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Abstract 
This paper theoretically examined the concept of employee involvement and service delivery 

in organizations. The paper noted that a well planned and implemented involvement 

programme generates high level of employee service delivery. The study concludes that; 

employee involvement helps organizations to quickly resolve problem, boost workers morale 

and consequently impact on service delivery of an organization. Furthermore, management 

should seek to enhance the adoption of both direct and indirect involvement elements such as 

work unions and collective bargaining agreements as tool of supporting better service 

delivery. The organization should also adopt financial based rewards systems as tools of 

enhancing service delivery within the firm. It is recommended amongst others that: 

management should seek to create and promote employee involvement culture in the decision 

making process that affects service delivery because of the enormous benefits that can be 

derived from it. 
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Introduction 
In today's competitive environment, excellent customer service is becoming the core 

competitive advantage in many industries. Engaging or involving employees in the day to day 

operations of business activities should be considered important strategy for the success of 

any organization. Such practice promotes employee alignment with the organization values 

and with ethics for effective service delivery. Business leaders that apply employee 

involvement initiatives see improved levels of staff engagement, customer satisfaction and 

productivity (Blattner & Walter, 2015), and reduced levels of employee accidents and 

turnovers (Bowen, 2016 ; Barrick, Thurgood, Smith, & Courtright, 2014). Employee 

involvement is all about making an enabling environment in which individuals have an 

impact on actions and decisions that influence their occupations. Thus the management team 

should be proactive in addressing the needs of employees who are considered the 

organization greatest asset. Involving the employees gives them more autonomy for better 

performances.  

 

Achieving full potential will mean that your employees will love to work for you. Businesses 

use the SDT model to encourage their workers to have a positive outlook on their 

organization (Mowbray et al., 2014).  Employee involvement will make them more loyal 

towards the organization, hence, increasing retention and reducing turnover. Organizations 

are today earnestly looking for ways of achieving their “going concern” craving, and gaining 

competitive advantage in the game of business as the business arena is full of many 

uncertainties that organizations and entrepreneurs have to contend with. There are increasing 

complexities associated with doing businesses in our highly changing business environment; 

as a result, organizations face multiple pressures and challenges that affects the delivery of 

intended services. 

 

Employee involvement is regarded as the powerful behavioural tool for managing the 

industrial relations system. This is being viewed differently by different people. It is a joint 

consultation prior to service delivery. Employee involvement is critical to any organization. 

Deci and Ryan conducted the most influential study on employee engagement in 1985 

(Berens, 2013). Deci and Ryan (1985) expanded on early work by differentiating between 

intrinsic and extrinsic motivation.The management experts look upon it as a tool for 

improving the overall performance of an enterprise. For them it means that employees are 

given an opportunity to take part in the decisions that concern them most. The objective is to 

gain control over the service delivery process within an enterprise. The employee 

involvement crystallizes the concept of industrial democracy and indicates the efforts on the 

part of the employer to form a team of employees, which works towards the realization of the 

common objectives. It is a mental and emotional involvement which encourages contributing 

to goals and sharing responsibilities with them. Employee involvement is a system of 

communication and consultation, either formal or informal by which employees are kept 

informed about the affairs of the undertaking through which they express their opinion and 

contribute to the management decisions. It gives to the employees’ representatives the right to 

criticize, to offer constructive suggestions and to become aware about the issues involved in 

service delivery. In short employees’ involvement enhances employee ability to influence 

service delivery with corresponding assumption of responsibility. 

 

According to Gupta (2011), organizations all over the world are dealing with a slew of 

uncertainties, which has resulted in fierce rivalry, a diverse workforce, and rapidly changing 

customer needs and technological advancements. Workers can no longer be ignored in the 

strategic decision-making process by modern management. As a result, in order to effectively 

https://blog.vantagecircle.com/employee-retention-strategies/
https://blog.vantagecircle.com/employee-turnover/


African Journal of Business and Economic Development | ISSN: 2782-7658 

Vol. 2, Issue 4 (April, 2022) | www.ijaar.org 

 

92 

 

manage personnel in a dynamic company environment, a variety of strategic techniques must 

be used. Workers have traditionally had either no say or a limited say in issues affecting their 

working environment. As a result, employee involvement has been a source of scholarly 

concern and contemporary management attention in efforts to improve organizational 

efficiency (Worley & Lawler, 2010). 

