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Abstract 

This study investigates diversity management and service delivery outcome in Nnamdi Azikiwe 

University Awka, to empirically respond to the prevailing polemic on the relationships between the two 

variables. Drawing on qualitative and quantitative method of data collection amid Social 

Identity theory as the framework for interpretation and analysis as well as the Karl Pearson’s 

Product moment correlation coefficient (the raw score) formula, with the modified student t 

test to investigate the significant of the correlation. The study reveals that diversity 

management in NAU Awka has positively shaped service delivery system between 2012 and 

2024 (6.57 > 3.82), with gender diversity among employees in the university contributing 

positively to the service delivery outcome of the university within the same period 

(8.90>3.182). The findings uncover challenges in diversity management and provide evidence-based 

strategies for enhancing service delivery outcomes. The study mapped into the existing discourses on 

the diversity management and service delivery, offering actionable insights for improving diversity 

management practices and fostering inclusive educational environments in public universities.  

Keywords: Diversity management; Service delivery; Polemic, Institutions, Performance 

 

Introduction 

Today's multicultural and globalized societies consider diversity management (DM) to 

be an essential component of organizational design. As a result, DM's significance is being 

acknowledged by institutions in the modern days (Cole & Salimath 2013). In a broad sense, 

diversity encompasses a range of identification dimensions, including gender, ethnicity, 
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religion, age, sexual orientation, and disability, which can be utilized to differentiate 

individuals or groups from one another (Beyer & Lori, 2019). DM is here defined as an 

amalgamation of organizational policies and procedures intended to attract, retain, and oversee 

personnel with varying backgrounds and identities (Maddy & Patrizia, 2014), in addition to 

fostering a work environment where all individuals are equally empowered to accomplish 

organizational goals and advance their own personal growth. Stated differently, the 

fundamental tenet of DM acknowledges that the workforce is composed of a heterogeneous 

population with both obvious and subtle characteristics, including sex, age, ethnicity, race, 

handicap, personality, and work style (Cole & Salimath 2013). Consequently, is predicated on 

the idea that leveraging these distinctions would result in a fruitful atmosphere where all 

individuals feel appreciated, where all abilities are completely realized, and where corporate 

objectives are fulfilled (Padilha, et. al. 2024). Still, there's a lot of disagreement on how 

diversity management relates to better service delivery. While, advocates contend that diversity 

management improves stakeholder participation, customer happiness, and service quality 

(Junaidi, et al., 2024). Critics point to possible difficulties and competing priorities while 

casting doubt on its efficacy (Muldoon, Skorodziyevskiy, Gould, & Joullié, 2024).  

It is imperative that firms comprehend this debate as they endeavor to enhance service 

delivery while managing the intricacies of diversity management. Nigerian institutions offer a 

distinctive setting for doing empirical research on the connection because of the country's 

diverse population and rich cultural tapestry (Okeyide, 2023; Abdullahi, 2024). Nnamdi 

Azikiwe University Awka is a notable example of a higher education establishment that reflects 

the diverse nature of Nigerian culture. The institution hopes to foster an environment that not 

only reflects the varied student body and faculty but also improves the standard of instruction 

and service provision by welcoming a wide range of backgrounds. However, there are obstacles 

involved in integrating diversity management programs, and consequently, results may vary 

from successful to failure. Managing diversity in a company can undoubtedly be a challenging 

task (Marilyn & Chaunda, 2024), and poor diversity management strategies can make it more 

difficult to realize the potential benefits of diversity (Cormier, Gutierrez, & Magnan, 2024).  

Global diversity management takes into account variations in cultural, legislative, 

economic, industrial, and other macro-level factors (Lee & Hwang, 2024) and formulates its 

approach to understanding and treating diverse populations accordingly, in contrast to the 

ethnocentric approach to diversity that is common in Nigeria and most other African countries. 

"Planning, coordination, and implementation, a set of management strategies, policies, 

initiatives, training and development activities, that seek to accommodate diverse sets of social 
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and individual backgrounds" is what global diversity management refers to (Riccò, & Guerci, 

2014). Other aspects such as hobbies, convictions, ethics, and methods of operation in 

companies with global, transnational, international, and multinational workforces and 

operations are also considered (see to Riccò, & Guerci, 2014; Othman, & Fouda 2022). The 

important aspects of organizational service delivery are one crucial area where these 

differences might have significant effects.   

Any institution's efficacy and reputation are greatly influenced by its service delivery, 

especially in the field of education (cf. Junaidi et al., 2024; Aleyna, Gul, Mirac & Ertugrul, 

2024). It includes giving students, teachers, staff, and other stakeholders a range of 

instructional, administrative, and support services. The total educational experience, 

satisfaction, and results of individuals within the school can be greatly impacted by the caliber 

and inclusion of these services (Cole & Salimath 2013). Nnamdi Azikiwe University in Awka 

is an interesting case study in this regard for analyzing the consequences of such a clash of 

views in relation to the potential results of diversity management in public institutions and 

elsewhere. This investigation explores the many facets of this problem, taking into account 

elements like stakeholder participation, company culture, and strategy alignment. It aims to 

identify the obstacles the institution faces and provide light on the possible outcomes of these 

obstacles by looking at the nuances of diversity management methods and their effect on 

service delivery outcomes.  

