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Abstract

The increased diversity in today's globalized world demands more attention is paid to
workplace environments. Managing diversity is mandatory and a requirement in the
constitution, to ensure that different ethnic groups are fairly represented. In this regard there
is need for the public service to balance up its selection formalities to ensure quota is met
across the states and local governments. The magnetic declination in the management style
and the concomitant effects of a diversified workforce can affect the functional efficiency of
public servants. Hence, the study examined the effect of workforce diversity on public service
efficiency in Kwara State. The study used structured interviews to elicit information among
top civil servants in Kwara State and responses were analysed thematically using Nvivol?
scientific software. The study found that the efficiency of any public organisation would be
conditioned by the level of education of the personnel of the public service, it therefore
portrays that level of education in the public service is key to organisationg] performance.
T/?e public service shoul.d consider the appointment of diversity managers who are saddled
with the responsibility of ensuring that organizational efficiency is maintained.

Keywords: Workforce Diversity, Public Service, Efficiency, Diversity M

anage
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Introduction

' : ; . rica in many respects, |t j
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entities joined together as Nigeria. As
(1 5

F"__‘i\rcr\‘t‘nlcd‘ the Federal Character (i.llmll_t.l_uuusuru that different ethnic groups are fairls
”"{ !’Cllﬂ?ll Character ('ummi*it:unm\n",“j“ﬁmn was cstablished (Ahdulrﬂhccm. EIlI-lh;
addition 1o, t:sllalalishing. |11(!Ililt{|'i|1 ) ‘](\—I;!?IL:L‘S compliance with the diversity issues in
Ci“l‘l(‘}"'YCi\TS in the public service '}:c‘rm ‘ulk)rc'”g equitable formula for the allocation of
{__0_05) ul?scrvc that there are clcm{- QSb the 36 states in the country. However, Mustapha
regional identities remain strong i:'l;}? Of.neputlslm and tribalism as ethno-linguistic and
hank. s foraal sectis cconomyka;il I'E:CI‘IEI as private sector bureaucracics in the media,
cthnic bias with minimum effort d even public society, continue to manifest considerable
Cmesuike (2008); Uawusor (ml;;lqcorrccung the imbalances. In the views of Jaja and
Sinoriralstory st Retlsosial work b“ 180(_)(1 policy is necessary but not sufficient to inhibit
is paramount. These call for the n;c]gvfl'({:rr t;ltl:ot:m ﬂCOnS:iStenlenforccmcnt i s g
eoative impacts of diversity m; 2 organizational culture to mediate the
,}\ l-%dulrahccin (?E} i ;ill)\;trmtj_,f management strategies such as the federal character principle.
Set, (U3 posits that there were many criticisms of the policy especi 1y i
compromising quality and sometimes contrary to the re ui g 5 B
bodies of higher institutions in Nigeria. oquirement et by the regulsiory

. The magnetic ‘dechnatlon in the scryice effectiveness and the concomitant effects of
a diversified workforce can affect the functional efficiency of public servants. Theoretically
a wen-manageid'workforcc diversity system has enormous benefits at the s.:)ruanizational,
group and individual levels, although rescarchers reviewed have not considc‘?ed the non-
work related benefits. However, many of these benefits are yet to be empirically
demonstrated in the Nigerian context. More so, the need for public service to balance up its
selection formalities to ensure quota is met across the states and local governments. This
criterion brings diversity in staffing and the management style of ministries, parastatals and
agencies within the state and federal governments. Hence, the study examines the effect of
workforce diversity on public service efficiency in Kwara State.

Literature Review
Abdulraheem (2014a) observes that organisation's success and competitiveness

depend upon its power to encompass diversity and understand the benefits. The advantages
of workforce diversity abound in the literature, yet some organizations still find it difficult to
profit from this concept. Converting diversity to the organization's advantage depends on
how the organization manages the diversity situation and the extent to which diversity is
politicized, (Rasul&Rogger, 2015; Akinnusi, Sonnibi&Oyewunmi 2017; Igbah& Shah,

2015 &Abdulraheem, 2014b).