 

Employee participation is all about creating an atmosphere where people can have a say in 

the activities and decisions that affect their jobs. As a result, the management team should be 

proactive in addressing the demands of employees, who are the company's most valuable 

asset. Employee involvement has been shown to contribute to: improved managerial 

decision-making ability (Apostolou & Mentzas, 2013), change in attitude toward work, better 

worker welfare (Freeman & Kleiner, 2015), reduced expenses through waste 

reductionimproved worker productivity across businesses (Jones et al., 2010), intent to stay, 

motivation, commitment, creativity, empowerment, and job satisfaction (Jones et al., 2010). 

(Light, 2014). 

 

 

 

Modern day workers, according to Ordanini et al., (2011), are properly trained and basically 

grasp every detail regarding the work environment and the human rights element that goes 

along with it. True, most organizations have weak decision-making involvement, which leads 

to worker sabotage, industrial conflict, and reluctance to work, resulting in low efficiency 

levels. Furthermore, most of these decision-making policies are never in line with 

organizational demands; yet, top management exploits them to perpetuate the status quo from 

time to time. All these have a bearing on the effectiveness of the organization in terms of 

service delivery, output and profitability. 

 

Rationale for the Study 

Employee disengagement, which has been observed in many organizations, and consistently 

resulted in substandard service performance. As a result, unsatisfactory working conditions, 

excessive turnover, raising of voices, decisions that are not up to standard, and uncooperative 

personnel who are not working towards a single goal are the by-products. Thus, employee 

involvement should take center stage since it is a potent force for re-energizing service 

delivery, increasing customer satisfaction, providing suitable working circumstances, and 

making holistic decisions. Employee participation, according to studies by Addai (2013), 

Ambani (2016), Langat & Lagat (2017), and others, is a deep construct that permeates all 

aspects of human resource management that have been studied to date. Workers will be 

unable to fully participate in their jobs if concerns concerning human resources are not 

properly addressed. This is the context in which this study seeks to investigate the impact of 

employee involvement on service delivery in the public sector. 

 

REVIEW OF RELATED LITERATURE 

Concept of Employee Involvement 

Noah (2018), noted that employee involvement serves as a tool of enhancing the industrial 

relations between employees and the management as well as creating a sense of belonging 

within the organization. With increasing employee involvement within the firm, managers are 

able toenhance performance and improve good behavior among the employees; hence 

employee involvement can be utilized as tool of inducing increased workers motivation 

within theorganization. The management team should be proactive in addressing the needs of 
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employees who are considered theorganization greatest asset. Apostolou & Mentzas (2013) 

noted that employee involvement contributes to enhanced managerial decision-making 

ability, change in attitude about work, better welfare of workers, reduced expenses through 

reduction of waste, improved worker productivity across businesses, intent to stay, 

motivation, commitment, creativity, empowermentand job satisfaction (Light, 2014; Freeman 

& Kleiner, 2015; Jones et al., 2010). 
 

In the words of Sagie and Aycan (2013), involvement borders on the interaction between 

direct superiors and their subordinates in the process of planning and decision making. When 

employees are involved in this interaction from the point of deciding their work programme 

to how it will be pursued, even if their views are not eventually taken, it gives them a good 

sense of belonging and ownership of their work assignment. Luthans (2015), expressed a 

similar view that involvement is a social process by which people become self involved in an 

organization and want to see it work successfully. Involvement also provides opportunities 

for people that are involved in the same work environment to share information, solve 

problem and take decisions together either as individuals or groups (Ackers, et al., 2016). 

Apostolou (2010), suggested some modalities that can be employed in engaging employee 

involvement to include advocating for suggestion, encouraging team work, developing focus 

groups, opinion surveys, and self-directed work groups. 

 

Involvement is not however limited to direct input of support to the organizational process 

but also include having the liberty and opportunity given to employees to express grievances 

and complaints in a work context to top management of an organization with a view to 

influencing the way things are being done (McCabe & Lewin, 2010; Richardson et al., 2014). 