Comprehending the implications of diversity management on service delivery is vital 

in devising tactics and remedies that foster a more comprehensive and efficient learning milieu 

(Muldoon, et al., 2024). And by properly understanding these ramifications, Nnamdi Azikiwe 

University will be able to handle the conflicts and debates around diversity management and 

service delivery, eventually creating an atmosphere where inclusivity flourishes and service 

excellence is attained. With a focus on Nigerian universities, this research aims to broaden 

awareness of diversity management's importance and add to the body of knowledge already 

available on the subject. The study's next sections will cover the theoretical underpinnings, 

pertinent literature review, research methods, findings, discussion, and suggestions based on 

the research. In the end, we hope to improve diversity management and service delivery 

outcomes by offering insights from this thorough investigation that can guide policy, practice, 

and decision-making processes at Nnamdi Azikiwe University Awka and other similar 

institutions in Nigeria and beyond. 

 

Divergence views on diversity management and service delivery  
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A study published in 20015, by Lockhart and Taitoko investigated the reasons behind 

the demise and subpar performance of certain companies, attributing their problems to 

inadequate management and other elements serving the organization's objectives. Some 

contend that diversity management promotes effective governance by fostering citizen 

involvement with government across social groups and increasing trust in it, notwithstanding 

the argument that it serves wider social purposes in public institutions (Junaidi, et al., 2024). 

According to Brown (2018), in particular, a diverse public sector could promote or enhance 

diversity in the private sector while also benefiting public institutions' reputations and 

demonstrating their commitment to equality and inclusion. However, the institutions still 

confront numerous challenges, particularly those connected to workplace diversity, despite the 

Nigeria Federal Government's revolutionary policies and plans to build a robust workforce 

(Egwu, 2024).  

Considering that the public sector serves as a vehicle for the creation and 

implementation of government policies and initiatives, diversity management within public 

institutions has become a critical strategic initiative. For example, a focus on diversity 

management in public institutions is commonly regarded as one important strategy when it 

comes to eradicating social exclusion and limiting the consolidation of power in the hands of 

one or more dominant groups in order to create or maintain social cohesion (Long, & 

Spracklen, 2018). In public administration, diversity management helps keep the elite 

influences out of State institutions, especially before and after conflicts (UN 2018). Companies 

in the top quartile with gender-diverse executive teams were found to be 21% more likely to 

outperform their industry rivals in terms of profitability (Long & Spracklen, 2018). This study 

examined the impact of diversity management in South African public institutions. This may 

give an advantage over competing private sector enterprises.  

Schiller (2017) examines the consequences of instituting diversity programs inside 

local governments, but from a different angle. She discusses the modifications that have taken 

place in three European cities: Belgium, the Netherlands, and Britain. In these cities, the 

municipal administrations have created diversity departments to implement reoriented local 

policies. Her primary question is about the extent to which officers working for the new 

diversity departments formed an identity as urban diversity managers. Her research reveals a 

noteworthy degree of continuity with multicultural policies, since individuals entrusted with 

implementing them appropriated and repackaged new approaches. Thomas (1990) asserts that 

nonhierarchical, flexible, collaborative management necessitates a greater tolerance for 

individuality and that corporate competence is more crucial than ever. Therefore, the question 
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is not whether or not to accept that people are different from one another, but rather how to 

promote inclusivity and make a commitment to appreciating variety. If designed and managed 

well, effective diversity management can help achieve significant organizational growth goals 

(Agocs and Burr 2016; Liff and Wajcman, 2016; Storey 2019). However, it has also been 

argued that integrating a diverse workforce through good diversity management practices adds 

personality to an organization's culture and impedes its growth (Laurence, 2016). Diversity, 

though, is simply one piece of the puzzle.  

The composition of public administrations and the hiring procedures and policies that 

will have a significant impact on the diversity of the public sector are covered in MacGillivray 

and Golden (2017) article. They start with the concept of a "representative bureaucracy," whose 

purpose is to "improve the possibility that the interests and viewpoints of all social groups 

would be articulated and taken into account in policy creation, policy implementation, and the 

provision of public services." In addition, members of minority groups see such a government 

as a potential source of identity and as a way to encourage societal variety among the broader 

populace. It's clear that the public organization is assigned responsibilities that differentiate it 

from many private organizations. Another ethnographic study investigate the reasons why 

administrations might not meet this need. They intend to draw attention to the connections 

between perceptions of candidates' qualifications and their ability to blend in with the 

municipal structure and "ascriptive identities" by focusing on "gate-keeping procedures." 

Wilson and Iles (2019) deconstruct the obstacles encountered by candidates of immigrant 

origin, pinpoint the mechanisms that underlie their relative exclusion, and offer 

recommendations for enhancements. These include enhancing transparency in the hiring 

procedures, questioning prevailing beliefs about the ideal public servant, and training 

gatekeepers on the subtle mechanisms of exclusion.  

Organizations with policies and practices that support diversity management increased 

innovation revenue by as much as 12.9%, according to a second Thompson study on the Boston 

Consulting Group (Thompson, 2020). This study focused on the impact of diversity 

management. According to the report, public sector companies frequently have to abide by 

government laws, and becoming bogged down in red tape can hinder innovation and creativity 

within the company. Therefore, it argues that diversity management in government agencies 

can aid in overcoming that. Nieswand (2017) focuses on the administrative practices of youth 

departments in metropolitan areas. Youth departments set themselves apart mostly from other 

governmental agencies based on the duties that fall under their purview. In this instance, the 

question of whether or not minors and children need help or protection is referred to as their 
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welfare. If not, every customer ought to be treated equally and provided with the same degree 

of service. His ethno-methodological research explains what and how differences show up in 

the departments' daily operations. His main point is that there are many personal differences 

that public leaders have to deal with. Medical, legal, and societal concerns may all be relevant 

in a given situation. Nieswand contends that the multiplicity and interplay of differentiations 

should serve as the cornerstone of any concept of diversity. Furthermore, Parsons (2017) argues 

that it's critical to select CEOs from diverse backgrounds as opposed to simply hiring entry-

level staff because an organization's leadership frequently demonstrates a commitment to 

inclusivity. He asserts that leaders from diverse backgrounds can contribute to the development 

of an inclusive culture. Increasing participation from people of all ages, genders, and general 

public is the aim of modern leaders. Participation is a critical area of focus in an attempt to 

achieve affirmative action's goals and optimize the benefits of diversity for improved 

organizational performance (Heilmann & Welle, 2006).  

