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Organizational culture and municipal performance: implications for service delivery in Chinhoyi municipality 

_____________________________________________________________________
Abstract 

[bookmark: _GoBack]Municipalities are evolving and dynamic institutions that have to respond to changing needs of their residents hence, ongoing research captures the shifts and their effect on organisational culture and service delivery. Thus, the current study offers context-specific solutions regarding the challenges and opportunities facing the municipality and it informs strategies for enhanced performance and accountability of municipalities. This study examined the nexus between organisational culture and municipal performance in Zimbabwe with specific reference to Chinhoyi Municipality. The study was influenced by perpetual service delivery challenges in the municipality. It specifically aimed to explore the organisational culture at the municipality, examine the relationship between the current organisational culture and service delivery and suggest strategies for leveraging organisational culture for enhanced service delivery. The study adopted a qualitative inquiry premised upon an interpretivism philosophy and case study strategy premised on one municipality while targeting its employees and managers who were well versed in aspects of organisational culture. The data was collected by means of key informant interviews, focus group discussion, observation and open-ended questionnaires. The results indicated a negative corporate culture characterised by retrogressive organisational values and norms, weak employee engagement strategies, ineffective change management and adaptability and communication challenges. These contributed to the emergence of various service delivery inhibitions that included bureaucratic cultures, lack of meritocracy, political interference and resistance to change. The results showed that bureaucratic cultures slow decision-making, constrain innovation, foster service delays, promote lack of flexibility, limits employee autonomy, lowers employee morale and results in inefficient resource utilisation. The results suggested the need for governance and leadership initiatives and employee capacity and capability strategies. Following these observations, future researchers were urged to broaden the scope of their inquiries through considering the organisational culture and service delivery situation in other municipalities.
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1.0 Introduction 

Organization culture plays a pivotal role in shaping organisational outcomes, particularly in the public sector where efficiency, transparency, and accountability are essential for effective governance (Maulana, 2024). The persistence of cultural challenges affecting employee performance in both developed and developing countries highlights the need for a deeper understanding of internal organisational dynamics. While external factors such as financial capacity and political conditions continue to influence the functioning of local government institutions, internal cultural dimensions often exert a more direct impact on staff behaviour, motivation, and service delivery (Asiimwe et al., 2025). This exploratory study examines the effect of organisational culture on the performance of Chinhoyi Municipality in Zimbabwe. A critical mandate of urban local authorities (ULAs), including Chinhoyi Municipality, is the delivery of essential services, including clean water, timeous refuse collection and robust infrastructure (Ministry of Local Governments & Urban Development, 2022). Nevertheless, the Chinhoyi Municipality currently grapples with service delivery challenges, including sewage reticulation system overload leading to recurrent sewer bursts and water pollution, uncollected garbage heaps, erratic water supplies and bad road infrastructure (Chinhoyi Residents Association, 2023). These challenges epitomise deeper organisational culture challenges premised on values and traditions that contradict the contemporary dynamic context wherein municipalities operate (Zweni, 2022). Thus, the municipality’s struggle to offer effective and efficient service delivery to residents underscores the urgent need for organisational culture change. This aligns with the ULA’s constitutional mandate to enhance the well-being and quality of life for its residence (Munyoro et al, 2019). International Organizations have  stated  that  the  financial  and  economic crisis  has  hampered the  ability  of  governments  at  all  levels  to  continue  delivering  public  services.  In  fact,  the unsustainable  tendency  of  all  levels  of  government  to  spend  more  than  they  collect  has resulted in large economic growth disparities across levels of government and regions (Abane et al., 2022; Nautwima & Asa, 2002).
Several scholars in developed countries allude to progressive organisational cultures that foster sustainable development (Longman et al, 2018; Newak, 2018). However, studies focused on the developing world observe various service delivery handicaps rooted on toxic organisational cultures, epitomised by lower employee morale, bias, favouritism, limited accountability and lack of consistency (Sanders et al, 2019; McGregor, 2019; Matsiwe, 2017). In South Africa, scholars (Clarke, 2012; Mthembu, 2012) observe that current organisational cultures across municipalities are problematic, which explains recurrent resident protests and subsequent central government intervention to reverse the challenge. Such cultures are also replete with corruption and maladministration, which undermine service delivery (Tshandu, 2018; Patton, 2018a; 2018b).  
Marumahoko (2020) alludes to the absence of a performance management culture across most municipalities in Zimbabwe. This corresponds with other studies (Huragu & Chuma, 2019; Musekiwa et al, 2013; Munyoro et al, 2017) alluding to bureaucratic organisational cultures that inhibit service delivery. In Zimbabwe, such unhealthy organisational cultures are characterised by resistance to change (Matsiwe, 2017; Munyoro et al, 2017), which constrains innovation. Most local authorities have become dysfunctional, inefficient, and ineffective in meeting and addressing societal demands due to problematic organisational cultures (Musekiwa et al, 2013; Simba et al, 2021; Tirivangani and Mugambiwa, 2016; Munyoro et al,    2019).
These studies highlight the complexities of organisational culture and service delivery across municipalities, thereby indicating the need for culture change for improved service delivery. 
However, very few studies have focused on Zimbabwean municipalities, particularly Chinhoyi ULA, which the current study focuses on. This study matters because of the persistent service delivery challenges, which occur despite the existence of regulatory frameworks. This highlights the need for a deeper appreciation of the role of organisational culture in redressing the challenges. Besides, studies conducted elsewhere are difficult to generalise to the situation in Zimbabwe, which justifies the need for current, context-specific studies targeting Chinhoyi Municipality. Moreover, municipalities are also evolving and dynamic institutions that have to respond to the changing needs of their residents hence, ongoing research captures the shifts and their effect on organisational culture and service delivery. Thus, the current study offers context-specific solutions regarding the challenges and opportunities facing the municipality and it informs strategies for enhanced performance and accountability of municipalities. 
This study endevours to explore the complex relationship between organisational culture and service delivery in Chinhoyi Municipality to determine the potential for leveraging deliberate culture change for improved service delivery. The rest of the paper is organised chronologically. The following section provides a detailed statement of the problem, followed by the limitations of the study, literature review, research objectives and questions as well as the research methodology. The paper then presents, analyses and discusses the study findings and commensurate conclusions and recommendations as well as acknowledges various stakeholders. 