Banfield & Kay (2018), also view involvement from the “Pluralism perspective” where 

different groups in the organization coexist in a state of partial and mutual interdependence. 

Involvement here can be expressed in terms of conflicting perspectives which are usually 

resolved through institutional mechanisms such as collective bargaining and arbitration that 

affords employees the opportunities to express their views. Involvement may also come in the 

form of delegated authority where subordinates are allowed greater space and freedom in 

controlling their job performance (Noah, 2018). Also in the view of Scully et al. (2015), 

involvement can offer employees various levels of influence in the decision making process, 

ranging from formally established consultative committees to the development of good 

relations with managers or supervisors at an informal level. 

 

Proxies of Employee Involvement 

Direct Individual based Involvement 

Gonzalez (2019), identifies three forms of direct involvement: informative, consultative and 

delegated involvement. Informative involvement is mainly utilized by supervisors and other 

superiors while consultative involvement includes setting up of suggestion boxes and attitude 

surveys within the firmwhile delegated involvement involves the use of select groups to 

advocate for better personnel terms of service. Armstrong(2019), indicates that employees 

can affect the organization productivity based on their commitment to the organization goals. 

 

This can be characterized through their involvement in decision making and the aspects of the 

firm. Thus, in order to foster better performance the management should not treat employees 

in isolation.Involving employees in decisions and policy changes that directly affect their job, 

while empowering employees to be more autonomous, greatly improves morale at large. 

When employees are viewed as a firm asset this improves their confidence levels and the 
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company can register significant gains from the increased employee motivation. The longer 

the employee is directly involved the more they will become a valuable asset to the firm 

(Bearn, 2015). 

 

Indirect Involvement 

Indirect involvement means involvement through decision, approval, disapproval, 

recommendation, formulation of any part of a purchase request, influencing the content of 

any specification, investigation, auditing or the rendering of advice.indirect 

participation means involvement through decision, approval, disapproval, recommendation, 

preparation of any part of a purchase request, influencingthe content of any specification or 

procurementstandard, rendering of advice, investigation, auditing, or in any other advisory 

capacity.Indirect forms of involvement include: joint consultative committees, workers 

councils, and employee representatives in the board of directors or management. Owing to 

decline in traditional sectors of the economy where collective bargaining flourished, the 

proportion of companies using new forms of employee involvement has been growing in 

various organization. Employers have continued to be encouraged to adopt employee 

involvement (Summers & Hyman, 2015). In the US, a new face of labour movement has 

emerged. Alt-labour is a concept that is emerging as an alternative to workers unions. In these 

new face workers who are not members of organized traditional workers unions are 

mobilizing members to enable them make various demands to employers (Eidelson, 2013). 

 

Levine and Tyson (2010) indicated that consultative employee participation lead to 

betterinformation sharing within the organization but with limited employee involvement in 

finaldecision making whereas substantive involvement increases employee autonomous 

control ondecision making which improves the service delivery within the firm. Alper (2018), 

opines thatmanagers need to build trust by formulating human resource practices that 

promote open andhonest communication and create opportunities for employees to participate 

in decision makingprocess that might affect their work. 

 

Financial Involvement Schemes 

Financial involvement schemes are divided into two primary categories, both of which are 

essential from a policy standpoint. According to the first strategy, shares are distributed to 

employees on the belief that share ownership results in favorable attitudinal and behavioral 

responses (Summers & Hyman, 2015). A second dimension of financial involvement 

according to the duo of Summers and Hyman (2015) is the flexibility of pay which is a 

process where the employee remuneration is pegged on the performance of the firm. The 

most common method of this approach is the cash-based profit related pay (PRP) or profit 

sharing programs. According to Brown et al., (2018), profit sharing programs are more 

effective when combined with employee involvement in management. Employee share 

ownership and stake in company profitability produce a feeling of ownership. This can lead 

to positive employee orientations and high levels of commitment (Petri et al., 2011). 