The public sector provides services to a diverse population, most of whom have 

unfavorable views of governmental organizations. Some believe them to be incompetent, 

apathetic, and disconnected from local issues (Carapinha, & Pitt-Catsouphes, 2022). 

Organizations may engage and connect with the community more successfully and more 

comfortably when diversity management is done well. Resulting in the formation of an 

informed viewpoint based on the widespread understanding of the crucial role that public 

institutions play in any community. Finally, Tandé (2017) presents an example of how the 

government might encourage corporate diversity initiatives. As a result, he shifts his focus to 

how public organizations interact with their surroundings and shows how the former's goals 

may influence developments outside of that organization. The literature on diversity 

management's effects that was previously evaluated showed that different forms of 

organizational diversity can occasionally lead to lower employee turnover, less social 

cohesiveness, and increased conflict. Stated differently, an individual's demographic, 

behavioral, and attitude characteristics may influence their participation in diversity programs 

and significantly diminish the effectiveness of diversity initiatives. On the other hand, 

monitoring diversity performance in public institutions can yield useful information on how 

diversity management influences employees' behavior (Van der Zee, 2008).  

 

 

Theoretical Framework 
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Upon a review of a number of theories, this study chooses the Tajefel and Turner's 

‘social identity theory’, published in 1986, as its framework for examination. It seems to be the 

best suitable for a cohesive understanding of how diversity management and service delivery 

are related. Social identity theory holds that an individual's sense of self-worth is influenced by 

the importance and significance they place on belonging to particular groups (Turner and 

Oakes, 1986). According to the theory, people's social comparisons within the organization are 

influenced by their desire for a positive feeling of self and worth (Tajfel & Turner, 1979).  

When comparing groups, comparisons that highlight group distinctiveness and 

prioritize belonging to one's own group over relevant out-groups are prioritized when analyzing 

the essential elements and divisions of social identity theory. Group contact and comparison in 

an individual's perspective of the self and others, in the context of individual differences based 

on their ethnic background, gender, education/profession, religion, and job experience, draws 

their argument on type of work and duty locations among others. As a result, when a particular 

group arises, the traits linked to that group impact an individual's attitudes and behaviors, 

which, when skillfully managed, typically boost organizational effectiveness. As a result, 

differences between groups are highlighted while disparities within categories are trivialized 

as people grow acclimated to one another at work. There is a claim that social categorization 

processes have divided the universe into "them" and "us" (Verkuyten & Brug, 2004), and the 

potential of the social identity theory to predict intergroup behavior in the workplace and in 

society at large is widely recognized (Tajfel & Turner, 1979). The social identity theory is 

recognized as a useful tool for better understanding how members of social groups interact. It 

postulates that members of social groups act out their varied roles depending on past 

stereotypes, status inequalities, legitimacy, and stability of such divisions. As such, the concept 

contributes to shedding light on study and comprehension of the relationship between 

organizational effectiveness and diversity (Turner & Reynolds 2010). 

The more strongly one identifies with an in-group (such as race or ethnicity), the more 

driven one will be to uphold its status and interests. This is not surprising, as the personal 

importance of a particular in-group to one's identity increases the desire to maintain positive 

in-group status (Hinkle & Brown, 1990; Tajfel & Wilkes, 1963; Verkuyten & Brug, 2004). 

Unsurprisingly, comparisons based on stereotypes are often the result of this type of social 

comparison process (Turner, 1981; Hogg & Adams, 1988). Ultimately, the process of 

categorizing places emphasis on the perceived differences between stimuli, or individuals, 

belonging to various groups, as well as the similarities between individuals within the same 

category. When people are separated into different groups, they are perceived as 
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"depersonalized," or as embodying an important group template (Hogg, Terry, & White, 1995). 

This strategy boosts trust in present cognitions while preserving self-concept and esteem by 

offering support through agreement (Hogg & Abrams, 1988, 1999).  

 As a result, even while people are driven to uphold borders between their in-group and 

the out-group, this does not preclude them from holding positive views about the latter. 

Research in the management sciences generally backs up this assertion, albeit it's not quite 

clear how exactly. However, it is hypothesized that in-group versus out-group differences 

typically result from pro-in-group prejudice as opposed to anti-out-group bias; as a result, even 

in cases when out-group members are treated and seen positively, in-group members receive 

even more favorable treatment Brewer (1979, 1999). The theory, however, has demonstrated 

that exposure to good organizational management can improve the attitudes of members of the 

majority group toward minority out-groups. This, in turn, will eventually affect the 

effectiveness of the organization as a whole along a variety of outcomes, from general support 

to favorable judgments (Schiappa, Gregg, & Hewes, 2005). The organizational framework of 

the social identity theory provides an insight into how various individuals understand one 

another's social identities. Predictions on the significance of individual identity within a group 

and its social structures are also made by the theory. Though not stated explicitly here, this 

assertion suggests that people often look for stimuli that increases their positive perception of 

members of their own group, positive representations of members of other groups can also 

contribute to a positive general attitude toward the group or organization. Put differently, the 

organizations' capacity to function well will definitely depend on how carefully these people 

handle their perceived differences. 

