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Abstract
The study is firmly premised on the notion that the world over, corporate culture plays a pivotal role in shaping the performance and success of organisations across various sectors. In the context of urban local authorities in Zimbabwe, understanding and leveraging corporate culture can significantly impact organisational effectiveness and efficiency.  The study was carried out at Chinhoyi municipality, and this is an exploratory case study.  In this study, the researchers collected qualitative data and analysed it to explain the phenomena of research interest. The approach is suitable because it explores experiences, processes, and problems in addressing group dynamics. The research findings indicate that while elements of organisational culture and knowledge about it exist in Chinhoyi Municipality, they have not translated into improved organisational performance. It is clear from the testimonies of most respondents that workers at the Municipality have a negative attitude towards the current organisational culture and this is attributed to the nature of the recruitment process which is based on political affiliation rather than qualifications. The organisational culture model at the Municipality is plagued by a lack of cohesion between employees and leadership, leading to poor service delivery, inadequate marketing, and financial mismanagement. To address these issues, leadership must establish a shared vision, mission, values, and norms while prioritising staff welfare. Leveraging staff capabilities, improving communication strategies, environmental scanning for effective planning, and fostering unity are crucial for enhancing service delivery. 
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1.0 Introduction 
The world over, corporate culture plays a pivotal role in shaping the performance and success of organisations across various sectors (Schein, 2020; Hofstede, Hofstede, & Minkov, 2010). In the context of urban local authorities in Zimbabwe, understanding and leveraging corporate culture can significantly impact organisational effectiveness and efficiency, particularly in service delivery, governance, and accountability (World Bank, 2022; UN-Habitat, 2020). Thus, the unique cultural aspects within these entities not only reflect the values, beliefs, and norms of the workforce but also influence decision-making processes, employee behaviour, and overall performance outcomes (Denison, 2019; Schein, 2020). Hence, by delving into the unique cultural aspects within urban local authorities in Zimbabwe, this research aims to identify how these elements can be leveraged to improve efficiency, effectiveness, and overall performance (UN-Habitat, 2020; World Bank, 2022). Understanding the values that underpin decision-making processes, the communication styles prevalent within the organisation, and the leadership approaches adopted can provide valuable insights into enhancing operational outcomes (Badarai, 2020; Denison, 2019).
2.0 Problem Statement
Zimbabwean urban local authorities have increasingly been criticised for failing to meet the expectations of both central government and citizens in terms of public service delivery (Marumahoko, 2024). Persistent challenges in basic services such as water supply, road infrastructure and waste management have drawn public and official scrutiny, with major councils such as Harare acknowledging that huge resident debts are crippling their ability to fulfil service mandates, an issue linked directly to underperformance in core service areas (Chuma, 2024; Gweshe, 2025; Observer Zim News, 2025; The Herald, 2026). According to council officials, outstanding debts amounting to billions of Zimbabwean dollars have constrained revenue collection and undermined essential service provision, reinforcing public concerns about deteriorating performance at the local government level (NewZimbabwe.com, 2026). In response to such shortcomings, national government has introduced Minimum Service Delivery Standards that all local authorities are required to meet by 2030 (Machivenyika, 2025; Veritas Zimbabwe, 2025). These standards, formalised under statutory instruments and policy frameworks in 2025, set measurable indicators in key sectors including water supply, sanitation, waste management, roads and public amenities, signalling a stronger official emphasis on accountability and standardised service outputs across councils (Herald Online, 2025; NewsdzeZimbabwe, 2025; UCAZ, 2025).
Public service delivery is crucial for citizen satisfaction and sustainable development, and harnessing the power of corporate culture within local authorities has been shown to be a key factor in organisational performance (Marumahoko, 2024; Maibeki et al, 2024; Muswere, 2024; Vimala et al, 2024). Organisational culture such as shared values, beliefs, and practices within an institution, significantly shapes employee behaviour, teamwork, communication, and responsiveness to community needs (Huragu & Chuma, 2019). A growing body of literature indicates that when local authority culture fosters cooperation, employee morale, and alignment with organisational goals, it supports improved service delivery outcomes (Huragu, 2019; Chisango et al, 2023; Etalong & Chikeleze, 2024). Conversely, informal cultural practices, such as favouritism, resistance to change, or misalignment with formal institutional goals, can impede performance and limit the effectiveness of public service institutions (Huragu, 2019; Eucharia & Nancy, 2022; DOAJ, 2025; Hodgson, 2025).
