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 Chapter 1

INTRODUCTION

BACKGROUND OF STUDY
Over the past several decades, Non Government Organizations have become major players in the field of international development. Since the mid 1970s the NGO sector in both developed and developing countries has experienced exponential growth. From 1970 to 1985 total development aid disbursed by international NGOs increased ten-fold. In 1992 international NGOs channeled over US $ 7.6 billion of aid to developing countries. It is now estimated that over 15% of total overseas development aid are channeled through NGOs. While statistics about global numbers of NGOs are notoriously incomplete, it is currently estimated that they range between 6000 to 30000 national NGOs in developed countries. Community Based Organizations (CBOs) across the developing world number in the hundreds of thousands [www.worldbank.org].
Like in any developing country, NGOs have been operating in Zimbabwe for over a century now and they have been very instrumental in terms of ensuring policy changes especially in issues pertaining to human and civil rights.  According to the National Association of the Non Governmental Organizations in Zimbabwe, there are 1500 NGOs in Zimbabwe of which 200 operate from Bulawayo (National Association of NGOs). Even if the exact number of beneficiaries is not known but it is estimated that each organization caters for an average number of 600 beneficiaries at any given time. 
When addressing a National Association of Non-Government Organization (NANGO) regional meeting in 2004, the then national chairperson of the (NANGO), Mr. Alexander Phiri, mentioned that Bulawayo was actually the mother of almost all NGOs in Zimbabwe as most of them originated from the region.  He gave examples of such organizations as The Jairos Jiri for the disabled, Women’s Bureau, Child Rights Organizations and many others.
NGOs in Zimbabwe have also played a key role in development of communities, as they have been generally associated with innovativeness, ability to reach the poor and are relatively low cost organizations.  However of late, the role of NGOs in Zimbabwe has begun to receive critical analysis; and there are a number of issues that require critical attention, for example, the nature and focus of NGO activities. Furthermore, of late numerous organizations have mushroomed, with some offering exactly the same services.  This has resulted in the narrowing of the donor base and the competition is even greater.  This is now a concern for the Government, Donor community and the beneficiaries of the services. Moyo S (2000)  
Hitherto, performances of NGOs need from time to time to be evaluated by all the stakeholders. Performance analysis is one of the techniques used by organizations in tracking and measuring customer satisfaction Kotler (1994).  Organizations could ask respondents to rate various attributes of offer in terms of the importance of each attribute and how well the organization performed each attribute and identify what actions are required.  For example when a customer feels that certain attributes are extremely important but indicate low satisfaction with the organization, this might mean that the organization should take action to concentrate on these areas to improve performance.
Measuring customer satisfaction is an important element of providing better, more effective and efficient service.  When clients are not satisfied with a service provided, the service is neither effective nor efficient. www.deliveri.org/guidelines/pp3.htm.
 Hence, service is considered satisfactory if it fulfils the needs and expectations of the customers. This is especially important in relation to the provision of services by NGOs.
The current NGO situation in Zimbabwe is that of suspected compromise in the level of performance due to shrinkage of donor support. There is therefore a need to critically look into their performance in relation to good governance, openness and transparency and competency. 

STATEMENT OF THE PROBLEM
NGO’s in Zimbabwe are now operating in a global and highly competitive environment, against the escalation of social and economic hardships and a reduced donor base. The prevailing political situation whereby the government is being accused of human rights abuses by the western world has resulted in the dwindling of donor funding from these countries. Since NGOs mostly rely on international donors, their work has been negatively impacted. This study thus, was meant to analyze factors that affect performance of NGOs in the city of Bulawayo as perceived by beneficiaries of their services. It sought to answer the following questions: 
Research Questions:
1. What is the demographic profile of the respondents in terms of age, gender, marital status, and residential area?
2. As perceived by the beneficiaries, how important are the attributes of NGOs in terms of Good Governance, Competency, Openness and Transparency?
3. How are NGOs performing according to perception of beneficiaries in terms of:
	Good Governance

Competency
Openness and Transparency


    4. is there any relationship between Performance and the following? 
a) Good Governance,
                                                       b) Competency
                                                       c) Openness and Transparency 



    5. How much does each attribute contribute to Performance?


    6. Which attributes need improvements according to beneficiaries?
































Figure 1
CONCEPTUAL FRAMEWORK

Variables
Independent Variables						Dependent Variables
  Good Governance
Integrity of Managers
Supportive executive boards
Availability & accessibility of managers.
  Competency
Committed and competent NGO workers
Effective communication systems				
PERFORMANCE






.







Conduction of annual general meetings
	Prompt action on requests					
  Openness and Transparency
Consultation with the constituency on
Important matters
	Awareness of direction and goals by bene-
ficiaries



Purpose of the Study
 The overall objective of the research was to find out how NGOs in Bulawayo Zimbabwe are performing according to the perception of the beneficiaries of their services. The study was to find out the most important attributes and how much each attribute was contributing towards performance. Finally, it was to identify which attribute needed improvement in order to increase performance. 
Significance of the Study
The study will provide NGO managers/directors and executive board members useful information on how to prioritize their activities and effectively direct the scarce resources. The results are meant also to equip beneficiaries with knowledge on what to expect from those NGOs that provide them with services. Furthermore, this will help such organizations as National Association of Non- Government Organizations to replenish their data -base. It will also assist donors in prioritizing their areas of funding in development work. The government will also benefit from the study, as it will provide the much-needed information on NGO performance in the country, as this is a much-debated issue nowadays. Finally, the study has also helped the researcher with knowledge and expertise in the area of research.

Hypothesis 
The study was carried out with the following hypothesis in mind;
Ho 1: The below mentioned attributes of NGOs are not important in determining the performance of NGOs:
a) Good Governance,
                                                       b) Competency
                                                       c) Openness and Transparency 
                                                       
Ho 2: Most NGOs are not performing well, according to their beneficiaries in terms of:
a) Good Governance,
                                                       b) Competency
                                                       c) Openness and Transparency 




                                                       

Ho 3: There is no relationship between quality of service and the following:
a) Good Governance,
                                                       b) Competency
                                                       c) Openness and Transparency 
                                                       

Assumptions 
To carry out this study the following assumptions were made:

1. All-sampled respondents were expected to be available at the time of survey
2. Respondents would be open about their views on important attributes of NGOs and how these are performed.
3. There would be a good relationship between researcher and respondents
4. There would be a positive and conducive environment that would allow easy data collection.

Limitations 
The study did not cover those organizations outside Bulawayo and hence the findings may not have the national reflection.  Covering the entire country was not possible because of the high costs of traveling and collection of data.
Delimitations 
The study was only being limited to the selected NGOs in Bulawayo. The study took cognizance that these organizations differ in sizes and management levels and hence responses were different. This study only identified those attributes that were thought to be important to the performance of NGOs. The study did not cover HIV and AIDS organizations because of the sensitivity of the subject area.
.
.
Definitions of Terms
Attribute: Quality or character ascribed to NGOs in Bulawayo.
Awareness: This is the knowledge and understandings of issues taking place at any given time and period within NGOs.
Competence: Ability and capacity to carry out promised service or deed by NGOs in Bulawayo. 
Constitution: bodies of fundamental principles or precedents according to which NGOs are governed in Bulawayo.
Good Governance: means the process of decision-making and the process by which decisions are implemented in NGOs in Bulawayo.
Integrity: Moral upright-ness, honest, wholeness, soundness of NGOs in Bulawayo.
Non-Governmental Organizations: Independent organizations that are not controlled by the government in Bulawayo.
Performance: is the way NGO working Bulawayo should be accomplished effectively.
Resource mobilization: This is the gathering of those things that aid service provision, such as finance, human resources etc in Bulawayo.
Transparency: means that decisions taken and their enforcement in NGOs are done in a manner that follows rules and regulations.  Information is freely available and accessible to beneficiaries.
Organization of the study
The study was organized into five chapters. Chapter 1 contains background of the study. Chapter 2 is review of related literature. This chapter contains ideas and concepts from the collective body of prior work referred to as literature. These are studies that were made by others in the past and they helped as a point of beginning for this research to be carried out.
Reference to these studies helped to uncover:
	Ideas about variables that have proven important and unimportant in the given field of study.