 

Materials and method  

Importantly, Donald (2006) points out that a research method is the framework for a 

study; it is the "paste" that binds all the components of a research together. This study analyzed 

diversity management and service delivery at Nnamdi Azikiwe University Awka, using a 

descriptive survey research technique. A scientific method of analysis known as descriptive 

research design entails watching and characterizing the behavior of the subject being studied 

without exerting any kind of influence over it. The entire workforce of Nnamdi Azikiwe 

University in Awka, or roughly 7,809 employees, is the study's population. Of these, 324 are 

junior employees and 7575 are senior employees. Records from the university's personnel unit 

show that 4048 are female employees and 3761 are male employees. This implies that the 

university is more populated by female staffs. Nevertheless, considering that 7,809 of the 
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university employees are anticipated to be among the group to be examined. This study used 

the Taro Yamane (1967) approach to sample selection which is described below, to determine 

the study sample size from the population.  

 

n = 
))(1( 2eN

N
+

 

Where   n = the estimated sample size. 

N = the population size (Staff strength of NnamdiAzikiwe University Awka) and  

 e = the error margin 

  

n=    7809             n =                        7809  

     (1+7809)(0.05)²                (7810)(0025) 

 

 

 7809 

1,952.5                         n = 399.9   staffs of Nnamdi Azikiwe University Awka. 

 

The number was rounded up to 400 questionnaires, as would be expected in a study of 

size, and they were distributed to both senior and junior staff members at Nnamdi Azikiwe 

University in Awka. Techniques for stratified random sampling were used in the data collecting 

phase. Because the population is separated into several strata, the stratified sampling approach 

was also used for the study. After the population was sorted into homogeneous groups, simple 

random sampling was performed. Both methods were derived from the random (probability) 

sampling approach. But only 355 of the 400 questionnaires that were sent out were returned, 

and of those, we eliminated five because were not properly done. In other wards a total of 350 

questionnaires were used for this study.  
The self-report methodology was used to collect data for this investigation. The utilization of 

primary sources of data is typically required for this type of study, and as such, the researcher must 

distribute questionnaires to the chosen sample that was taken from the study population. Using this 

method, the researcher will pose questions to the respondents (subjects) in an effort to elicit answers on 

the study question (Legee & Francis, 1974). The staff of Nnamdi Azikiwe University in Awka 

provided the data for this investigation as already emphasized. For every option that occurred 

in the study instrument, a distinct weight was assigned using the Likert style questionnaire 

scale; these weights ranged from strongly agree SA to strongly disagree SD which is presented 

thus; 

  

 

• Strongly Agreed(SA) = 5,  

• Agreed   (A) = 4, 

• Undecided (U) = 3, 

• Disagreed  (D) = 2,   

• Strongly Disagreed (SD) = 1. 
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Each question in the data collection method contains five possibilities, which are separated 

above to provide respondents with the flexibility to select from the variety of answers offered 

in the structured questionnaire instruments.  

To test the validity of the questionnaire instruments used, the "content validity" strategy 

was employed. Experts in the relevant field were consulted to determine whether the instrument 

accurately reflected the known subject area. Additionally, the sample size was chosen using 

the probability-based stratified sampling method. The primary data was collected using the 

same version of the instrument. This is anticipated to confer validity on the instrument's 

content. In order to determine the reliability of the measuring tools being used in the 

examination of the influence of diversity management on service delivery at Nnamdi Azikiwe 

University Awka, the researcher utilized the test-retest technique. Hence, during the study 

period, the researcher gave the same questionnaire to a chosen group of university staff 

members once. Two weeks later, the same group received another administration of the 

questionnaire. The activity produced two sets of scores. Then the correlation coefficient for 

Spearman's ranking, or r1, was then employed by the researcher to ascertain the strength of the 

association. The Spearman's ranking formula is shown below as follows:  

 

r1 =  
1−6 ∑ d

2

n(n2− 1)
 

Where: 

r1 = Spearman's rank correlation coefficient 

d =       difference between the two rank of each observation; and    

n =       the number of observations 

 

Keep in mind that the measuring instrument's reliability increases with the closer r1 is to 1 value 

and vice versa. Also remember that the same set of chosen employees was subjected to the 

same kind of test by the researcher twice. About 10% of the study sample size took part in the 

test, in other words, it was administered to 40 employees of the university being studied. The 

difference between the two experimental tests was 4. Therefore, by changing to the formula 

above, we obtain: 

 

r1  =     1 –    6(4)2

5(52− 1)
 

= 0.67 

 

Given that the two sets of tests that were administered to the selected staffs had a reasonable 

agreement as indicated by the correlation coefficient of 0.67, we draw the conclusion that the 

measuring instrument is trustworthy. However, the frequency tables below show the gathered 

data. In respect to the total number of respondents for this survey, the responses from the study 

sample were presented as percentage tables. Subsequently, the Karl Pearson's Product moment 

correlation coefficient, or raw score, formula presented thus; 

2222 )()()()(

))((



 

−−

−

YYnXXn

YXXYN
   will be used to ascertain whether a relationship 
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exists between the variables under investigation. Subsequently, the results will be converted 

from r value to t score to further study the significance of the relationship. Put another way, to 

test or analyze the significance of the correlation coefficient, we will use the modified student's 

t test with the formula t = r
21

2

r

n

−

− . All of the questionnaire items that were created for this 

study, taken as a whole, demonstrate a willingness to pursue the accomplishment of the 

research objectives as indicated in the study's initial phase.  