2.0 Problem statement

Ideally, Chinhoyi Municipality to optimally deliver its constitutional mandate relative to the delivery of essential services, including clean water, timely collection of refuse and robust infrastructure for enhanced residents' well-being and quality of life (Ministry of Local Government & Urban Development, 2022). However, in reality, the municipality struggles with service delivery challenges that include recurrent sewer burst, overload to the sewer reticulation system, water pollution, uncollected refuse and erratic water supplies, all of which conspire to create health time bomb (Chinhoyi Residents Trust, 2023). These challenges, alongside bad infrastructure symbolise deeper organisational cultural issues premised on traditions that contradict the contemporary context of municipal operations (Tibaijuka, 2005). These challenges are attributable to toxic organisational cultures evidenced by bias, corruption, favouritism, limited accountability, opacity, bureaucracy, inconsistence and resistance to change (Munyoro et al., 2019; McGregor, 2019; Matsiwe, 2017). Failure to address this reality could fosters continual deterioration in service delivery, diminished residents' quality of life, an increase in poverty, adverse health outcomes and social unrest among others (Tibaijuka, 2005). In seeking to address this reality, the current study proposes to explore the complexity of the relationship between organisational culture and service delivery within Chinhoyi Municipality with the ultimate aim of determining how organisational culture change can be leveraged for improved service delivery. 

3.0 Limitations 

Lack of external validity constrained this study, considering its focus upon a singular institution; the results could only be applied to the subject institution. Although the researcher ensured sufficient coverage of the study population through targeting 58 participants, the results could still not be effectively generalised outside the scope of the municipality. However, it is imperative to note that the primary purpose of the study was to generate a detailed understanding of the subject matter without considering generalisability aspects, and this was duly achieved. 
The researcher also faced information access challenges, considering that the study touched upon a complex and sensitive subject. This means that there were inherent challenges related to accessing content, which explained the need for the researcher to assure the respondents of the confidential nature of data collection and that the information would be used for strictly academic purposes. 