Information about work that has already been done and which can meaningfully be extended or applied.
The status of work in a field in terms of conclusions and applications.
Meanings of and relationships between variables that are to be hypothesized. 
CHAPTER 3 (Methodology)
This chapter focused on the methodology under the following subheadings:
	Type of Research

Population
Sample
Procedure
Research Design
	Data collection and Treatment
Instrumentation
Data analysis
CHAPTER 4 (Presentation of data and analysis of findings)
	This chapter contains details along the following subheadings:
	Information about the sample

Basic data for analysis
Analysis of data
CHAPTER 5 (Summary, Conclusions, and Recommendations for further studies)
	Focus is on:
	Summary

Conclusions
Recommendations for further Studies

























CHAPTER 2


RELATED LITERATURE
Performance analysis is one of the useful management tools that are used to rate services according to customer importance and company performance Lovelock, et al (1999).  Importance is viewed as a reflection of the relative of value of the various quality attributes to the customers.
Moreover, Kotler (2003), states, that for companies to win in today’s market they must track their customer’s perceived expectations and company’s performance.  Webster (1994) adds that when a company succeeds in meeting customer’s expectations, two things are likely to happen.  Firstly the customer says “thank you”, realizing that this company has the capacity for superior performance.  Secondly, competitors improve their performance and try to gain a share of the customer’s business.
Although no specific study has been previously carried in Bulawayo in the area of NGO Performance, a lot of articles have been written by a number of people pertaining to the role of NGOs in society.  Currently NANGO is running a program on Training and Capacity building, and they are promoting accountability, transparency, integrity, fairness and the balance of power and authority between management and boards.  The United States Department of International Development sponsors this program (DFID) NANGO (2005).  In her paper presented to a SADC meeting of NGOs held in South Africa in October 2004, Mary Reynolds of Babcock Foundation stated that NGOs need be committed to democracy, justice, and should have compassion on the people they serve.  They must not see a community as a place, but as an essential force in overcoming the deepest problems of the century.  It is in a community where fundamental relationships among families, neighbors and strangers are either nurtured or dismissed Reynolds (2004). On the other hand, Dolores Beasley, in an article written for a South African Prime Series magazine of 2000, writes about the Performance Improvement Approach, a step-by-step method for analyzing performance problems of NGOs.  She says that Performance Improvement is a systematic approach that involves finding the root cause of an organizational performance issue, and then applying an intervention that address the real problem.  Performance Improvement is a how to set off tools to reach specific goals, not a new set of goals.  Often, service providers with a specific intervention in mind, (for example, training) apply a fix without stopping to discover the true problem.  Just as often, managers with a high level of expertise in an intervention area have found that every problem is an opportunity to ply their trade.
The Performance Improvement manager focuses on the desired performance and improved organizational result and not attached to any particular type of intervention to get there.  She emphasizes that service providers should be as transparent as possible to their intended beneficiaries of the interventions.  The issue of communication therefore becomes very important.  She specifically cites 5 stages that are covered by PI and these are: 
1. Getting project agreement – during this stage, the beneficiaries generally initiate the action by asking for assistance with their problems.  Then meetings are held to agree on the outcomes of the intervention and they also discuss how the activity and its goals fit with the organizational goals and its larger objectives.  This stage sets the tone for working relationships that will continue throughout the project.
2. Performance needs assessment. At this stage a team composed of all stakeholders defines the desired performance and the gap represented by the difference between the two.  For each gap, the team identifies the root causes of the community problem and the possible interventions to fix the causes of the performance gap.  A cost benefit analysis of the proposed interventions is especially useful in low-resource organizations such as NGOs because it helps to prioritize interventions.  
3. Design the interventions – here, the team decides which performance needs are worth addressing and consultations play a major role in the process.
4. Implementation – The team applies the interventions and monitors factors that may affect implementation (for example, leadership support, organizational readiness and external environment).
5. Evaluations – The PI team then measures the change in the performance gap that was identified during the initial stage.  What was the state of the community before the implementation activities and what is the situation now?
The above basic principles are necessary for planning and implementing various programs and activities aimed at developing communities.  In other words it is very important for providers of services to include beneficiaries of the services at every stage of the program.  For this to happen, it is very important that the four attributes are closely looked into.




Good Governance
Good Corporate governance has succeeded in attracting a good deal of public interest because of its apparent importance for the economic health of corporations and society in general. However, the concept of corporate governance is poorly defined because it potentially covers a large number of distinct economic phenomenons. As a result different people have come up with different definitions that basically reflect their special interest in the field. It is hard to see that this 'disorder' will be any different in the future so the best way to define the concept is perhaps to list a few of the different definitions rather than just mentioning one definition. Cross et al (1989) 
Good corporate governance is a field in economics that investigates how to secure/motivate efficient management of corporations by the use of incentive mechanisms, such as contracts, organizational designs and legislation. This is often limited to the question of improving financial performance, for example, how the corporate owners can secure/motivate that the corporate managers will deliver a competitive rate of return", www.encycogov.com, Mathiesen (2002). 
Corporate governance deals with the ways in which suppliers of finance to corporations assure themselves of getting a return on their investment, The Journal of Finance, Shleifer and Vishny (1997) 
Corporate governance is the system by which business corporations are directed and controlled. The corporate governance structure specifies the distribution of rights and responsibilities among different participants in the corporation, such as, the board, managers, shareholders and other stakeholders, and spells out the rules and procedures for making decisions on corporate affairs. By doing this, it also provides the structure through which the company objectives are set, and the means of attaining those objectives and monitoring performance, Cadbury (1992)
Corporate governance - which can be defined narrowly as the relationship of a company to its shareholders or, more broadly, as its relationship to society -….", from an article in Financial Times [1997]. 
It is about promoting corporate fairness, transparency and accountability. Some commentators take too narrow a view, and say it is the fancy term for the way in which directors and auditors handle their responsibilities towards shareholders. Others use the expression as if it were synonymous with shareholder democracy. Financial Times (1999) 
Good governance therefore refers to the manner in which an organization or corporation is directed, and laws and customs affecting that direction.  It includes the laws governing the formation of organizations; the by-laws established by the organization itself, and the structure of the organization. Cross et el. (1989] .The organization governance structure specifies the relation, and the distribution of rights and responsibilities, among primary three groups of participants, the board of directors, managers, and the stakeholders.  This system spells out the rules and procedures for making decisions on the organizational affairs.  It also provides the structure through which the organizational objectives are set, as well as the means of attaining and monitoring the performance of those objectives.  The fundamental concern of good governance is to ensure the conditions whereby organizational directors and managers act in the interest of the organization and its stakeholders, and to ensure the means by which managers are held accountable to those stakeholders. It also looks at the institutional and policy framework for corporations- from their beginnings, in entrepreneurship, through their governance structures and company law. In most organizations, for example, a corporation is governed by a board of directors, which has the power to choose an executive officer, usually known as the chief executive officer (CEO). Martilla and James (1977)
The CEO has broad power to manage the corporation on a daily basis, but the need to get board approval for certain major actions, such as hiring his/her immediate subordinates, raising money, acquiring another company, major capital expansions, or other expensive projects.  Other duties of the board may include, policy setting decision making, monitoring management performance or corporate control.  The board of directors is nominally selected by and responsible to the shareholders, but perverse incentives have pervaded many corporate boards in the developed world, with board members beholden to the chief executive whose actions they are intended to oversee.  Most often members of the boards of directors are CEO’s of other corporations, which some see as a conflict of interest. Martilla and James (1977)

