ABSTRACT
This study investigates the Impact of Training and Development on the Service Delivery of Office Employees in an Organization, with specific reference to Kwara State Polytechnic, Ilorin. The research aims to: examine the types of training and development programs available to office staff; assess the effect of training on their service delivery; evaluate the relationship between employee development and service quality; and identify the challenges in organizing training and development activities. The study adopted a descriptive survey research design. A structured questionnaire consisting of 20 items was administered to 30 office employees selected from the institution. Responses were analyzed using frequency and percentage tables based on a 4-point Likert scale (Strongly Agree, Agree, Disagree, Strongly Disagree). Findings revealed that training significantly improves employee speed, confidence, accuracy, and professionalism. There is a strong link between employee development and improved service delivery. However, challenges such as insufficient funding, time constraints, irrelevant training content, and poor follow-up were noted. The study concludes that while Kwara State Polytechnic has a functional training structure, improvements are needed to overcome organizational challenges. Recommendations include increasing budgetary support, aligning training with job needs, offering incentives for participation, and enhancing post-training evaluation systems.
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CHAPTER 1
INTRODUCTION
1.1 Background to the study
Kwara State Polytechnic, located in Ilorin, the capital city of Kwara State, Nigeria, was established in 1973 by the then Military Governor, Colonel David Bamigboye. The polytechnic was conceived as part of a broader initiative under Nigeria’s Second National Development Plan (1970–1974), which focused on developing middle- and high-level manpower essential for the nation’s economic and industrial advancement (Kwara State Polytechnic, n.d.).
Since its inception, the polytechnic has grown from a modest beginning with just 110 students to one of Nigeria’s most respected tertiary institutions, offering National Diploma (ND) and Higher National Diploma (HND) programs across disciplines including Engineering, Science and Technology, Management Studies, Environmental Studies, and Art and Design (Wikipedia, 2024). Its programs are accredited by the National Board for Technical Education (NBTE), and it continues to maintain a reputation for excellence and innovation in technical education. In recent years, Kwara Polytechnic has been recognised as a leader among global polytechnics for its active participation in international education collaborations and adoption of modern learning technologies (Myschoolnews, 2024).
This steady development aligns with national priorities to boost technical and vocational education, preparing graduates not only for local employment but also for global competitiveness in diverse industries.
In the contemporary organisational landscape, training and development are widely acknowledged as vital tools for improving employee competence, enhancing productivity, and sustaining organisational growth. The increasing globalisation of business and rapid technological advancements have compelled organisations to invest heavily in human capital development to remain competitive (Adeyi et al., 2018).
Training involves a systematic approach to learning and development that improves individual, team, and organisational performance. Development, on the other hand, is a long-term educational process aimed at preparing employees for future responsibilities (Taiwo et al., 2021). In organisational settings, especially in developing economies like Nigeria, training and development have become indispensable for addressing skill gaps, improving efficiency, and fostering innovation.
A study by Taiwo et al. (2021) on selected manufacturing companies in Nigeria found a strong positive correlation between employee training and overall performance. Employees who underwent continuous professional development were more motivated, better aligned with organisational goals, and more capable of adapting to change. Similarly, Adeyi et al. (2018) emphasised that private tertiary institutions that invest in regular staff training experience improved operational outcomes and higher staff retention rates.
Furthermore, organisations that adopt strategic training models—where training is aligned with organisational objectives—are better positioned to achieve long-term success. This is particularly relevant in academic institutions like Kwara State Polytechnic, where the quality of administrative and academic staff significantly affects institutional performance and student satisfaction.
Human capital is a critical determinant of service delivery effectiveness, particularly within the public sector. It encompasses the skills, knowledge, competencies, and attributes that individuals possess, which facilitate the creation of personal, social, and economic well-being. In organizational contexts, especially in public service, the development and management of human capital are pivotal for enhancing performance and achieving strategic objectives.
Recent studies underscore the significant impact of human capital development on service delivery in Nigeria. For instance, Ilo et al. (2023) examined public sector organisations in Anambra State and found that skill development, knowledge accessibility, and manpower planning significantly influence service efficiency and effectiveness. Similarly, Oigbochie et al. (2023) highlighted that in the Nigerian Civil Service, human capital development initiatives, including training and motivation, are positively correlated with employee performance and accountability.
In Delta State, Nwafili (2024) reported that manpower planning and career development are strong predictors of employee performance in the civil service. These findings suggest that strategic human capital initiatives are essential for enhancing public service delivery.
Furthermore, Oyelude and Unegbu (2024) explored the role of the Administrative Staff College of Nigeria (ASCON) in human capital development. Their study revealed that while training programs have a positive impact, challenges such as limited funding and misalignment between training content and job requirements hinder optimal outcomes.
In Lagos State, Nchuchuwe and Etim (2020) found that training, performance appraisal, and job enrichment programs are significantly associated with improved public service delivery. These components of human capital development are crucial for enhancing employee performance and, by extension, service quality.
The integration of technology into human capital development processes has also been identified as a catalyst for improved service delivery. Initiatives like the Enterprise Content Management Solution and e-learning platforms, supported by the Aig-Imoukhuede Foundation, aim to digitise civil service operations, thereby enhancing efficiency and transparency (Odoh, 2025).
1.2	Statement of the Problem
Effective service delivery in tertiary institutions is pivotal for achieving educational objectives and ensuring stakeholder satisfaction. However, numerous Nigerian higher education institutions, including Kwara State Polytechnic, have been grappling with challenges related to suboptimal service delivery.
A significant factor contributing to these challenges is the inadequate training and development of staff. Olaore (2020) emphasises that the absence of structured training programs for non-academic staff in Nigerian tertiary institutions leads to inefficiencies, as these employees often lack the necessary skills and competencies to perform their duties effectively. This deficiency not only hampers individual performance but also affects the overall institutional efficiency.
Specifically, at Kwara State Polytechnic, studies have identified several workforce-related issues impacting service delivery. Bamidele and Olayinka (2018) report that academic staff exhibit deficiencies in research capabilities, examination settings, and grading processes. Similarly, non-academic staff face challenges such as poor record-keeping, inadequate minute-writing skills, delays in task execution, and difficulties adapting to new technologies. These shortcomings are attributed to insufficient training and a lack of continuous professional development opportunities.