Moreover, scholarly work examining Zimbabwean local authorities specifically highlights that organisational culture in many councils is under-appreciated and inadequately leveraged to drive performance (Huragu, 2019; Chisango et al, 2023; Mapungwana et al, 2025). Existing norms often perpetuate lethargy and poor coordination rather than innovation and effectiveness, suggesting that strategic attention to cultural dimensions is essential if local authorities are to improve efficiency and achieve sustainable success in service delivery (Huragu & Chuma, 2019).
3.0 Limitations
This study as is the case with any study world over, had its own limitations such as the period of conducting the study, especially the data collection process (Hassan, 2024). Efforts to collect data were very strenuous and difficult as some respondents were not reporting for work and difficult to get hold of (Gupta, 2024; Karunarathna et al, 2024).  Data collection from other stakeholders was a challenge since the sector is very reserved and politically volatile (Ndlovu, 2024). For example, some respondents (participants) would feel uncomfortable participating in the study. Thus, the researchers had to be patient and seek permission from the Town Clerk of the municipality to be allowed to carry out this research (Kwadamah & Brobbey, 2022). The main disadvantage of qualitative research is that the findings cannot be extended to wider populations with the same degree of certainty that quantitative analyses can (Gamble & Hewlett, 2025).
4.0 Literature Review
4.1 Theoretical Framework
Corporate culture is a complex and multifaceted concept that plays a crucial role in shaping organisational behaviour, values, and practices (Sackmann, 2021). Various theoretical frameworks have been proposed to understand the intricacies of corporate culture and these frameworks provide valuable insights into how culture is formed, maintained, and transmitted within an organisation, ultimately influencing its outcomes (Grennan et al, 2024; Hossain et al, 2024; Meyer, 2024). The Competing Values Framework, developed by Cameron and Quinn in the 1980s, is one of the most widely used models for understanding organisational culture (Cameron & Quinn, 2011). This framework categorises organisational cultures into four types, namely Clan, Adhocracy, Market, and Hierarchy within the Competing Values Framework (CVF), developed by Cameron and Quinn (Cameron & Quinn, 2011; Claudet, 2016). The CVF places organisational culture on two fundamental dimensions, that is internal versus external focus and stability versus flexibility and as result, creating a 2×2 typology of culture types that help explain how organisations prioritise values and operate in differing environments as noted by Cameron & Quinn in the 1980s (Berrio, 2003; Cameron & Quinn, 2011; Claudet, 2016). Thus, each type represents different values and norms that organisations may exhibit, namely Clan culture which emphasises on collaboration and people-oriented values, Adhocracy which focuses on innovation and adaptability, Market which prioritises competitiveness and goal achievement, and Hierarchy which stresses on stability, control, and formal structures (Holder, 2023; Zaninelli, 2023; Nyakambangwe, 2025). In fact, the CVF suggests that organisations need to balance these competing values to be effective and successful, and no single culture type is inherently “best,” but effectiveness depends on achieving a balance between flexibility and stability or internal and external focus that aligns with organisational strategy (Berrio, 2003; Cameron & Quinn, 2011; Stephan, 2025; Human Capital Hub, 2025). For example, a balance between innovation (flexibility) and formal processes (stability) or between internal cohesion and external competitiveness is essential for organisational performance (Bogetoft et al, 2024; Katebi et al, 2024; Human Capital Hub, 2025). 
4.2 Defining and measuring corporate culture
Corporate culture can be defined as the shared values, beliefs, norms, and practices that characterise an organisation. It represents the ‘personality’ of the organisation and influences how employees interact with each other, make decisions, and approach their work (Pathiranage et al, 2020). Pathiranage et al (2020) emphasise that corporate culture is deeply embedded in an organisation’s DNA and serves as a guiding force for employee behaviour. They note that measuring corporate culture can be challenging due to its intangible nature. However, various frameworks and models have been developed to assess different dimensions of corporate culture. Akpa, Asikhia, & Nneji (2021) propose a model that focuses on four key traits of corporate culture: involvement, consistency, adaptability, and mission. By measuring these dimensions, organisations can gain insights into their cultural strengths and areas for improvement.
4.3 Contextualising corporate culture
The cultural context in Zimbabwe often intersects with traditional governance systems, influencing how local authorities are perceived and interact with communities. Research by Gumbo (2024) underscores the importance of aligning modern governance structures with traditional norms to enhance legitimacy and effectiveness. Cultural norms and values shape community engagement practices within Zimbabwean local authorities. Makoni (2021) explores how understanding cultural nuances can foster meaningful participation and collaboration between residents and local government officials. Zimbabwe’s diverse ethnic landscape adds another layer of complexity to the operations of local authorities. Chigora (2022) discusses how navigating ethnic dynamics is essential for promoting inclusivity and equitable service provision across different communities. In conclusion, recognising these unique dynamics and understanding the cultural nuances at play, policymakers and stakeholders can work towards building more resilient and responsive local governance systems in Zimbabwe.