Corporations are chartered institutions, and have a long history in Europe and the United States.  In the nineteenth century, state corporation law enhanced the rights of corporate boards to govern without unanimous consent of shareholders in exchange for statutory benefits like appraisal rights in order to make corporate governance mire efficient.  Since that time most corporations in America are incorporated under corporate administration.  America’s wealth has been increasingly scrutinized into corporate entities; the rights of owners and shareholders have become deprived and dissipated.  The concerns of shareholders over administration pay and stock losses periodically has led to more frequent calls for corporate government reforms.  Corporate governance principles and codes have been developed in different countries and issued from stock exchanges, corporations, institutional investors, or associations, of directors and managers with the support of governments and international organizations.
	As a rule, law does not mandate compliance with these governance recommendations, although the codes linked to stock exchange listing requirements may have a coercive effect.  For example, companies quoted on the London and Toronto Stock Exchanges formally need not follow the recommendations of their respective national codes.  However, they must disclose whether they follow the recommendations in those documents and, were not, they should provide explanation concerning divergent practices.  Such disclosure requirements exert a significant pressure on listed companies for compliance.
In contracts, the guidelines issued by associations of directors, corporate managers and individual companies tend to be wholly voluntary.  For example, the GM Board Guidelines reflect the company’s efforts to improve its own governance capacity.  Such documents, however, may have a wider multiplying effect prompting other companies to adopt similar documents and standards of practice. Zadek S (2004).
Good corporate issues are therefore receiving attention in both developed and developing countries as a result of the increasing recognition that organizational corporate governance affects both its economic performance and its ability to access long-term, low-cost investment capital.
The integrity of corporations is therefore particularly central to the health of world economies and stability. Several perspectives on good governance allow those shareholders and other stakeholders are taken into account decisions about the strategy and resource allocation. However the process of integrating beneficiaries into corporate boards is often fraught with challenges. Zadek S (2004)
The impact of NGOs therefore depends upon their institutional sustainability, their leadership, constituencies and systems of accountability. Moyo et al, (2000). However there are many views of what "accountability" is, and what it means. At one extreme, some take it as the foundation of government performance management systems, from which all else springs. Much development work on these systems over the last fifteen years has as a major building block the accountability of agents to principals. At the other extreme, to some it refers to reports that need to be prepared and/or read that only gets in the way of doing their real business. Accountability can also become code for finding someone to blame, (which appears to be the case in New Zealand).
Accountability is seen as a relationship based on the provision of information about performance from those who have it to those who have a right to it, either because they have the power to reward or sanction, or because they have a "right to know". As a formal device, it includes both agent responsibilities (to inform) and principal responsibilities (to give incentives - to reward or sanction). Its primary purpose is to close the performance management loop.
Accountability not decision-making about government activity - information for decision-making purposes may also contribute to accountability, but decision-making is a separate process. It is only part of the overall performance management system, the most critical other parts of which are strategic guidance and conversation, the decision-making circle of planning and authorization, and control feedback loops. Zadek S (2004)
Democracy is about being able to hold governments or organizations to account. Elections are crucially important for doing this, but by no means the only accountability mechanism required for a flourishing democracy.  This requires that all centers of power and influence, including business and indeed civil society and labor organizations, can be held to account by citizens and their (also accountable) representatives.  Throughout history, progressive social movements have pushed for more appropriately and more effectively enforced accountability as the bedrock of their democratic demands.  And how this has been done has change over time, sometimes relying on the law, sometimes relying on public pressure and ideas and sometimes sadly, through violent means.  Today, there appears to be more accountability mechanisms than ever before, and an almost incessant public debate on the topic.  But does it add up to a healthier, democratic society, or are all the techniques and chatter a sign that accountability is not delivering the goods? Zadek S (2004)
Sometimes accountability can be confused as Zadek puts it.  He mentions that once upon a time, people knew who was accountable to whom and for what.  The deal was usually unjust, leaving citizens with little or no recourse to the impact on them of the abuses of power by their landlords, employers, and political leaders.  But everyone knew more or less what was what.
Today, there is a lot more accountability around.  Indeed, the world is overwhelmed by the proliferation of laws and standards and auditing and targets that aspire, at least on paper, to hold those with power to account.  But to most of the people the world feels anything but accountable.  Quite the reverse, things seem seriously out of control. Zadek S (2004)
A soon to be released opinion poll carried out by Account-Ability and Edelman, about what people think about the state of accountability confirms that people are very unsure about who should be held to account, let alone how, for the things that matter most to them.  This is true for local issues like crime and unemployment, but even more so for so-called “global public goods” issues like climate change, disease, and poverty.
It’s all very confusing.  People sense the need for justice, whether through a taught morality or triggered, as some suggest, within an ancient, generic recess that leans people towards ‘right’ relationships.  Using this compass, often intuitively, the people rightly demand accountability from those who impact on the lives of those without There are many views of what "accountability" is, and what it means. At one extreme, some take it as the foundation of government performance management systems, from which all else springs. Much development work on these systems over the last fifteen years has as a major building block the accountability of agents to principals. At the other extreme, to some it refers to reports that need to be prepared and/or read that only gets in the way of doing their real business. Accountability can also become code for finding someone to blame, (which appears to be the case in New Zealand).
Accountability is seen as a relationship based on the provision of information about performance from those who have it to those who have a right to it, either because they have the power to reward or sanction, or because they have a "right to know". As a formal device, it includes both agent responsibilities (to inform) and principal responsibilities (to give incentives - to reward or sanction). Its primary purpose is to close the performance management loop.
Accountability not decision-making about government activity - information for decision-making purposes may also contribute to accountability, but decision-making is a separate process. It is only part of the overall performance management system, the most critical other parts of which are strategic guidance and conversation, the decision-making circle of planning and authorization, and control feedback loops. Zadek S (2004)
Democracy is about being able to hold governments or organizations to account. Elections are crucially important for doing this, but by no means the only accountability mechanism required for a flourishing democracy.  This requires that all centers of power and influence, including business and indeed civil society and labor organizations, can be held to account by citizens and their (also accountable) representatives.  Throughout history, progressive social movements have pushed for more appropriately and more effectively enforced accountability as the bedrock of their democratic demands.  And how this has been done has change over time, sometimes relying on the law, sometimes relying on public pressure and ideas and sometimes sadly, through violent means.  Today, there appears to be more accountability mechanisms than ever before, and an almost incessant public debate on the topic.  But does it add up to a healthier, democratic society, or are all the techniques and chatter a sign that accountability is not delivering the goods? Zadek S (2004)
Sometimes accountability can be confused as Zadek puts it.  He mentions that once upon a time, people knew who was accountable to whom and for what.  The deal was usually unjust, leaving citizens with little or no recourse to the impact on them of the abuses of power by their landlords, employers, and political leaders.  But everyone knew more or less what was what.
Today, there is a lot more accountability around.  Indeed, the world is overwhelmed by the proliferation of laws and standards and auditing and targets that aspire, at least on paper, to hold those with power to account.  But to most of the people the world feels anything but accountable.  Quite the reverse, things seem seriously out of control. Zadek S (2004)
A soon to be released opinion poll carried out by Account-Ability and Edelman, about what people think about the state of accountability confirms that people are very unsure about who should be held to account, let alone how, for the things that matter most to them.  This is true for local issues like crime and unemployment, but even more so for so-called “global public goods” issues like climate change, disease, and poverty.
It’s all very confusing.  People sense the need for justice, whether through a taught morality or triggered, as some suggest, within an ancient, generic recess that leans people towards ‘right’ relationships.  Using this compass, often intuitively, the people rightly demand accountability from those who impact on the lives. Before resources can be exchanged, a good relationship is required between the funding agency and the service-delivering agency.  A good relation requires that there should be trust, integrity, responsibility, and accountability and these entire elements amount to good governance. Moyo et al (2000).


Competency
When considering competence, a concise, definition, and some explanation of relevant ideas are needed.  Cross, Bazron, Dennis, & Isaacs (1989) explored the concept of competence in the system of care and developed the definition and framework as started below:
Competence is defined as a set of congruent behaviors, attitudes, and policies that come together in a system, agency, or among professionals and enables that system, agency, or those professionals to work effectively in cross-cultural situations. Cross et al. (1991).  