Diversity Issues in Kwara
Kwara State is one 0
Africa's most populous country. Hi

f the 36 states that make up the Federal Republic of Nigeria,
storically, Kwara State was formerly known as West
Central State which was carved out of the old Northern Region of Nigeria in 1967. However,
after the creation the state has contributed local Governments that saw to the creation of Kogt
State, in addition to Borgu Local Government excised to Niger State. The state is known for
its multicultural and diverse population, some of the tribes found in the State public service
includes; Yoruba, Hausa, Fulani, Kanuri, Baruba, BokoBaru, Nupe, Igbira, Igbomina, Ekiti
and Okun (Office of H ead of Service, Kwara State). This is aside from having the three major
religions (Islam, Christianity and traditional worshipers).

The state public service is also blessed with multi ethnic and multilingual pOpulalI:OH
who are rcprcscmcd in the state public service largely arising from the history of the creation
of the state. The state has as its neighbors: Oyo and Osun states (predominantly Yoruba
speaking), Kogi State (predominantly Igala, Igbirra and Okun) and Niger State

——




basis of a single case, and

eneralize on the
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and Gwari). One can often g
at via generaliz

o scientific developme
2011).

(predommantly Nupe
the case study may be central t
alternative to other methods ( Flyvbjerg.

nents of this theory [llen Berscheid and
ated that in general people are
attraction theory has been
(Phillips & O'Reilly.
If in terms of values,
y tend

Similarity-Attraction Theory
According to studies by
Flaine H Walster in 1969 and Donn Bymn
more attracted to others who share similar
frequently used to clucidate the negative effect
1998). It posits that individuals are more attracted to people

attitudes, goals, pcrsmmlily and other pcrﬁnnal characteristics. ;
to communicate, mteract, and cooperate more frcqm:miy only with those pcoplu because

they perceive this interaction as safe, casy and satisfying (Byrne, 1997)- The theory provides
a parsimonious explanatory and predictive framework for examining how and “"I?Y people
are attracted to and influenced by others in their social worlds. Rosenbaum, ( 1986) ina su‘ldy
suggested that attitudinal dissimilarity rather than attitudinal similarity drives the similanty-
liking link. Indeed a study by Singh & Hoi in 2000 revealed thatunder certain circumstances,
the influence of attitudinal similarity and dissimilarity may exert equivalent and opposite
effects on liking. Further in some €ascs, dissimilar attitudes may have stronger influence on

interpersonal attraction than similar attitudes.

the early propo
¢in 1971 who postul
attitudes. Similarity-
s of diversity in teams
similartose
As a conseqguence, the

t public servants of the
d on other hand brings
about different levels
heir orientation, workforce interactions
categorisation, similarity-attraction
oural concepts of the variables

nisance on one hand tha
kes up their cthnicity an
ation of people brings

Similarity attraction theory takes cog
state come from different localities which ma
about the diversity in the workforce. This aggreg
of interactions, varying emotions and determines t
and cagerness to pursue the predetermined goal. Self-
and social role theories will also assist in studying behavi

under study

Empirical Review
Igbah and Shah, (20 15) conducted a study in Karachi, Pakistan witha main objective
to determine the impact of workforce diversity on organisational performance. The research
was conducted by distribution of 100 questionnaires to Faculty members of five different
universities of Karachi. The study found that diversity is gradually used and accepted as a
source in esteems to whether the objective is to be an employer

of choice, to offer outstanding customer service, or to sustain a competitive advantage. The
studyfound out that the ultimate faith forces managers to hold and understand the theory of
workplace diversity, its benefits and barriers. They recommended that workforce diversity
which contains gender, ethnic and education background of the employees are the critical
variables amongst all the others.

Kundu and Mor (2017) carried out a research in India to examine the relationship
between employee perceptions of diversity (i.c. significance of diversity, diversity
management and value of diversity practices employed) and perceived orgamismiumil
performance. The study using primary data found out that employees' irrespective of their
d.i versity backgrounds positively acknowledged diversity and diversity management.
Further, Icmplnycc's_ perception of promotion of gender diversity was to be pusili\'c!;‘ related
to perceived organizational performance. In conclusion they recommended that to foster
acceptance and effectiveness of gender/diversity initiatives in organisations, managers must
ensure men and the majority group employees are part of these initiatives. In addition the 1T