4.4 Corporate culture in Zimbabwean urban local authorities
Zimbabwean local authorities face a myriad of unique challenges and dynamics that significantly impact their ability to effectively govern and provide services to their communities (Chakunda, 2023). Understanding the cultural context within which these local authorities operate is crucial in comprehending the complexities they encounter. This empirical literature review will delve into the key challenges faced by Zimbabwean local authorities, highlighting the importance of cultural context in shaping their operations. One of the primary challenges faced by Zimbabwean local authorities is political interference. Research by Moyo et al. (2022) highlights how political elites often meddle in local governance processes, undermining the autonomy and decision-making powers of local authorities. Financial limitations, on the other hand pose a significant obstacle to the effective functioning of Zimbabwean local authorities. Studies by the National Association of Counties (2018) emphasise how inadequate funding hampers service delivery and infrastructure development at the local level.
Corruption and mismanagement plague many Zimbabwean local authorities, impeding their ability to serve their constituents efficiently (Moyo & Moyo, 2015). Nyathi (2020) discusses how corrupt practices erode public trust and hinder progress in local governance. Providing essential services such as water, sanitation, and waste management remains a major challenge for Zimbabwean local authorities. Mandioma (2023) highlight the struggles faced in meeting the basic needs of residents due to resource constraints and inefficiencies.
4.5 Corporate culture and organisational performance
Corporate culture plays a vital role in shaping organisational behaviour, decision-making processes, and overall performance (Zvobgo & Do, 2020). Understanding how corporate culture influences organisational outcomes is crucial for effective management, particularly in the context of urban local authorities in Zimbabwe (Marumahoko, 2020). This literature review aims to explore existing studies that investigate the relationship between corporate culture and organisational performance within this specific setting. Numerous scholars have highlighted the significance of corporate culture in driving organisational success. Corporate culture is defined as the shared values, beliefs, and norms that guide employee behaviour within an organisation (Makumbe & Washaya, 2022). Strong corporate cultures have been linked to higher employee engagement, increased productivity, and better financial performance (Makoni, 2023). In contrast, toxic or dysfunctional cultures can lead to low morale, high turnover rates, and poor organisational outcomes (Brown-Crawford, 2022).
In the context of urban local authorities in Zimbabwe, corporate culture plays a critical role in shaping governance practices, service delivery mechanisms, and stakeholder relationships (Mapfumo, & Mutereko, 2020). Mapfumo and Mutereko (2020) emphasise the importance of a transparent and accountable culture within local government entities to foster trust among citizens and promote effective public administration. The unique socio-political environment in Zimbabwe further underscores the need for adaptive and ethical corporate cultures within urban local authorities (Muchadenyika, 2020). Research suggests that a positive corporate culture can enhance organisational performance by fostering innovation, collaboration, and strategic alignment (Pathiranage et al, 2020). In urban local authorities, a strong culture of integrity and service excellence can lead to improved service delivery, citizen satisfaction, and sustainable development outcomes (Mwesigwa & Oladapo, 2021). Conversely, cultural barriers such as resistance to change or bureaucratic inertia can impede progress and hinder organisational effectiveness (Mugore, 2022)
To leverage corporate culture effectively in urban local authorities in Zimbabwe, leaders must prioritise cultural alignment with strategic goals, invest in employee development programs that reinforce desired cultural traits, and actively promote a culture of transparency and accountability (Makumbe, 2020). By cultivating a positive organisational culture that values inclusivity, innovation, and continuous improvement, local authorities can drive positive change and achieve sustainable development objectives. Corporate culture plays a vital role in shaping the behaviour, attitudes, and performance of employees within an organisation (Cherian et al, 2021). The relationship between corporate culture and organisational performance has been a subject of interest for researchers and practitioners alike. In the context of urban local authorities in Zimbabwe, leveraging corporate culture to improve organisational performance is crucial for achieving efficiency, effectiveness, and sustainability (Ngwenya et al, 2022).