To address these issues, the institution established the Staff Orientation and Development Committee (SODC), aimed at organising training programs and seminars for both academic and non-academic staff. Despite these efforts, the impact appears limited, as the training programs are not consistently accessible to all staff members, particularly those with less tenure, leading to persistent gaps in service delivery (Bamidele & Olayinka, 2018).
Furthermore, the broader context of Nigerian tertiary education reveals systemic challenges in staff development. Asiyai and Oghuvbu (2009) highlight that the lack of vibrant staff development programs across institutions contributes to the decline in the quality of tertiary education in Nigeria. Without regular training and re-training, staff members struggle to keep pace with evolving educational demands and technological advancements, thereby affecting service delivery.
1.3	Objectives of the Study
Main Objective:
· To examine the impact of training and development on the service delivery of office employees.
· Specific Objectives:
· To assess the types and frequency of training provided
· To evaluate the effect of training on employee performance
· To determine the relationship between development programs and service quality
· To identify challenges in implementing training programs
1.4	Research Questions
· What are the training and development programs available to office employees?
· How does training affect the service delivery of office employees?
· What is the relationship between employee development and service quality?
· What are the major challenges in organising training and development?
1.5	Significance of the Study
This study holds substantial importance for multiple stakeholders within the educational sector. For institutional administrators, understanding the impact of training and development on service delivery can inform strategic decisions aimed at enhancing staff performance and institutional efficiency. Previous research has demonstrated that well-structured training programs significantly improve employee productivity and service quality in tertiary institutions (Musa et al., 2023).
For policymakers, the findings can guide the formulation of policies that prioritise continuous professional development, ensuring that staff are equipped with the necessary skills to meet evolving educational demands. As highlighted by Bello and Bashar (2024), investment in staff development is crucial for achieving academic excellence and institutional goals.RIJE
For academic researchers, this study contributes to the existing body of knowledge by providing empirical evidence on the relationship between staff training and service delivery in Nigerian polytechnics, a relatively under-researched area. It also opens avenues for further research into specific training methodologies and their effectiveness in different institutional contexts.
1.6	Scope of the Study
The study focuses exclusively on Kwara State Polytechnic, examining the effects of training and development programs on the service delivery of both academic and non-academic staff. The research encompasses various forms of training, including workshops, seminars, on-the-job training, and formal education programs undertaken within the last five years. By concentrating on this institution, the study aims to provide a detailed analysis of how training initiatives influence staff performance and service quality in a specific Nigerian polytechnic setting.
1.7	Limitations of the Study
While this study aims to provide comprehensive insights, certain limitations are acknowledged. Firstly, the research is confined to a single institution, which may limit the generalizability of the findings to other polytechnics or tertiary institutions in Nigeria. Secondly, the study relies on self-reported data, which may be subject to biases such as social desirability or inaccurate self-assessment. Thirdly, the cross-sectional nature of the study captures data at a single point in time, thereby limiting the ability to assess long-term impacts of training programs. Lastly, external factors influencing service delivery, such as funding constraints or infrastructural challenges, are beyond the scope of this study.
1.8	Definition of Key Terms
· Training: A systematic process of enhancing the skills, knowledge, and competencies of 1staff to improve their performance in current roles (Olaore, 2020).
· Development: Long-term educational processes aimed at preparing staff for future roles and responsibilities within the institution (Bamidele & Olayinka, 2018).
· Service Delivery: The execution of institutional services, including teaching, administrative support, and student services, to meet the needs and expectations of stakeholders (Asiyai & Oghuvbu, 2009).
· Academic Staff: Employees engaged primarily in teaching and research activities within the institution.
· Non-Academic Staff: Employees responsible for administrative, technical, and support services that facilitate the institution's operations.
CHAPTER 2
LITERATURE REVIEW
2.1	Conceptual Review
2.1.1	Meaning and Components of Training and Development
Training and development are fundamental aspects of human resource management that significantly contribute to employee performance and organisational success. In today’s dynamic and competitive work environment, especially in service-oriented sectors like education, these functions are no longer optional but essential for sustainability and efficiency. Training refers to a systematic approach aimed at equipping employees with the specific skills and knowledge required to perform their current job roles effectively. It is usually short-term and focuses on enhancing job-related competencies such as technical skills, communication, and task-specific knowledge (Gupta, 2024).
On the other hand, development has a broader and long-term perspective. It focuses on the overall growth of employees in preparation for future responsibilities within the organisation. Employee development often includes formal education, leadership programs, coaching, and mentoring. While training is job-centred, development is career-centred, aiming to build a reservoir of capable professionals who can take on leadership roles or more complex tasks over time (Kum & Cowden, 2022).
The components of training and development are diverse but can be categorised into four major forms. First, on-the-job training (OJT) involves real-time, practical training while employees perform their regular duties. This allows for immediate application of skills and often includes job instruction training, apprenticeships, and internships. Second, off-the-job training occurs outside the workplace and may involve seminars, conferences, and classroom lectures. These sessions are useful for theoretical grounding and exposure to broader ideas and innovations. Third, job rotation enables employees to work in different departments or positions for a period of time. This increases their understanding of the organisation and builds versatility. Lastly, mentoring and coaching involve a more personalised approach where experienced professionals guide and support less-experienced employees, helping them navigate workplace challenges and career decisions (Gupta, 2024; Kum & Cowden, 2022).
2.1.2	Dimensions of Service Delivery
Service delivery refers to the process by which services are provided to stakeholders in a way that meets or surpasses their expectations. In the context of tertiary institutions, such as polytechnics and universities, service delivery includes all activities and interactions aimed at supporting students, staff, and external partners. These may include academic advising, administrative processes, library services, ICT support, and maintenance of physical infrastructure. Efficient service delivery in such institutions is critical because it influences not only operational effectiveness but also institutional reputation and student satisfaction (Nzang & Awandia, 2024).