) . , etain diverse employees to explore their
potential contnbutions,

significant organisational re
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breweries SOV ereate diversity managery ig iy companies, who are saddled with the
responsibility of ensuring that Organizational effectiveness is Maintained,
Abdulraheem (2011) carried o
The purpose of the :sfudy was to jmc
The article also qutlcall_y eXamine
literature with a view to Jusut}u‘ng and analyzing
times. The focus of the angll){s;ls IS tertiary instituti
university and po[ytechmc_msptutlons. The study foung that t
essential in modern organizations dye to globalization and there were merits of having
diverse work force. l-!e suggested tl.mt In order to achieve the benefits of diversity, the
management of diversity is very crucial to the success of organizations, Mangging_diwrsuy
or approach may be influenced by lhi’f understanding and Interpretations of diversity by the
government and that accounts for differ

ent approaches in various countries. The article
examines the meaning and the interpretations of diversity by the Federal government of
Nigeria and various policies introduced to address

issues relating to diversity. The policies of
the government have direct impacts on both public and private organizations in the country.
These policies determine the organizational struc

ture, culture and the nature of management
styles adopted. He concluded by recommending proactive measures in managing workforce
diversity.
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Methodology

This work is an exploratory research design with ca_tretliﬂ study of}hf:‘ puﬁhcf Sfin.a?;:f:
a cross sectional design was used in this study. Qualitative da}a was ¢o i':fm :11: fobr
G oo 5 e v ey e i gt 3 ey nsnonant
data collection for this research especially for the eval TN b
a var(i:able that involves attitudes, feelings and b?hav101{r and c_;ulalr;m‘}l:; :hm:::i?:: ;::.ul;;
hot be as in-depth and detailed. Its use becomes imperative as 1;1 . '('Jt.\ﬁq b‘:{n .
freedom to formulate questions as they come to mind around t ; .15.:1 t.,'i e “‘_L_“ oy
this was in line with submissions of Otokiti, (201 1)-“@“}"{3!“ - ‘;‘:::\ o oo oo
p-level management of the public service and elicited responses

into a topic (Collis & Hussay,
mvestigation, Since, it is useful for gaining insight and context into a topic (Collis & Hus:
2005;&Hussay, 2003). |

- interpretive qualitative data analysis
Qualitative data analysis was done based on mm?ft::}: Ll:::::::\?lmo m\ag’sis
Method and was based on how the findings relate to [hi[ﬁh::nd tttl\':i; similarity with the
assisted in assembling information of same catego r:-'.\-ritiﬂ& Interpretation of findings
WUantitative data created, after which it was report cdr:‘t:m the information. The qualitative
Wis done by composing explanations or dcsct?pmmd‘:wripmn,
' was illustrated and substantiated by quotation or des




Results and Discussion of Findings

Thcmo; Workforce Diversity and Service Efficiency

1 here are various kinds of opinions by many sc
A’ccorfimg to Mullins & Christy, (2010), the individua] diversiti
dl\-’crslly which in turn is a determinant of service efficiency. Th
perceived differences between individuals. Scott and Sims (2016) opin
no matter the diversity are all naturally equipped with different talents and aptitudes.
1 herc‘forc. based on the interviews with the upper strata of the public service in Kwara statc,
meaning of workforce Diversity and Impact of workforce diversity on service ohicietiay
emerged as shown in figure 1 below.

holars on service efficiency.
es are the foundation of
s diversity is the real or
ed that human beings

Meaning of
workforce Diversity

Q
Theme 1
Workforce Divarsity
and Service
Efficiency

[
impact of workforce
diversity on service
efficlency

]

Improve
services

Figure 1: Informants views on Workforce Diversity and Service Efficiency

Meaning of Workforce Diversity

Often workforce diversity is distinguished along the primary, secondary and tertiary

or organizational dimensions. Differences among employees can then be categorized into
erences such as; age, etc. and the secondary differences such as;

two aspects; primary dift
educational background, communication style, etc. (Aydan, 2016).Many services and
organizations pride themselves on having good workforce, one that is made up of individuals
with a wide range of characteristics and experiences. Some of the key characteristics of
workforce diversity include race, ethnicity, gender, age, religion, ability, and sexual
orientation. Similarities and differences among employees in terms of age, cultural
background, physical abilities and disabilities, race, religion, sex, and sexual origm;nim was
also emphasized by (Business Dictionary, 2018). In relation to this, the informants also
identified all these primary and secondary dimensions of diversity in work place which
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include age, religion, gender, language, education and ethnicity as shown in the Figure 2
which are analyzed in details subsequently.