A strong corporate culture has been linked to several positive outcomes for organisational performance as noted by Fidyah & Setiawati (2020). According to Fidyah et al (2020), one key aspect is employee engagement, where employees feel connected to the organisation’s values and goals. This sense of belonging can lead to increased motivation, job satisfaction, and loyalty. Productivity is another area where corporate culture plays a significant role. A positive culture that promotes collaboration, open communication, and continuous learning can enhance employee productivity levels (Lam et al, 2021). Employees are more likely to perform at their best when they feel supported by their organisation’s culture (Lam et al, 201). Innovation is also closely tied to corporate culture. Organisations with a culture that encourages creativity, risk-taking, and experimentation are more likely to foster innovation among employees (Kahura, 2023). By creating an environment where new ideas are welcomed and rewarded, organisations can stay competitive in today’s rapidly changing business landscape (Samuelson, 2021). Overall organisational performance is ultimately influenced by the collective impact of corporate culture on various aspects such as employee engagement, productivity, innovation, and other key performance indicators (Samuelson, 2021). 
By nurturing a strong and positive culture within urban local authorities in Zimbabwe, organisations can drive sustainable growth and success (Shayamano, 2021). In a nutshell, the relationship between corporate culture and organisational performance is complex yet essential for the success of any organisation. By understanding how corporate culture shapes employee behaviour and attitudes, organisations can leverage their cultural strengths to improve various aspects of organisational effectiveness. In the context of urban local authorities in Zimbabwe, fostering a strong corporate culture can lead to enhanced employee engagement, productivity, innovation, and overall performance. In conclusion, the literature reviewed highlights the critical role of corporate culture in shaping organisational outcomes within urban local authorities in Zimbabwe. By understanding how corporate culture influences employee behaviour, decision-making processes, and overall performance metrics, leaders can pro-actively cultivate cultures that drive success and contribute to sustainable development goals.
5.0 Research Methodology
The study adopted the interpretivist approach to explore the significance of organisational culture on organisational performance within the local municipality sector in Zimbabwe (Creswell & Poth, 2018; Saunders et al., 2019). The study was carried out at Chinhoyi Municipality, and it employed an exploratory case study design, which is appropriate for gaining an in-depth understanding of complex social phenomena within their real-life context (Yin, 2018). In this study, the researchers collected qualitative data and analysed it to explain the phenomena of research interest, focusing on meanings, perceptions, and lived experiences of participants (Denzin & Lincoln, 2018). The interpretivist approach is suitable because it allows the exploration of experiences, processes, and problems related to group dynamics and shared organisational values within a specific institutional setting (Creswell & Poth, 2018). The researchers used primary data obtained through structured and unstructured interviews to capture rich and nuanced insights from participants. In the study of organisational culture, it is ideal to use a qualitative methodology because organisational culture is a socially constructed phenomenon, best understood through the perspectives of participants who are selected based on their experience, clarity of understanding, and willingness to openly share their views (Schein, 2017; Saunders et al., 2019). This approach is particularly relevant in the context of local government institutions, where culture plays a critical role in shaping performance and service delivery (Munzhedzi, 2021).
6.0 Data Analysis
The study aimed to assess the influence of organisational culture as a tool for improving organisational performance in the urban local authorities in Zimbabwe. To present the frequencies, cluster presentation was employed to visualise patterns in the data sets (Hair et al., 2019). Cluster analysis diagrams provide words that appear close together, indicating higher levels of similarity compared to those that are positioned further apart (Knaflic, 2020). The word frequency analysis was also conducted on the data set obtained from all research questions and presented in a Tag Cloud format, which displays words by font size from the highest frequency to the least frequently mentioned (McCurdy et al., 2018). Key words and phrases emerged prominently in the interviews conducted, as revealed during the thematic analysis using the NVivo application, and these words were presented in a Word Tree format (QSR International, 2020; Braun & Clarke, 2021).
7.0 Result
Most of the research participants in this study were residents, but the researchers also made an effort to interview council employees who included the Town Clerk, Acting Director of Housing, Revenue Accountant and staff from Finance Department, Environmental Health Department, Chamber Secretary’s Department, Human Resources Department and Chinhoyi Municipality Councilors to balance the data.  The majority of these research participants were also Doctorate and Master’s degree holders with a few holding degrees and certificates. Interestingly, the majority of employees that were interviewed have been within the municipality for more than ten years, and what it shows is that the data that was collected is relevant. 
All the research participants in this study were more than 25 years old, demonstrating their maturity to discuss issues at hand. However, only five females participated in this study, which could be a limitation on gender related issues that may be affected or affecting the organisational culture of the municipality as a performance strategy. It is a knowledge gap that might need to be covered in future relevant studies.
[bookmark: _Toc164340496]Table 1: Description of Research Participants
	Participant 
	Resident/Employee
	Educational Qualification
	No. of years in Chinhoyi
	Age Group
	Male/Female

