field
operational staffs, (5) finance head office,
(3) internal audit, (5) finance head office
and (53) beneficiaries from International
Aid Services in Sudan to participate in the
study. Staff members were allowed to give
their opinions.

Sample and sampling techniques
A sample is a section of the population
chosen to represent the whole population
(Amin, 2015). Since the total population
was 100, the researcher selected 80
respondents according to [5] table of
sample size determination.

Category of Respondents Population Sample Sampling Technique
Size (n)

Directors 4 4 Purposive

Heads of Departments 7 7 Purposive

Regional Program 1 1 Purposive

Coordinators

Field operational staff and 27 20 Simple Random

all others staff

Internal Audit 3 3 Purposive

Finance head office 5 5 Purposive

Beneficiaries 53 40 Simple Random

Total 100 80

Source: World Vision staff list and beneficiary lists

Guided by: Morgan table

Purposive sampling method was used on
directors, heads of departments and state
program Coordinators who had the
required information on the issues
pertaining to the effect of internal control
systems on service delivery in non-
governmental organizations (NGOs). This
sampling technique was used because it
helps the researcher to obtain the desired
information from the key informants.
Simple Random sampling was used on
field operational staff and Beneficiaries
and each respondent got an equal chance
of being selected for sample. This
sampling was used because it helps the
researcher to avoid biasness when
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selecting the study participants. Simple
random sampling was adopted for
selection of other staff in order to ensure
more representative and equal chance of
participation in the study.
Sources of data
The data was collected from both primary
and secondary sources such as text books
and reports of International Aid Services.
Primary data

The primary data was got using
questionnaires and interviews with
relevant stakeholders. This data helped
the researcher develop a report.

Secondary data
Secondary data was got from documented
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statements and reports of International
Aid Services, journals and textbooks. This
data was used because it helps the
researcher to compare the findings from
other authors and the findings from the
field. The secondary data was collected
using library books, searching journals
from the internet and checking the
organizational reports.
Data collection tools

The study wused Questionnaires and
Interview guide as data collection tools:
the researcher distributed/ administered
80 copies of the structured
questionnaires for 80 selected
respondents in International Aid Services
in Sudan.

Questionnaires
The researcher designed well-structured
questions that were used to get detailed
information related to the subject matter.
This instrument helped the researcher to
collect the data from the target research
participants using structured questions in
the questionnaires. This tool was
measured by a five-point Likert scale
questionnaire from strongly agree as a
response one (1point) to strongly disagree
as a response five (5points). The
questionnaire contained both open and
close ended questions. Rensis Likert’s
scale statement having five category
response continuums of 5-1wasused,
Strongly Agree (5 points), Agree (4points),
Not sure (3points), Disagree (2points),
strongly disagree (1point) with assertion.
In using this each respondent who
selected a response most suitable to
him/her in describing each statement and
the response categories weighed from 5-1
and average for all items were computed
accordingly.

Interview Guide
In-depth interview is one of the methods
the researcher used to collect data. This is
a face-to-face conversation with the
purpose of exploring issues or topics in
detail. It doesn’t use preset questions, but
is shaped by a defined set of topics. This
interview technique involved oral or vocal
questioning techniques or discussions.
The researcher becomes the interviewer
and the respondent from the sample
becomes the interviewee.

Data Validity and Reliability
Eighty (80) copies of the questionnaires
were administered on the respondents
with similar characteristics to check
consistency of the instrument while
testing reliability and validity of the tools.
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Validity of research instruments
Research tools were prepared, presented
to three experts [supervisor moderate
their = comments/correction/suggestion
who checked on their correctness. The
experts’”’ comments were used to improve
the questionnaire by eliminating all
errors. Pretesting of questionnaires also
was done by administering
guestionnaires to 80 respondents from
international Aid services which helped
the researcher to identify the gaps and
make modifications accordingly. A
content validity index method was used in
determining the validity of the
instruments. The CVI which is 0.7 and
above was considered valid for the study
[13]. The CVI was computed as shown
below;

—
CVI -

Where CVI = Content Validity index
n = number of items declared valid
N= total number of items in the
questionnaires
If the overall content validity is equal of
the instrument is equal to acceptable
index of 0.7 or above then the instrument
was accepted as valid.
Content validity index was applied to all
instruments and the average was
computed. Amin also contends that an
instrument which has an average index of
0.7 or above is a valid instrument. The
research instrument was passed to
professionals, experts and other research
authorities to ascertain the validity of the
instrument.