Several frameworks have been proposed to evaluate service delivery, among which the SERVQUAL model is most prominent. This model identifies five key dimensions that determine service quality. The first is reliability, which is the ability to deliver promised services consistently and accurately. In educational institutions, this might mean issuing transcripts on time or consistently applying academic policies. Second, responsiveness refers to the willingness and ability of staff to help stakeholders and address their concerns promptly. This could involve responding quickly to student inquiries or resolving administrative issues without delay.
The third dimension is assurance, which relates to the competence, courtesy, and trustworthiness of staff. It encompasses employees’ ability to inspire confidence in students and other stakeholders. Fourth, empathy involves the degree to which staff provide caring and individualised attention to each stakeholder. For example, understanding the unique needs of differently-abled students or providing academic support to struggling learners. Lastly, tangibles refer to the physical appearance of facilities, the availability of resources, and the professional appearance of personnel. A clean, well-equipped campus with modern IT infrastructure can greatly influence perceptions of service quality (Nzang & Awandia, 2024).
Service delivery in tertiary institutions is multidimensional and deeply interconnected with staff performance. Poor training and lack of development among employees often lead to service delivery gaps, resulting in stakeholder dissatisfaction and institutional inefficiencies.
2.1.3	Office Employees: Roles and Expectations
Office employees, often categorised as non-academic staff in tertiary institutions, play an indispensable role in ensuring the smooth operation and administrative efficiency of the institution. These employees are typically responsible for handling essential support services that form the backbone of academic delivery. Their tasks may include managing admissions, maintaining records, preparing budgets, processing payrolls, scheduling classes, and ensuring compliance with institutional policies and national regulatory standards.
The roles of office employees extend beyond clerical duties. In modern educational institutions, these staff members are expected to be highly adaptable and technologically savvy, given the increasing integration of digital systems in educational administration. They are often the first point of contact for students and stakeholders, and as such, their attitude, competence, and responsiveness can greatly influence stakeholder perceptions of the institution. This makes their role in service delivery highly visible and impactful (Cheang & Yamashita, 2023).
Expectations from office employees have also evolved. Institutions now require non-academic staff to possess strong interpersonal skills, critical thinking abilities, and a customer-service mindset. Effective communication, teamwork, and ethical judgment are now as important as technical proficiency. Furthermore, there is an expectation that these employees engage in continuous professional development to keep up with best practices and emerging technologies. Institutions like Kwara State Polytechnic, which serve diverse student populations and manage large administrative operations, especially rely on the effectiveness of these employees to meet service delivery targets.
Recent literature highlights the growing professional identity of office employees in higher education. They are increasingly recognised not just as support staff but as contributors to institutional effectiveness and academic excellence. As such, their training and development become a critical aspect of overall institutional performance. When adequately trained, office employees can handle challenges more effectively, adapt to policy changes swiftly, and provide high-quality support services that enable academic departments to function optimally (Cheang & Yamashita, 2023).
2.2	Theoretical Framework
2.2.1.	Human Capital Theory
Human Capital Theory (HCT) serves as a foundational framework in understanding the intrinsic value of investing in human resources, particularly through education and training. Originating from the works of economists like Gary Becker and Theodore Schultz in the 1960s, HCT posits that individuals and organisations can enhance productivity and economic outcomes by investing in the knowledge, skills, and competencies of people (Investopedia, 2023).
At its core, HCT views education and training not merely as consumption but as strategic investments that yield returns in the form of improved performance, innovation, and economic growth. This perspective aligns with the notion that human capital, comprising education, experience, health, and other attributes, plays a pivotal role in driving organisational efficiency and societal advancement (ScienceDirect, 2023).
In the context of service delivery within tertiary institutions, HCT underscores the importance of continuous professional development for staff members. A study by Nzang and Awandia (2024) highlights that investments in training and development significantly enhance the quality of services provided in educational settings, leading to increased student satisfaction and institutional effectiveness.
Moreover, empirical evidence supports the application of HCT in educational institutions. For instance, research conducted at Redeemer University in Nigeria revealed a positive correlation between human capital development initiatives and employee job performance, emphasising the tangible benefits of investing in staff training programs (Olonade & Omotoye, 2020).
However, it's essential to acknowledge critiques of HCT. Some scholars argue that the theory may oversimplify the complexities of human behaviour and organisational dynamics, suggesting that factors like motivation, organisational culture, and external socio-economic conditions also significantly influence performance outcomes (Wiley Online Library, 2023).
2.2.2.	Systems Theory
Systems Theory, originally developed by Ludwig von Bertalanffy in the mid-20th century, offers a holistic framework for understanding complex organisations, including educational institutions, as interconnected and interdependent systems. In the context of tertiary education, Systems Theory provides valuable insights into how various components—such as administrative processes, academic programs, staff development, and student services—interact to influence overall institutional performance and service delivery.
At its core, Systems Theory posits that an organisation functions as an open system, continuously interacting with its external environment while maintaining internal coherence among its subsystems. In higher education, this perspective emphasises the importance of aligning internal processes with external demands, such as technological advancements, policy changes, and societal expectations. For instance, Dissanayake (2021) highlights that viewing educational institutions through the lens of General Systems Theory can aid in restructuring and improving higher education systems by promoting strategic management of both internal and external stakeholder networks. 
Applying Systems Theory to training and development underscores the necessity of integrating these functions into the broader organisational system. Training programs should not operate in isolation but rather be designed to complement and enhance other institutional processes. Khuzwayo (2020) emphasises that the interdependence among various components of the educational system, such as teaching methods, administrative support, and student engagement, necessitates a cohesive approach to staff development to ensure effective service delivery. 
Furthermore, Systems Theory advocates for adaptability and responsiveness within organisations. Educational institutions must be agile in adjusting their training and development strategies to respond to changing environmental conditions, such as shifts in educational technology or student needs. This adaptability ensures that the institution remains effective and relevant in its service delivery. As noted by Mansoor and Williams (2021), embracing systems approaches allows for a more nuanced understanding of the complexities involved in public service delivery, enabling institutions to design more effective and context-sensitive interventions. 
2.2.3	Reinforcement Theory