Operationally defined, competence is the integration and transformation of knowledge about individuals and groups of people into specific standards, policies, practices, and attitudes used in appropriate cultural settings to increase the quality of services; thereby producing better outcomes Davis, (1997) referring to health outcomes.
The word culture is used because it implies the integrated patterns of human behavior that includes thoughts, communications, actions, customs, beliefs, value, and institutions of racial, ethnic, religious, or social groups.  The word competence is used because it implies having the capacity to function in a particular way the capacity to function within the context of culturally integrated patterns of human behavior defined by a group.  Being competent in cross-cultural functioning may mean learning new patterns of behavior and effectively applying them in the appropriate settings.  For example, an organization might be covering two different locations where by communication methods may differ.  In one area people might understand information better if it is brought through their leaders whilst in the other area they might want to read on their own.  Inter-group differences, such as geographic location or socioeconomic background, require managers to avoid over generalizing. With other communities, one might have to use someone who is familiar with the local language and the general culture to avoid crossing the line in terms of what can be or what can not be done in that particular community.  The unknowing officer might offend some community members and upset others by using wrong words, language.  Being culturally competent means having the capacity to function effectively in other cultural contexts. Davis, (1997).
The organization should be able value diversity, have the capacity for cultural self-assessment, be conscious of the “dynamics” inherent when cultures interact and institutionalize culture knowledge.
It has also to develop adaptations to service delivery reflecting an understanding of diversity between and within cultures.  Further, these elements must be manifested in every level of the service delivery system.  They should be reflected in attitudes, structures, policies, and services. Cross et al (1989)
It has been suggested that, at best, most human service providing services to children and families fall between the cultural incapacity and cultural blindness on the continuum (Cross et al., (1989).  It is very important for agencies to assess where they fall along the continuum.  Such an assessment can be useful for further development. Cross et al (1989)
For most of the corporations it is therefore important that some professional competency standards are defined in order to protect public welfare. For example within the petroleum industry, there are a number of distinct roles for petroleum engineers. For example being a successful drilling engineer may require a different set of skills than a successful reservoir engineer. Garrick (2000). This is because oil and gas activities can impact the land and residents in the vicinity of a well or facility. It is therefore important that those charged with the activities have the skills to execute them properly. Companies in evaluating their personnel can use the professional competency guidelines. The knowledge that those who involved in project meet professional standards add to the level of trust and credibility.
There are different views of competency as there are of knowledge and learning. In present-day context it implies teaching individuals to think and act in the world. Personnel in general and workers in particular must not only rethink their tasks and functions, but also think about themselves. They have to develop a capacity for responding to unforeseen market situations of any moment. They have to turn from passive into active subjects, working with and against the strains of new workplaces. Garrick (2000)
In order to instill in persons this capacity of thinking, competencies should not only guide them in the tasks and functions that markets require in “normal” or planned situations but must endow them with “surplus” knowledge and understanding enabling them to act appropriately in changing situations.. However, in current contexts it is considered a “not negotiable” extra that persons in an organization, who its clients are and the facts for their satisfaction, and with whom they must maintain horizontal as well as vertical communication. Galunik W (2001) 
Competencies also make it possible to include aspects for enhancing the quality of employment, such safety and health, communication, values and attitudes. The development of competency profiles and self-training as an important component of learning imply the participation of workers involved in design and application of instruments. Coverage of such fields, stemming from competency management will in the last resort depend on the organizational culture. Galunik (2001).

Openness and transparency
Transparency, as used in the humanities, implies openness, communication, and accountability.  It is a metaphorical extension of the meaning used in the physical science: a “transparent” object is one that can be seen through.  
When liberal democracies, like USA or the Philippines, are developing their democracy, one-step further transparency is introduced as a means of holding public officials accountable and fighting corruption.  When government meetings are open to the press and the public, when budgets and financial statements may be reviewed by anyone, when laws, rules and decisions are open to discussion, they are seen as transparent and there is less opportunity for the authorities to abuse the system in their own interest.
If the media and the public know everything that happens in all authorities and country administrations there will be a lot of questions, protests and suggestions coming from the media and the public.  People who are interested in a certain issue will try to influence the decisions.  Transparency creates an everyday participation in the political processes of an organization by all interested parties.  Modern democracy builds on such participation of the people and the media. Peter M (2005)
There are, for everybody who is interested, many ways to influence the decisions at all levels of society.  The elections and referendums are no longer the prime or only way for the people to have an influence in an organization or country.  The democracy is working continuously, and the elections are there just to make major changes in the political course.
While liberal democracy can be a plutocracy, where decisions are taken behind locked doors and the people have very small possibilities to influence the politics between the elections, a participative democracy is much closer connected to the will of the people.  Participative democracy, built on transparency and everyday participation, has been used officially in northern Europe for decades.  It has officially been adopted as an ideal to strive for by the rest of EU.  Transparency procedures include open meetings, financial disclosure statements, budgetary review, audits etc Peter M (2005).
In government, politics, ethics, business, management, law, economics, sociology, etc, transparency is the opposite of privacy; an activity is transparent if all information about it is open and freely available.  Thus when courts of law admit the publics, when fluctuating prices in financial markets are published in newspapers, those processes are transparent. Peter M (2005).
Some organizations and networks, for example, Wikipedia, the GNU/Linux community and Indy media, insists that not only the ordinary information of interest to the community is made freely available, but that all (or nearly all meta-levels of organizing and decision making are also published.  This is known as radical transparency. Peter M (2005)
There is a loud cry especially from donors for NGOs to be transparent especially when it comes to funds.  Before resources can be exchanged, a good relationship is required between the funding agency and the service-delivering agency, unless the quantity of resources is regarded to be negligible.  
Unethical conduct, lack of transparency or corruption is not unique in NGOS in Africa or in Zimbabwe Moyo et al (2000). An obvious reason for desiring integrity and transparency in the operations on NGOs is that resources are limited. Development-oriented NGOs are fully aware that lack of transparency more often than not, results in the diminishing of the scarce resources that would otherwise have been used for the alleviation of poverty and human suffering. In other words, lack of transparency necessarily threatens the sustainability of development projects and programs. To the extent that lack of transparency in an NGO may result in the allocation of resources which could be viewed as favoring some regions, sectors or ethnic groupings at the expense of others. This malady could easily contribute to inter-ethnic and inter-regional conflict in a given country. Moyo et al (2000). 
However, at the heart of openness and transparency is the question of whether organizations act with the understanding that they are operating within the boundaries of set goals and a vision which is clear and widely known and has been bought by , or whether they act responsibly on the premise of representing their constituents, customers or consumers. Parum E (2004). Parum does not think there is any company that has been perceived to have to act in a completely transparent way. If there were one, it would be open for its competitions to scrutinize and learn from it so quickly that it would be overtaken in no time at all. This may not happen only if the competitive edge that it delivered was its people, in which case working for such a transport company might be a positive.
Openness and transparency are the goals of inquisitive audiences that have a growing desire to understand the collective accountability of the organization that resides behind the brand. Bhargava R (2006). Certain business leaders are also taking up the mantle of pushing more macro-policy-focused aims for their organizations. This is a desire to build their brand to capture hearts and minds of people. They become funding sources for entire countries, resources to eliminate poverty or sickness. Bhargava believes that this is a responsible thing to do, but getting to this point perhaps leaves transparency and openness in a gray area. If organizations wish to move into this zone and have the ability to shape the future of their stakeholders and their thoughts about them, responsible leadership is the only way in which to drive a better brand loyalty through the organizational right down to a product or service level. Long term brand is the embodiment of the trust and respect that people have for an organization. The collective understanding of the organization’s responsibilities to all of its stakeholders shapes this.
.















CHAPTER 3
METHODOLOGY

Type of Research
The researcher chose a qualitative –descriptive research to study the factors affecting performance of NGOs in Bulawayo as perceived by the beneficiaries of these services. The study mainly focused on four independent variables, which were good governance, competency, openness and transparency, and accountability.
Population 
The beneficiaries of 50 NGOs, out of the total of 200, were selected using the random sampling from each of these organizations to make a total of 200 respondents? 
Sample and Sampling Procedure
 The 50 organizations were selected through stratified sampling to enable representation of all NGO sectors e.g. children’s organizations, women’s organizations, disability organizations youth organizations etc. The main justification for this was to avoid bias in the event that a certain NGO sector e.g. the disability sector would be dominating other sectors. Each sector or member of the sample was accorded a chance of being selected. Also each stratum could be studied separately. A further advantage of stratified random sampling was that events were done randomly and their outcome remained conspicuously unknown until a complete analysis of the collected data was properly done, thus reducing possibility of bias.