Reliability
Reliability is the measure of the degree to
which a research instrument vyields
consistent results after repeat.
Qualitatively, the reliability of the
instruments was established through a
pilot test of the questionnaire to ensure
consistency and dependability and its
ability to tap data that would answer the
objectives of the study. According to
Amin (2015) an alpha of 0.5 or higher is
sufficient to show reliability the closer it
is to the higher the internal consistency in
reliability. The questionnaire was
pretested using respondents from
International Aid Services and reliability
was computed using Statistical Package
for Social Sciences (SPSS). Using this
software, a Cronbach’s Coefficient Alpha
test was used because it measures the
reliability of the study instrument and
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the results considered appropriate was
0.7 and above [11]. 10 copies were
administered for reliability test.
Ethical considerations

The researcher observed extreme
confidentiality = while handling the
responses and Information was availed to
the respondents that the researcher
would not cause any danger directly or
indirectly and that participation was
voluntary. The researcher considered the
research values of voluntary
participation, anonymity and protection
of respondents from any possible harm
that may arise from participating in the
study. Thus, the researcher introduced
the purpose of the study as a fulfillment
of a Masters’ study program and not for
any other hidden agenda by the
researcher. The researcher requested
respondents to participate in the study on
voluntary basis and refusal or abstaining
from participating was permitted. The
researcher also assured the respondents
confidentiality of the information given
and protection from any possible harm
that may arise from the study since the
findings were used for the intended
purpose only.

Data presentation and analysis
Qualitative data was presented in tabular
form, after collecting the questionnaires,
editing, coding and classification of data
was carried out. Quantitative data was

analyzed mathematically through
arranging the responses from the
different target population to be

summarized in tables from the general
analysis was printed and used to collect
data to be used for analysis. Manual
editing of questionnaires was done to
eliminate errors. After coding, tabulation
was done to clearly present various
responses and the interpretation.
Frequencies and percentages was used to
portray statistics used to analyze and
interpret the findings of the study. For
ease of analysis, procedures within
Statistical Package (SPSS) were used. The
data was summarized by descriptive
statistics of the mean and standard
deviation while multiple regression
analysis was used to answer the research
objectives by the use of a research model.
Descriptive analysis was applied to
describe the primary variables and
associated indicator item related to the
study objectives. The data was put in
order and structured to get meaning from
data. The results of the data analysis were
presented in frequency tables, bar graphs
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and pie-charts. Linear regression analysis
was adopted to examine the effect of the
independent variables on the dependent
variable so as to provide answers to the
study questions.

The information obtained was sorted and
grouped into sub-themes in line with the
study objectives. Data analysis involved
the qualitative approach of identifying
the major themes arising respondents'
answers; assigning of codes to the
themes: classification of the themes
under the main theme and integrating the
responses on the effect of control
environment on service delivery, the
effects of risk assessment on the Service
delivery and the effects of monitoring on
Service delivery in Non-Governmental
Organizations. Content analysis was used
to edit qualitative data and reorganizes it
into meaningful shorter sentences. After
data collection, information of same
category was assembled together and
their similarity with the quantitative data
created. Qualitative data was interpreted
by composing explanations or
descriptions from the information. The

qualitative data was illustrated and
substantiated by quotation or
descriptions.

Limitations to the Study
Sampling errors: Failure to initially

specify the population, problems in
selecting a sample and poor response rate
led to sampling error and bias. This can
occur due to the sample selected does not
perfectly represent the population.
Sampling error is when the results
obtained from surveying the sample are
different than what would have been
obtained from surveying the whole
population. However, this was solved by
increasing the sample size results in a
more accurate result because the study
gets closer to the actual population size.
Statistical errors: A statistics error was to
occur due to a difference between a
measured value and the actual value of
the collected data and if the error value is
more significant, then the data was
considered as the less reliable. Statistical
errors occur during all phases of a study
from study design to reporting. These
errors were likely to be unrelated to
misuse of P values and statistical
significance testing. However, this was
avoided by organizing all collection
forms, and material used to record the
data in one place, checking the data for
completeness and accuracy and assigning
unique identifiers.
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RESULTS
Respondents’ Response Rate 97.5% was sufficient enough for the study