Theoretical framework

Research in the context of organisational culture and service delivery in organisations has taken many forms and there are conflicting views regarding what could be taken as ideal cultural research (Nzewi et al, 2016). This simply indicates that this study was underpinned by various theories that included the Denison theory, Hofstede theory, Schein and the Deal and Kennedy Theory. The study was primarily rooted in the Denison theory that categorised organisations into four cultural traits with a significant impact on organisational performance (service delivery) that included adaptability, consistency, involvement and mission (Bolatito, 2022). Mission relates to the purpose of the organisation in relation to clarity, commitment and shared understanding while consistency is about the values, norms and behaviours across the organisation that have to be constant. Involvement considers the extent of engagement among multiple stakeholders and their municipality and these include the extent of participation, empowerment and sense of ownership (Voityk, 2023). Adaptability is about the degree of flexibility in terms of the ability to change, innovate and respond timeously to externalities. This means that organisational culture is conceptualised from the perspective of these four indicators. 
These indicators are then further broken down into measurable sub-indices to describe behaviours that are aligned to these traits (Nzewi et al, 2016). The mission is conceived in terms of clarity of direction, shared values and the strategic direction while the consistency is in terms of core values, goal congruency and the level of coordination and integration (Raptis et al, 2021). Involvement is in terms of empowerment, capability development and team orientation, while adaptability is about organisational learning, open communication and continuous improvement (Mandala et al, 2024). In this regard, the theory measures organisational performance from the perspective of four traits and 12 sub-dimensions which offer a comprehensive profile of the organisation’s culture while indicating areas of improvement and strength.
Denison Consulting (2009) contend that these traits expose performance or service delivery concerns that could include poor service quality and customer dissatisfaction. This means that the current study considered cultural measurements from the perspective of the total institution. The theory views the organisation as a total system with an internal and external environment that creates and build culture (Al, Yahya, 2008). Thus, the current study used the Denison Organisational Culture Scale (DOCS) to measure organisational culture given its systematic approach to cultural measurement. 
In linking the Denison theory to Zimbabwean municipality governance service delivery imperatives, service delivery was in terms of non-financial indicators. This study aimed to use the indicators to reflect work practices and cultural realities that affect service delivery within the Chinhoyi Municipality. The Denison theory noted a close correlation between organisational culture and institutional perfomance and in the context of the current study, performance was measured in terms of service delivery. This means that in relating the Denison theory to the public sector in the case of municipalities implies that service delivery can be seen from the perspective of stakeholders such as employees (internal stakeholders) and residents (external stakeholders) towards whom service delivery is intended. This allowed for a holistic interrogation of the relationship between the organisational culture and service delivery in Chinhoyi Municipality. 
In terms of the breakdown, the theory was applied to the current study on municipalities in the following manner. The mission traits focused on leadership, in which the aim was to test the direction of the municipality, as lower mission scores could imply that the municipality was led by managers who lacked direction, were weak or disengaged from the affairs of the municipality. Consistency tested the extent to which values, systems and processes were consistent to enable the achievement of the municipality’s mandate. This means that the researcher examined the presence of certain values, agreements and coordination mechanisms across the board.
In relation to involvement, the focus was on the level of alignment and engagement among the employees to enable the municipality to achieve its public service mandate. It considered how the employees felt empowered, could engage in team activities and could invest in learning and growth within the organisation. Relative to adaptability, the concern was on the extent of willingness and readiness to anticipate and respond to negative externalities, including but not limited to community demands, political pressure and the socio-economic environment in which it operated. 

Understanding organisational cultures in municipalities 
	
	Research demonstrates variances in municipal organisational culture globally. In certain municipalities like Klaipeda in Lithuania, progressive tendencies include shared values, institutional regulations and goals as well as higher levels of employee engagement (Pauzuoliene & Mauriciene, 2012). Likewise, in Hungary, Rajala and Sernevo (2021) observed constructive organisational cultures that foster active dialogue and improved municipal decision-making. 
	However, toxic organisational cultures prevail in other municipalities. In South Africa, Williams (2006) denotes a negative organisational culture attributable to polarity between political and administrative leadership that results in non-implementation of council resolutions amidst a culture of fear. Likewise, in Zimbabwe, bureaucratic corruption, limited skills, patronage and limited knowledge among councillors promote ineffective service delivery (Marumahoko, 2010, Ndlovu & Ncube, 2018). Moreover, in Zimbabwe, lack of performance management values, corporate governance and public service leadership development characterise such retrogressive organisational cultures at the municipal level (Marumahoko, 2020). Similarly, most Zimbabwean municipalities are centralised institutions that exclude citizens in decision-making (Marumahoko et al, 2018; Bland, 2013). 
	Thus, literature underscores the need to comprehend the political dynamics affecting local governance in urban areas and the effect of organisational culture on municipal service delivery. Thus, given the variances in organisational culture in global and Zimbabwean municipalities, it is imperative to determine the character of the current corporate culture in the municipality to establish the extent to which it can influence service delivery. 