Research design

The principal designs used in this study were descriptive statistics of the mean, standard deviation as well as regression (including forward stepwise regression) method and analysis of variance.
Data collection and Treatment 
The list of NGOs in Bulawayo of which beneficiaries were given questionnaires was obtained from the National Association of Non-Governmental Organizations (NANGO) records in Bulawayo. The researcher was also invited to an NGO monthly forum organized by NANGO, western region before the actual collection of data. NGO managers and members of executive boards attended the meeting. Permission was therefore sought by the researcher to carry out the study and the sampling of the 50 organizations took place at this meeting. The researcher then visited the selected organizations on agreed dates with the managers. At the organizational level, random sampling was done to select the beneficiaries. The researcher would then visit the beneficiaries at their homes or arrangements would be made to meet the beneficiaries in their organizations.
The questionnaires were first coded before distribution. The data collection involved two main stages and these were:
Stage 1
Pilot Study: Following the approval of the Research Proposal by the Research Committee, a pilot study was conducted by administering the questionnaire for collection to 12 randomly selected beneficiaries. This was done in order to establish the reliability of the instrument for the study. It also assisted in the moderation of the instrument where it proved ineffective or unclear to the respondents, thus further validation of the research instrument through item analysis.
Once analyzed and approved from the results of the pilot study, the next and immediate task involved distribution of the questionnaire in person to each beneficiary.
Stage 2
This involved carrying out follow up visits to beneficiaries to collect completed questionnaires. When the pilot study had been done using the modified instrument, data was coded in Scientific PACKAGE FOR social Studied (SPSS) data file.



Instrument
Content Validation 
The constructed questionnaire was given to experts to edit, review, and make all changes deemed necessary in order to test its validity and reliability coefficient. 
Data Analysis and Interpretation
Research data was first coded manually and then entered into a MINITAB data base file for analysis. In the analysis of the performance attributes, two descriptive statistics, the mean, and standard deviation were calculated. The researcher ensured that the data contained no human errors through visual checking. The mean scores for each attribute was also calculated. Table 1 shows evaluation and scores of the questionnaire in terms of the scale given, responses and verbal interpretation.




Table 1

Evaluation and scoring of the Questionnaire
N=163

Questionnaire
Scale
Responses
Verbal Inter
Mean Inter
Importance of Attributes

1

Extremely Important

Very important

0.51-1.50

2

Important     
Important

1.51-2.50



3
Somewhat Important

Average 

2.51-3.50

4
Slightly Important
Less important
3.51-4.50

5

Not Important
Not important
4.51-5.00
Performance Factors

1

Always

Excellent

0.51-1.50

2
Often
Good
1.51-2.50

3
Sometimes
Average
2.51-3.50

4
Rarely
Poor
3.51-4.50

5
Never
Very Poor
4.51-5.00






























 
Table 2
Evaluation and Scoring for attributes performance improvement
N=163



Importance
Performance
Verbal Interpretation
Very Important
Excellent
Up to standard
Very Important
Good 
Requires slight improvement
Very Important
Average
Requires more improvement
Very Important
Poor
Requires a lot of improvement
Very Important
Very Poor
Requires a lot of improvement
Important
Excellent
Possible overkill
Important
Good
Up to standard
Important
Average
Requires slight improvement
Important
Poor
Requires more improvement
Important
Very Poor
Requires more improvement
Average
Excellent
Possible overkill
Average
Good
Possible overkill
Average
Average
No improvement required
Average
Poor
Slight improvement required
Average
Very Poor
Slight improvement required
Low
Excellent
Overkill
Less Important
Good
Overkill
Less Important
Average
Overkill
Less Important
Poor
Requires no improvement
Less Important
Very Poor
Requires no improvement
Not Important
Excellent
Overkill
Not Important
Good
Overkill
Not Important
Average
Overkill
Not Important
Poor/Very Poor
Requires no improvement




















Chapter 4

This chapter presents analysis and interpretation of the data gathered through the research instrument. It first presents the demographic information and discusses observations, analysis and interpretation in the light of the research questions under the problem statement section in chapter 1.

Question 1
What is the demographic profile of the respondents in terms of age, sex, marital status, and position in organization, self-classification, nature of organization and residential area?














Table 3
Demographic Profile of Beneficiaries
N=163
Demography
Frequency
Percentage
Cum percentage
Age



15-24
37
22.7
22.7
25-34
37
22.7
45.4
35-44
37
22.7
68.1
45 and above
52
31.9
100
Totals
163
100
100
Gender



Male
61
37.4
37.4
Female
102
62.6
100
Totals
163
100
100




Marital status



Single
59
36.2
36.2
Widowed 
19
11.7
44.3
Married 
74
45.4
89.7
Divorced 
11
6.7
100
Totals 
163
100
100




Self Classification



Orphan 
23
14.1
14.1
Elderly 
30
18.4
32.5
Disabled 
16
9.8
42.3
Poor 
46
28.3
70.6
Other 
48
29.4
100
Totals 
163
100





Committee Member



Yes 
36
22.1
22.1
No 
127
77.9
100
Total 
163
100





Membership Organization



Yes 
79
48.5
48.5
No 
84
51.5
100
Totals 
163
100





Residential Area



High Density
138
84.7
84.7
Medium Density
12
7.4
92.1
Low Density
13
8.0
100
Totals
163
100









Age: Table 2 shows that 31.9% of beneficiaries are 45 years and above. This shows that most of the NGO beneficiaries are relatively old people who are unemployed and have no means of supporting themselves. The issue of HIV and Aids could also contribute to the high number of elderly beneficiaries as more young people are dying leaving their children in the care of grandparents. The grandparents would therefore turn to NGOs for assistance in the caring for orphans. 
Sex: As shown in Table 2, most beneficiaries are females 62.6%. This could be confirming the general belief that the weaker sex leaves longer or that the majority of women are poor than their men counterparts. The analysis of the general trend shows that the percentage of educated women in the country is far less than that of men. This therefore could mean that most women have no gainful employment hence relying on NGO support.
Marital Status: Table 2 also shows that the number of married people benefiting from NGO services is higher than other category, 45.4%, followed by single people thus 36.2% and widowed, 11.7% and the least being the divorced people who constitute 6.7%. This proves that being widowed or divorced does not necessarily make one poor. In some cases some people become even richer when their spouses die as they benefit from inheritance. However it is normal for needy married women to be beneficiaries of NGO services as they have the responsibility of caring for the family more than their husbands. Mothers are the ones that have more time to attend NGO meetings, as they would be at home. Married people in general have more responsibilities thus needing more assistance from NGOs.  
 Self - Classification: According to Table 2, the highest number of respondents (29.4%) classified themselves under the category other and 28.2% regarded themselves as poor.18.4% were the elderly followed by orphans (14.1%) and the disabled (9.8%). This is could be because most people, even if they cannot support themselves, do not like to be referred to as poor as this might be degrading.
 Position in Organization: Only 36 respondents [22.1%] are committee members in their organizations. 127 respondents (77.9%) indicated that they were not committee members. This means therefore that most of the beneficiaries are not involved in the decision-making processes of NGOs. However if Dolores’s Performance Improvement Approach is used, the first stage in the performance improvement is the involvement of beneficiaries in consultative meetings. This might even mean co-opting them in planning and designing committees.
Nature of Organization: In terms of membership or non-membership organizations, this is almost balanced with membership organizations scoring 48.5% and non-membership 51.5%. This means that both types of organizations provide services. However in membership organizations there are possibilities of the involvement of beneficiaries.
Residential Area: The majority of the beneficiaries leave in high-density suburbs as indicated by 84.7% according to Table 2. This could be caused by the fact that other residential areas are more expensive hence the said beneficiaries would not afford to leave there.