The return rate of the questionnaire was while 10% were non -responsive.
analyzed. The response rate of more than
Table 2: Respondents’ Response Rate

Questionnaires how many different sets of Number of Percentage (%)

questionnaires were involved respondents

Copies of questionnaires administered 80 100

Questionnaires received/retuned 70 87.5
Source: primary data
According to the findings, 80 copies of the valid while 10 (12.5%) were either
questionnaires were administered and 70 incomplete or wrongly filled. The
respondents received the questionnaires researcher used these results for analysis
which ensured 87.5% response rate. A total and reporting because 87.5% return rate of
of 80 copies of the questionnaires were the questionnaire is excellent for data
administered out of which, 70 (87.5%) analysis.

questionnaires were fully completed and

Bio data of respondents
Gender of respondents the study included both male and female
The gender distribution of respondents, respondents as shown in the figure below;

m MNale
Female

Figure 1: Distribution of respondents by gender
Source: Primary Data (2021)
From the figure above, male respondents environment, risk assessment and
formed the highest percentage 73 monitoring have greater impact on
compared to the female with only 27%. service delivery in International Aid
Males were found to be more active in Services Sudan.
participation which explains their highest Education level of the respondents
number. However, both were considered Respondents were requested to indicate
since it was important to get views of their highest levels of education. The aim
women in the study. This implies that the was to determine their ability to
organization mostly employed male understand the study and the findings are
employees who can manage and direct presented in the table below.

other employees to ensure that control
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Table 3: Education level of the respondents

Education level Frequency %
Certificate 11 16
Diploma 21 30
Bachelor’s degree 29 41
Master’s degree 9 13
Phd -
Total 70 100

Source: Primary Data

The findings in Table 3 show that the
education level of the respondents varied
from certificate to Master’s degree level.
The highest numbers were those of
Bachelor’s degree, 41%, whereas those of
Diploma level comprises 30%, This
suggests that the all the respondents had
sufficient knowledge on how control

monitoring contribute to service delivery
in International Aid Services Sudan.

Age of the respondents
Respondents were also requested to
indicate their age to establish their
eligibility to participate in the research
study and the findings are presented in
the table below.

environment, risk assessment and

Table 4: Age of respondents
Age Frequency %
18-25 years 12 17
26-35 years 18 26
36-45 years 21 30
46 years and above 19 27
Total 70 100

Source: Primary Data

Table 4 shows that all the age groups were
almost equally represented in the study,
although the 36-45 years age group had
more respondents, those in the age bracket
(18-25 years) were represented by 17% and
this group had the lowest number of
respondents. However, respondents in the
age group between 36-45 years and those
with 46 years and above were represented
by 26% and 27% respectively. This implies
that employees of International Aid

&0
S0
40

30

Percentage

20

10

L]

1 -4years

5-Owears

10-14vears

Services Sudan are in productive age group
hence they can improve the level of service
delivery by putting in place control
environment, risk assessment and strict
monitoring in the organization.
Experience of the respondents

The study requested respondents to avail
information on the duration that they had
taken working at International Aid Services
and the findings are shown in the table
below.

m 1-4vears
- 5-Onvears
10-1 4vears

15 and above
12> -
4 o

15 and abowe

FPeriod of Service

Figure 2: Distribution of Respondents by Period of Service

Source: Primary Data (2021)
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The findings showed that majority (52%)
of respondents have worked at
International Aid Services between 1-
4years, followed by 5-9 years with 30%,
12% of the respondents have stayed at
International Aid Services for a period
between 10-14years and the least (7%)
have worked at the organization for a
period of 15 and above. The study results
revealed that at least all the target
respondents who participated in the

study had relevant experience in different
sections and therefore they can monitor
the organization, assess the risks and
control the organization to ensure that
there is effective service delivery.
Region by Location of respondents

The researcher wanted to know the
location of respondents currently
working in respect to International Aid
Services and the findings are presented in
the table below:

Table 5: Region by location of respondents currently working in respect to International

Aid Services

Region by location Frequency %
Head office Staff 13 18.6
Eastern Region 14 20
Western Region 43 61.4
Total 70 70/100

Source: Primary Data

Data on Table 5 above reveals that
majority of respondents (61%) were
coming from western Region, while 20%
represented the respondents from eastern
region. However, the lowest percentage of
respondents (18%) came from the head

office. This implies that 93% of the
respondents had worked for International
Aid Services for over 1-year, which period
is sufficient for employees to understand
issues regarding internal control systems
and service delivery.