 

Data presentation and examination 

 

Table1: Distribution of the Study Population and Sample size (%) 

S/

N 
Gender  Status Population Sample Size (%) 

1 Male Employees (staff) 3761 183   (4.87%) 

2 Female Employees (staff) 4048 217   (5.36%) 

      Total  7809 400   (5.12%) 

3 Junior Employees (staff) 234 111   (47.44%) 

4 Senior  Employees (staff) 7575 289   (3.82%)  

       Total  7809 400   (5.12 %) 

Source: field survey (2024)  

From 1, above it is shown that the population of study is totaling approximately seven thousand 

eight hundred and nine (7809) people as at the time of this study, with the male population in the 

neighbourhood of three thousand seven hundred and sixty one (3761) staffs from which one hundred and 

eighty three (183) staffs were selected as sample for the study. The sample number therefore, represents 

4.87% of the male population of staffs in Nnamdi Azikiwe University Awka. On the other hand, the 

table also indicates that from the seven thousand eight hundred and nine (7809) staffs of the university 

four thousand and forty eight (4048) are female which reveals that there are more female staffs than male 

staffs in the university.  However, from that number two hundred and seventeen staff was selected to 

participate as our study sample. This number represents approximately 5.36% of the female employees 

of the university under study and 2.79% of the entire female population of the university.  Furthermore, 

the junior staffs of the university under study stood at two hundred and thirty four (234) people as at the 

time of this study, from where a total of one hundred and eleven (111) staffs were selected for this study. 

The number selected from this stratum represents approximately 47.44% of the staffs under that cadre 

in the university. It must be stressed however, that the number of the junior staffs of the Nnamdi Azikiwe 

University Awka is relatively low when compared to the number of the senior staffs which stood at seven 

thousand five hundred seventy five and (7575) as at time of this study. Nevertheless, a total of two 

hundred and eighty nine (289) staffs were selected as sample for this study from the senior staffs 

population. The number, however represent about 3.82% of the senior staffs in the university which is 

not too bad for a study of this magnitude.  

Analysis of instrument of the study 

Table 2: Sex Distribution of the Respondents 
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Gender Respondents %  of  Respondents By Sex 

Male 130  62.86% 

Female 220  37.14%   

Total 350 100% 

Source: Field Survey 2024. 

To determine the distribution pattern of respondents by sex, the gender of the respondents from 

Nnamdi Azikiwe University in Awka was examined. Based on the examination of Table 4.2, 

220 respondents, or 62.86% of the total respondents, were female and 130 respondents, or 

37.14%, were male. This suggests that the sample of responders from the university under study 

consisted of more females than males. 
 

Table 3: Marital Status of Respondents 

Options Respondents %  of  Respondents by Marital Status 

Married 131 37.4% 

Single 187 53.4% 

Divorced  13 3.7% 

Widowed 18 5.1% 

Separated 2 0.6% 

Total 350 100% 

Source: Field Survey 2024. 

Table 3 shows that 131 respondents, or 37.4% of the 350 sample, were married; 187 

respondents, or 53.4% of the sample, were single; 13 respondents, or 3.7% of the sample, were 

divorced; 18 respondents, or 5.1% of the sample, were widowed; and 2 respondents, or 0.57% 

of the study sample, were separated. This indicates that, when the divorced, widowed, and 

separated staff members are included, there are more single staff members at Nnamdi Azikiwe 

University in Awka than married staff members. Most likely as a result of the ongoing inflation 

that continuously devalues government employees' salaries and other related issues, which 

discourage people from getting married, or maybe because of the dread of committing to a 

family in such a setting.  

 

 

 

Table 4:  The Distribution of Respondents by Age 

Options Respondents %  of  Respondents By Age 

Less than 20 year 30 8.57% 
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21-30 years 142 40.57% 

31- 40 years 71 20.29% 

41- 50 years 60 17.14% 

50 – 60 years 30 8.57% 

 60 years and above 17 4.86% 

Total 350 100% 

Source: Field Survey 2024 

 

Table 4 above indicates that, of the 350 respondents, 40 (8.57%) were under 20, 142 (40.57%) 

were between the ages of 21 and 30, 71 (20.29%) were between the ages of 31 and 40, 60 

(17.14%) were between the ages of 41 and 50, 80 (8.57%) were between the ages of 51 and 60, 

and 17 (4.86%) were over 60. This demonstrates that a greater proportion of the workers in 

Nnamdi Azikiwe University Awka are between the ages of 21 and 30. 
 

Table 5: Educational Qualifications of Respondents 

Options Respondents % of Respondents By Educational Qualification  

FSLC 10 2.9 % 

SSCE/NECO 61 17.4% 

OND/NCE 68 19.4 % 

B.Sc/HND 78 22.3% 

MBA/M.Sc 40 11.4 % 

P.h D 93 26.6 % 

Total 350 100  % 

Source: Field Survey 2024 

The respondents' educational background was examined to determine their literacy level while 

taking their contribution to the university into account. Table 4.5 displays the results of the 

analysis. It indicates that 10 respondents, or 2.9% of the sample, had FSLC, 61 (17.4%) had 

SSCE/NECO, 68 (19.4%) had OND/NCE, 92 (26.3%) were university undergraduates, and 78 

(22.3%) had a B.Sc. or HND. As mentioned above, 40 people (11.4%) with MBAs or M.Scs 

degrees and 26.56% with PhDs are employed at the university under investigation. The fact 

that around 34.0% of the sample held a B.Sc. or more indicates that the respondents had a 

respectable level of education, according to this study. 
 