The effect of organisational culture on service delivery in municipalities 

A complex and multifaceted relationship exists between organisational culture and service delivery in municipalities. Several studies have identified a dichotomous relationship between the variables, with some studies noting that effective organisational cultures resonate with strategies, goal achievement and purposefulness that dovetail towards effective service delivery (Nazir et al, 2022, Ababaneh, 2010). Yet others observed that toxic organisational cultures evidenced by low employee morale, corruption, resource mismanagement, inefficient governance, lack of accountability and inconsistency often hinder service delivery (Mamokhere, 2022; Mbandlwa et al, 2020; McGregor, 2019, Matsiwe, 2017). 
Marumahoko (2020) concurs that the lack of value-based organisational cultures in Zimbabwe accounts for the poor state of municipal service delivery. In view of this dichotomous relationship between organisational culture and service delivery, it is imperative to comprehend the exact status quo within the Chinhoyi Municipality to clearly understand the effect of organisational culture on service delivery. This examination will in turn, foster the identification of areas for potential improvement and the development of effective strategies for enhanced accountability and performance in the municipality. 

Leveraging organisational culture to promote effective and efficient service delivery in municipalities 

	Several mechanisms can be used to leverage organisational culture for improved service delivery in municipalities. Firstly, it is imperative to embrace leadership and governance initiatives since leadership commitment towards cultural transformation is pertinent (Bohler-Muller et al, 2016). This demonstrates the need for municipal managers to adopt servant leadership approaches, set clear goals, foster open communication and empower their employees (Chauke & Kgobe, 2023). There is also a need to address governance deficits through adopting corporate responsibility and accountability (Marumahoko, 2010; Cheema & Popovski, 2010). 
	Employee engagement is also central as it fosters cognitive, behavioural and emotional attachment to the municipality, resulting in enhanced service delivery (Enaifoghe et al, 2023). There is also a need to recognise and reward employees so that they can achieve congruent behaviours (Mamokhere et al, 2022; Hunter et al, 2013). Employee engagement resonates with positive work contexts that in turn foster efficacy in service delivery (Madumo, 2015). 
	Municipalities also ought to emphasise customer focus through customised service delivery leading to service user satisfaction (Masiya et al., 2021). Such customer centricity emphasises understanding and meeting customer expectations, preferences and needs. Moreover, municipalities should demonstrate adaptability, openness to new ideas and innovations for increased service delivery and resilience (Marumahoko, 2020; Masiya et al., 2021; Madumo, 2015).
	 Research also highlighted the need for continuous improvement, as municipalities ought to strive for anticipate as well as address challenges in advance (Dube, 2019). This implies that incremental changes can enhance service delivery architecture (Andrews et al, 2016) and Fourth Industrial Revolution (4IR) technologies like Big Data Analytics could inform culture-focused decisions for improved service delivery (Marumahoko, 2020). 
	Additionally, change management is also a central feature for effective service delivery in municipalities. This implies the need for such institutions to adopt systematic approaches, address their people, processes, cultures and strategies (Andrew & Boyne, 2010). This correlates with employee onboarding, training and education for successful management of change (Marumahoko, 2020). This demonstrates the need to align organisational culture the desired change and to create strategies that are flexible and adaptable to environmental changes (Quinn, 1998). 
	Thus, if municipalities can embrace these mechanisms, they are able to leverage organisational culture for effective service delivery for enhanced citizen satisfaction and it was imperative to determine if this could be said of Chinhoyi Municipality.  
	