Table 6: Position respondents currently hold in International Aid Services

Department Frequency Percentage
(%)
Beneficiary from International Aid Services programmes 5 7.1
Regional operational Management 16 22.9
Programme management staff 14 20
Community development staff 6 8.6
Finance and Accounts staff 11 15.7
Monitoring and evaluation Staff 18 25.7
Total 70 100

Source: Primary Data

According to the findings, the highest
percentage of respondents (25.7%) were

monitoring and evaluation staff
members, 7.1% accounted for the
beneficiaries from International Aid

Services programmes, 22.9% represented
the regional operational management
staff and 20% accounted for programme
management staff. The findings revealed
that 8.6% was for Community
development staff and lastly 15.7%
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represented finance and accounts staff.
This implies that the data was collected
from all the target respondents.

The effects of monitoring on Service
delivery in Non-Governmental
Organizations.

A number of questions were asked to the
respondents to find out whether
monitoring affects Service delivery in
Non-Governmental Organizations and

below were the responses.
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Table 7: Monitoring

Statement measuring monitoring SA A NS D SD Mean S/dvn
There is appropriate supervision by F 9 17 0 24 20 2.35 1.10
senior staff on the work of their % 13 24% 0% 34 29%
juniors % %
The supervisor makes sure that all F 12 18 4 16 20 2.6 1.42
the instructions are communicated to % 17 26% 6% 23 29%
each and every employee. % %
Strict monitoring and guidance of F 12 18 4 16 20 3.59 0.93
supervisor encourages the % 17 26% 6% 23 29%
employees and workers to deliver % %
services in time.
Strict monitoring encourages proper F 0 0 4 41 25 2.57 1.14
utilization of organizational
resources % 0% 0% 6% 59 35%

%
Supervisors issue instructions and F 22 8 8 16 16 2.61 0.98
orders to all the subordinates and
make sure that these instructions % 31 11% 11% 23  23%
and orders are clear to all the % %
members.
The supervisor gives the feedback F O 0 0 41 29 2.08 1.09
regarding complaints, grievances and
problems of subordinates to % 0% 0% 0% 59 41%
superiors. %

Source: Primary Data

Key to symbols: Strongly Disagree (SD), Disagree (D), Not sure (NS), Agree (A) and Strongly

Agree (SA)

Table 7 above shows that the majority of
the respondents, 34% disagreed that there
is appropriate supervision by senior staff
on the work of their juniors and 29%
strongly agreed, while 24% agreed and 13%
strongly agreed implying that senior staff
supervise the work of their juniors in
International Aid Services and this was
supported by mean value of 2.35 and
Standard Deviation [std] 1.10. On whether
the supervisor makes sure that all the
instructions are communicated to each
and every employee, the majority 29%
strongly disagreed, 23% disagreed, 6%
were not sure. However, 26% agreed and
17% strongly agreed implying that
supervisor communicates the instructions
to every employee in the organization.
From the above table, it can fairly be
inferred that all the instructions are
communicated to every employee in
International Aid Services Sudan due to the
mean value of 2.6 and Standard Deviation
[std] 1.42.

According to the face-to-face interview;
one of the respondents said that;
“Monitoring is seen as a continuous
function that uses systematic collection of
data on specified indicators to provide
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management and main stakeholders of an
on-going organization with indications of
the extent of progress and effective service
delivery”

Asked further whether strict monitoring
and guidance of supervisor encourages the
employees and workers to deliver services
in time, the majority 29% strongly
disagreed, 23% disagreed and 6%
accounted for respondents who were not
sure. However, respondents represented
by 26% agreed with the findings and those

accounted for 17% strongly agreed
implying that strict monitoring by
supervisor does not encourage the

employees and workers to deliver services
in time and this was evidenced by the
mean value of 3.59 and Standard Deviation
[std] 0.93. According to the findings in the
table above, 59% represented the
respondents who disagreed that strict
monitoring encourages proper utilization
of organizational resources and 35%
disagreed, while 6% were not sure whether
the statement was true or not implying
that monitoring does not encourage proper
utilization of resources at International
Aid Services due to mean value of 2.57 and
Standard Deviation [std] 1.14.
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According to the interview results, one
respondent said that;

“Strict monitoring and guidance of
supervisor encourages the employees and
workers to be more disciplined in their
activities. The supervisors are directly
dealing with the subordinates. The
managers give the report regarding the
working of every worker which becomes the
base for the performance appraisal for the
employees”.