	1
	Resident
	Degree
	31-40
	55-64
	Male

	2
	Resident
	Doctorate
	6-10
	55-64
	Male

	3
	Employee
	Degree
	21-30
	25-34
	Male

	4
	Employee
	Masters
	11-20
	35-44
	Female

	5
	Resident
	Doctorate
	11-20
	45-54
	Male

	6
	Resident
	Masters 
	21-30
	45-54
	Male 

	7
	Employee
	Masters
	21-30
	45-54
	Male

	8
	Resident
	Masters 
	6-10
	35-44
	Female

	9
	Resident
	Doctorate
	1-5
	55-64
	Male

	10
	Resident
	Masters 
	1-5
	35-44
	Female

	11
	Resident
	Doctorate
	21-30
	65-74
	Male

	12
	Resident
	Doctorate
	6-10
	45-54
	Male 

	13
	Employee
	Masters 
	21-30
	45-54
	Male 

	14
	Employee
	Masters 
	31-40
	45-54
	Female 

	15
	Employee
	Masters 
	11-20
	55-64
	Male

	16
	Employee 
	Masters 
	1-5
	25-34
	Female 



The cluster analysis diagram is presented below. 
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Figure 1: Cluster analysis diagram
The Cluster Table below shows the weight of each word has in the study.
Table 2: Cluster Table
	Word
	Length
	Count
	Weighted Percentage (%)

	culture
	7
	65
	2.30

	section
	7
	51
	1.80

	delivery
	8
	36
	1.27

	service
	7
	35
	1.24

	municipality
	12
	33
	1.17

	council
	7
	30
	1.06

	exists
	6
	28
	0.99

	residents
	9
	27
	0.96

	employees
	9
	24
	0.85

	organisational
	14
	21
	0.74

	organisation
	12
	19
	0.67

	organisational
	14
	18
	0.64

	poor
	4
	16
	0.57

	traffic
	7
	16
	0.57

	councilors
	11
	14
	0.50

	information
	11
	14
	0.50

	people
	6
	14
	0.50

	qualifications
	14
	14
	0.50

	workers
	7
	14
	0.50

	capability
	10
	13
	0.46

	care
	4
	13
	0.46

	build
	5
	12
	0.42

	business
	8
	12
	0.42

	malls
	5
	12
	0.42

	shopping
	8
	12
	0.42

	staff
	5
	12
	0.42

	subordinates
	12
	12
	0.42

	work
	4
	12
	0.42

	hierarchy
	9
	11
	0.39

	management
	10
	11
	0.39


The significance of the statistics in the Cluster Table is on word frequency, which is how often certain words have been spoken as the research participants delved into organisational culture and organisational performance (service delivery) issues. This basically helps to identify themes coming out of the interviews. For instance, the word ‘culture’ was mentioned many times implying that the culture could be the biggest challenge in providing services. The word ‘delivery’ is also mentioned many times. 
[bookmark: _Toc164340657]7.1 Aspects of organisational culture and performance
The initial step taken by the researchers involved investigating whether the issues encountered at Chinhoyi Municipality were connected to its organisational culture. Participants were surveyed to ascertain if organisational culture played a role in these challenges. The consensus among the majority of participants was that organisational culture indeed underpinned the problems faced by Chinhoyi Municipality. This finding indicated that a significant portion of the municipality’s challenges could be attributed to its organisational culture, prompting further exploration by the researchers. Furthermore, participants were probed about the presence of organisational culture within the municipality, with most acknowledging its existence. This aspect was delved into more deeply during interviews focusing on the municipality’s performance. The first theme that was identified was on aspects associated with the culture and performance within the organisation. 
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Figure 2. Attributes of Organisational Culture and Performance