Question number 2

As perceived by the respondents, how important are the following attributes:
                                           Good Governance
                                           Competence
                                           Openness and transparency and
 

Ho1. The below mentioned attributes of NGOs are not important in determining the quality of NGO services. 
Good Governance
                                                          Competency
                        Openness and Transparency and
 


Table 4
Summary of Ratings of Importance
N=163
ATTRIBUTE
Mean
Std Deviation
Verbal Interpretation
GOOD GOVERNANCE



Integrity of Managers 
1.4294
0.6664
Very Important
Supportive executive boards
1.4601
0.6590
Very Important
Availability/accessibility of Mgr.
1.4847
0.7800
Very Important
Good Governance mean
1.4612

Very Important
COMPETANCY



Committed and Competent workers
1.2331
0.5394
Very Important
Effective comm. systems
1.3374
0.6307
Very Important
Warm reception and offices
1.4049
0.7255
Very Important
Conducting regular meetings
1.5031
0.7807
Very Important
Prompt action on requests
1.5031
0.8984
Very Important
Competency mean
1.4010

Very Important
OPENNESS & TRANS.



Consult. with beneficiaries
1.4356
0.7539
Very Important
Aware. of direction and goals
1.3479
0.6897
Very Important
Openness & Trans. mean
1.3921

Very Important



In Table 4, the mean of 1.4294 (SD 0.6664) shows that most beneficiaries have rated the integrity of managers as very important according to verbal interpretation in Table 1. The mean of 1.4601(SD 0.6590) for rating supportive executive boards also means that beneficiaries rate this variable as very important. In addition, availability/accessibility of managers has been rated very important with a mean of 1.4847 and a high standard deviation of 0.7800. The overall attribute of good governance has also been rated very important with a mean of 1.4612.
  As shown in Table 4, beneficiaries have rated the variable committed and competed workers as very important, as indicated by the mean 1.2331 and low standard deviation (0.5394) showing that there was no much variability in the manner the question was answered.
Effective communication systems have been rated as very important with a mean of 1.3374 and a standard deviation of 0.6307. 
The variable warm reception in offices has a mean of 1.4049 (SD 0.7255) and given a verbal interpretation of very important. Conducting regular meetings has also been rated as very important with a mean of 1.5031 (SD 0.7807). Prompt action on requests has a mean of 1.5031, however with a standard deviation of 0.8984, which can be verbally interpreted as very important. Beneficiaries rated the overall attribute competency as very important with a mean of 1.4010. 
  According to Table 4, both consultation on important matters and awareness of direction and goals by beneficiaries are rated as very important with means of 1.3620 and 1.3479, respectively. The overall attribute openness and transparency is rated very important with a mean of 1.3921.
 Looking at the ratings as a whole it can be observed that most beneficiaries feel the identified attributes that is, good governance, competency, openness and transparency are very important with a general mean of 1.4141, in the provision of NGO services. Therefore hypothesis 1, which states that: The below mentioned attributes of NGOs are not important in determining the quality of NGO services. (Good Governance, Competency, Openness and transparency) is not accepted.
According to Cross et el.; (1989) good governance is very important as it helps to spell out the manner in which the organization is directed and it sets the specific relation, and the distribution of rights and responsibilities of board of directors, managers and stakeholders or beneficiaries. On the other hand competence according to Davies, (1997), is important because it deals with the integration and transformation of knowledge about individuals and groups of people into specific standards, policies, practices, and attitudes used in appropriate cultural settings to increase the quality services.
Moyo et al 2000 states that lack of transparency more often than not, results in the diminishing of the scarce resources that would otherwise have been used for the alleviation of poverty and human suffering. This underscores the importance of openness and transparency.
When the three attributes are combined, they flourish democracy. Zadek 2004 says that people sense the need for justice, whether through a taught morality or triggered, as some suggests, within an ancient, generic recess that leans people towards “right relationships”. Using this compass, often intuitively, the people rightly demand these from those who impact on the lives of those without voice or power. The three attributes are therefore very important according to beneficiaries’ point of view. 
Question 3
How are NGOs performing according to the perception of beneficiaries in terms of:
                                        Good Governance
                                        Competency
                                        Openness and Transparency



 Ho2 Most NGOs are not performing well, according to their beneficiaries in terms of: 
                                        Good Governance 
                                        Competency 
                                        Openness and Transparency 
 
Table 5
Summary of ratings of Performance
N=163
ATTRIBUTE                          MEAN       		STD DEVIATION	 VERBAL INTER.
Good Governance



Integrity of managers
2.6025
1.0264
Average
Supportive exe. boards
2.6708
.9923
Average
Availability/accessibility of mgrs.
2.6832
1.1315
Average
Good Gvn.mean
2.6522


Competency 



Committed and competent workers
2.4658
1.0064
Good
Effective communication system
2.6460
.9900
Average
Warm reception in offices
2.4750
1.0637
Good
Conducting regular meetings
2.6522
1.0444
Average 
Prompt action on requests

2.9255
1.0521
Average 
Competency mean 
2.6269


Openness and Transparency



Consultation with beneficiaries on important matters
2.7640
1.0984
Average
Awareness of direction and goals by bene.
2.8075
1.0459
Average 
Openness and Trans. Mean
2.7858



Most of the variables in Table 5 have been rated as average with means between of 2.6025 to 2.9255. Since Table 4 on ratings on importance indicates all these variables are very important the verbal interpretation according to Table 2 shows that there is need for more improvement in performance. However the variables, committed and competent workers and warm reception in offices have been rated as good with means 2.4658 and 2.4750, respectively. According to Table 4 the ratings on importance is very important and Table 5 indicates good performance. This therefore needs slight improvement according to the verbal interpretation in Table 2. 
In most cases people have often thought that workers in NGOs are not committed and competent since there are regarded as voluntary workers. However Peter Drucker in his book managing the Non-Profit Organization states that competence is competence. He believes that NGOs have a way of making their employees have a sense of belonging resulting in them being committed and competent in their work. Again, since NGOs are people oriented organizations, they make their offices warm and welcoming to their beneficiaries. 
Hypothesis 2 stating that: Most NGOs are not performing well, according to their beneficiaries in terms of: Good Governance, Competency, Openness and Transparency is rejected. It is not that NGOs are totally not performing well, but that they need to improve in some of the areas. The current on-going program by the NGO mother body in Zimbabwe (NANGO) of Training and Capacity building and promotion of accountability, transparency, integrity, fairness, is a positive move toward the right direction to improve performance in the NGO sector. However more needs to be done at organizational level in order to realize performance improvement.

Question 4
Is there any relationship between Performance and the following?
                                               Good Governance
                                               Competency
                                               Openness and Transparency
                                               
Ho3 There is no relationship between Performance and Good Governance, Competency, Openness and Transparency. 




Table 6
Regression analysis of the relationship between Performance and Good Gorv.and Competency
N=163

Predictor
Coef
Stdev
t-Ratio
P
Constant
5.548
1.568
3.54
0.071
Good Governance
0.86622
0.05701
15.19
0.004
Competency
0.12231
0.03101
3.94
0.059
s=2.598      R-sq. =100%    R-sq. (adj.)=100%

At the 5% level of significance (p=0.000<0.05) it is concluded that there is a statistically significant strong positive relationship between performance of NGOs and the independent variables good governance and competency. The R-square value, which is a measure of variability in the dependent variable accounted for by the independent variables, is 100%, which is very high. This implies that the independent variables good governance and competency account for almost all the variability in the dependent variable performance of NGOs. This indicates a very good relationship.
Table 7
Regression Analysis of the relationship between Performance and Openness &Trans  & Good Governance.
N=163
Predictor
Coef.
Stdev.
t-Ratio
P
Constant
2.606
4.479
0.58
0.620
Open & Trans.
1.4630
0.2356
6.21
0.025
Good Governance
1.2720
0.2597
4.90
0.039
s = 6.768       R-sq. = 99.9%     R-sq.(adj) = 99.8%