Reinforcement Theory, rooted in the principles of behaviourism, offers a robust framework for understanding how behaviour can be shaped and maintained through the use of consequences. Developed by B.F. Skinner, this theory posits that behaviour is a function of its consequences; behaviours followed by positive outcomes are likely to be repeated, while those followed by negative outcomes are less likely to recur.
In the context of tertiary institutions, such as Kwara State Polytechnic, Reinforcement Theory can be instrumental in enhancing employee performance and service delivery. By systematically applying positive reinforcements, such as praise, recognition, or rewards, management can encourage desirable behaviours among staff, leading to improved efficiency and effectiveness in service provision.
Positive reinforcement involves the introduction of a favourable stimulus following a desired behaviour, thereby increasing the likelihood of that behaviour being repeated. For instance, acknowledging an employee's timely completion of tasks can motivate them to maintain punctuality. Conversely, negative reinforcement entails the removal of an unfavourable stimulus to encourage a behaviour. An example would be reducing supervision for employees who consistently meet performance targets, thereby promoting autonomy and responsibility.
Implementing reinforcement strategies requires a clear understanding of the behaviours that need to be encouraged and the appropriate reinforcements to apply. It's essential to ensure that reinforcements are meaningful to the employees and are administered consistently to be effective. Moreover, the timing of reinforcement is crucial; immediate reinforcement tends to have a more significant impact on behaviour than delayed reinforcement.
However, it's important to note that over-reliance on external reinforcements can potentially undermine intrinsic motivation. Employees might become dependent on rewards, leading to a decrease in motivation when reinforcements are absent. Therefore, a balanced approach that combines reinforcement with strategies that foster intrinsic motivation is recommended
2.2.4	Adult Learning Theory
Adult Learning Theory, commonly known as andragogy, offers a crucial framework for understanding how adults learn differently from children. Introduced by Malcolm Knowles, this theory outlines several key characteristics of adult learners: they are typically self-directed, draw heavily on their past experiences, are ready to learn when they perceive a need, prefer learning that is relevant to their lives, and are mainly motivated by internal drivers such as personal growth or career advancement (Knowles, Holton, & Swanson, 2015).
In higher education settings such as Kwara State Polytechnic, applying the principles of Adult Learning Theory can significantly enhance the design and delivery of training and development programs. Adult learners bring a diverse range of life and work experiences into the classroom. These experiences can be leveraged by using experiential learning methods and problem-based approaches, which not only validate the learners’ backgrounds but also encourage deeper engagement and understanding (Merriam & Bierema, 2014).
Moreover, adult learners often pursue education with specific goals in mind, such as career progression, skill development, or personal achievement. When institutions align their programs with these motivations—by using real-world examples and integrating practical applications into the curriculum—learners are more likely to find the content relevant and useful, which in turn improves learning outcomes (Taylor & Kroth, 2009).
Another core element of the theory is the emphasis on self-directed learning. Adult learners tend to take ownership of their educational journey and benefit from having control over their learning process. Educators can support this by offering flexible learning schedules, online learning opportunities, and allowing learners to set personal learning goals. Such strategies promote autonomy and help foster long-term educational success (Brookfield, 2013).
2.3	Empirical Review
Adeyi et al. (2018) investigated the relationship between employee training and organisational performance in private universities in Ogun State, Nigeria. Utilising a survey research design, data were collected from 322 staff members across Bells University of Technology and Covenant University. The study employed descriptive statistics and linear regression analysis, revealing a significant positive correlation between training and development initiatives and enhanced organisational performance. The authors concluded that investment in employee training is crucial for achieving desired performance levels in tertiary institutions. 
Chinedu-Eze and Bello (2018) examined the adoption and utilisation of e-learning facilities by lecturers in a Nigerian private tertiary institution. Through qualitative methods, including semi-structured interviews with 15 academic staff members, the study found that while e-learning facilities were adequate and accessible, their utilisation was suboptimal. Factors such as inadequate internet infrastructure and insufficient training were identified as barriers to effective adoption. The authors recommended continuous staff training to maximise the benefits of e-learning platforms.
Bello et al. (2023) assessed the impact of Tertiary Education Trust Fund (TETFund) interventions on staff development at the Federal University Dutsinma. Employing a survey research design and multiple regression analysis, the study found that TETFund scholarships and conference sponsorships positively influenced staff development, albeit to a limited extent. Bureaucratic delays in accessing funds were highlighted as a significant impediment. The study recommended streamlining fund disbursement processes to enhance staff development outcomes. 
Mebom (2024) explored the relationship between the acquisition of digital skills and quality service delivery in public tertiary institutions in Rivers State, Nigeria. Using an explanatory cross-sectional survey design, data were collected from 98 office managers across seven institutions. The study found a significant positive relationship between digital skills acquisition and improved service delivery. Organizational policies were also identified as moderating factors influencing this relationship. The author advocated for increased investment in digital literacy training for staff.
Ogunode et al. (2023) conducted a study on the impact of staff training on academic job performance in Nigerian tertiary institutions. Relying on secondary data sources, the research highlighted a strong positive correlation between consistent training programs and enhanced performance in teaching, research, and community service. The authors emphasised the need for structured and continuous professional development initiatives to sustain and improve academic staff performance.
Bhuasiri et al. (2012) conducted a comprehensive study on the critical success factors for e-learning adoption in developing countries. Utilising a mixed-methods approach, the research identified factors such as technological infrastructure, user-friendly platforms, and continuous training as pivotal for successful e-learning implementation. The study underscored the importance of aligning e-learning strategies with the specific needs and contexts of developing nations to enhance educational outcomes. 
Jimoh and Jimoh (2024) examined the influence of digital technology on administrative service delivery at the Federal Polytechnic, Ilaro. Through a survey design involving 100 senior registry staff, the study employed regression analysis to reveal that digital technology significantly improved both the rate and quality of administrative services. The authors recommended intensified digital transformation initiatives to further enhance service delivery in tertiary institutions. 
2.4	Summary of Findings, Methodologies, and Gaps
A review of relevant empirical studies, both locally and internationally, reveals a consistent pattern of findings that underscore the critical role of training and development in enhancing service delivery in tertiary institutions. Across various Nigerian institutions, it was observed that structured training programs significantly improve employee performance, organisational efficiency, and service quality. For instance, studies in private and public universities in Ogun and Rivers States, respectively, established a strong link between employee development initiatives and improved academic and administrative outcomes. The provision of digital skills training was especially noted to positively impact service delivery, particularly in the areas of record management, communication, and digital resource accessibility.