 

Employee Share Ownership Plan (ESOP), is a scheme designed to allow all employees 

tobecome shareholders in their company. ESOPs can offer majority shareholding to 

employees. Profit sharing and share ownership schemes are common types of financial 

schemes (Juan et al., 2007). The underlying principle of financial participation schemes is 

astonishingly simple: a part of employees' remuneration should be linked to profitability and 

staff should have some financial stake in the ownership of the business for which they work. 

 

 

https://www.lawinsider.com/clause/involvement
https://www.lawinsider.com/clause/decision
https://www.lawinsider.com/clause/disapproval
https://www.lawinsider.com/clause/recommendation
https://www.lawinsider.com/clause/preparation-of
https://www.lawinsider.com/clause/purchase-request
https://www.lawinsider.com/dictionary/influencing
https://www.lawinsider.com/dictionary/influencing
https://www.lawinsider.com/dictionary/influencing
https://www.lawinsider.com/clause/specification
https://www.lawinsider.com/clause/procurement
https://www.lawinsider.com/clause/procurement
https://www.lawinsider.com/clause/rendering
https://www.lawinsider.com/clause/advice
https://www.lawinsider.com/clause/investigation
https://www.lawinsider.com/clause/auditing
https://www.lawinsider.com/clause/advisory-capacity
https://www.lawinsider.com/clause/advisory-capacity
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Concept of Service Delivery 

In general, system delivery is described as the capability of producing a specific, desired 

effect, or in other words “getting the right things done. Service delivery refers to the actual 

delivery of a service and products to the customer or clients (Lovelock & Wright, 2012). It is 

therefore concerned with the where, when, and how a service product is delivered to the 

customer and whether this is fair or unfair in nature. The service concept defines the “how” 

and the “what” of service design, and helps mediate between customer needs and an 

organization’s strategic intent (Goldstein et al., 2015). According to Chen et al. (2019), 

innovation in service delivery orientation refers to an organization’s openness to new ideas 

and propensity to change through adopting new technologies, resources, skills and 

administrative systems. Service delivery innovation is also described as an overall process of 

developing new service offerings in the organization (Johnston & Clark, 2017). Innovation 

drivers are similar in product and service contexts, at most differing in relative importance 

between the two environments. 

 

In a services management context, service delivery system is defined as “the structure 

(facilities, equipment, etc.), infrastructure (job design, skills, etc.) and processes for 

delivering a service” (Goldstein, 2012). From these definitions it becomes apparent that SDS 

effectiveness is related to the degree to which a system’s objectives have been achieved and 

therefore, an effective SDS is the one that is capable of delivering the outcomes for which it 

was originally designed and developed (Kingman-Brundage, 2011). Service delivery systems 

normally should be able to produce several positive outcomes, ranging from reduced costs, 

increased availability of efficient operations, improved service quality and optimum customer 

experience (Walley & Amin, 2014). 

 

Notably, many scholars have argued that the main aim of a service delivery system is to 

bridge the gap between customer expectations and customer experience (Lovelock, 2014; 

Armistead, 2010). The Service Delivery System (SDS) is in fact the medium through which 

service employees attempt to meet the quality standards set by the management, in order to 

close the third gap of services quality, which refers to the gap between service quality 

specifications and the actual service delivery (Parasuraman et al, 1985). Therefore, an 

effective SDS must lead to high levels of service quality both in terms of actual technical 

quality and it terms of customers’ perceptions, since customers are far more likely to evaluate 

a service positively when the company effectively provides the value promised to them.   

Service delivery is the process of provision of benefits and outcomes from the undertaking of 

a specific task or project (Alford & O’Flynn, 2012). Mare and Benington (2010), define 

service delivery as the provision of intangible experience that meets the intended benefits of 

the user. For the intangible experience to be rendered effective, it should be based on certain 

conditions. According Alford & O’Flynn (2012), service delivery is anchored on the 

decisions made, resources and the personnel available to ensure outputs are brought forth. 