Table 4.8 further shows that the majority,
31 % strongly agreed that supervisors issue
instructions and orders to all the
subordinates and make sure that these
instructions and orders are clear to all the

percentage of respondents (11%) were not
sure, while others disagreed implying that
supervisors at International Aid Services
ensure that all orders and instructions are
clear to all the members as it was
supported by mean value of 2.61 and
Standard Deviation [std] 0.98. Asked
further whether the supervisor gives the
feedback regarding complaints, grievances
and problems of subordinates to
superiors; 59 % disagreed and 41 %
strongly disagreed implying that the
supervisor of International Aid Services
provides feed back to the top management
due to the mean value of 2.08 and Standard
Deviation [std] 1.09.

members and 11% agreed, the same
Table 8: Service Delivery
Statements measuring service SA A NS D SD Mea S/dvn
delivery n
Services offered are very prompt F 16 30 4 16 4 4.10 0.88
and When beneficiaries want
assistance, they easily access it. % 23% 43% 6% 23% 6%
International Aid Services F 16 22 8 16 8 4.29 0.48
periodically reviews the services
they provide to their % 23% 31% 11% 23% 11%
beneficiaries to ensure that they
are in line with what the
community wants
Services offered are consistent F 16 30 4 16 4 4.19 0.83
every time there is need
% 23% 43% 6% 23% 6%
International Aid Services is quick F 22 8 8 16 16 4.25 0.68
to detect changes in community
service preferences. % 31% 11% 11% 23% 23%
Where ever there are community F 9 17 8 28 8 4.23 0.82
complaints International Aid
Services takes quick actions to
address them % 12.9% 243 11.4 40% 11.
% % 4%

Source: Primary Data

Key to symbols: Strongly Disagree (SD), Disagree (D), Not sure (NS), Agree (A) and Strongly

Agree (SA)

Table 8 shows that the majority of the
respondents, 43% agreed that services
offered are very prompt and when
beneficiaries want assistance, they easily
access it; 23% strongly agreed and 6% of
respondents were not sure, 23% disagreed
with the findings, while 6% accounted for
those who strongly disagreed implying
that services offered at international Aid
Services are very prompt. This was
supported by the high mean value of 4.10
and Standard Deviation [std] 0.88.

41

According to the face-to-face interview,
one respondent said that;
“International Aid Services is quick to detect
changes in community service preference,
whenever there is a crisis staff members
are always available. Maintaining service
delivery at certain level and improving
service delivery must be an effort to those
organizations  who  conduct several
contracts.”

On whether International Aid Services
periodically reviews the services they
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provide to their beneficiaries to ensure
that they are in line with what the
community wants, the majority (31%)
agreed; 23% strongly agreed and 11%
accounted for those who were not sue,
whereas 23% disagreed; and 11% strongly
disagreed implying that Services at
International Aid Services Sudan reviews
the services they provide to their
beneficiaries. This view was supported by
majority of the respondents who strongly
agreed as indicated by the mean value of
4.29 and Standard Deviation [std] 0.48.
Asked further whether Services offered are
consistent every time there is need, the
majority, 43% agreed; 23% strongly agreed
and 6% were not sure, whereas 23%
disagreed with the finding and 6%
represented the respondents who strongly
disagreed with the findings implying that
Services offered are consistent in
International Aid Services Sudan as it was
supported by the mean value of 4.19 and
Standard Deviation [std] 0.83. Table 9
further shows that international Aid
Services is quick to detect changes in
community service preferences, majority
of respondents (31%) strongly agreed, 11%
agreed and another 11% represented the
respondents who were not sure. However,
23% of respondents disagreed and the
same percentage (23%) also strongly
disagreed implying that international Aid
Services is quick in-service delivery due to
Table 9. Model Summary

the mean value of 4.25 and Standard
Deviation [std] 0.68. This was backed up

by one of respondents during the
interview and said that;
“International Aid Services is very

responsive in the way it provides services to
its beneficiaries, employees are courteous
and respectful, employees are ready to
address any special needs that beneficiaries
have and that Services offered are
consistent every time there is need”
On whether where ever there are
community complaints International Aid
Services takes quick actions to address
them, the majority 40 % disagreed; 11.4%
strongly disagreed, whereas 24.3 % agreed,;
12.9 % strongly agreed, while 11.4 % were
not sure. This view was supported by the
mean value of 4.23 and Standard Deviation
[std].0.82.