Definition of key terms 

· Culture- In this study, culture is defined as the underlying values, attitudes, behaviours, beliefs, and principles that serve as a foundation for an organisation’s management system 
· [bookmark: _Toc183774205]Organizational culture- culture encompasses the norms, assumptions, values, ways of doing business and organisational climate.
· [bookmark: _Toc183774206]Service delivery – the ability of a local authority to meet its constitutional mandate relative to the provision of basic amenities like water, sewer reticulation, road infrastructure and lighting to its residents.

4.0 Research objectives

· To explore the current state of organisational culture at Chinhoyi Municipality
· To examine the effect of organisational culture on service delivery in Chinhoyi Municipality 
· To determine how organisational culture can be strategically leveraged to promote effective and efficient service delivery in Chinhoyi Municipality

5.0 Research questions 

· What is the current state of organisational culture at Chinhoyi Municipality?
· How does the existing organisational culture affect service delivery in in Chinhoyi Municipality?
· How can organisational culture be strategically leveraged to promote effective and efficient service delivery in Chinhoyi Municipality?

6.0 Research methodology 

The research methodology is the technique for data collection, analysis, interpretation and presentation (Saunders et al, 2016). The study adopted an interpretivism philosophy targeting the subjective daily-lived experiences of the study participants in line with Bryman and Bell (2017). This justified the inductive approach and exploratory design that fostered a nuanced understanding of the relationship between organisational culture and service delivery in the municipality under study. Exploration was justified by the study context was not clearly understood while the problem was complex and unclear, thereby justifying the need for an open and flexible inquiry. The study adopted a single case study strategy to foster an exhaustive understanding the subject institution within its natural context as DeVaus (2012) contends. This implies the adoption of a mono-method qualitative inquiry to foster confirmability, reliability and credibility of the study as Yin (2017) opines. The cross-sectional study targeting a snapshot of events within a confined time, was justified by time and resource constraints. 
The target population consisted of 2500 municipal employees and councillors and the units of analysis were key informants, including departmental heads, senior managers and other leaders with insight into organisational culture and its service delivery effect in the municipality. The study leveraged no-probability sampling criteria encompassing purposive, snowball and convenience sampling. The sample size, determined by the point of data saturation and redundancy (Small, 2009) was 58 in correspondence with Bernard (2013). In-depth interviews, focus group discussions, open-ended questionnaires and observations were used to collect data for methodological triangulation as Creswell (2013) contends. The researcher obtained consent to conduct the study from the Government of Zimbabwe and Chinhoyi Municipality. 
 
7.0 Data analysis

The analysis of interview and focus group discussion data was done with the aid of NVIVO Version 20 software, which explored the role of organisational culture in improved service delivery in the municipality. The analytical process entailed the transcription of audio recordings, checking for quality and consistency, highlighting and coding key quotes and categorising these into thematic areas. The patterns were then interpreted, themes described and the data presented in the form of narratives accompanied by verbatim quotes in correspondence with suggestions by Flick et al (2014). This enabled the derivation of qualitative insights into the effect of organisational culture on service delivery in Chinhoyi municipality. 

8.0 Findings and conclusions 

Current state of organisational culture at Chinhoyi Municipality 

	The results demonstrated a negative corporate culture at Chinhoyi municipality evidenced by limitations related to top management support, collaboration and transparency as well as political bureaucracy, unethical conduct and exclusivity as summarised below. 

Limited top management support

	Thirteen participants felt that the top managers failed to offer adequate guidance, vision or direction while also failing to engage with frontline staff for enhanced accountability. One participant claimed that:
Key informant 16- “We lack clarity of vision and direction from our top managers hence we find it challenging to prioritise our work and reach decisions that match the municipality’s goals.” 
This suggests the lack of clear direction among employees, leading to potential confusion and service delivery inefficiency.  Greenberg and Baron (1997) are of the view that corporate visions are most effective when clearly communicated by top organizational leaders.

Limited collaboration 

	Twenty-four participants alluded to compartmentalization of the municipality as different departments worked in silos, resulting in limited information sharing and coordination to foster service inefficiencies, as the following quote indicates.
Key informant 14- “Each department works separately from others and there is limited information sharing or coordination in the organisation and this often leads to frustration.”
	This implies the lack of coordination among the municipality’s departments leads to duplication of effort, resource wastage and employee frustration. Nzewi et al. (2016) and Pauzuoliene and Mauriciene (2012) contend that information silos can be a major challenge in municipalities, leading to inefficiencies and poor service delivery.