 

Dimensions of Service Delivery 

Tangibles 
The tangibles encompass the appearance of the company representatives, facilities, materials, 

and equipment as well as communication materials. The condition of the physical 

surroundings is seen as tangible evidence of care and attention to detail exhibited by the 

service provider (Fitzsimmons & Fitzsimmons, 2011). Davis et al., (2013), summarize 

tangibles as the physical evidence of the service. 
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Reliability 
The reliability and consistency of performance of service facilities, goods and staff is seen as 

important (Johnston, 2017). This includes punctual service delivery and ability to keep to 

agreements made with the customer. According to Fitzsimmons and Fitzsimmons (2011), 

reliability is the ability to perform the promised service both dependably and accurately with 

error free. 

 

Responsiveness 
Johnston (2017), describes responsiveness as the speed and timeliness of service delivery. 

This includes the speed of throughput and the ability of the service to respond promptly to 

customer service requests, with minimal waiting and queuing time. Fitzsimmons and 

Fitzsimmons (2011), argue that when the customer is kept waiting for no apparent reason 

creates unnecessary negative perceptions of quality. Conversely, the ability for the 

organization to recover quickly when service fails and exhibit professionalism will also create 

very positive perceptions of quality. 

 

Employee Involvement and Service Delivery 

Mann and Harter (2016), established that by linking workers, by having them participate in 

judgment making, by making the place of work more self-governing and by empowering 

workers, there are certain outcomes such as attitudes and efficiency thus leading to 

improvement. Employee involvement in decision-making empowers employees to attain 

there full productivity hence fostering a competitive advantage within the firm (Gilkar & 

Darzi, 2012). Employers are interested in employee involvementbecause these programs can 

bring many possible benefits to the organizations. The greatest benefit is that the employee 

identifies himself or herself with the work and this leads to an improved performance and job 

satisfaction. Improved performance manifests itself in an increased output and improved 

quality (Pattanayak, 2018; Aswathappa, 2018). It can also be instrumental in creating 

satisfied and highly committed employees (Markey, 2016). 

 

Employees can contribute to a number of decisions like: setting work goals, choosing their 

own benefit packages, solving productivity and quality problems etc. Employee involvement 

will help build ownership and help employees identify with the whole change process 

(Sharma & Garg, 2017). Employee involvement creates more job satisfaction, contributes to 

personal growth and at the same timeimproves the results of the company (Pattanayak, 2018). 

Thus, the involvement of workers in decision making is considered as a tool for inducing 

motivation in the workers leading to positive work attitude and high service delivery (Noah, 

2018). According to Sturdy (2014), employee involvement leads to increased service delivery 

within the firm. With increased autonomy in decision making employees tend to be more 

efficient over time and contribute to better responsibility and effectiveness in their work 

duties.  

 

Employee involvement in decision- making empowers employees to attain there full service 

delivery hence fostering a competitive advantage within the firm (Gilkar & Darzi, 2012). 

Employers areinterested in employee involvement because these programs can bring many 

possible benefits tothe organizations. The greatest benefit is that the employee identifies 

himself or herself with the work and this leads to an improved performance and job 

satisfaction. Improved performance manifests itself in an increased output and improved 

quality (Pattanayak, 2018; Aswathappa, 2018). It can also be instrumental in creating 

satisfied and highly committed employees (Markey, 2016). Employees can contribute to a 
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number of decisions like: setting work goals, choosing their own benefit packages, solving 

productivity and quality problems etc. Employee involvement will help build ownership and 

help employees identify with the whole change process (Sharma & Garg, 2017). Employee 

involvement creates more job satisfaction, contributes to personal growth and at the same 

time improves the results of the company (Pattanayak, 2018). Thus, the involvement of 

workers in decision making is considered as a tool for inducing motivation in the workers 

leading to positive work attitude and high service delivery. 

 

BASELINE THEORY 

Goal Setting Theory postulated by Edwin Locke in 1960 

Goal setting theory was postulated by Edwin Locke in 1960 and he asserted that goal setting 

is fundamentally linked to performance (Locke, 1968). Goal Setting Theory is an intellectual 

hypothesis of motivation grounded on the assertions that goals do regulate employee 

behaviour. Goal theory postulates a positive link between performance and goal difficulty, 

with challenging goals eliciting much effort than simple goals (Martin & Manning, 1995). 