When it comes to organisational culture, some research participants thought that leadership is not concerned about service delivery. In a study that was carried out via the Focus Group Discussions it was also observed that there are no organisational culture aspects in the Municipality as evidenced by a lot of confusion. From the foregoing, it can be noted that a lot of people had the opinion that there is no teamwork within the leadership whereas the majority have shown that there is no good work ethics. The majority have also indicated that service delivery is very poor which influences the performance of Chinhoyi Municipality. It has also been observed that there is poor hospitality, and they are failing to serve old people who are part of their clientèle. Overall, research findings have reflected that there is no customer care at Chinhoyi Municipality.
The research participants were further interrogated on how one must identify critical aspects of organisational culture that drive organisational performance within a big municipality, such as Chinhoyi. Some reflected that the organisational culture must be clear. For some, poor organisational culture can lead to poor service delivery, there must be customer satisfaction and quality delivery of service. The council leadership and employees also need to understand the needs of senior citizens when they require services. Finally, it was noted that these employees need to be very professional when they are executing their duties. From these research findings, it is evident that in terms of the organisational culture and performance, the municipality is performing below standard. For instance, the way they receive clients. This has offered a blanket conclusion to the research participants and many other clients that the municipality’s poor performance is attributable to a great extent to poor organisational culture.  
[bookmark: _Toc164340659]7.2 Organisational culture models, leadership and strategic vision and values
The majority of the participants believed that organisational culture was beneficial to the Chinhoyi municipality leadership. The researchers interrogated organisational culture models, leadership and the municipality’s vision and values further through in-depth interviews. There are some organisational cultures, models, leadership styles and strategic vision and values that that are affecting the way the municipality is being run. As shown on the diagram below, these include the way information is sent to customers, employees’ satisfaction and the organisational structure itself. 
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Figure 3. Evaluation of Organisational Culture Models, Leadership and Strategic Vision and Values
The researchers wanted to start by finding out the models of culture that the research participants knew within the municipality. From the research participants, the researchers observed that there is lack of cohesion between the employees and their employer, which could be affecting service delivery within the town. For some, the marketing strategies are not properly executed, and to this end some customers are not aware of the services that are being offered in the town. Some were of the view that there is a challenge of financial management within the municipality, whilst some were blaming the corporate culture model that is being followed by the municipality. Some articulated the prevalence of corruption which was affecting service delivery in the Housing and Engineering departments. 
[bookmark: _Toc164340670]From the foregoing, it can be noted that there are some complaints against the models that are being followed by the municipality which are failing it in terms of customer care and service delivery. To begin with, the employees are employed on political basis and what it means is that they may not have the qualifications, experience and attitudes to handle customers. The researchers obtained empirical evidence of employees who are careless and insensitive to the needs and rights of their clients. Leaders should lead by example in terms of moulding a positive organisational culture and adhering to it. The lack of a positive culture model within the organisation is also an issue that is affecting the Municipality in terms of service delivery. The researchers interrogated further to find out if the culture that is demonstrated by the subordinates is the same as the culture demonstrated by leadership within the municipality. 
[bookmark: _Toc164340671]7.3 Recommendations improving organisational culture and performance
The researchers received various recommendations from the participants ranging from training of staff to adoption of technology to ensure organisational culture is leveraged as a strategic tool for improving performance in urban local authorities. Most of the participants strongly agreed that organisational culture workshops had to be compulsory for all workers. 
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Figure 4. Ways for the betterment of Organisational Culture and Performance