Limited transparency 

Sixteen participants alluded to the inadequacy of communication channels, which affects disclosure of pertinent organisational information as the following quote indicates.
Focus Group Discussion 2- “We often lack access to the information required for effective working and managers seem to be hiding something which makes it hard for us to trust the decision-making process.”
This points towards limited transparency and ineffective communication processes that in turn hinder effective decision-making and accountability at institutional level and destroys institutional trust levels as noted by McGregor (2019).

Political bureaucracy 

Thirty-four participants claimed that decisions are made based on political considerations as opposed to community needs as the following indicates:
Key Informant 3- “More often, we are unable to achieve our objectives at work due to political interference.”
This fosters a culture of fear and self-censorship among staff members, potentially affecting service delivery. Mthembu (2012) agree that most ULAs are characterised by inadequate financial resources and excessive interference by political elites in their administration and management.

Unethical conduct 

Twenty-three participants claimed that corruption, favouritism and bribery are common as the following shows:
Key informant 38- “My friends have been involved in taking bribes at work to attend to their routine duties and its difficult to trust due to potential back biting.”
Results show that these vices compromise the integrity of service delivery processes and this aligns with Marumahoko (2021). 

Exclusivity 

Forty-seven participants claimed that the municipality excludes some of its key stakeholders such as employees and residents as the following shows:
Key informant 39-“We often hear about decisions made behind closed doors through rumors or whispers in corridors.”
Exclusive tendencies result in resistance to change and mistrust of organisational processes as well as disenfranchisement in line with Marumahoko (2020). 

Effect of organisational culture on service delivery in Chinhoyi Municipality 

The results regarding the effect of current organisational culture on service delivery demonstrated an inverse relationship evidenced by bureaucratic cultures, lack of meritocracy, political interference and resistance to change all of which negatively affect the scope for effective and efficient service delivery in the municipality.

Bureaucratic cultures

Some claimed that such culture impairs service delivery in the municipality in relation to slower decision making, lack of innovation, red tape and service delays, lack of flexibility, limited employee autonomy, lower employee morale and inefficient resource utilisation. One respondent claimed that: 
“Key informant 14- “Due to bureaucracy, decision-making is delayed hence we often fail to address pressing community needs on time.”
Several scholars (Nazir et al., 2022; Mbandlwa et al., 2020 and Sebidi, 2022) notes that bureaucratic cultures characterised by red tape and political infighting affect the delivery of high-quality services. However, Ababaneh (2010) opines that bureaucratic organisational culture is critical to the achievement of corporate objectives and the provision of higher service quality levels.

Lack of meritocracy

The results indicated that lack of meritocracy impairs service delivery in the municipality in relation to staff incompetence, lack of accountability, poor decision-making and abuse of authority as the following quote indicates:
Key informant 29- “Appointments are often made based on political affiliation not competency and this affects our service delivery capacities.” 
Thus, hiring of incompetent staff compromises the quality of service delivery in the municipality. Due to staff incompetence, the municipality struggles to establish accountabilities leading to service delivery impairments. Additionally, the absence of meritocratic considerations contributed to abuse of authority leading to poor service delivery in the municipality. Mamokhere (2022) observed that incompetent staffing, rooted in weak institutional cultures, leads to poor service delivery.

Political interference

The results showed that the service delivery effects of political interference encompassed distortion of priorities, ineffective resource allocation and maladministration as illustrated below.
	Key informant 15- “Council has often been ordered to employ given individuals who are unqualified or inexperienced to key positions, weakening the capacity of municipalities to deliver effective services.”
Political interference resonates with distorted priorities that in turn impair the quality of service delivery in the municipality. This behaviour also promotes ineffective allocation of resources that compromise the scope of service delivery in the municipality. Moreover, due to political interference, there is general maladministration in the local authority, leading to service delivery impairments. Maphanga (2022) claims that political interference and corruption result in the mistreatment of employees and resources at local authority level, impairing service delivery. However, some studies suggest that political interference can be beneficial. Ababaneh (2010) contends that organisational culture, influenced by political considerations, can be critical to the achievement of corporate objectives and the provision of higher service quality levels.