At the 5% level of significance (p=0.001<0.05) it is also concluded that there is a statistically significant strong positive relationship between performance of NGOs and the independent variables openness & transparency and good governance. The R-square value for this relationship is 99.9%, which is also very high. This implies that the independent variables openness & transparency and accountability account for almost all the variability in the dependent variable performance of NGOs. This again indicates another very good relationship.
Table 8
Regression Analysis of the relationship between Performance and Openness &Trans & Compet.
N=163
Predictor
Coef
Stdev
t-ratio
P
Constant
1.709
4.433
0.39
0.737
Competency
0.2760
0.05669
4.87
0.040
Open & Trans.
1.4049
0.2486
5.65
0.030
s = 6.805       R-sq. = 99.9%     R-sq.(adj.) = 99.8%
At the 5% level of significance since p=0.001which is less than 0.05 conclusions are made that there is a statistically significant relationship between performance of NGOs and the independent variables competency and openness & transparency. The R-square value for this relationship is 99.9%, which is also very high. This implies that the independent variables competency and openness & transparency account for almost all the variability in the dependent variable performance of NGOs. This again indicates another very strong positive relationship.
From the foregoing discussion, it can be concluded that there is a positive significant relationship between good governance, competency, openness and transparency and NGO performance. Organizations concerned with their performance should therefore make efforts to train their stakeholders in the above attributes. The null hypothesis, which states that: There is no relationship between Performance and Good Governance, Competency, Openness and Transparency, is therefore rejected.
Question 5
How much does each attribute contribute in the Performance of NGOs?
Regression analysis was also performed to determine the effect or contribution of each independent variable on the dependent variable Performance. This is illustrated in the following models:
Table 9
Regression analysis on the contribution of Good Governance towards Performance 
N=163
Predictor
Coef.
Stdev.
t-Ratio
P
Constant
3.821
3.643
1.05
0.371
Good Governance
1.08772
0.02371
45.88
0.000
s = 6.284       R-sq = 99.9%     R-sq(adj) = 99.8%
According to Tables 12 and 13, there is a significant relationship (p=0.000<0.05) between performance and good governance at the 5% level of significance. Because of the R-square of 99.9%, we can conclude that Good Governance alone makes a very strong positive contribution to the performance of NGOs.
Table 10
Regression analysis on the contribution of Competency
 Towards Performance
N=163
Predictor
Coef.
Stdev.
t-ratio
P
Constant
14.60
12.78
1.14
0.336
Competency
0.58649
0.04697
12.49
0.001
s = 22.89       R-sq = 98.1%     R-sq(adj) = 97.5%
There is a significant relationship (p=0.001<0.05) between performance and competency at the 5% level of significance. As indicated by the R-square of 98.1%, we can conclude that competency alone makes a very strong positive contribution to the performance of NGOs.


Table 11
Regression analysis on the contribution of Openness & Trans Towards performance
N=163
Predictor
Coef.
Stdev.
t-ratio
P
Constant
-6.33
12.04
-0.53
0.636
Open & Trans.
2.5780
0.1793
14.38
0.001

s = 19.92       R-sq = 98.6%     R-sq(adj) = 98.1%
There is a significant relationship (p=0.001<005) between performance and openness & transparency at the 5% level of significance. As indicated by the R-square of 98.6%, we can conclude that openness & transparency alone makes a very strong positive contribution to the performance of NGOs.

Question 6
Which attribute(s) needs improvement according to beneficiaries?
Table 12
Overall ratings of Importance and Performance of Attributes
N=163
Attribute
Mean Importance
Mean Performance
Good Governance
1.4612
2.6522
Competency
1.4010
2.6269
Openness and Transparency
1.3921
2.7858
The mean importance of the four attributes is between 1.3601-1.4612 and according to the verbal interpretation in Table 4 this indicates that all the attributes are very important. However, the mean performance for the four attributes is between 2.6269 – 2.7858. According to Table 5 all the attributes have a verbal interpretation of being average. As indicated by Table 2 on evaluation and scoring for attribute performance, these attributes need more improvements. This means therefore that NGOs should allocate certain resources toward the improvement of these attributes. This could be through training of managers, board members, staff and even stakeholders. 

CHAPTER 5
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS
Summary
The aim of the study was to analyze the factors, Good Governance, Competency, Openness and Transparency, and how they impact on the performance of NGOs as perceived by beneficiaries in Bulawayo.
The findings of the study were as follows:
1. The majority of beneficiaries of NGO services are people aged 45 years and above. Most of these live in high-density suburbs and are females.
2. The three attributes, Good Governance, Competency, Openness and Transparency have been rated to be very important by beneficiaries. 
3. Respondents indicated that performance in various variables is average and good in the commitment of workers and reception of beneficiaries in NGO offices.
4. All the three attributes, Good Governance, Competency, Openness and Transparency are closely related and that they all strongly contribute towards performance.
5. The three attributes, Good Governance, Competency, Openness and Transparency need more improvement in order to influence performance positively.


Conclusion
Good Governance, Competency, Openness and Transparency are extremely important attributes in NGO performance as perceived by beneficiaries of NGO services in Bulawayo. These attributes strongly contribute towards the provision of services in Bulawayo by NGOs. However the actual performance by NGOs in Bulawayo alongside the said attributes needs more improvements except for committed and competed workers and warm reception in offices.
Recommendations
Based on the research findings, the following recommendations were made:
1. The NGO managers need to plan for and allocate specific resources in the maintenance and improvement of good governance, competency, openness and transparency within their organizations. The three attributes need to be given special priority in order to realize high performance.
2. Beneficiaries need to be more involved in NGO decision- making processes. The study indicated that there was poor representation of beneficiaries on NGO committees. This therefore means that most beneficiaries are just on the receiving end without making any contribution to the decision making.
3. The-donor community also has to consider giving special funding priority in the areas of good governance, competency, openness and transparency. This could be in form of funding workshops or seminars on any of the four attributes.
4. NGO programs should aim at empowering their beneficiaries especially women to enable them to be self-reliant to reduce their dependency on NGO services.
5. NANGO to intensify its program of training its members on good governance, competency, openness and transparency and accountability.   
6. The media to play its part in raising awareness to the beneficiaries to be able to demand good governance, competency and openness and transparency from the NGOs that purport to be offering them services.
7. The government to come up with monitoring mechanisms to monitor NGO quality of services as a way of assisting the NGO sector to grow and be effective.      Recommendations for future Research.
1. This research targeted at beneficiaries and how they perceived NGO performance. Future research can compare the perception of managers and the beneficiaries. 
2. Future research can also look at individual NGO sector performance e.g. the NGO sector that deals with children’s issues.
3. Researchers might also want to look at the impact of the country’s current economical situation on performance of NGOs.
4. Future research might also try to analyze other factors that affect NGO performance in the country as a whole.
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APPENDIX A
QUEASTIONNAIRE
To be completed by the beneficiaries of NGO services.
SECTION I 
Please supply the correct answers by checking (x) the appropriate blank. Your response will be treated with the strictest confidentiality
1.    Your age: () 15-24   () 25-34 yrs  
                             () 35 – 44 yrs        () 45 yrs and above
       2.     Gender:  () Male             () Female
3.       Marital Status: () Married   () Divorced    () Single             () Widowed

4.       How do you classify yourself: () orphan   () disabled    () elderly        () poor  () other. [Specify]
5        Are you a committee member in your organization () Yes    () No?
If the answer is yes, please specify. 
6.       Is your organization a membership organization? () Yes   () No
7.      What is your residential area? () High density  () Medium  () Low density 
                                          
SECTION II
Please indicate your opinion on these attributes, using the following rating scale: 
1 = Extremely Important 2 = Important 3 = Somewhat Important 4 = Slightly Important 5 = Not Important
How important are the attributes of NGOs in Bulawayo
1
2
3
4
5
Good Governance





Integrity of managers





Supportive executive boards





Availability/accessibility of managers





Competency





Committed and competent workers 





Effective communication system





Warm reception and offices





Conducting regular meetings





Prompt action on requests





Openness and Transparency





Consultation with constituency on important matters 





Awareness of direction and goals by beneficiaries







SECTION 111 
Please indicate your opinion for each of the given statements by circling one number of the following performance rating scale:
1 =Always; 2 = Often; 3 = Sometimes; 4 = Rarely; 5 = Never
 If you have any comments on each attribute please comment on the space provided.
Good Governance  
Integrity of NGO Managers
1     2     3     4     5
Comment(s) -------------------------------------------------------------
	Supportive Board Members 