What it shows is that the research participants supported the issue of training staff and management to ensure a positive organisational culture in services management. Some participants strongly agreed that organisational culture contributed to the promotion of organisational image. Some research participants also highlighted that the Municipality should introduce traffic congestion management solutions, if the residents are to have a positive attitude towards the municipality’s organisational culture as a strategic tool for improving performance within the municipality.  Some pointed out that the Municipality should raise resources such as funds through innovative ways, with some advocating for an open-door policy. An open-door policy basically empowers residents with information, and avoids a situation where residents are ignorant of the Municipality business. Another interesting idea advanced by the research participants was the issue of having more workshops that will update the community on what is happening within the Municipality. The open-door policy facilitates information sharing with residents about what is happening within the Municipality. The staff also need to be offered more incentives as a motivation strategy if the Municipality is to improve its performance.
The majority of the participants also agreed that workers had a negative attitude towards the organisational culture at the local authority. The research participants observed that the Municipality was employing unqualified personnel based on their political affiliation. To this end, there was a strong recommendation for the Municipality to engage qualified personnel. Research participants pointed out that the Municipality’s operations were affected by corruption. To this end, the research participants were of the view that the Municipality leadership must find a way to end corruption within the Municipality. The councilors must be people who are knowledgeable and competent to perform the duties and similarly, the Municipality employees must be barred from tendering for Municipality business in order to fight corruption and to ensure the success of the Municipality business. The research participants also encouraged continued stakeholder management within the Municipality activities. The Municipality should create modern shopping malls in the Central Business District and adopt modern technology as it manages service delivery to the residents. 
7.4 Discussion 
The findings of this study are corroborate Akpa, Asikhia and  Nneji (2021) who found that a strong organisational culture correlates with high business performance, as clarity in norms, values, and goals leads to more aligned employee behaviour. The municipality’s poor customer service reflects a weak culture impacting its performance, as highlighted by Hakim (2021). Hakim (2021) stresses the need for transparency and accountability in local government organisations funded by taxpayers, focusing on efficiency. The Chinhoyi municipality failed to garner support from research participants, possibly due its employees’ attitudes towards clients. Sirait, Junaedi, Purwati and Deli, 2022) identify leadership styles, organisational culture, job design, motivation models, and HR policies as key performance factors. Munyoro, Machimbidza and Mutula (2022) link organisational performance to effectiveness, efficiency, productivity, quality, and innovation. Munyoro et al (2022) underscore the impact of organisational culture on performance through assumptions, artifacts, and values.
The study highlighted issues in organisational culture at the Municipality affecting employee-employer cohesion, service delivery, and marketing strategies. The Municipality of Chinhoyi faces financial management challenges due to an ineffective corporate culture model that excludes critical stakeholders. Leadership is perceived as more effective than subordinates, with concerns about self-enrichment. Studies by Aboramadan, Albashiti, Alharazin and Zaidoune (2020) show a link between organisational culture and performance, while Williams (2022) define organisational culture as guiding beliefs and values for behaviour orientation.
Leadership shapes organisational culture, impacting employee behaviour and performance, ultimately influencing competitive success through motivation, commitment, and people development (Shamsudin & Velmurugan, 2023). The Municipality is failing to reward and recognise its employees, which could be the reason behind poor service to the residents. Shamsudin and Velmurugan (2023) highlight that involvement focuses on whether members of the organisation are aligned, engaged and successful in developing the potential needed to function under the conditions of autonomy and collaborating to achieve organisational goals. For Lasrado and Kassem (2021), involvement requires the integration of members into the organisation so that they are competent and innovative and contribute to the achievement of organisational goals and objectives. What it means is that the Municipality needs to involve its staff in its activities to ensure quality support services that will ensure support from the residents. 
Akpa, Asikhia and Nneji (2021) highlights the positive correlation between specific organisational culture attributes and enhanced firm performance. Embracing Ubuntu as an alternative leadership trait is recommended for the Municipality, fostering empathy, ethics, honesty, and efficiency. Encouraging teamwork, a performance-driven culture, and interdisciplinary activities like sports and communal work can enhance group identity, cohesion, and organisational success.
[bookmark: _Toc164340682]8.0 Summary and Conclusion