Resistance to change 

	Resistance to change was considered a major service delivery inhibitor given the delayed adoption of new technologies, poor service quality as well as systems and process inefficiency as evidenced by the following quote:
	Key informant 25- “Delayed adoption of new technology such as eprocurement in the municipality has led to inefficient service delivery.”
 Due to resistance to change there has been inefficiency of systems and processes resulting in poor service quality in the municipality. Nazir et al. (2022) contends that inflexible cultures that are resistant to change impede service delivery improvements. This supports Sebidi (2022) that resistance to change leads to bureaucratic cultures, affecting service delivery. Oyewobi et al. (2016) adds that poor management practices, including resistance to change, contribute to higher rates of rework in construction projects.
 
How organisational culture can be strategically leveraged to promote effective and efficient service delivery in Chinhoyi Municipality

Results demonstrated that strategically leveraging organisational culture for effective and efficiency service delivery is premised on several actions, including adopting corporate governance and leadership initiatives and adopting employee capacity and capability strategies.

Corporate governance and leadership initiatives 

The study findings indicated that the organisational culture challenges that in turn impair service delivery within the municipality are rooted with a corporate governance challenge. This justified the need to embrace a range of initiatives that encompass transparency frameworks, visionary leadership, independent oversight and accountability frameworks and customer focus initiatives. One participant claimed that:
Key informant 14- “Open information access in Chinhoyi Municipality can improve accountability by providing citizens with access to information on municipal operations, budgets and service delivery.”
This implies that the municipality needs to embrace a transparency framework to address its service delivery challenges since most of the service delivery shortfalls were rooted upon opaque tendencies at managerial level. There is also need for transparent processes premised on information disclosure, citizen participant and optimal resource allocation. Giving citizens access to municipal information will enhance the decision making while clearing any misconceptions they may hold against the organisation. Some participants (24) claimed that there is need for visionary leadership to address the service delivery shortfalls currently being experienced in Chinhoyi Municipality and some participants (26) suggested the need for independent accountability mechanisms. The above views suggest the need for external mediation from the government and the residents to guide the internal management of the organisation. It seems that the municipality had adopted a self-serving agenda which explains why it tends to overlook the genuine interests of the residents and flouting standing regulations such as the Regional Town and Country Planning Act (RTCP) and the Urban Councils Act. 
	
Employee capacity and capability strategies.

	The results also indicated that the organisational culture that was premised on exclusive approaches towards employees had to be addressed through the adoption of employee capacity and capability strategies that encompass comprehensive training and development, employee enablement and support programs as well as employee empowerment as evidenced below.
Key informant 16- “If the municipality invests in comprehensive employee training and development programs it is more likely to experience improved employee performance and productivity given improved work ethics, leading to enhanced service delivery outcomes.”
This demonstrates the need to train and develop employees to enhance their ability to improve municipal service delivery. The results indicated that more often, due to bureaucratic processes, employees often failed to achieve their optimum performance in the municipality hence the need to create slack for the employees. The above model implies that solving the organisational culture and service delivery challenges at Chinhoyi Municipality entailed a multipronged perspective premised on inputs that include employee capacity building and empowerment, visionary leadership, customer focus and transparency and accountability frameworks. These have in turn to be supported by support mechanisms that encompass institutional capacity building, change management and stakeholder engagement. 
Several parts of the literature agree with our findings.  It has been noted that transparency frameworks improve accountability and reduce corruption in municipalities (Transparency International, 2020). Visionary leadership is also critical for driving innovation and improvement in service delivery (Kotter, 2001). In addition, independent oversight and accountability mechanisms are essential for ensuring that municipalities are transparent and accountable to citizens (World Bank, 2019).

Conclusion 

The study results underscore the need for the Chinhoyi Municipality to embrace organisational culture change through focus on employee engagement for enhanced service delivery. Key actions include the implementation of a transparency framework for improved accountability and citizen involvement, the adoption of visionary leadership for improvement and innovation. It is also pertinent to set up independent oversight and accountability mechanisms to forestall corruption, adoption of customer centeredness in service delivery and focusing on employee training and capacity building. Addressing these challenges enables the municipality to improve service delivery, improve citizen satisfaction and foster trustful relationships. Thus, adopting a culture premised on accountability, trust and professionalism is central to effective governance at municipal level. 
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