This hypothesis presupposes that behaviour is purposeful and that goals focus employees’ 

energies in performing specific task (Locke & Latham, 1990). 

 

Consequently, Goal Setting hypothesis is an effective strategy of arousing performance by 

provision of feedback, employee involvement and involvement (Latham et al, 2002). 

Necessary feedback of results and employee involvement in goal setting directs the employee 

behaviour and contributes to higher performance than absence of feedback and non-

involvement. Also, specific difficult goals lead to involvement through employee 

involvement in goal setting, enhanced employer-employee relations and improved 

performance by producing higher levels of effort and planning (Latham et al., 2002). Thus 

goal setting can be an effective method of influencing performance by enhancing employee 

participatory initiatives through provision of appropriate communication and regular 

feedback mechanism (Latham et al., 2002). Hence the theory formed the basis of examining 

service delivery as a performance indicator within organizations. 

Stakeholder Theory 

Stakeholder theory argues that every legitimate person or group participating in the activities 

of the firm do so to obtain benefits. All stakeholder interests should be considered 

intrinsically valuable. Stakeholder theory begins with the assumption that values are 

necessarily and explicitly a part of doing business. According to Freeman et al. (2004), the 

stakeholder theory motivates managers to propel the organization forward and allow it to 

enhance its performance metrics. The theory also articulates that managers will strive to 

foster efficiency through promoting better relationships within the work place. 

 

Stakeholder theory argues that the organization has relationships with many constituent 

groups and that managements can engender and maintain the support of these groups by 

considering and balancing their relevant interests (Reynolds et al., 2016). Employers 

therefore need to consider workers as very pertinent components of the decision making 

process in the organization. There is need to balance stakeholder interests in order to realize 

improved performance (Friedman, & Miles, 2012). Traditionally, firms only address the 

needs and wishes of four parties: investors, employees, suppliers, and customers. However, 

stakeholder theory argues that there are other parties involved, including governmental 

bodies, political groups, trade associations, trade unions, communities, associated 

corporations, prospective employees, prospective customers, and the public at large. 
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Sometimes even competitors are counted as stakeholders. Hence this theory was essential in 

guiding indirect involvement as a predictor of service in service delivery sectors in Nigeria. 

 

Conclusion 
Generally, it can be said that to establish a participatory service delivery system requires 

measures which executive managers should consider them. Reinforce the goals, values and 

priorities, data transfer, define responsibilities, limits and expectations, defined service 

delivery process, training program involvement, adjusted for organizational environments, 

creating a culture of involvement, clarifying structure of involvement are prerequisites that 

are very important in the success of participatory service delivery system. In order to improve 

the quality of service delivery, management should provide opportunities for employees in 

their decision making which will enhance their job satisfaction. Effective involvement of 

employees could provide better services to customers. Once employees are effectively 

involve in service delivery,they will be more likely to hear comments in order to improve 

theperformance of services. When senior management listen to employeeviews and accepted 

them, is satisfies for self-actualizationneed in employeesand they have incentives to work 

hard in order to meet the expectations of the customers. The increase in effective involvement 

means that employees have a certain amount of job autonomy.When employees have power 

to perform independentlyand make key decision about customerswithout management 

approval, they tend to have control over their work and thus will lead to effective service 

delivery. The study concludes that employee involvement helps organization to quickly 

resolve problem, boost workers morale and consequently impact on service delivery of an 

organization. Furthermore, management should seek to enhance the adoption of both indirect 

involvement elements such as work unions and collective bargaining agreements as tool of 

supporting better service delivery. The organization should also adopt financial based 

rewards systems as tools of enhancing service delivery within the firm. 

 

Recommendations 

The following recommendations were made: 

i. Adoption of performance based pay systems would enhance institution 

performance. Similarly adoption of profit sharing systems would enhance 

effectiveness which would translate to better service delivery. 

ii. Management should seek to create and promote employee involvement culture in 

the decision making process that affects service delivery because of the enormous 

benefits that can be derived from it. 

iii. The organization should further foster the implementation of performance 

contracts and collective bargaining agreements as tools of enhancing service 

delivery. 

iv. Management should be transparent and sincere with the employee involvement 

process implementation. 
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