Q
Meaning of
workforce Diversity
Q Q Q Q
Education Age Language Culture

Figure 2: Informants’ perceptions on meaning of workforce diversity

Age as Workforce Diversity

Age diversity is a shared phenomenon that is present in nearly all social groupings,
such as families, higher institutions, sport teams, and work or team groups with members of
varying ages (Kunze, Boechm, & Bruch, 2013). According to Rowe (2010) where age
diversity is practiced, the benefits are accruing both to the organization and the employees.
Having an age diverse environment produces and creates better working relationships and
enhances social cohesion.In relation to this, some of the informants also attested to age as
dimension of workforce diversity. For instance, informants PSE, PSG and SOH respectively

agreed that “Diversity has many elements to which include Age as the defining indices of the
organizational activities”.

Figure 3; Perception on Age diversity
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Gender as Workforce Diversity
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anisation. According to Powel]

ence of someone being cither male or female, like

$ T e hehaviours, values, knowledge
expectations and beliefs regarding what kind of attitudes, behaviours, Ve dge,
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Figure 4: Gender as a dimension of workforee diversity
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Language as Workforce Diversity

L““._%Uﬂg‘-‘ is another dimension of workforce diversity which can be either a booster or
barrier to diversity management. Diverse workforce comes into the organisation with
different types of language and cultural traditions. This can lead to communication
problems, whereby employees cannot adequately communicate each other. It can also lead
to mistrust. Some of the informants particularly, inf. PSET, Inf. PSI, Inf. PSP, Inf. PSSP
confirmed this as shown in Figure 4.6.

Q
Language

J
Inf. PSSP

2
Inf. PSET

Figure 5: Perceptions on Language as Workforce Diversity

Ethnicity

Ethnicity could be seen as an assembly of individuals who share common cultural
traditions and customary practices and also provide their members with a self-conscious
identity as a nation (Sayers, 2012). Ethnic diversity is use to describe diversity in languages,
religions, races and cultures. There have been increases in multicultural workforces in the
organizations for utilising greater participation and synergy to improve and increase both
employees' satisfaction and business performances. A moderate level of ethnic diversity has
no effect on team performance in terms of business outcomes i.e. sales, profit, and market
share. However, if at least the majority of team members are ethnically diverse, then more
ethnic diversity has a positive impact on performance (Gupta, 2013). This perception was
also emphasized by the informants PSET and PSI who disclosed that, “Diversity we have in
the workforce ranges from Ethnicity” Other informants such as PSE, PSP, PSSP, SOH and
WS also reiterated the impact of ethnic diversity in an organization.
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Figure 6 Informants’ perception on Education
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Education
Educationally is a c0

certain tasks easily, effectivel
individual who is knowledgeable ¢
knowledge. Educational backgroun
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y and efficiently than those W

_ Cohen& B_ailc?y, (1997) said differences in the educational background of employees
can bring about a significant effect on group performance just like their different capabilities
since it promotes a v.wdc assortment of talents. Holland (1997) mentioned that a pcrsoﬂ's
ptl'cfercm:f;: :)f 151 cer}:z{indﬁel(;i of knowledge can in some way reveal the personality and the
strong point of such in ividual. This entails that the b: > i ; g i

out the competences of the individual. e i port
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Inf. PSET

wd
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Figure 7: Informants noted Level of Education

Education is goal oriented. People don't justreceive education just because they want
to be educated. They are into education because they want to acquire knowledge to enable
them solve societal problems and possibly develop their workforce careers. The level of
education one receives is termed to the amount of meaningful contributions one is able to
offer perhaps to organisational development and service efficiency. Responding to the level
of education as how it affects service efficiency through organisational performance
however, many of the informants (i.e. informants PSP, PSE, PSSP, WS, PSET and PSG)
perceived that level of education is determines workforce diversity. For instance, informant

PSG responded thus, “Diversity of workforce has to do with different people based on level
of experience, thinking”

Corroborating this, Informant PSG holds similar view:

“Yes" a higher educated person will be the supervisor. Education affects
performance because it makes an educated person understand the job
better and he now knows the means of doing that job easily. Without the
education you will not be able to explain the concept of things, you will
only know (when asked) 'why do you do it this way?' 'This is how our oga
asked us to do' he becomes experienced in it, but he cannot explain the
reason behind it whereas knowing the reason behind it allows you (the
more educated) to do it fuster (Inf. PSG)."