1     2     3     4     5
Comment(s) ------------------------------------------------------------
	Accessibility of the NGO offices

1     2     3     4     5
Comment(s) -------------------------------------------------------------
Competency 
4. Committed and competent staff
1     2     3     4     5
Comment(s) -------------------------------------------------------------
5. Effective communication system 
1     2     3     4     5
Comment(s) -------------------------------------------------------------
	Warm reception in offices

1     2     3     4     5
Comment(s) -------------------------------------------------------------
	Conducting regular meetings

1     2     3     4     5
Comment(s) -------------------------------------------------------------
	Prompt action on requests

1     2     3     4     5
Comment(s) -------------------------------------------------------------
Openness and Transparency
Consultations with beneficiaries on important matters
1     2     3     4     5
Comment(s) -------------------------------------------------------------
	Awareness of NGO direction and goals by beneficiaries

1     2     3     4     5
Comment(s) -------------------------------------------------------------





















REGRESSION ANALYSIS APPROACH
STEPWISE REGRESSION OF PERFORMANCE OF NGOs IN BULAWAYO AGAINST THE INDEPENDENT VARIABLES NAMELY GOOD GOVERNANCE, COMPETENCY, OPENNESS & TRANSPARENCY AND ACCOUNTABILITY.

MTB > Stepwise 'Perform' 'Goodgvrn' 'Competec' 'Op&Trans' 'Accounta';
SUBC>   FEnter 4.0;
SUBC>   FRemove 4.0;
SUBC>   Best 2.

Stepwise Regression

 F-to-Enter:      4.00    F-to-Remove:      4.00

 Response is Perform  on  4 predictors, with N =    5

    Step        1        2
Constant    3.821    5.548

Goodgvrn 1.088    0.866
T-Ratio     45.88    15.19

Competec             0.122
T-Ratio               3.94

S            6.28     2.60
R-Sq        99.86    99.98

 best alt._
Variable Op&Trans Accounta
T-Ratio     14.38     3.20
Variable Competec Op&Trans
T-Ratio     12.49    -1.98
 More? (Yes, No, Subcommand, or Help)
SUBC> no




RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLES GOOD GOVERNANCE AND COMPETENCY.

MTB > Regress 'Perform' 2    'Goodgvrn' 'Competec';
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 5.55 + 0.866 Goodgvrn + 0.122 Competec

Predictor       Coef       Stdev    t-ratio        p
Constant       5.548       1.568       3.54    0.071
Goodgvrn     0.86622     0.05701      15.19    0.004
Competec     0.12231     0.03101       3.94    0.059

s = 2.598       R-sq = 100.0%    R-sq(adj) = 100.0%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    2       83251       41626   6167.55    0.000
Error         2          13           7
Total         4       83265

RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLES OPENNESS & TRANSPARENCY AND ACCOUNTABILITY.

MTB > Regress 'Perform' 2    'Op&Trans' 'Accounta';
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 2.61 + 1.46 Op&Trans + 1.27 Accounta

Predictor       Coef       Stdev    t-ratio        p
Constant       2.606       4.479       0.58    0.620
Op&Trans      1.4630      0.2356       6.21    0.025
Accounta      1.2720      0.2597       4.90    0.039

s = 6.768       R-sq = 99.9%     R-sq(adj) = 99.8%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    2       83173       41587    907.92    0.001
Error         2          92          46
Total         4       83265





RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLES COMPETENCY AND OPENNESS & TRANSPARENCY.

MTB > Regress 'Perform' 2    'Competec' 'Op&Trans';
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 1.71 + 0.276 Competec + 1.40 Op&Trans

Predictor       Coef       Stdev    t-ratio        p
Constant       1.709       4.433       0.39    0.737
Competec     0.27601     0.05669       4.87    0.040
Op&Trans      1.4049      0.2486       5.65    0.030

s = 6.805       R-sq = 99.9%     R-sq(adj) = 99.8%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    2       83172       41586    897.92    0.001
Error         2          93          46
Total         4       83265

RELATIONSHIP BETWEEN PERFORMANCE AND ALL THE INDEPENDENT VARIABLES GOOD GOVERNANCE, COMPETENCY, OPENNESS & TRANSPARENCY AND ACCOUNTABILITY

MTB > Regress 'Perform' 4    'Goodgvrn' 'Competec' 'Op&Trans' 'Accounta';
SUBC>   Constant.

Regression Analysis

* NOTE * Goodgvrn is highly correlated with other  predictor variables
* NOTE * Competec is highly correlated with other  predictor variables
* NOTE * Op&Trans is highly correlated with other  predictor variables
* NOTE * Accounta is highly correlated with other  predictor variables

The regression equation is
Perform = 5.29 + 1.18 Goodgvrn + 0.584 Competec - 0.615 Op&Trans
           - 2.38 Accounta

Predictor       Coef       Stdev    t-ratio        p
Constant     5.29480     0.00000          *        *
Goodgvrn     1.17553     0.00000          *        *
Competec    0.584487    0.000000          *        *
Op&Trans   -0.615259    0.000000          *        *
Accounta    -2.37802     0.00000          *        *

s = *
Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    4    83264.80    20816.20         *        *
Error         0           *           *
Total         4    83264.80

SOURCE       DF      SEQ SS
Goodgvrn      1    83146.32
Competec      1      104.99
Op&Trans      1        0.75
Accounta      1       12.75
REGRESSION ANALYSIS WAS ALSO PERFORMED TO DETERMINE THE EFFECT OR CONTRIBUTION OF EACH INDEPENDENT VARIABLE ON THE DEPENDENT VARIABLE PERFORMANCE. THIS IS ILLUSTRATED IN THE FOLLOWING MODELS:


RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLE GOOD GOVERNANCE

MTB > Regress 'Perform' 1    'Goodgvrn' ;
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 3.82 + 1.09 Goodgvrn

Predictor       Coef       Stdev    t-ratio        p
Constant       3.821       3.643       1.05    0.371
Goodgvrn     1.08772     0.02371      45.88    0.000

s = 6.284       R-sq = 99.9%     R-sq(adj) = 99.8%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    1       83146         2105.26    0.000
Error         3         118          39
Total         4       83265


RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLE COMPETENCY

MTB > Regress 'Perform' 1   'Competec'  ;
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 14.6 + 0.586 Competec

Predictor       Coef       Stdev    t-ratio        p
Constant       14.60       12.78       1.14    0.336
Competec     0.58649     0.04697      12.49    0.001

s = 22.89       R-sq = 98.1%     R-sq(adj) = 97.5%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    1       81693       81693    155.93    0.001
Error         3        1572         524
Total         4       83265

RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLE OPENNESS & TRANSPARENCY

MTB > Regress 'Perform' 1   'Op&Trans'  ;
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = - 6.3 + 2.58 Op&Trans

Predictor       Coef       Stdev    t-ratio        p
Constant       -6.33       12.04      -0.53    0.636
Op&Trans      2.5780      0.1793      14.38    0.001

s = 19.92       R-sq = 98.6%     R-sq(adj) = 98.1%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    1       82074       82074    206.81    0.001
Error         3        1191         397
Total         4       83265

RELATIONSHIP BETWEEN PERFORMANCE AND THE INDEPENDENT VARIABLE ACCOUNTABILITY

MTB > Regress 'Perform' 1 'Accounta';
SUBC>   Constant.

Regression Analysis


The regression equation is
Perform = 18.0 + 2.83 Accounta

Predictor       Coef       Stdev    t-ratio        p
Constant       17.96       13.73       1.31    0.282
Accounta      2.8294      0.2467      11.47    0.001

s = 24.88       R-sq = 97.8%     R-sq(adj) = 97.0%

Analysis of Variance

SOURCE       DF          SS          MS         F        p
Regression    1       81408       81408    131.51    0.001
Error         3        1857         619
Total         4       83265






































                             