Section B. 

The assumption derived from the research questions pertaining to the independent and 

dependent variables of the study topic was examined in this part. Accepting any greater 
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percentage number as the direction of a given respondent is the criterion for decision-making. 

The five items scale of strongly agreed (SA), agreed (A), undecided (U), disagreed (D), and 

strongly disagreed (SD) are employed, with weight averages of 5, 4, 3, 2, and 1, respectively. 

As previously mentioned in the methodology 

 

Table 6:  Diversity management in Nnamdi Azikiwe University Awka has shaped service delivery system between 2014 and 

2024  
S/n Variables SA 

(5) 
A 
(4) 

U 
(3) 

D 
(2) 

SD 
(1) 

1 Diversity is properly managed in Nnamdi Azikiwe 

University Awka 

115 

(33%) 

95 

(27%) 

80 

(23%) 

40 

(11%) 

20 

(6%) 

2 A lot of policies and mechanisms are not put in 

place to manage diversity in NAU 

27 

(8%) 

38 

(11%) 

76 

(22%) 

99 

(28%) 

110 

(31%) 

3 There is positive service delivery in Nnamdi 

Azikiwe University Awka 

110 

(31%) 

75 

(21%) 

40 

(11%) 

100 

(29%) 

25 

(7%) 

4 Diversity management in many ways has not 

contributed positively to  service delivery in NAU 

20 

(6%) 

40 

(11%) 

76 

(22) 

98 

(28) 

116 

(33) 

5 There is no limited attention to diversity 

management in NAU 

120 

(34%) 

90 

(26%) 

75 

(21%) 

30 

(9%) 

35 

(10%) 

Responses to the first hypothesis, which indicates that diversity management at Nnamdi 

Azikiwe University Awka has shaped the service delivery system between 2014 and 2024, are 

displayed in Table 6 above. 115 respondents (33%) highly agreed, 95 respondents (27%) 

agreed, 80 respondents (23%) were unsure, 40 respondents (11%) disagreed, and 20 

respondents (6%) severely disagreed with the statement that diversity is appropriately managed 

at Nnamdi Azikiwe University in Awka. With a 33% frequency, SA has the greatest percentage 

value, indicating that the diversity present at the university is appropriately handled to support 

the expansion of Nnamdi Azikiwe University Awka. Secondly, Regarding the inquiry 

concerning whether several policies and procedures are not implemented to manage diversity 

at NAU, the following responses were obtained: 27 (8%) highly agreed, 38 (11%) agreed, 76 

(22%) were unsure, 99 (28%) disagreed, and 110 (31%) strongly disagreed. In other words, at 

Nnamdi Azikiwe University in Awka, numerous policies and procedures are in place to handle 

diversity because SD has the highest occurrence in this setting (31%). Furthermore, when asked 

if Nnamdi Azikiwe University in Awka provides great service delivery, 110 respondents (31%) 

highly agreed, 75 respondents (21%) agreed, and 40 respondents (11%) were unsure. 25 

respondents, or 7%, strongly disagreed, out of 100 respondents (29%) who disagreed. It 

indicates that Nnamdi Azikiwe University Awka is providing positive service with a frequency 

of 31%. Additionally, when asked if diversity management hasn't improved service delivery at 

NAU in a number of ways, 20 respondents (6%) strongly agreed, 40 respondents (11%) agreed, 

76 respondents (22%) weren't sure, 98 respondents (28%) disagreed, and 116 respondents 

(33%) strongly disagreed. The SD has the largest percentage frequency (33%), meaning that 

diversity management has improved NAU service delivery in a number of ways. In conclusion, 

on the question of whether diversity management receives limited attention at NAU, 120 

respondents (34%) strongly agreed, 90 respondents (26%) agreed, 75 respondents (21%) were 

unsure, 30 respondents (9%) disagreed, and 35 respondents (10%) definitely disagreed. The 

highest percentage frequency was SA with 34% hence; there is no limited attention to diversity 

management in NAU  
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Table 7:  Gender diversity among employees in Nnamdi Azikiwe University Awka has contributed in the service 

delivery outcome of the Institution 
S/n Variables SA 

(5) 

A 

(4) 

U 

(3) 

D 

(2) 

SD 

(1) 

6 Gender diversity is mainstreamed in diversity management in 

Nnamdi Azikiwe University Awka 

100 
(29%) 

95 
(27%) 

73 
(21%) 

25 
(7%) 

47 
(13%) 

7 Gender diversity is not reflected in employee composition in 

Nnamdi Azikiwe University Awka 

47 
(13%) 

25 
(7%) 

70 
(20%) 

95 
(27%) 

103 
(29%) 

8 Gender diversity reflected in the appointment of key management 

positions in Nnamdi Azikiwe University Awka 

104 
(30%) 

94 
(27%) 

68 
(19%) 

26 
(7%) 

48 
(13%) 

9 Respect for gender diversity among employees does not reflects 

in service delivery outcome in Nnamdi Azikiwe University Awka 

73 
(21%) 

25 
(7%) 

47 
(13%) 

100 
(29%) 

95 
(27%) 

10 There is political will for mainstreaming gender diversity in the 

management of Nnamdi Azikiwe University Awka 

110 
(31%) 

90 
(26%) 

80 
(23%) 

30 
(9%) 

40 
(11%) 

The responses to hypothesis two, which claims that gender diversity among Nnamdi Azikiwe 

University Awka staff has influenced the organization's service delivery outcome, are 

displayed in Table 7 above. Based on the answers to the questions of whether gender diversity 

is taken into account while managing diversity at Nnamdi Azikiwe University in Awka, as 

previously presented There were 73 responses (21%) who were undecided, 25 respondents 

(7%) who disagreed, and 47 respondents (13%) who severely disagreed, but 100 respondents 

(29%) out of the sample strongly agreed. Thus, gender diversity is mainstreamed in diversity 

management at Nnamdi Azikiwe University Awka, with SA having the most incidences (29%). 