International research echoed these conclusions, emphasising the importance of aligning employee development strategies with institutional goals, technological infrastructure, and employee readiness. In countries with developing e-learning ecosystems, the availability of technological resources combined with continuous training has been shown to increase both staff productivity and user satisfaction in service delivery contexts.
Methodologically, the reviewed studies largely adopted survey research designs, frequently utilising structured questionnaires and interviews to collect primary data. Quantitative methods such as regression analysis and correlation tests were often employed to assess the relationship between training efforts and service outcomes. In some cases, qualitative methods provided deeper insight into individual experiences and organisational dynamics, particularly in the context of e-learning adoption and administrative reforms.
Despite the encouraging findings, several gaps were identified in the existing literature. First, many studies were cross-sectional, limiting their ability to assess the long-term impact of training and development on performance. Longitudinal research is needed to establish causality and better understand the sustainability of training outcomes. Second, while much attention has been given to academic staff, fewer studies have focused on non-academic or office employees, whose roles are equally critical to the smooth functioning of tertiary institutions. Third, issues such as organisational culture, funding delays, particularly with intervention funds like TETFund, and policy implementation challenges were noted but rarely examined in detail. Furthermore, the interplay between digital transformation and human capital development remains underexplored, especially in administrative departments where technology adoption is often inconsistent.
2.5	Review of Related Studies on Training and Service Delivery
Training and development are pivotal in enhancing service delivery within the education sector. Adeyi et al. (2018) examined the link between employee training and organisational performance in private tertiary institutions in Nigeria. Their study, employing a survey research design with 322 respondents, revealed a significant positive correlation between training initiatives and improved organisational performance. The authors concluded that investment in employee training is crucial for achieving desired performance levels in tertiary institutions. 
Similarly, Chinedu-Eze and Bello (2018) investigated the adoption and utilisation of e-learning facilities by lecturers in a Nigerian private tertiary institution. Through qualitative methods, including semi-structured interviews with 15 academic staff members, the study found that while e-learning facilities were adequate and accessible, their utilisation was suboptimal due to factors such as inadequate internet infrastructure and insufficient training. The authors recommended continuous staff training to maximise the benefits of e-learning platforms. 
Edebatu et al. (2019) proposed the use of Moodle Learning Management System (LMS) to improve service delivery in tertiary institutions. Their study highlighted the potential of LMS in enhancing interaction between students and lecturers, thereby improving the quality of education delivery.
In the public service sector, training and development are equally critical for effective service delivery. Onwuasigwe et al. (2023) examined the impact of workforce training on service delivery in the Anambra State Civil Service between 2014 and 2022. Utilising a mixed-methods approach, the study revealed that inadequate training led to poor service delivery, emphasising the need for regular and comprehensive training programs for civil servants.
Esisio (2022) conducted a study on digital transformation and public service delivery within the Federal Road Safety Corps (FRSC) in Lagos State. The research found a significant relationship between digital transformation initiatives and improved service delivery, highlighting the importance of training officers in digital competencies to enhance efficiency. 
Adesugba (2024) explored the adoption of e-learning for in-service training in the Nigerian public service. The study emphasised the necessity of continuous learning for public servants to stay abreast of global trends and recommended the development of technological infrastructure to support effective e-learning platforms.
The Students Industrial Work Experience Scheme (SIWES) at Moshood Abiola Polytechnic, Abeokuta, was evaluated by Oladimeji (2024) to determine its effectiveness for Computer Science students. The study found strong correlations between employer evaluations, logbook quality, and overall student performance, underscoring the importance of practical experience and proper documentation in enhancing service delivery in educational institutions. 
In Akwa Ibom State University, the implementation of SERVICOM—a service compact with all Nigerians—was studied to assess its impact on public service delivery. The research concluded that SERVICOM played a significant role in promoting accountability and improving service standards within the university, demonstrating the effectiveness of structured service delivery frameworks. 
2.6	Gaps in Literature
The majority of existing studies on training and service delivery within Nigerian tertiary institutions predominantly emphasise academic staff, often overlooking the crucial role of non-teaching or office employees. For instance, while research by Adeyi et al. (2018) highlights the positive impact of training on organisational performance, it primarily centres on academic personnel, leaving a gap in understanding the training needs and contributions of administrative staff.
Olaore (2020) underscores this gap by revealing that on-the-job training for non-academic staff in Nigerian universities often lacks structure and effectiveness, leading to inefficiencies in service delivery. The study suggests that without deliberate and well-structured training programs, non-teaching staff may not perform optimally, thereby affecting the overall efficiency of tertiary institutions.
Furthermore, Akindele and Kehinde (2023) conducted a study focusing on capacity building among non-teaching staff in selected tertiary institutions in Ogun State. Their findings indicate that while some training initiatives exist, they are sporadic and not systematically implemented, resulting in minimal impact on service delivery. This highlights the need for more comprehensive research and targeted training programs for office employees in public tertiary institutions.
While there is a growing body of literature on training and service delivery in Nigerian tertiary institutions, there is a noticeable scarcity of institution-specific case studies that provide in-depth insights into individual institutions' unique challenges and successes. Kwara State Polytechnic, for example, has implemented various technological initiatives aimed at improving administrative efficiency, such as the development of an online result processing and transcript generation system (Dada et al., 2017). However, there is a lack of comprehensive studies evaluating the effectiveness of these initiatives and their impact on service delivery.
Similarly, the implementation of an online student admission system at Kwara State Polytechnic has streamlined the admission process, making it more efficient and accessible (Afribary, n.d.). Despite these advancements, there is limited empirical research assessing how these technological interventions have influenced overall service delivery and staff performance within the institution.
The absence of detailed case studies on institutions like Kwara State Polytechnic hampers the ability to generalise findings and develop tailored strategies that address specific institutional needs. Conducting institution-specific research would provide valuable insights into the effectiveness of training programs and technological initiatives, thereby informing best practices and policy development.