The research findings indicate that while elements of organisational culture and knowledge about it exist in Chinhoyi Municipality, they have not translated into improved organisational performance. Poor service delivery was noted by the majority of research participants, highlighting a lack of performance culture, work ethics, customer care, professionalism, teamwork, and urban governance (Huragu & Chuma, 2019). The mission, vision, and strategic objectives of the Municipality are not effectively implemented, leading to dissatisfaction among employees and residents, a challenge also observed in other Zimbabwean local authorities where service delivery deficits are persistent (Mahachi, 2022). Employee empowerment through training workshops is suggested to align behaviours with strategic goals for improved service delivery (Cloete, 2022).
Research participants acknowledge benefits of organisational culture, but Municipality management lacks creativity and innovation due to a hierarchical culture fixated on rules and maintaining the status quo, a trend identified in local government studies where bureaucratic culture hinders responsiveness (Sebidi, 2025). The research reveals nepotism and corruption in Municipality recruitment, deviating from meritocracy, contributing to poor organisational outcomes. Leadership fails to utilise employees’ potential for innovation and service delivery, consistent with findings that effective leadership and innovative culture significantly influence municipal performance (Mahache & Mafini, 2025). Lack of shared vision and strategy reflects hierarchical bureaucracy and weak organisational cohesion. Participants suggest adopting inclusive models and culturally informed frameworks for aligning societal values with organisational culture at Chinhoyi Municipality to improve service delivery effectiveness.
The organisational culture model at the Municipality is plagued by a lack of cohesion between employees and leadership, leading to poor service delivery, inadequate marketing, and financial mismanagement. To address these issues, leadership must establish a shared vision, mission, values, and norms while prioritising staff welfare. Implementing a culture of reward and recognition can motivate employees to fulfil the Municipality’s mandate (Houston & Kanyane, 2022). Leveraging staff capabilities, improving communication strategies, environmental scanning for effective planning, and fostering unity are crucial for enhancing service delivery. The municipality can leverage strategies such as staff training, resource mobilisation, and embracing good corporate governance in procurement and resource management (Musanzikwa & Ramchander, 2018). It is clear from the testimonies of most respondents (35%) that workers at the Municipality have a negative attitude towards the current organisational culture and this is attributed to the nature of the recruitment process which is based on political affiliation rather than qualifications, a common concern in Zimbabwean local government research (Chisango et al, 2023; Sivalo, 2023; Taruvinga, 2023).
9.0 Recommendation
[bookmark: _Hlk218867759][bookmark: _Hlk219125673]To address the identified gaps in organisational culture, stakeholders should prioritise the development of a robust performance culture that emphasises high accountability, shared values, and clear behavioural expectations, as these elements have been shown to directly influence performance outcomes in public sector contexts. Regular and consistent leadership modelling of desired behaviours is essential for embedding such a culture and aligning employee actions with the municipality’s mission and vision (Nguyen & McGuirk, 2022; Mearns, Ribière, & Enakrire, 2025). Leaders must communicate the importance of a performance-oriented culture consistently and transparently to reinforce priorities and expectations at all organisational levels (....). Regular cultural assessments using validated tools should be conducted to understand existing cultural dynamics and identify specific areas needing improvement, as organisational culture influences shared behaviours and service delivery outcomes (Christopher & Edwinah, 2022; Rachman, 2024).
Management should implement recognition programs that reward employees who exemplify strong work ethics, customer care, and teamwork, as well-designed reward and recognition systems have been shown to enhance employee motivation, engagement, and organisational performance by reinforcing desirable behaviours and creating a culture of appreciation and support for service excellence (Adesina & Egbuta, 2024; Wanyonyi & Juma, 2020). Celebrating both individual and team successes can inspire higher overall performance and strengthen organisational commitment, contributing to a more positive organisational culture (Adesina & Egbuta, 2024). Additionally, management should conduct a thorough needs assessment to identify skills gaps among employees related to service delivery, professionalism, and urban governance, as continuous learning and development are critical to addressing inefficiencies and innovation barriers in local public sector settings (Mgeta, 2025; Mehale et al., 2021). There is a need to develop tailored training programs focusing on customer service excellence, teamwork strategies, and effective communication skills, incorporating interactive and practical workshops to ensure better retention of knowledge and improved application in daily roles, which has been linked empirically to better employee performance outcomes (Mgeta, 2025; Mehale et al., 2021). These structured capacity-building interventions help equip employees with competencies that support enhanced service delivery, organisational responsiveness, and overall performance improvement (Sharmila & Chinnathambi, 2024).
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