Furthermore, 47 respondents (13%) strongly agreed, 25 respondents (7%) agreed, 70 

respondents (20%) were undecided, 95 respondents (27%) disagreed, and 103 respondents 

(29%) strongly disagreed to the question of whether gender diversity is not reflected in the 

employee composition at Nnamdi Azikiwe University Awka. Given that SD occurs 29% of the 

time, this indicates that gender diversity is reflected in the makeup of Nnamdi Azikiwe 

University Awka's workforce. Regarding whether Nnamdi Azikiwe University Awka's 

selection of senior managerial roles reflects gender diversity 48 respondents (13%) strongly 

disagreed, 104 respondents (30%) strongly agreed, 94 respondents (27%) agreed, 68 

respondents (19%) were unsure, and 26 respondents (7%) disagreed. The response is that 

gender diversity is represented in the appointment of important executive posts at Nnamdi 

Azikiwe University Awka, with a 30% SA frequency. Regarding the inquiry concerning 

whether Nnamdi Azikiwe University Awka's service delivery outcomes attest to the respect for 

gender diversity among its workforce, 73 respondents (21%) strongly agreed, 25 respondents 

(7%) agreed, 47 respondents (13%) were unsure, 100 respondents (29%) disagreed, and 95 

respondents (27%) strongly disagreed. The percentage response distribution shows that, at 

Nnamdi Azikiwe University Awka, respect for gender diversity among staff members is 

reflected in service delivery outcomes, with 29% D and 27% SD, respectively. In conclusion, 

regarding the political will to mainstream gender diversity in the management of Nnamdi 

Azikiwe University Awka, the following responses were obtained: 110 (31%) strongly agreed, 

90 (26%) agreed, 80 (23%) were undecided, 30 (9%) disagreed, and 40 (11%) strongly 

disagreed. In other words, there is political will for mainstreaming gender diversity in the 

management of Nnamdi Azikiwe University Awka with the 31% SA affirmative response 

frequency  
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Investigation of assumptions 

            We shall now test our two assumptions formulated from the research questions based 

on the responses from our population samples as previously presented.  

Test of hypothesis One 

H1: Diversity management in Nnamdi Azikiwe University Awkahas shaped service delivery system 

between 2014 and 2024 

 

H0: Diversity management in Nnamdi Azikiwe University Awkahas did not shaped service delivery 

system between 2014 and 2024 

The Karl Pearson’s product moment correlation coefficient was employed to test the significant 

of the response from the questionnaires (respondents). However, in the Karl Pearson’s 

product moment correlation two statistical strategies or methods are available for the 

computation of r, they are; 

 

a. The use of mean and 

b.  The raw score formula 

For easier understanding of the approaches employed, this study opted for the   “raw score 

formula” which was use in the computation of the data obtained for this study.  

  X Y XY X2 Y2 

SA 120 115 13800 14400 13225 

A 90 95 8550 8100 9025 

U 75 80 6000 5625 6400 

D 30 40 1200 900 1600 

SD 35 20 700 1225 400 

TOTAL 350 350 30250 30250 30650 

 

Using the Karl Pearson’s product moment correlation formula (the Raw Score) which is given as: 

r = 
2222 )()()()(

))((



 

−−

−

YYnXXn

YXXYN
 we compute: 

r = 
22 )350(306505)350(302505

)350)(350(302505

−−

−

xx

x
 

r = 

122500153250122500151250

122500151250

−−

−
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r = 

307502875

28750
 r = 

36.17556.169

2875

x
 

r = 
04.29734

2875
  r = 0.967 

The above result indicates that, "diversity management in Nnamdi Azikiwe University 

Awkahas shaped service delivery system between 2014 and 2024," demonstrating 

nearly perfect correlation between the two variables under investigation. Nevertheless, 

we will now investigate the strength of the correlation by converting the r value, which 

is 0.967, to t scores. The modified student's t test is the method used in this study to test 

the significance of the correlation coefficient. Using the formula below; 

t =  r 
21

2

r

n

−

−
 we comput 

t = 0.967 
2)967.0(1

25

−

−
 

t = 0.967 
935.01

3

−
  t = 0.967 

065.0

3
 r = 15.46  

t = 0.967 x 6.79   : t = 6.57 

The correlation coefficient is denoted by r, the number of observations is n, the degree of 

freedom is n–2, and the value of t for 0.05 and three degrees of freedom is 3.182.  

Rule of decision: Since 3.182 is the above-mentioned tabulated value of 0.05 at three degrees 

of freedom, the computed value (6.57 > 3.82) is bigger than the tabulated value. As a result, 

we reject hypothesis H0 and accept hypothesis H1, which claims that "between 2014 and 2024, 

diversity management at Nnamdi Azikiwe University Awkahas shaped the service delivery 

system."  