CHAPTER THREE
RESEARCH METHODOLOGY
3.1 Research Design
This study adopts a descriptive survey design, which is appropriate for systematically collecting and analysing data to describe the characteristics, behaviours, and perceptions of a specific population. The descriptive approach is particularly suitable for this research as it allows for the examination of existing conditions without manipulating variables, thereby providing an accurate representation of the current state of training and service delivery among office employees at Kwara State Polytechnic. This design facilitates the collection of quantitative data through structured instruments, enabling the researcher to identify patterns, relationships, and potential areas for improvement within the institution.
3.2 Population of the Study
The target population for this study comprises all office (non-teaching) employees at Kwara State Polytechnic, Ilorin. According to available data, the institution employs approximately 147 staff members across various departments and administrative units. These employees play a crucial role in the daily operations and service delivery of the polytechnic, making them a pertinent group for assessing the impact of training programs.
3.3 Sample Size and Sampling Technique
To ensure the representativeness of the sample and the generalizability of the findings, the study employs a stratified random sampling technique. This method involves dividing the population into distinct strata based on specific characteristics such as department, job role, or years of service, and then randomly selecting participants from each stratum. This approach ensures that all subgroups within the population are adequately represented in the sample. A total of 30 respondent were selected.
3.4 Research Instruments
The primary instrument for data collection is a structured questionnaire, designed to gather quantitative data on employees' perceptions of training programs and their impact on service delivery. The questionnaire comprises closed-ended questions using a Likert scale to measure the extent of agreement or disagreement with various statements related to training effectiveness, job performance, and service quality.
The choice of a questionnaire is justified by its efficiency in collecting data from a large number of respondents within a relatively short time frame. Additionally, it allows for the standardisation of responses, facilitating the statistical analysis of data.
3.5 Validity and Reliability of Instruments
Validity:
To ensure the content validity of the questionnaire, the instrument will undergo expert review by professionals in educational management and human resource development. Their feedback will be used to refine the questionnaire items to ensure they accurately capture the constructs being measured.
A pilot test will also be conducted with a small group of office employees (approximately 10 individuals) who are not part of the main study sample. This pilot test will help identify any ambiguities or issues with the questionnaire, allowing for necessary adjustments before the main data collection.
Reliability:
The reliability of the questionnaire will be assessed using Cronbach's alpha coefficient, which measures the internal consistency of the instrument. A Cronbach's alpha value of 0.70 or higher will be considered acceptable, indicating that the questionnaire items reliably measure the intended constructs.
3.6 Method of Data Collection
Data collection will involve the distribution of the validated questionnaires to the selected sample of 30 office employees. The questionnaires will be administered in person during working hours, with the assistance of departmental heads to facilitate access and encourage participation. Respondents will be given adequate time to complete the questionnaires, and collection will occur within a stipulated period to ensure timely data analysis.
Ethical Considerations:
Before data collection, ethical approval will be sought from the relevant institutional review board. Participants will be provided with an informed consent form detailing the purpose of the study, the voluntary nature of participation, and assurances of confidentiality. Participants will be informed that they can withdraw from the study at any time without any consequences.
3.7 Method of Data Analysis
Descriptive Statistics: Frequencies, means, and percentages will be computed to summarise the demographic characteristics of respondents and their responses to questionnaire items.
Statistical analyses will be conducted using software such as SPSS (Statistical Package for the Social Sciences) to ensure the accuracy and reliability of results.
3.8 Ethical Considerations
Ethical considerations are paramount in this study to protect the rights and well-being of participants. The following measures will be implemented:
· Informed Consent: Participants will receive detailed information about the study's objectives, procedures, potential risks, and benefits. They will be required to sign a consent form indicating their voluntary participation.
· Confidentiality: All data collected will be treated with strict confidentiality. Personal identifiers will be removed or coded to ensure anonymity. Data will be securely stored and accessible only to the research team.
· Voluntary Participation: Participation in the study is entirely voluntary. Participants will be informed of their right to withdraw from the study at any point without any negative consequences.
· Minimisation of Harm: The study is designed to minimise any potential harm or discomfort to participants. The questionnaire will avoid sensitive or intrusive questions, and support will be available for participants who may experience any distress.





CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
This chapter presents and interprets the data collected through a structured questionnaire distributed to 30 office employees of Kwara State Polytechnic, Ilorin. Responses are analyzed based on a 4-point Likert scale and organized under the four research questions guiding the study.
4.1 Research Question One:
What are the training and development programs available to office employees?
Table 4.1.1: The organization provides periodic in-house training for office staff.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	12
	40.0

	Agree
	13
	43.3

	Disagree
	3
	10.0

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
83.3% of respondents confirmed that periodic in-house training is available, indicating strong internal development efforts.

Table 4.1.2: Staff members attend external workshops/seminars.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	12
	40.0

	Disagree
	5
	16.7

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
73.3% agreed that they have access to external learning events, affirming commitment to professional growth.
Table 4.1.3: Employees are trained on the use of office technology and tools.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	14
	46.7

	Agree
	11
	36.6

	Disagree
	3
	10.0

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
83.3% affirmed receiving training on digital tools, supporting technological adoption in office duties.

Table 4.1.4: Orientation programs are organized for new employees.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	13
	43.3

	Agree
	10
	33.3

	Disagree
	4
	13.3

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
76.6% acknowledged that orientation programs are implemented, assisting in early job adaptation.
Table 4.1.5: There are mentorship programs available to guide employees.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	8
	26.7

	Agree
	13
	43.3

	Disagree
	6
	20.0

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
70% of respondents reported the existence of mentorship initiatives, promoting learning through experience-sharing.

4.2 Research Question Two:
How does training affect the service delivery of office employees?
Table 4.2.1: Training has improved my speed and accuracy in delivering tasks.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	15
	50.0

	Agree
	11
	36.7

	Disagree
	3
	10.0

	Strongly Disagree
	1
	3.3

	Total
	30
	100


Interpretation:
86.7% agreed that training improves delivery efficiency, showing its direct impact on job performance.
Table 4.2.2: I now respond more professionally to office issues due to training.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	13
	43.3

	Disagree
	5
	16.7

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
76.6% affirmed professional conduct improvement after training, indicating behavioral impact.
Table 4.2.3: Training enhances my communication and interpersonal skills.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	11
	36.7

	Agree
	12
	40.0

	Disagree
	4
	13.3

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
76.7% linked improved communication to training, which supports better teamwork and client relations.
Table 4.2.4: I have become more confident and self-reliant after training.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	12
	40.0

	Agree
	11
	36.7

	Disagree
	4
	13.3

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
76.7% felt increased confidence, showing that training supports independence and initiative.
Table 4.2.5: Training has reduced my errors and improved service quality.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	13
	43.3

	Agree
	10
	33.3

	Disagree
	5
	16.7

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
76.6% reported a drop in errors and improved service delivery, showing training’s quality-enhancing role.
4.3 Research Question Three:
What is the relationship between employee development and service quality?
Table 4.3.1: Well-developed employees deliver faster and better service.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	14
	46.7

	Agree
	11
	36.7

	Disagree
	3
	10.0

	Strongly Disagree
	2
	6.6

	Total
	30
	100


Interpretation:
83.4% agreed that development improves service delivery, confirming a positive relationship.
Table 4.3.2: Trained staff are more confident in handling client-related issues.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	12
	40.0

	Agree
	13
	43.3

	Disagree
	3
	10.0

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
83.3% confirmed enhanced customer service confidence, a core indicator of service quality.
Table 4.3.3: Staff development contributes to teamwork and service cohesion.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	12
	40.0

	Disagree
	5
	16.7

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
73.3% said development enhances teamwork, confirming its impact on internal and external service interactions.
Table 4.3.4: Employee development leads to greater responsibility in service delivery.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	11
	36.7

	Agree
	13
	43.3

	Disagree
	4
	13.3

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
80% agreed that development improves responsibility, showing a direct link to performance.
Table 4.3.5: The more developed an employee is, the more satisfied the customers are.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	14
	46.7

	Disagree
	4
	13.3

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
80% of respondents believed development increases customer satisfaction, indicating improved output quality.

4.4 Research Question Four:
What are the major challenges in organising training and development?
Table 4.4.1: Budget constraints hinder regular training sessions.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	13
	43.3

	Agree
	12
	40.0

	Disagree
	3
	10.0

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
83.3% identified budget limitations as a key obstacle to consistent training provision.
Table 4.4.2: Some training programs lack relevance to real office duties.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	12
	40.0

	Disagree
	5
	16.7

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
73.3% noted training misalignment with job duties, limiting impact.
Table 4.4.3: Lack of time affects employees’ participation in training.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	11
	36.7

	Agree
	13
	43.3

	Disagree
	4
	13.3

	Strongly Disagree
	2
	6.7

	Total
	30
	100


Interpretation:
80% stated time constraints reduce attendance, revealing scheduling issues.
Table 4.4.4: Lack of follow-up after training makes it ineffective.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	12
	40.0

	Agree
	11
	36.7

	Disagree
	5
	16.7

	Strongly Disagree
	2
	6.6

	Total
	30
	100


Interpretation:
76.7% expressed concern about follow-up, indicating the need for post-training evaluation.

Table 4.4.5: There is a lack of motivation to attend training programs.
	Response
	Frequency
	Percentage (%)

	Strongly Agree
	10
	33.3

	Agree
	12
	40.0

	Disagree
	5
	16.7

	Strongly Disagree
	3
	10.0

	Total
	30
	100


Interpretation:
73.3% cited low motivation as a barrier, emphasizing the need for incentives and recognition.
4.5	Discussion of Findings
The findings from the study provide a detailed understanding of how training and development programs affect the service delivery of office employees at Kwara State Polytechnic. The discussion is presented in line with the four research questions.
[bookmark: _GoBack]Research Question One: What are the training and development programs available to office employees?
The results show that a significant number of respondents (over 80%) agreed that the institution provides in-house training, orientation programs, and training on the use of office technologies. Additionally, there is notable exposure to external seminars and mentorship opportunities. These findings are consistent with the study by Okafor (2021), who noted that structured and diverse training programs foster professional growth among administrative staff. The presence of mentorship programs suggests that informal learning plays a complementary role in employee development.
Research Question Two: How does training affect the service delivery of office employees?
Data analysis revealed that training significantly improves employee speed, accuracy, confidence, professionalism, and communication skills. Over 75% of respondents reported that training reduced errors and enhanced their service quality. This supports Adewuyi’s (2020) assertion that effective training enables employees to work more efficiently and make fewer mistakes. The findings further reinforce that confident and skilled employees are more likely to offer quality service, which enhances organizational reputation and productivity.
Research Question Three: What is the relationship between employee development and service quality?
There was a strong consensus among respondents that employee development improves service delivery, customer satisfaction, teamwork, and responsibility. More than 80% of the participants affirmed that well-developed staff are better equipped to serve internal and external clients. These findings are in line with Eze (2019), who found a positive correlation between continuous learning and customer satisfaction. The implication is that employee development does not only benefit individuals but also drives organizational performance and client experience.
Research Question Four: What are the major challenges in organising training and development?
The analysis identified key challenges such as budget constraints, lack of relevance in training content, poor follow-up after training, time constraints, and lack of motivation to attend training programs. These findings are supported by Yusuf & Aina (2021), who reported that limited funding and scheduling conflicts often undermine training effectiveness in public institutions. The issue of irrelevant training content highlights a disconnect between employee needs and the training curriculum, suggesting the need for a more needs-based and tailored approach.












CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATIONS
5.1 Summary
This study examined the impact of training and development on the service delivery of office employees, using Kwara State Polytechnic, Ilorin as a case study. The main objectives were to identify the available training and development programs, assess how training affects service delivery, evaluate the relationship between employee development and service quality, and identify major challenges in organizing training and development programs.
A structured questionnaire based on a 4-point Likert scale was administered to 30 office staff. Data collected were analyzed through frequency and percentage tables.
Key findings include:
· Office employees have access to various training programs including in-house sessions, external seminars, technology-based training, orientation, and mentorship.
· Training significantly enhances task speed, accuracy, professionalism, confidence, and service quality.
· There is a strong positive relationship between employee development and improved service delivery, client satisfaction, and teamwork.
· However, major challenges such as budget constraints, time limitations, irrelevant training content, and lack of motivation affect training effectiveness.

5.2 Conclusion
The findings clearly show that training and development play a crucial role in enhancing the efficiency and service quality of office employees at Kwara State Polytechnic. Employees who undergo consistent and relevant training are more confident, accurate, and professional in handling their duties. Moreover, well-developed employees contribute significantly to teamwork, customer satisfaction, and organizational productivity.
Despite these benefits, challenges such as inadequate funding, poor follow-up mechanisms, and low motivation levels hinder the full realization of training objectives. Thus, while the institution recognizes the importance of capacity building, further effort is needed to optimize its training framework.
5.3 Recommendations
Based on the findings and conclusion of the study, the following recommendations are made:
1. Increase Budget Allocation for Training:
Management should provide adequate funding to support regular and impactful training programs.
2. Conduct Needs Assessment Before Training:
Training programs should be aligned with the specific job requirements and challenges of employees to ensure relevance and applicability.
3. Encourage Participation Through Incentives:
Staff should be motivated to attend training programs by offering certificates, recognition, or career development opportunities.
4. Improve Training Follow-Up:
There should be post-training assessments and performance tracking to ensure knowledge gained is applied effectively in the workplace.
5. Create Flexible Training Schedules:
To minimize time constraints, training should be scheduled in a way that doesn’t conflict with employees’ core responsibilities.
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APPENDIX 1
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear respondent,
I am a student in the department of office technology and management, Institute of Information and Communication Technology, Kwara State Polytechnic, Ilorin. I am at present conducting a research and writing a project on the Impact of Training and Development on the Service Delivery of Office Employees.
The exercise is important in partial fulfillment of the requirements for the award of National Diploma in Office Technology and Management of the institution.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.


Yours faithfully, 
Salaudeen Mariam Adekemi
ND/23/OTM/FT/0070


APPENDIX 2
KWARA STATE POLYTECHNIC ILORIN
INSTITUTE OF INFORMATION AND COMMUNICATION TECHNOLOGY
DEPARTMENT OF OFFICE TECHNOLOGY AND MANAGEMENT
Dear Sir/ Madam
RESEARCH QUESTIONNAIRE
This questionnaire is designed to solicit information from you on Impact of Training and Development on the Service Delivery of Office Employees. Kindly complete the questions below.
Rest assured that the research ethics of anonymity and confidentiality will be strictly adhered to.

Yours faithfully, 
Salaudeen Mariam Adekemi
ND/23/OTM/FT/0070




Title: Impact of Training and Development on the Service Delivery of Office Employees
Respondents: Office Employees of Kwara State Polytechnic, Ilorin
Instruction: Kindly tick (✓) the option that best reflects your opinion.
	S/N
	Items
	SA
	A
	D
	SD

	Section A: Training and Development Programs Available
	
	
	
	
	

	1
	The organization provides periodic in-house training for office staff.
	
	
	
	

	2
	Staff members attend external workshops/seminars.
	
	
	
	

	3
	Employees are trained on the use of office technology and tools.
	
	
	
	

	4
	Orientation programs are organized for new employees.
	
	
	
	

	5
	There are mentorship programs available to guide employees.
	
	
	
	

	Section B: Effect of Training on Service Delivery
	
	
	
	
	

	6
	Training has improved my speed and accuracy in delivering tasks.
	
	
	
	

	7
	I now respond more professionally to office issues due to training.
	
	
	
	

	8
	Training enhances my communication and interpersonal skills.
	
	
	
	

	9
	I have become more confident and self-reliant after training.
	
	
	
	

	10
	Training has reduced my errors and improved service quality.
	
	
	
	

	Section C: Relationship Between Development and Service Quality
	
	
	
	
	

	11
	Well-developed employees deliver faster and better service.
	
	
	
	

	12
	Trained staff are more confident in handling client-related issues.
	
	
	
	

	13
	Staff development contributes to teamwork and service cohesion.
	
	
	
	

	14
	Employee development leads to greater responsibility in service delivery.
	
	
	
	

	15
	The more developed an employee is, the more satisfied the customers are.
	
	
	
	

	Section D: Challenges in Organizing Training and Development
	
	
	
	
	

	16
	Budget constraints hinder regular training sessions.
	
	
	
	

	17
	Some training programs lack relevance to real office duties.
	
	
	
	

	18
	Lack of time affects employees’ participation in training.
	
	
	
	

	19
	Lack of follow-up after training makes it ineffective.
	
	
	
	

	20
	There is a lack of motivation to attend training programs.
	
	
	
	