Inanother perception, Informant PSSP supports the above thus, “in the public sector

it accommodates so many machineries, and people come with diverse groups in terms of
Education”

The responses of the informants, by implication, suggest that the service efficiency
of any public organisation would be conditioned by the level of education enrolled in the
civil service. This therefore, goes to show that level of education in public service is a
keystone to organisational performance and service efficiency.
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Figure 9: Perceptions on religion as workforce diversity

Impact of Workforce Diversity on Service Efficiency

Human resource as a workforce is an important asset for any organisation, and as
such. having a diversified workforce is a primary concern for most organisations. Although,
it has become necessary for organizations to employ a diversified workforce, at the same
time, it has become quite challenging for organisations with increasing diversified
workforee to reap the benefits of diversity while managing its potentially disruptive effects
(Saxena, 2014). Organisations have recognised the fact that it is through the collective effort
of its diversified workforce that monetary resources are harnessed to achieve organisational
goals. Therefore, the evidence from this study's interviews showed varied perceptions on the
explanations of impact of workforce diversity on service efficiency. The informants'
responses underlined the specific ways through which we could understand the impacts as
shown n the Nvivo output. Based on the coding generated, the sub sub-themes that emerged
are: Specialization, Communication, Gender Impediment, Improve services, and
Polarization.
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In what appears to be a confirmation, informant PSSP reasoned along the line of schojy
claiming thus:

“If public sector is the biggest employer of labour and Kwara State itself is

a diverse environment so the service must accommodate all these
diversities in that capacity. It promotes unity it makes people to know
themselves more and to interact with themselves ”

The interpretation of this perception is that for diversity, inclusion and other

organization's cultural practices should be well communicated to all employees so as tos
the tone for the organization.

Gender Impediment

Another impact of workforce diversity on service efficiency discovered by this study
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bringmg different skills, values, w ays of thinking and life EXPERIENces by the orgae
which orgamizations could harness to achieve performance ¢
mnovation and creativity (Kirton & Greene, 2016)
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Consistent with these concemns, some of the mformants h

ave expressed worries on fhe
impediment of gender at workforce. For instance. Inform

ant PSET explamed that

“Gender too may affect efficiency: there are some assignments that vou can
: ! _

give only to the male workers and you can't give to the fe

'male workers most
especially those who are carrving

children, pregnant women and nursing
mothers. Also, once its 4 pm they are ready to go while a man will be ready to

stay till 5-6pm or later trving to do his assignment. These sociocultural roles
of women tend to conflict with performance and in some way affect service
efficiency (Inf. PSET) .

In what appears to be a reiteration of what the earlier s

ource said, Informant PSP also
emphasised that:

To a great extent Gender: a typical female civil servant there
belief that people look down on them like people
of them being a female and though there is the
do a woman can do better (Inf. PSP).

is the general
who can't perform because
clamour that what a man can

Improve Services

Based on the perceptions of the informants interviewed, sometimes, improve
services typically turn out to be the impact of workforce diversity on service efficiency.
According to Durgadevi and Shanmugam, (2017) improvement in services is an act of
performing a task or an accomplishment or achievement in a better way. He adds that
employee performance is how well an employee is effectively fulfilling his/ her job
requirement or discharging his/ her duties so as to achieve good results.

O'Flynn, etal. (2001) said employee performance is defined using three criteria. First
criteria, is that employees' output meets the standard of performance set by the organization's
external customers. Secondly, employee performance can be defined in terms of how the
social processes utilized in the performance of their jobs enhances or maintain the capability

of the employees to work together on subsequent group tasks. Consistent with these
perceptions, informant PSG note thus:

When we talk of service efficiency expectedly, people with high level of
thinking have tendency of being efficient and deliverin g services required of
them promptly. I can also add that the level of education equally has a great
impact on service efficiency, because the educational atta inment would have
given them the necessary exposure to make them perform. That's why Kwara
State Government encourages people to further their education to meet up
with what is expected (Inf. PSG).

Conclusions and Recommendations

The ethnic heterogeneity is responsible for the diversity in management and statfing
which has positive effects on the growth, progress and development of Kwara State Public
Service. The study reveals however that, it is not surprising that the
associations between cultural diversity (ethnicity, religion
visible and informational diversity (diversity

e Were strong significant
and language) and openness to
in information sharing and thoughts). Cultural
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