Test of Hypothesis Two 

H1: Gender diversity among employees in Nnamdi Azikiwe University Awka has 

contributed in the service delivery outcome of the organization 

 

H0: Gender diversity among employees in Nnamdi Azikiwe University Awka has not 

contributed in the service delivery outcome of the organization 
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The significance of the respondents' (questionnaire respondents') responses was further tested 

using the Karl Pearson's product moment correlation coefficient. Nonetheless, there are 

two statistical approaches or methods available for calculating the r value in the Karl 

Pearson's product moments correlation coefficient. These include; 

a. The use of mean and 

b. The raw score formula  

In order to facilitate comprehension of the methodology utilized, this investigation chose to 

utilize the “raw score formula,” which is employed in the calculation of the data acquired for 

this study 

  X Y XY X2 Y2 

SD 110 102 11220 12100 10,404 

A 90 97 8730 8100 9409 

U 80 75 6000 6400 5625 

D 30 27 810 900 729 

SD 40 49 1960 1600 2401 

TOTAL 350 350 28720 29100 28568 

 

Using the Karl Pearson’s product moment correlation formula (the Raw score) which is given as; 

r = 
2222 )()()()(

))((



 

−−

−

YYnXXn

YXXYN
  we compute 

r = 
2

2

)550(285685)350(291005

)350)(350(287205

−−

−

xx

x
 

r = 

122500142840122500141500

122500143600

−−

−
 

r = 

2034023000

21100
 r = 

62.14266.151

21100

x
  

= 
75.21629

21100
   r = 0.975 

Again, the results above showed nearly perfect connection between the variables studied, 

suggesting that "Gender diversity among Nnamdi Azikiwe University Awka employees 
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has contributed in the organization's service delivery outcome." As previously, we will 

now convert the r value, which is 0.975, to a t test in order to assess the strength of the 

positive connection. The modified student t-test is the approach utilized in this study, 

as previously noted, to determine the significance of the correlation coefficient. 

Using the formula below;     

t = r
21

2

r

n

−

−
 we compute: 

t = 0.975 
2)975.0(1

35

−

−
 

t = 0.975 
975.01

3

−
 t = 0.975 

036.0

3
t = 0.975 33.83  

t = 0.975 x 9.13 

t = 8.90 

Where n-2 is the degree of freedom and n is the number of observations. The correlation 

coefficient is denoted by r, and 3.182 is the critical value of t when a=0.05 and three degrees 

of freedom are used. 

Decision Rules: Since the computed value, e.g., (8.90>3.182), is greater than the tabulated 

value of 0.05 at three degrees of freedom, we reject the null hypothesis and accept the 

alternative hypothesis that "Gender diversity among employees at Nnamdi Azikiwe University 

Awka has contributed in the service delivery outcome of the organization."  

 

Conclusion 

      We have seen in the previous sections that diversity management at Nnamdi Azikiwe 

University Awka has shaped the service delivery system between 2014 and 2024. This was 

achieved via the use of a descriptive study design and the self-report approach. This same 

portion also disclosed how gender diversity among Nnamdi Azikiwe University Awka staff 

members has improved the organization's service delivery results. Furthermore, it has been 

discovered that an inclusive management style at Nnamdi Azikiwe University in Awka has 

improved the caliber of services provided by employees. The population of the survey research 

study comprised all senior and junior staff members of Nnamdi Azikiwe University in Awka. 
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350 employees of the university were chosen as the study's sample using the Taro Yamani 

formulas, drawn from the almost ten thousand members of the university's population as 

previously indicated. The researcher created the questionnaire and conducted the interviews 

for the current study while working under the guidance of his supervisor. The researcher 

successfully distributed the questionnaires to the chosen population sample size (350) with the 

help of five (5) trained research assistants.  

             Nonetheless, the results confirmed that diversity in the workforce presents both 

possibilities and difficulties for the organization. High productivity and low absenteeism were 

among the opportunities (competitive advantage), as were the acquisition of resources, 

particularly among women and minorities; creativity and innovation among staff members; an 

increase in the pool of information that facilitated problem solving; and the institutionalization 

of a flexible institutional system that was necessary for prompt reaction to environmental 

changes. Conflict can arise between groups or among staff members; it can also result from 

animosity and negative stereotyping; it can also arise from misunderstandings, 

misinterpretations, and inappropriate interactions between members of different groups; and it 

can arise from individual prejudice or fear of the minority groups. Additionally, individual and 

organizational solutions for managing or resolving workforce diversity in the institution were 

identified through the questionnaire responses. Individual strategies include empathy, 

tolerance, and a willingness to engage with the community as well as the staff and institutional 

authorities' understanding of the nature and meaning of diversity; organizational strategies 

include the organization's adoption of inclusive organizational policies and practices, diversity 

training, the creation of an institutional culture that values diversity, and the growth of a 

multicultural institution. 

          The study concludes by recommending that Nnamdi Azikiwe University's 

administrators recognize, seize, and capitalize on the workforce's diversity as a competitive 

advantage in order to make the university a major player among Nigerian universities and other 

tertiary institutions around the world. Second, the university's authority needs to figure out how 

to lessen the tensions that result from the diversity of its staff. Thirdly, on the basis of fairness, 

equity, and justice, individual and organizational strategies (like inclusivity) for managing 

workforce diversity should be used effectively and efficiently to manage the nature and 

dimension of staff diversity at Nnamdi Azikiwe University Awka while encouraging 

cooperation between and among diverse groups within the institution. Lastly, in order for 

university authorities to respect diversity and lessen the conflicts that arise from it, they should 

be aware of the significance, scope, and makeup of the workforce's diversity. The university's 
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authorities, as well as the staff members themselves, should effectively and efficiently deploy 

and utilize organizational techniques and staffs in managing workforce diversity. 
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