Multiple Regression Model
A regression model was run to examine the
relationship between internal control
systems and Service delivery in non-
governmental organizations. The study
conducted a multiple regression analysis
from the regression equation thus:
Po=a + B:iXi+ B2 Xo+B3 X5+ €l
Where P, = Service delivery in Non-
Governmental Organizations, a = constant,
X, = Control environment, X, = Risk
Assessment and X; = Monitoring

Model Summary

Model R R Square

1 .770a .593

Adjusted R Square

.565

Std. Error of the
Estimate

49817

a. Predictors: (Constant), Monitoring, Risk Assessment, Control environment.

Adjusted R squared is coefficient of
determination which tells us the variation
in the dependent variable due to changes
in the independent variable. From the
findings in the table above the value of
adjusted R squared (0.593) shows that

42

59.3% of the variations in service delivery
in Non-Governmental Organizations can be
well explained by control environment,
risk Assessment and Monitoring. Hence a
moderate fit.
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Table 10. Coefficients

Model Unstandardized Standardize t Sig.
Coefficients d
Coefficients
B Std. Error Beta
1 (Constant) - .390 8.304 .000
134.0
5
Control environment -641 .114 .130 1.241 221
Risk Assessment 424 .092 .062 -.644 .000
Monitoring -.739 .110 -.708 -6.744 .296

a. Dependent Variable: Service delivery.

From the results in the above table the
established regression equation was; P,= -
134.05-641X,+ 0.424 X,- 0.739X;:

Low level of monitoring would on average
(0.739) decreases the level of Service
delivery in Non-Governmental
Organizations. However, this is
statistically insignificant at 5% level of
significance since the p value 0.296> 0.05.
Hence, we fail to reject the hypothesis and
conclude that Service delivery in Non-
Governmental Organizations does not only
depend on monitoring.

The effects of monitoring on the service
delivery in International Aid Services
Sudan

According to the findings, the supervisor
makes sure that all the instructions are
communicated to each and every
employee. This is in line with [7] who said
that monitoring ensures performance of
work as per the targets. Supervisor
assumes responsibility for the
accomplishment of task undertaken and
motivates his fellow workers. It develops
work skills which help in optimum
utilization of resources. It results in
maintenance of discipline. Basing on the
findings, it was found out that strict
monitoring and guidance of supervisor
encourages the employees and workers to
be more disciplined in their activities. This
is in line with [12] who said that the
supervisor makes sure that all the
instructions are communicated to each
and every employee. He added that the top
level and middle level, plan out all the
instructions but the instructions are

issued only by supervisory level
management. Control means match
between actual and planned output. The
findings indicated that strict monitoring
encourages proper utilization of
organizational resources. The findings
revealed that under the guidance of
supervisor the workers follow a fixed or
strict time-table and execute the plans in
right directions. The study findings
showed that the supervisor gives the
feedback regarding complaints, grievances
and problems of subordinates to
superiors. This is in line with [10] who said
that the strict monitoring and guidance of
supervisor encourages the employees and
workers to be more disciplined in their
activities. Under the guidance of
supervisor, the workers follow a fixed or
strict time-table and execute the plans in
right directions.

According to the findings, supervisors
issue instructions and orders to all the
subordinates and make sure that these
instructions and orders are clear to all the
members. It was found that Monitoring
ensures performance of work as per the
targets. However, [9] argued that
supervisors issue instructions and orders
to all the subordinates and make sure that
these instructions and orders are clear to
all the members. While playing the role of
the linking pin or mediator the supervisor
tries to remove the communication gap
between the superiors and subordinates as
he passes on the complaints and problems
of subordinates to superiors and
instructions of superiors to subordinates.

CONCLUSION

The study found out that strict monitoring
and guidance of supervisor encourages the
employees and workers to be more
disciplined in their activities, the
supervisors are directly dealing with the

subordinates. The managers give the
report regarding the working of every
worker which becomes the base for the
performance appraisal for the employees.
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